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To my master Smarties: Mum, Dad and Khairunnisa. 
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MASTER KEYS TO COMMUNICATING 
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WORK WELL WITH OTHERS 
1) 

BECOME AN EXPERT \N HOW YOU WORK 



KNOW HOW YOUR BRAIN WORKS 
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ALWAYS BE GROWING 



THE SMARTS 





THE SMARTS: WHAT ARE THEY? 

Whether you re starting your first job, moving to a new one or just trying to 

break out of the same-old, there are ways of working that can give you a big 

advantage. I call these the smarts, and the people who use them are Smarties. 

Smarties have cracked — hacked — work with the smarts. They cut through the noise, 

understanding the small things that really help achieve mastery. Smarties do things 

right, and they do the right things. Their mastery brings results — which, at the risk of 

cliché, can change the world. 

Years ago, figuring out the smarts was a matter of necessity for me. I was born into an 

immigrant family and was the first to get a job in “The City’. I needed to understand 

mastery at work, fast! 

This led me on an adventure to discover precisely what the smarts are. Over the years 

I've found them everywhere from the boardrooms of leading companies to crisis 

response units. From the trading floor to the operating table. 



I've grown to understand how Smarties communicate, work with others and with 

themselves. I’ve also seen how they come up smiling irrespective of what the crazy 

world of work chooses to throw at them. 

I became so excited about the power of smarts that I set up a company called The 

Smarty Train. Together with an inspirational team, we have trained tens of thousands 

of Smarties, helping them to unlock their talent every day. We've worked with some 

of the biggest brands in the world and even picked up a few awards along the way. 

But now it’s time for you to learn the smarts and put their power to use. Enjoy 

your adventure: if it’s anything like mine, it's going to be brilliant. 

Saj Jetha 
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WIT 
Stuck for something to say? Cat got your tongue? Want to make a connection? 
Think: WTF. 

No really. Work, Travel, Fun. Three sure-fire conversation starters that will keep you 

chatting for an hour or more with someone. 

Don't worry if it feels trite and unimportant to begin with. Smarties know that small 

talk may lead on to big talk. 

WTF: Just try it. 

OMG. It'll work. 



THAT FIRST ENCOUNTER ———— 
First encounters are always scary no matter what the pros say. You're desperate to 

present the best side of you, but fearful you're projecting the worst. It doesn't help 

that your internal system behaves a bit differently to normal, just when you need it to 

be at its sharpest. The intense focus on you means you won't have the ability to do the 

thing that matters most in a first encounter. The thing that makes you a Smarty. 

When the introductions are made, you may not remember names. 

Here are some tips for that first encounter: 

1. Really listen when a person says their name (remember, your nerves are at an all- 

time high in this exact moment). 

2. When you hear it, repeat it back and try and make an association with it that is 

personal to you: ‘My friend’s also called Sarah’, or ‘How are you spelling Laila, 

with anioray?’ 

3. Repeat the person’s name back before the end of your encounter, 

4. (Bonus marks: Repeat it to yourself an hour later to get it into your 

long-term memory). 

5. If your first encounter happens to be around a table with lots of other people, 

draw yourself a table plan with the names of your new encounters. 
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T MINUS 
The countdown period to a rocket launch is crucial. E 

Key events take place at each milestone, data is analysed, 

questions that need answers are answered. 

Without this vital period, there can be no spectacular launch. 

Give yourself some launch time; work a countdown period into 

each key event. Conference call? Dial in five minutes early to ensure 

everything is working. Meeting? Be the first to get there. You'll get the 

chance to speak informally to others before diving into work. Don't 

forget travel time when planning. 

Smarties always start work a little early every day.* It gives them time 

to think, focus on the tasks ahead and plan how to tackle them. 

Build T minus into your everyday routine. Be early in proportion to 

what is about to happen. Think how long you will need to get tuned 

in and give yourself the right platform to perform at your best. vy, 

) a L, wes 3 eae woe | For a rocketing head start, perfect your countdown. — 

* Or they look at their diaries before closing down, 

seeing what's coming tomorrow and planning for it. 
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KNOW THE VITALS 
Smarties can sum up what's happening where they work in half a dozen words. 
They know its vital signs inside out. 

Traditional medics are trained to relay a patient’s vitals at any given moment. You 

need to be able to do the same. The terms (and numbers) that drive your business 

should be imprinted on your brain and always ready to go. 

Learn them. Understand them. Watch how they change, progress or retreat. Be 

prepared to reel them off whenever necessary without hesitation should someone ask 

you something. 

Work vitals are not the difference between life and death, but they are crucial 

to your work and your relationship with it. 

At the bare minimum, the vitals you should know about are: your organisation’s 

current values, vision and strategy, the problems it tries to solve, its leaders, its 

revenues (and targets and financial drivers, if applicable), stock performance (if 

applicable), what your organisation asks of its people and any big projects it has on. 

Cherish the vitals — they ll keep your career healthy, too. 

~ 
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Imagine the best advice you've ever been given from 

someone you like. Now think of someone you really 

dislike, and picture that same advice coming from them. 

