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BONNIE’S RESOURCES FOR ASSISTANTS 

Knowledge and resources mean power if you work as an assistant. We may work alone, but we really aren’t 

alone. Here are just a few of my favorite go-to resources that I hope will help you in your work and in your life.   

BOOKS 
 Taming the Abrasive 

Manager by Laura 

Crawshaw 

 Working With Emotional 
Intelligence by Daniel 
Goleman 

 Speaking Your Mind in 
101 Difficult Situations by 
Don Gabor 

 Crucial Conversations by Kerry Patterson  

 Daring Greatly by Brene Brown 

 Leading From the Front, No Excuse Leadership 
Tactics for Women by Angie Morgan & Courtney 
Lynch 

 Managing Up: How to Forge an Effective 
Relationship With Those Above You by Rosanne 

Badowski & Roger Gittines 

YOUTUBE VIDEOS / TED TALKS 
 Sheryl Sandberg’s (COO Facebook) speeches 

about women in the workplace 

 Steve Jobs’ 2005 commencement address at 

Stanford University 
 Amy Cuddy from Yale on Body Language 

 

 

CAREER MANAGEMENT 
www.careerealism.com  

www.careerbright.com  

www.mindtools.com  
www.glassdoor.com 

INEXPENSIVE SUBLETS 
www.airbnb.com 

PARKING  
www.bestparking.com  

 

UNUSUAL GIFTS 
www.newyorkmouth.com  

www.wallmonkeys.com  

www.puppypurse.com  
www.fretzels.com  

AVOID VOICE ROUTERS 
www.gethuman.com  

RELAX! 
www.calm.com 

 

TRAVEL 
www.tripit.com 

www.itseasypassport.com 

www.traffic.com 
www.seatguru.com 

www.flightstats.com  
www.timeanddate.com 

www.worldtimebuddy.com 

LEFT-HANDED 
PRODUCTS  

www.leftyscorner.com  

 

www.bonnielowkramen.com 

Our deepest fear is not that we are 
inadequate. 

Our deepest fear is that we are powerful 
beyond measure. 

It is our light, not our darkness, that most 
frightens us. 

We ask ourselves, who am I to be 
brilliant, gorgeous, talented and 
fabulous? 

Actually, who are you not to be? 

Your playing small does not serve the 
world. 

There’s nothing enlightened about 
shrinking so that other people won’t feel 
insecure around you. 

~ Marianne Williamson 
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10 WAYS FOR WOMEN TO LEAN IN 

April 4, 2014  

In April 2013, I wrote a blog called Why Now Is a Great 

Time to Lean In. It was a month after Sheryl Sandberg’s game-changing book Lean In came out and now 

it is almost a year later. If you haven’t heard about it, quite a lot has happened in a mere 12 months. 

I believe every working person – woman and man – needs to read it if only to understand the changes that 

are underway in the world. But perhaps the most important thing that has happened is that thousands of 

women are now talking with one another about what is really going on in the workplace and are 

identifying what needs to change. 

Sheryl created LeanIn.org to enable this online and in-person dialogue between the world’s women. I 

joined the groups, called “circles,” in New York City and New Jersey. The instruction to the Lean In 

circles is simple. Women are asked to gather and to support one another’s choices, whatever they might 

be. This, of course, flies in the face of decades of socialization which has told women to be competitive, 

wary, and withholding. 

When I heard Sheryl speak in September 2013 at a Lean In event in New York City, she announced that 

there are 9,000 Lean In circles in 60 countries. Now five months later the number of circles is up to 

14,000. This is a movement that has caught fire and here’s the truly great part: it’s only just begun. 

So ladies, can we talk? If you agree that the workplace has plenty of room for improvement, here are 10 

really easy ways for you to make a difference in your work and maybe even in your life. 

1. Lean In to your words. Words matter and can alter perception. Let’s stop referring to ourselves as 

“girls” in the workplace which not-so-subtly diminishes and demeans. Use “colleagues,” “co-workers,” 

“women,” “ladies,” or “fellow staffers.” Let’s also stop using the word “bossy” which is a word with 

negative connotations that typically only refers to women and not men. Sheryl pointed out that there is a 

word for “bossy” in every country and not in a good way. 

Let us work to eliminate the need for the words “catty,” “undermining,” and the like. You know what the 

words I mean. 