Which one is easier on the ears? 

And herein lies the problem: people generally trump 

perspective. 

To be a Smarty, separate the perspective from the 

person. Listen to what is being said, not who is saying it. 



Put another way: the next time youre in a situation and the music is not to 

your tune, focus on the song, not the singer. When you give it a fresh es 

you might find it on your wavelength ae all. 
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— CHECKING AND VALIDATING 
Smarty conversations happen when you check and validate. Your manager asks you 

for an update. Two minutes into your response stop and ask: ‘Am I going into the 

right level of detail?’ 

The questioner might only have wanted a couple of words: it’s going well, or I’ve 

encountered a few issues but I’m dealing with them. Or, they may have wanted to 

dive even deeper into the detail. By checking and validating in the early stages of the 

answer you will give them exactly what they wanted from the interaction. And who 

wouldn't want that? 



80° - B4 §= (80° ye = alc 
f | dtc 

ah 
tbd)(betad Pere es 

abt cd i hone srs 

thd )ldb +c4) 
be+tdd 

B WHAT YOU THINK exe aes - q as ng 

atk see Ye Sree (THEY NEED TO KNOW 

Ve? a tant sNabed, 

aye sot (abt cd) 

Aaa 3a ¥s(S+205)' 

ye) WHAT THEY 
WANT TO KNOW 

Dial up, or dial down, or make no change; ask if they want the scenic route or the 

highway. You'll both get to where you want to be faster. 

Checking and validating could be used in lots of your interactions at work. 

Many things going wrong (or not being right) are because of an absence of it. 



BREVITY 1S BEST” 



This sentence has exactly six words. It’s a good sentence length, 

right? It gets the point across perfectly. I’m sure that everyone will 

agree. So why do so many people insist on writing really, really 

long sentences, with hugely descriptive language, to get across a 

point about their work when it often just distracts from the entire 

point under discussion? Writing in shorter sentences wins respect. 

Speak with brevity. Make your points quickly and sharply. Be that 

person everyone wants to hear from because you've thought clearly 

about what you want to say. 

Take out words you really don’t need. Waste words and you will be 

wasting your colleague’s time. 

If it takes too long to get to the point, you never will make it. You 

don’t want that. 
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TELLING STORIES 

To make what you say sticky, perfect the craft of telling a truly memorable story. 

Use hooks or analogies, pose a question, or come at it from an unexpected angle. 

Think about the weight of every word. Focus on helping the listener to visualise 

what you mean. 

We're assailed on a daily basis with words, opinions, information and DETAIL. But not 

all of it (in fact, often very little) means anything unless you join it up. 

You don’t need to talk a lot, or use big words, to be a Smarty. Just paint a 

colourful, vivid picture by telling good stories. 

Ernest Hemingway: the master of brevity. The journalist and author 

was challenged to write an arresting story in just six words. This was 

it. It tells you everything you need to know. Sadly. 
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sel wot ju: min 
(SAY WHAT YOU MEAN) 
Are you ANGRY or just a little irritated? Is this project REALLY, REALLY, STRESSING 

YOU OUT, or are you just a little nervous you're not taking the right approach. It’s great 

you are SUPER EXCITED about this, but you seem to be pretty excited about most 

things. Maybe you are just comfortable with the direction we're taking? 

Spoken language is a powerful force. It can be cyclical too, because the words 

we use dictate our reactions to the events we describe. 

If a person complains of feeling stressed, they may feel as though they are living ona 

knife-edge. They may even feel resentful of the supposed source of that stress. It will 

affect their interactions in every sphere. However, if this ‘stressed’ person stopped to 

think for a moment, they may realise the emotion they are feeling isn’t really stress at 

all. It may be nerves over the direction things are taking, or even worry that they may 

not be the right person for the job. Coming at things with the right words changes 

everything. 



Words really do matter. 

It’s very easy to retreat into the comfort of a handful of well-worn adjectives. We are all 

guilty of using them as a shorthand to describe our emotions. If you do, you are doing 

yourself a disservice. 

Google the Harvard Business Review article by author, speaker and advisor Susan David on 

‘3 Ways to Better Understand your Emotions’. It includes a handy table to help you better 

identify exactly what you are feeling and better judge the intensity of emotions and the 

words to describe them. 

Now that is something to be EXCITED about, but also THANKFUL, RELIEVED 

and definitely more CON F | ) E N [- 
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PROGRESS, PLANS 
AND PROBLEMS’ 
Everyone asks for updates at work. All the time. Smarties know there are only 

three elements required to report on, so be prepared to do so ona whim. 

Smarty Status Report: Progress, plans, problems. 

Nothing else required. 

Need an example? ‘How’s the report you're working on going?’ 

Progress: ‘Last week, I achieved... 

Plans: ‘This week I plan to...’ 

Problems: ‘Where I have an issue is...’ 

(Thanks to 6-year-old Amelia for helping us test that the maze is solvable.) 
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TEST 
Do this simple test. Ask someone to watch you as you 

draw a capital E on your forehead. Now turn this 

book upside down to see why I asked you to do it. 
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COMPLETE THE CONTEXT JIGSAW 
Starting a conversation without understanding the context is like beginning a jigsaw 

without checking you've got all the pieces. Just a single missing piece — of context or 

jigsaw — changes everything. 

In any given situation, Smarties take the time 

to ask and understand, ‘What’s going on?’ 

Replies may reveal that a colleague is suddenly under pressure to complete a task in 

record time, or is feeling under the weather, or is battling to sort out a major issue. 

It could be that the organisation has just missed a major target, won a major prize or 

had a big story hit the news. This is all essential context to what happens next in your 

conversation with them. It could be the reason why your chat didn't land in the way you 

thought it would. Or your brilliant presentation worked last week but not this week. 

Nothing at work operates in a vacuum. Everything is linked. Everything is 

connected. Try and understand what's going on first, and during, something. 

It’s what will make you a Smarty. 







TIMING 1S EVERYTHING 
In an experiment, judges’ verdicts almost always went in an applicant’s favour 

after lunch, or a short break. ‘Good’ decisions dropped off precipitously as the 

afternoon wore on.” 

In this case it is hunger that might be causing the ‘wrong’ decision.* But there are 

lots of other factors that can cause you not to reach the outcome you want. It might 

be when you ask for something, how you ask, and what is going on for a person just 

before you ask. 

Smarties observe people’s habits.** Choose your moment. There are ‘good’ and ‘bad’ 

times for everyone. Think about those moments when someone’s just come off a call 

and is processing its content. Or maybe when someone's en route to that meeting and 

preparing in their head. Or even if they’re just off to get that well-needed coffee. All 

not good times if you're looking for a positive interaction. 

* Apparently I get ‘hangry’ sometimes. Being angry when | get hungry doesn't 

always get me the outcome that I, or more importantly others, want. 

** Advanced Smarty. Observe your own habits, too. 



THINKING ABOUT THINKING? 
There is a real distinction between asking someone what they think, versus 

what they are thinking. Think about it. 

Asking a person what they think is a knock-out blow. It provokes a definitive all-or- 

nothing response. Youll know the direction that person is taking. It’s usually firm 

and clear. The downside is you don't hear about the elements that prompted them to 

take that path. 

Inquiring about someone's thinking is powerfully different. It demands less 

commitment to the end result, though you'll probably get one. Intriguing thought 

processes are unveiled. Those who might be nervous of giving an answer are more 

willing to verbally weigh up the pros and cons. 

Both are open questions, but Smarties know the second approach guarantees so much 

more (read about open questions on page 75). Thinking about thinking is a valuable 

learning tool. 
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Tomorrow, when you come out of a meeting, ask those around you what they 

are thinking. Their reflections will deepen your understanding, giving you 

insight into the process as well as the outcome. 
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— SMASH DOWN BRICK WALLS 
‘No’ is an absolute brick wall of resistance. It’s easy to say, 

but once it is out there, it is almost impossible to break down. 

It pulls a conversation up short, stops it in its tracks and kills all hope of a resolution. 

It has no grey area. 

Smarties lead the way by understanding how to say ‘no’ differently. They are the 

masters of the alternative no. It keeps the dialogue and future possibilities open, and 

the walls transparent. Think of it as the gift that keeps giving. 

They say something like: ‘Thank you for asking. I really wish I could work with you on 

this. It sounds like a great opportunity and one I would learn from. Sadly, I’m committed 

to X this month and it’s a priority. Definitely keep me in mind next time though.’ 

The path forward is kept clear. You’re not associated with eliciting the reaction that 

‘no’ often causes. The door is left more open. 
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WHICH HAT SHOULD YOU WEAR? _ 
We are asked to play many different roles at work. On any one day, you might be the 

details person, the structure person, the challenger, the tone person... the list goes on. 

For maximum effectiveness, get into the right character from the off. 

When a Smarty is asked to contribute they ask: 

‘What role would you like me to play here, in order to help you the most?’ 

While it’s tempting to jump in and go the extra mile, the true value is always in 

ensuring you are doing what's being asked of you. 

You may have been invited to go over a document simply to proof it for spelling and 

grammar. Alternatively, the person who asked for your input may feel you'd be a great 

fresh pair of eyes to see it from the recipient's perspective — is anything missing? Will 

this be understood in different geographies? There are a myriad of reasons you may 

be brought in. Ask. 

If you don't play your part, at best you'll irritate your colleague. At worst they'll know 

never to ask you again. Ouch. 







BLAME GAME 
Everyone screws up. All the time. Even a Smarty. When a project goes awry it is 

100 per cent likely you played a part in what went wrong. Yes, 100 per cent. 

Even if you only had 0.005 per cent of a role. 

Own it! 

Don't get distracted by spinning the wheel on the blame game. Sure, it’s addictive, but 

it’s super-destructive too. It takes your focus and emotional energy, and things often 

become irreparable once you start to blame. Even if someone appears to be pointing 

fingers, rise above it and focus on the real issue. It'll open your mind to having a 

sensible conversation about putting things right, either this time, or the next. 