Women can inspire and motivate respect when we show respect for ourselves and one another by the 

words we choose to describe ourselves. 
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2. Lean In and share. Collaborate, mentor, and share information. Actively seek opportunities to find out 

what other women are great at and what problems they are trying to solve. Pool your efforts towards a 

common goal and don’t keep score. Distribute relevant articles that you feel will be helpful and encourage 

others to do the same. 

For example, mentors are critical when it comes to negotiating. Generally speaking, women are not 

natural negotiators and therefore, we need support from others to navigate salary negotiations and annual 

reviews. Negotiating successfully has everything to do with closing the wage gap. 

3. Lean In and support women leaders. Find your voice and speak up. When you believe in them, give 

your full support to women who seek leadership positions and say so. Congratulate colleagues on their 

successes. Offer praise for a job well done. Say things like, “I see what you are doing, and I think it is 

great.” Write an email to say thank you for going above and beyond. Give credit to others in staff 

meetings. Offer help on a project. These positive actions feed on one another and are contagious. The 

same is true for negative actions, isn’t it? 

4. Lean In on social media. In whatever group you are a part of on LinkedIn, respond and participate in 

discussions that mean something to you. You can “Like” a discussion but also add your own opinions and 

support for others. This is a powerful way to lean in and become known in your professional community. 

The same goes for Facebook, Twitter, and the other platforms you follow. 

This is an example of a real connection request on LinkedIn. Doesn’t it make you want to connect? 

Dear ________; 

Thank you for your wonderful contributions. Love this group. Let’s all work together to create the 

necessary changes. Please let me know how I can help you. 

5. Lean In with technology. Return emails and phone calls. Don’t you remember who has ignored your 

emails or calls? Others do too. Even if you cannot help another or you are not interested in their project, 

please take a moment to write back to say, “I wish you all the best with your project, but I simply have 

too much on my plate to take it on. Thank you for letting me know.” That will be perceived as 

professional and will eliminate the temptation to feel insulted or dismissed. 

6. Lean In against the “haters.” You’ve heard the saying, no good deed goes unpunished? Don’t let that 

stop you from leaning in. No matter how well intentioned your actions are to lean in, there will be other 

people who are frightened by it and will be negative. You might hear, “Why do you want to help Jane? 

What has she ever done for you?” Trust your gut. 

7. Lean In to not take things personally. This is hard sometimes but 9 times out of 10, it’s about them 

and not you. We are in a 24/7 instant access world moving at warp speed. How many emails do you 

receive each day? How many texts and IMs? We are all on overload. Please keep your perspective and not 

only cut others a break, but cut yourself some slack too. If you have a question, simply ask, “I just want to 

clarify what you meant by XYZ.” 

On top of all that, technology is not 100% foolproof. If you have ever experienced a computer crash, a 

cell phone that dies mysteriously, a voice mail that was not received or an email that disappeared into 

cyberspace, then keep that in mind in your communications. Taking things personally is often a waste of 

time and your good energy. 

http://www.betheultimateasstant.com/
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8.  Lean In by respecting other women. Respectful professionalism is the secret sauce to leaning in with 

unbridled success in today’s workplace. To view others as individuals and doing simple things such as 

saying “please” and “thank you” matters. Manners, courtesy, and respect as your default behavior can 

make all the difference. 

9.  Lean In by joining groups and participating. Whether it is a Lean In circle or one of a thousand 

groups you can belong to, choose to be a woman who helps other women without an agenda or ulterior 

motive. Give it a try. The best way to find a mentor is to be one and you will have this opportunity both 

online and in person. Networking is most powerful when your question to another woman is, “What do 

you need next and how can I help?” 

10. Lean In to fight the fear of change. It is human nature to resist change but change we must in our 

complicated and demanding workplace. Women need to embrace change in order to reduce the inequities 

in the workplace such as women making .77 cents to every dollar a man makes. Our only alternative is to 

maintain the status quo which does not work given that more than half of the working population are 

women. Change feels uncomfortable, but the feeling lasts for just a little while. As Sheryl says, “We will 

move towards a new normal in a world where there are many more women leaders. Eventually, we’ll all 

stop being so surprised by it.” 

As I wrote last April, leaning in means caring enough to be heard and to make a difference not only for 

ourselves, but for our daughters and our sons. As a 30-year professional woman, I am happy I lived to see 

this day. Look around. The future is now. What do you need next and how can I help? 
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10 WAYS TO BECOME A BETTER LEADER 

By Kendra Cherry for About.com 

 

How would you describe a strong leader? In one leadership study, qualities such as assertiveness, 

adaptability, intelligence and conscientiousness were cited as the most important. "Research clearly 

shows that transformational leaders - leaders who are positive, inspiring, and who empower and develop 

followers - are better leaders," explains psychologist and leadership expert Ronald E. Riggio. "They are 

more valued by followers and have higher performing teams." 