Smarties reframe blame by owning their contribution and focusing 

on the issue at hand. 
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—— MEETING Of MINDS 
Top sports players never start a game from cold. They always warm up before the big 

game and that gets results. Can you put aside the time to warm up before your big game? 

Take meetings as a case in point. All too often meetings have become a 

euphemism for: I don’t have time to think about this, so let’s have a meeting. 

Everyone turns up cold and nothing gets done. 

Meetings should count, not just be a body count. 

What if you could use meetings to save time and get better results? 



The moment the meeting invite lands, start the warm-up and ask yourself: 

How do I form a perspective before I attend the meeting: 

‘What do I need to form that perspective?’ 

These two questions will make you do what you need to do and think about what 

you need to think. This is the warm-up that Smarties carry out. Watch how your 

meetings change when you go into one with a perspective. 

If people relate to your perspective, you will move forward (and you've saved 

everyone time). If they don’t, you still move forward, but in a different way now! 
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I’ can be the sweetest-sounding word. 

After all, who doesn’t like to talk about themselves? 

Beware though: it can have negative connotations for how you work and see the 

world sometimes.* 

T’ve been in this job six weeks and I don't think it is going that well. I keep getting more and §oing g § 

more complex projects. I didn’t really expect all this...’ 

Reframe the same scenario in the third person and objectively. (It sounds a bit weird 

to start with, but persevere.) 

Aisha has only been here a while and she’s still finding her feet. She’s been doing well with 

the projects being offered to her, so has started to get more complex ones. She's got a lot more 

on her plate than she expected — but she is open to the challenge...’ 

This objective version helps you. It gives you room to manoeuvre. It ditches the 
negativity and gives a Smarty space to grow. 
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BEWARE OF YOUR wooxi 
You just love putting together videos. Or maybe you're a genius with a 

spreadsheet, or crafting a slideshow. Colleagues will queue at your desk, clutching 

their clips, or data. You'll be the go-to person because you've got the hammer when 

everyone else has a nail. What a buzz. You're in your Hook Zone. 

And therein lies the problem. 

Hook Zones should come with a big health warning. It’s great being good at 

something. There really is no better feeling. Yet, it’s easy to get carried away doing 

what you like, to the detriment of all else. You'll become a one-trick pony as 

your attention 1s easily ‘caught’ tuning into those Hook moments. There are two 

implications. The non-hook work is still your job and needs to get done — now just 

with less time. The second is you're not learning new stuff. Be sure to keep taking 

yourself out of your comfort zone. 

Don‘ give up being the best at something. Just recognise the signs of being 

hooked and keep your balance in check. 
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LET I GO 
When something bad happens, not everything is THE END OF THE WORLD!! 

A wise friend of mine says: ‘When you are thinking about worrying, ask yourself 

whether you will still be thinking about this tomorrow, next week, or next year.’ 

If you decide you'll probably get over it in 24 hours, let it go. It’s not that big a deal, is 

it? Most things fit into this category. If they don’t then follow the advice on page 98 

(Fail often). 

Use this Smarty Severity Barometer whenever your pulse starts to race. Lighten up. 

Not everything (in fact, very little) is that serious. 

It’s just your interpretation of it. 
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REFLECT EVERY DAY 
At the end of every day ask yourself these questions that have their origins in 

reflective practice: 

‘What happened today?’ Your market scan of the day 

‘Why did it happen?’ Understand anything that needs understanding 

‘What one thing have | learned?’ Helps you GROW 

‘What shall I do differently tomorrow?’ Helps you commit 

Giving yourself the space and time to reflect on the day’s events connects the dots. 

With a little distance and reflection, youl see the bigger picture, or perceive 

things differently. Make joining the dots part of your daily routine. 
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I'M A DUFUS 
You are if you say you are. 

Negative labels are a lose-lose-lose situation. 

Let’s say you've announced: ‘I’m rubbish at social media.’ 

You are probably exaggerating. Chances are you're not that bad. Lose. 

Others will see you differently. It will influence their future decisions about what to 

involve you in (missed learning opportunity). Lose. 

Self-deprecation lowers the potential (or inclination) for self-growth. Lose. 

Don't be a dufus. Don't label.* Don't be a loser. 

* Yourself, or anyone else for that matter. 





DEALS: WEEK | | DEAL®WEEK 
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YOUR OFFER 
Sometimes you naturally assume you should be learning 

from others all the time. And you are. 

But it is not a one-way street. 

If you are a Smarty, others will learn from you, too. What do you have to offer? 

Recently, I’ve learned from new people who have worked with me about video 

editing, food pop-ups and playing professional football. 

People also learn when they have something to teach. 

And that is pretty cool, isn’t it? 
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KNOW WHAT MAKES 
YOU SEE RED 
We've all got one. Probably even two, three or maybe more. Hot buttons 

that, when pressed, trigger a volcanic burning rage deep inside, blotting out 

everything else around us. 

Your hot button could be a visceral dislike of selfish behaviour, or rudeness, or signs 

of a complete lack of empathy in the person you are speaking with. At the first hint 

of it, your blood will boil like hot lava and it feels quite possible steam will pour from 

your ears. 

Calm down! 

Remember they are your hot buttons, so likely to make you disproportionately see red. 

Recognise these hot buttons (the burning sensation is a clue). Remember what they are. 

It's highly likely the perceived slight is nowhere near as bad as you first thought. 

Extinguish that volcano. Cool your hot buttons. 
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TAILS WARN 
There will be hard days at work. 

Your body has tons of little warning signs that tell you things are getting a bit much. 

Reaching for the cookie jar, unreasonable irritability, too much time at the coffee 

machine, forgetfulness... the list goes on. 

Learn what the warning signals are for you. Listen and look out for them when they 

happen. If you're not sure, ask your friends and colleagues. They'll probably tell you! 

Let the tail wag the dog on this one. Being under pressure isn't all bad, but it 

can be if you don't listen to the tail. And when it wags, do some of these: 







MIM 
My friend Lucy is a human dynamo. No sooner have we enjoyed the last coffee, 

or mouthful of food, on a great evening out and she'll already be organising the a 

next big social event for our group. 

Every group has a Lucy (or needs one) or nothing would ever happen. Her energy 

keeps things moving. 

A Moving Forward Mindset (MFM) is an essential quality for a Smarty. 

a) 
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Not taking the next step to move things forward is what prevents things from 

happening. Smarties like things happening. 

Be like Lucy. Have an MFM. Seize the moment: be the first to prioritise, create 

that action list, make that booking, have that chat or get going with whatever 

the Next Step is. 

Moving Forward Mindset = Makes For Miracles. 
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Bet TARMER-_ 4A 
There may be days where you feel you simply have ‘too much’ on. If you do, it’s usually 

for only two reasons: there’s a huge volume of things to do, or there’s a few specific 

things that require dedicated, focused thinking that you 

haven't done yet. Both of these will rattle you. 

You need a Ploughing Day.* This is a day that you 

behave like a farmer, get up early and get shit done. In 

farmer mode you will have shifted the bulk of the hard, yet 

routine work and/or you will be calmly thinking about major tasks to tackle. 

You don't need to start work at 6am to get things done (although it is a great 

time of day — try it!) but an occasional Ploughing Day will reap dividends. 

Tell everyone you are having a Ploughing Day. Block it out in your diary in advance. 

Prepare the day before, with everything lined up. List all the stuff you need to get 

done. Have it all ready. Zone in on the task, tune out the distractions (headphones are 

a great help here**) and just do it. Investing time in getting the basics out of the way 

leaves room for the big stuff and gets rid of the clutter preventing you from doing it. 

* |’ve also heard them called Quiet Days or HEDs (High Energy Days). 

**T often listen to my classical music collection, which I always 

associate with Ploughing Days. Don’t ask. 
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INSANITY: 
DOING THE SAME THINGS. 
OVER AND OVER AGAIN 

~AND EXPECTING 
DIFFERENT RESULTS* 

* Albert Einstein did not say this, apparently! 



When you don’t get the result you want, the process could be wrong. 

The process is often as important as the outcome, because the process gets you to it. 

\ ~ 
= 

65 



ENGINEER PLAY 

Probably 40 per cent of what you may do in the working 

day is repetitive. For repetitive, read boring (but necessary). 

The Smarty way is to engineer. 

oe el 
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/* Do this and you’1l have more time to do the interesting 

stuff. Imaginative thinking, upskilling on something, 

or courageous leaps that propel you somewhere new. */ 

/* This is not a call for ignoring the repetitive tasks on 

the weekly agenda. It means engineering their completion. 

MievesenverarDUrDOSe toon. *7/ 

engineersConceive() ; 

design() && implementSystems() ; 

implementSystems () { 

//to make things 

workBetter() && beMoreEfficient(); 

} 

[PmOvOM akerars tepaback= FOCUS Onetne Tt requently reocourring 

tasks you do. How can they run more smoothly? Could you 

Uses tecnnovosy, Detter? 1s there a call -for a template or 

Eneckinisits tOTeasie tne Way e1S there a speciiic time sequence 

in which to do them? */ 

thinkLikeAnEngineer () ; 

DaLevOVM moc mice OUESeLRUD@iv// Or thescool stury . 







GET THE PROBLEM STATEMENT 
Forget endless meetings without hope of resolution because everyone views what’s 

at stake differently. A Smarty looks for ways to unify. Smarties try to identify the real 

issue and frame it in a single statement. 

A problem statement. 

Problem statements clearly and succinctly set out the issue so that everyone can work 

towards resolving it. In one sentence it neatly summarises everything. It stops staring 

at the problem and articulates it. It also allows you to accurately describe what’s at 

stake to people who were not even in the room when the issue was discussed: so no 

danger of anything getting lost in translation. 

Reframe the conversation: make a problem statement and play it back 
to others for agreement.* 

“For Smarties in the Advanced Class: the fewer words in a problem statement, 
the better in its initial phases. Try to get it down to no more than six. 



C)\ 

Over the last 18 months it’s been like a rollercoaster. 