So what can you do embrace these characteristics and become a better leader? Transformational leaders 

are usually described as enthusiastic, passionate, genuine and energetic. These leaders are not just 

concerned about helping the group achieve its goals; they also care about helping each member of the 

group reach his or her full potential. 

Consider some of the following tips for how to become a better leader and think about ways that you 

can implement these strategies in your daily life. 

1. Learn More About Your Leadership Style 

Understanding your current leadership style is essential. What are your strengths? Which areas need 

some improvement? One way to start assessing your skills is to take this leadership style quiz to get a 

general idea of how you lead. Once you have completed the quiz, read about the major characteristics of 

your dominant style. Are these qualities helping or hindering your leadership? Once you've determine 

which areas need some work, you can begin looking for ways to improve your leadership abilities. 

2. Encourage Creativity 

Intellectual stimulation is one of the hallmarks of transformational leadership. Followers need to be 

encouraged to express their creativity. Effective leaders should offer new challenges with ample support 

to achieve these goals. One way to foster creativity is to offer challenges to group members, making 

sure that the goals are within the grasp of their abilities. The purpose of this type of exercise is to get 

people to stretch their limits, but to not become discouraged by barriers to success. 

3. Serve As a Role Model 

Idealized influence is another of the four key components of transformational leadership. 

Transformational leaders exemplify the behaviors and characteristics that they encourage in their 

followers. They walk the walk and talk the talk. As a result, group members admire these leaders and 

work to emulate these behaviors. If you want to become a better leader, work on modeling the qualities 

that you would like to see in your team members. 

4. Be Passionate 

Would you look to someone for guidance and leadership if they did not truly care about the goals of the 

group? Of course not! Great leaders are not just focused on getting group members to finish tasks; they 

have a genuine passion and enthusiasm for the projects they work on. Start by thinking of different 

ways that you can express your zeal. Let people know that you care about their progress. When one 

person shares something with the rest of the group, be sure to tell them how much you appreciate such 

contributions. 

http://www.betheultimateasstant.com/


© 2014 Bonnie Low-Kramen. All rights reserved.  | www.betheultimateasstant.com  | Articles & Resources Page 6 

5. Listen and Communicate Effectively 

Another important characteristic of transformational leadership involves a focus on providing one-on-one 

communication with group members. Good leaders should express sincere care and concern for the 

members of their group both verbally and nonverbally. By keeping the lines of communication open, 

these leaders can ensure that group members feel able to make contributions and receive recognition for 

their achievements. 

6. Have a Positive Attitude 

Transformational leaders have an upbeat, optimistic attitude that serves as a source of inspiration for 

followers. If leaders seem discouraged or apathetic, members of the group are likely to also become 

uninspired. Even when things look bleak and your followers start to feel disheartened, try to stay 

positive. This does not mean viewing things through rose-colored glasses. It simply means maintaining a 

sense of optimism and hope in the face of challenges. 

7. Encourage People to Make Contributions 

Let the members of your team know that you welcome their ideas. Leaders who encourage involvement 

from group members are often referred to as democratic or participative leaders. While they retain the 

final say over all decisions, they encourage team members to take an active role in coming up with ideas 

and plans. Research has shown that using a democratic leadership style leads to greater commitment, 

more creative problem-solving and improved productivity. 

8. Motivate Your Followers 

Transformational leaders also provide inspirational motivation to encourage their followers to get into 

action. Of course, being inspirational isn't always easy. Fortunately, you don't need motivational 

speeches to rouse your group members. Some ideas for leadership inspiration include being genuinely 

passionate about ideas or goals, helping followers feel included in the process and offering recognition, 

praise and rewards for people's accomplishments. 

9. Offer Rewards and Recognition 

A good leader knows that offering effective recognition and rewards is one of the best ways to help 

followers feel appreciated and happy. It may also come as no surprise that happy people tend to 

perform better at work. According to researchers Teresa Amabile and Steven Kramer, leaders can help 

group members feel happier by offering help, removing barriers to success and rewarding strong efforts. 