One minute, we're moving along nicely but the next, 

it’s like a hurricane has hit us. Usually, it’s without 

any notice too, which really does impact the 

quality of our work. The product is good, 

and it’s understandable why more 

would want it. When we are better 

able to plan, our team works a 

whole lot better. Just last week, 

Johnny was saying that... 

Anna had a different take 

on it though, saying... 

blah ... blah ... blah 

» iblahy =. blah> =; 

blah...blah...blah 

cablahi. 
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WHAT DOES YOUR 
PROBLEM LOOK LIKE? 



When everyone else is agonising over a challenge, Smarties make it easy. 
The Smarty way is to cut short the verbal debate and convert 
the conundrum into a picture. 

Master just half a dozen visual techniques to deftly explain a multitude of scenarios. 
You don't need to be Picasso, either. Circles indicate cycles, arrows flow, and triangles 

show progression or hierarchy if you are trying to relay concepts. You can even start 

to join them to make pictures if you want your scribbles to be truly memorable. 

A picture is, as we all know, worth a thousand words. 

Make a point without saying a word. 



NO 1S THE NEW YLS 
When someone, or several people, operate above you, you won't be party to every 

detail of what makes your organisation tick. There are an infinite number of reasons 

for this: timing, confidentiality, appropriateness, irrelevance, location, anything. Just 

know there will always be information you don't know. 

The Smarty way is to be comfortable with it. Accept you ll never always know all 

things. Acknowledge it, but do the best you can with the hand you ve been dealt. 

A counterproductive response is to make a big deal about it and say you can't 

move forward until you've received further information even if you've been given 

everything that’s possible.* 

There is no shame in being outside the information circle. There is, however, shame 

in stopping in your tracks until you're granted access. It won't always happen. 

Sometimes it just can’t. So you'd better just get on with it. 

Smarties can only control the controllables. And that's fine. 

* It’s OK to make a list of informational needs and see if they could be available. 

That's an MFM mindset (see page 60). 



BETTER QUESTIONS? 
BETTER ANSWERS? 
Smarties are hungry for better answers. Better answers allow you to do better. How 

do you do better? You ask better questions. Better questions show that you care. 

Better questions show you are invested. Better questions help you. 

You probably know the difference between open and closed questions but could 

you use them even better? This is where the magic happens. 

Need to get to a conclusion on something? In a hurry? Need clarity? Ask CLOSED 

questions. They are binary. They are either/or. They are unambiguous. They are quick. 

Need to scan someone's brain? Have some time on your hands? Go wide and ask 

OPEN questions. They encourage expansive, non-binary answers that produce a 

picture. They are rarely either/or. They could be ambiguous. They help you connect 

to someone or something in a deeper way. 

Are you going to be better at asking questions now? Oops, sorry, meant to say: 

how are you going to be better at asking questions now? 



——BEAR NECESSITIES 
FTSE down 20 per cent, teatime for the bears. 

Whether or not you work with these terms every day, Smarties know this headline 

doesn’t mean cut-price grub is up for the grizzlies. They also know what a 20 per cent 

fall in the stock market means for themselves, their company and their country. Do you? 

Look up and understand the following financial terms: 

- Bear and Bull markets 

- Budget, Forecast 

- Balance Sheet, Assets and Liabilities 

- Profit and Loss (called P&L sometimes) 

- Earnings before interest tax depreciation and amortization (EBITDA) 

- Margin or Profit Margin 

- “The Bottom Line’ 

- Key Performance Indicator (KPI) 

Learn what these terms mean. It’s the Smarty way to mean business. 
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IF YOUR HEAD 15 
IN THE FREEZER... 



AND YOUR FEET ARE 
IN BOILING WATER... 



ON AVERAGE ARE YOU OK?* 
No you are not. 

Question. Everything. When someone 

confidently quotes an impressive 

percentage, or makes a bold statement, 

make some mental checks on it. If 75 per 

cent adore the new product or idea, ask 

how many people were polled. If it was 

just four, then three out of the four liked 

the product. Is that a big enough sample to 

make big decisions on doubling production 

for the Xmas rush? Probably not. 

* Comes from a popular joke amongst 

statisticians. I found it funny. 
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Likewise, lists of similar numbers and percentages quickly blur into one. Break things 

up once in a while: instead of ‘75 per cent of people want more on-the-job learning’ 

say ‘3 out of 4’. It is much easier to understand and more memorable. 

Never forget, either, that percentages can be a sneaky way to exaggerate facts. A 

company that doubles the numbers of associates every four years, increasing by 700 

per cent, may only have started with one and increased to just eight. Meanwhile, a 

large organisation may take on 500 associates a year, but the percentage increase will 

remain less than | per cent. Doesn’t sound so impressive. But it is. 

Just because someone reels off statistics confidently, doesn’t mean they’re right or 

you've completely understood what the numbers really mean. 

Be a Smarty statistician. Love numbers and they'll love you back. 
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EQ. NOT 1Q 
Smarties are not just smart. 

They have a high EQ (Emotional Intelligence). 2) 5) (3) 

Doing well at work requires more than just intellect and IQ. Being a Smarty requires 

skill in handling the trickiest of beasts: emotions. That’s because they can hugely 

impact how you behave. The thing is, emotions are not an exact science, so be ready 

to keep learning as you go. 

Daniel Goleman, who is one of the founding fathers of EQ, has put EQ into five 

categories° and they are well worth understanding. They are: 

Self-Awareness — is about you understanding your own strengths, weaknesses, 

emotions, needs and drivers and their impact on others. Are you self-aware? 

Self-Regulation — is about maturely handling your emotions and exercising self- 

restraint when needed. Are you in emotional control? 

Motivation — is about not solely being inspired by money or title. What drives you? 

How resilient and optimistic are you? 

Empathy — is about compassion and an understanding of other people. Are you 

empathetic? 

Social Skill — is about building rapport and common ground quickly. How do you 

manage relationships? 

Know yourself. Understand others. It is the Smarty way. ) @ 
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VOID TALKING ANTS 
If ants could talk, do you know what they d be saying? 

‘You screwed that up, didn’t you?’ 

‘You are such a loser!’ 

‘Look at her, she managed it much better than you...’ 

Yeah, well, you might think. Ants DON'T talk do they? 

Ah, but they do. Right into your inner ear. Around 50 to 100 times a day, according to 

psychologists. 

By ants, | don’t mean the little insects that will inevitably inherit the earth one day. 

Ants, according to psychologists, are Automatic Negative Thoughts. It’s quite useful 

to visualise them as a creature, though. To give personification to that little inner 

voice we all have. 

ANTs describe the thoughts that pop into our heads, completely unbidden, and leave 

behind an absolute dog’s dinner of a mess of discomfort. They are masters at self- 

sabotage, frequently leading to a vicious circle where you become so downtrodden, or 

cross at your defects, you can’t help but do one thing: create more. 

CBN Fy 



ae 
# 
DEH VEE ge PR Be we HS 4, 

Become a pro at recognising when you might be making thinking errors.° 

Here are a few: 

All or nothing 

Only seeing black and white (and no grey). 

Fortune telling 

Predicting the worst possible outcome to a situation (not realising that by starting 

out with this attitude, you start to make it self-fulfilling). 

Mind reading 

Believing you know exactly what someone else is thinking. 

Labelling 

See I’m a dufus section (page 50). 

Negative focus 

Disproportionately focusing on the negative in a situation. 

Disqualifying the positive 

Ignoring the positive stuff in a situation. 

Personalising 

Investing unconnected events with personal meaning; ‘My boss is in a bad mood, 

it must be something I have done.’ 

Thoughts are such tricky things. They can help you, they can hinder you, 

they can make you superman or they can sink you to the bottom of the ocean. 

Want to ensure you are always flying high? Mastery of your thoughts starts with 

recognising when you are being plagued by ANTs. Argue back! Squash those ANTs! 

They ll never truly disappear, but you can control them. 
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—— TWO SHORT STORIES 
Story one 

Steve’s at a conference. By a quirk of fate, he is seated next to a woman who seems 

pretty awesome. She introduces herself as Georgie. At the end of the day, Georgie 

reaches over and scribbles her number on his notes. She flashes a smile and leaves. 

By the time he gets home, Steve is in turmoil. 
aN) 
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Story two 

Steve’s at a conference. By a quirk of fate, he is seated next to a woman who seems 

pretty awesome. She introduces herself as Georgie. At the end of the day, Georgie 

reaches over and scribbles her number on his notes. She flashes a smile and leaves. 

When Steve gets home, he goes over and over in his head whether or not to call Georgie. 

~- 
His flatmate Mo wonders what’s eating him. 

nN 
o 

Steve’s quiet indecision goes on for days and by the time he finally o& 
a) 

makes up his mind to make the call, he’s too late - Georgie’s busy. 7% * 

He'll never know what might have been. They don't live happily ever after. 

Do yourself a favour: when you are stuck with a tough decision (or one that has 

emotions involved!) think what a good friend might advise you to do.” When we 

face difficult choices, our objectivity shrinks. The emotional pathways in our 

brains confuse our thinking. If you want a Smarty Happy Ending: get into the 

mindset of what a friend would advise.* 

*] nearly didn’t go on my first date with my partner. 

I thought about what my sister would make me do 

because, left to my own devices, I may have bottled it. 

a 
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PEAKS AND TROUGHS 
Shit happens. Always. 

But so do good things. All the time. 

Many things in life are cyclical: economics, emotions, 

relationships, even the course of your day-to-day work. 

Accept the peaks and troughs (sometimes they may be more 

pronounced, other times less so). Realise that, in the cadence 

of life, the trajectory of the cycle is mainly moving upwards. 

Don't obsess about the downs. 

Focus on moving through the ups. 









94 

The Smarty way is to fully accept you know nothing about anything. 

When you know nothing, every experience is new. Guess what else happens? 

You listen better. This is closely linked to having a growth mindset.* 

There is nothing wrong in saying, ‘I don’t know very much about this yet’ or 

‘Td love for you to tell me a bit more...’ 