Susan M. Heathfield, About.com's Guide to Human Resources, offers some great tips on how leaders can 

express recognition and reward team members. Some of these strategies include listening without 

distraction, putting your praise in writing and publicly thanking people for their efforts. 

10. Keep Trying New Things 

Who says leadership is a one-way relationship? As you work toward honing your leadership skills, don't 

forget to look to your followers for feedback an inspiration. Pay attention to the things that have been 

effective in the past and always be on the lookout for new ways to inspire, motivate and reward group 

members. 
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TIME MAGAZINE ARTICLE: 

PROFILE ON FACEBOOK’S SHERYL SANDBERG, MARCH 2013 

 

Confidence Woman 

By Belinda Luscombe   March 07, 2013  

                  
Peter Bohler for TIME 

Strategy meeting Sandberg with LeanIn.org team members 

Sheryl Sandberg’s first employees, according to her family, were her siblings David and Michelle. “Initially, as a 1-year-old 

and 3-year-old, we were worthless and weak,” they said in a toast at her wedding. But by elementary school the person who is 

currently the chief operating officer of Facebook, and arguably one of the most powerful women in America, had whipped 

them into shape, teaching them to follow her around the house and shout “Right!” after each of her orations. Was this a game? 

Sort of. “To the best of our knowledge Sheryl never actually played as a child,” they said. “[She] really just organized other 

children’s play.” 

Sandberg tells these stories about herself early in her first book, a memoir–slash–”sort of feminist manifesto” in which she 

enjoins women to pursue their careers with more rigor, to engage more energetically in the corporate cook-off, to Lean In—as 

the book is titled—to the opportunities and challenges of becoming a boss. She says she had misgivings about sharing these 

family fables because they make her seem bossy, a term she takes issue with. “I notice bossy is applied almost always to little 

girls,” says Sandberg over lunch (she ordered a Wagyu hot dog with no bun and no relish). “It’s just not used for men.” 

In person, Sandberg does not give the impression that she’s bossy. She gives the impression that she was born 43, that she was 

delivered preloaded with the capacity and will to order people around but also the capacity and will to ensure that they thrive. 

Now that she is really 43, she has so perfected these skills that merely helping run a $66 billion tech company is not quite 

enough of a challenge. So Sandberg has taken on a new mission: to change the balance of power. That quest and her plan of 

attack have brought out the broadsides. 

It would be un-Sandbergian to write a book and just leave it at that. Her campaign comes with LeanIn.org, a nonprofit 

foundation with corporate partnerships, online seminars and guidelines for establishing support groups. It’s probably not an 

overstatement to say Sandberg is embarking on the most ambitious mission to reboot feminism and reframe discussions of 

gender since the launch of Ms. Magazine in 1971. 

The thing is, she’s in a pretty good position to pull it off. She’s the co-pilot of the biggest network of humans the world has 

ever seen: Facebook’s roughly 1 billion members, most of whom are female, at least in the U.S. She’s worth hundreds of 

millions of dollars. And she has an undeniable record of knowing how to get things done. Her résumé, with its by-the-book 

stints at Harvard Business School, McKinsey and the Treasury Department, does not reek of revolutionary, but in the lineage of 
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key feminist figures, she may well turn out to be pivotal. “In a sense it’s almost like Betty Friedan 50 years ago,” says author 

and historian Stephanie Coontz. “She’s talking to a particular audience, but they really need this message.” 

Midflight Stall 

Why, almost exactly 44 years after Lorena Weeks became the first woman to use the Civil Rights Act to win the right to be 

promoted, at Southern Bell, are we still arguing about women and success? Only flat-earthers and small boys don’t believe that 

women can lead huge Western democracies (thanks, Margaret Thatcher), head companies (thanks, Indra Nooyi), play exciting 

sports (thanks, Billie Jean King), rise to the rank of four-star general (thanks, Ann Dunwoody), change the world, trade cattle 

futures and be funny (thanks for all three, Hillary Clinton). 

But women’s journey to the top is having an altitude problem. Young female executives begin on the same career staircase as 

men, but it’s almost as if the stairs change direction, Hogwarts-like, and take them somewhere else. For three decades, more 

women than men have graduated from college, but that academic dominance has not led to corresponding business or political 

success. There are currently only 17 heads of state out of 195 who do not have a Y chromosome. Women hold about 20% of all 

seats in parliaments globally. Slightly more than 4% of Fortune 500 companies are headed by women, and women hold 17% of 

board seats. Worse, these numbers aren’t changing very fast. Ten years ago, 14% of board seats were held by women. A 

decade has passed, and women have gotten a few inches farther into the boardroom. “Women are not making it to the top of 

any profession in the world,” says Sandberg. “But when I say the blunt truth is that men run the world, people say, ‘Really?’ 