People who believe they know everything about everything never change. There is zero 

attempt to learn and adapt. They're stuck fast in the quicksand of their own hubris. 

Agile learners, aka Smarties, learn more and are generally happier. 

You see, ignorance really is bliss. 



200) So Se a eA. = 
Who wants to hear how great they are? 

Or how well they did that piece of work? 

Smarties don't. 

The Smarty way is to crave feedback. Not the good stuff. The honest, gritty, this-is- 

how-it-could-have-been-better-and-here-is-how stuff. Feedback isn’t always easy to 

take. But, brilliant people are brilliant at listening to feedback and asking for it. 

Sometimes it won't be easy to hear. Occasionally you'll flat out disagree. Search 

within the feedback to find a nugget you can relate to (and there will be many). Not 

many people come to work wanting to hurt their colleagues. So, chances are, there is 

some merit in what they're saying. You just need to find it. 

If you feel the need to probe (and you should), ask questions that are not defensive 

or accusatory. Use softer language: ‘Help me to understand better’. Adjust your tone 

to be open and friendly. Hostility sends the signal that you're unreceptive. NEVER, 

EVER respond to feedback in the moment. 

Thank the person who gave it to you, step back and chew on it for a while. Just as 

you shouldn't reject all feedback, you don't have to accept it all either. (But avoid 

muddying the waters by giving a string of excuses.) Weigh it up, test it against things 

people have said before. You'll grow as a result. 

Praise feels great. But constructive feedback is praise x 200. 

25 
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HAVE A DATE WITH YOURSELF —— 
Smarties who excel take regular time out for themselves. 

Like a date — but for one. 

Take yourself off for an indulgent coffee. Or a walk in the park. Anywhere where you 

can have a little ‘me time’. Think about where you are growing to (not going to) next. 

Disrupting your day-to-day environment and giving yourself time to just be will 

heighten your sense of self. You'll get a better feel for your skills, limitations and just 

how everything is going at work. 

You'll be amazed at what you'll discover when you take time out to get to know yourself. 

Find your off switch and be prepared to press it regularly to think about your growth. 





FAIL OFTEN 
Always be willing to try stuff. And to fail. 

If it doesn’t work, that’s OK. Because you are building a 

formula. That formula is as important as the closely guarded 

one for Coca-Cola. Why? Because it’s your formula. 

Failure helps you with tons of stuff: it tells you what you're 

good at, what you need help with, how you deal with 

adversity, what to avoid, and so on. What’s more, when 

you try something that you have previously failed at — the 

chances are you will do better this time around.* 

Experiencing more failure is how you grow and learn. 

And how you learn to grow. 



* The National Institute of Education’ in Singapore did an experiment 

where two groups of students learning new maths were studied. One 

group did the traditional thing: theory and practice. The second group 

first attempted to solve the maths problems, then got the traditional 

theory and practice. 

When the test results came in, the second group who had been allowed 

to fail and then discover why, far outscored the highly coached students 

in solving both complex problems and simpler ones. The second group 

gained ‘a significantly greater conceptual understanding’ of the subject. 
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ABR (ALWAYS BE READING) 
Have a need? Then read. A lot. 

View reading as more than just a way to relax. It is, but it is so much more than that. 

Reading is a regular for Smarti
es. By doing it regularly you cause 

a murmuring inside 

your own CPU (Central Processing Unit) that makes you 
more insightful, creative 

and empathetic. 

Does this mean you should be pourin
g over copies of the Economis

t each night? Or 

working your way t
hrough the Business Manage

ment section at Amazon? You can 

if you like. However, a notable study has shown that fiction has a measurable effect 

on helping us unders
tand human emotions and improving social skills too. It turns 

out the more Ernest Hemingway we devour, the more we expand the personalit
y 

traits of extraversion,
 emotional stability, openness to experience, agreeableness and 

conscientiousness.
"” 

If you dont understand
 any of those words, then you know what to do... 

it starts with R. 
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GIANTS DRINK COFFEE 
Smarties are Gold Card holders at Starbucks. 

Do they all love coffee? Maybe. 

Do they love company? Absolutely. 

What type of company? The company of Wise Ones. 

Being a Smarty requires you to be a master in your job and 

to navigate complex stuff. Doing it alone takes time and 

doesn’t guarantee results, mostly because you're in deep and 

don’t know what you don’t know. Take the fast track and 

identify three Wise Ones to buy regular lattes for. 



Line up at least one of the following: 

Technical Wise One: These guys are the masters at their 

jobs. They are at the top of their technical game. They 

are best to talk to when you want to deepen and/or 

broaden your skills. 

Problem-Solving Wise One: They ask great questions to 

help you navigate through tricky situations (or people). 

They help you to see solutions and options faster. 

Long-Gamer Wise One: They help you escape the present, 

to dream and look into future. What’s next for you? 

Where are you going? They won't spoon-feed you the 

answers, but they will help you to help yourself. 

Wise Ones are free; but they can get quite thirsty, 

and even hungry, at times. 
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Want more? 

See something. Say something. Learn something. 

Or just let me know how you re doing in real life at: www.thesmartsIRL.com 
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