That, to me, is the problem.” 

Few people disagree that somewhere on the climb between the graduation podium and the C-suite, women are getting lost. The 

contentious issue is what—or who—is keeping them down. Fingers are pointed in every direction: the U.S. has primitive 

maternity-leave laws on par with those of Papua New Guinea—a country that still has actual cannibals. Women are hitting 

their childbearing deadlines around the time future executives are being winnowed out from regular management. Turnover at 

corporate boards, which are heavily male-dominated, is very slow; most have a mandatory retirement age of 72. American 

companies structure their workers’ days around the expectation that someone else is handling the home front. Men have 

welcomed women into the workplace, but housework, cooking and child-rearing duties are still borne largely by women. 

Sandberg acknowledges all these obstacles but drills down on one in particular, the one she says receives the least attention: the 

invisible barrier in women’s minds. “Compared to our male colleagues, fewer of us aspire to senior positions,” she writes. It’s 

not exactly that they’re to blame, she notes. Females are raised from birth to have different expectations. There’s an ambition 

gap, and it’s wreaking havoc on women’s ability to advance. “My argument is that getting rid of these internal barriers is 

critical to gaining power. We can dismantle the hurdles in ourselves today. We can start this very moment.” 

Do women want that kind of power? Are men hardwired to want the big paycheck, the high-horsepower career more? How 

much of women’s tendency to lean back stems from something deep in the DNA? Research findings suggest that women are as 

ambitious as men but that their ambition expresses itself in a different way. For Sandberg, these are not relevant issues, just as 

it’s unclear whether humans are genetically predisposed to eat too much or do so because of the food around them. Either way, 

it’s causing obesity and needs to change. “We have to evolve to meet new circumstances,” she says. “I’d like to see where boys 

and girls end up if they get equal encouragement—I think we might have some differences in how leadership is done.” 

Sandberg’s critics are quick to remark, Easy for you to say. She has two Harvard degrees, a rich but menschy CEO husband, 

vast personal wealth, all the household help she needs and a flexible workplace. She walked into two of the right companies—

Google and Facebook—at the right time. Women lower on the scale of money and education may wonder just how Sandberg 

expects them to lean in to their paycheck jobs. And for her to suggest that other women aren’t doing the right things to be 

successful, well, it’s what many people are calling ballsy, as in that’s what a guy would say. Her thesis has already drawn the 

ire of other women working in the same field. (Men have been less voluble. This is no-win territory for them.) 

“Are we going to spend another 20 years trying to make women adapt to a system that doesn’t fit them?” asks Avivah 

Wittenberg-Cox, who runs a global management consultancy, 20-first, that helps companies achieve greater gender balance. 

She points to data from McKinsey that businesses with more women on their boards are more profitable. “Companies need 

women. It’s a problem for them if women aren’t advancing.” She thinks Sandberg’s message is the wrong one. “It’s insulting 

to women to say they need to become more like men to succeed.” 

To be fair, that’s not exactly what Sandberg is saying. For all her success, she’s nothing like a man. She may currently have 

thousands of people saying “Right!” to her, but she’s refined her technique since elementary school. Now it blends an 
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overwhelming amount of data with a weapons-grade ability to nurture and an exquisite organizational acumen. She’s like an 

escapee from a Star Trek episode in which Spock sired a child with an empath. 

Take her role at Facebook. COOs aren’t usually the rock stars in an organization. They’re the nuts-and-bolts guys—usually 

guys—executing the CEO’s will and hoping to get the top job. Sandberg’s approach has been a little different. 

“She built the whole business part of Facebook,” says Mark Zuckerberg, the social juggernaut’s hoodie-wearing CEO. “I didn’t 

know anything about running a company. [We] knew where we wanted to get, but we were lacking someone who was a 

visionary at how you work at large scale.” The company had about 70 million users and $150 million in revenue before she 

joined in 2008. Now it has a billion users and recently reported revenues of $1.59 billion for the quarter. “Some people 

emanate ‘I’m a pro at what I do. And I’m such a pro that when you’re around me, you’re going to want to be more of a pro 

too,’” says Chris Cox, Facebook’s implausibly young, handsome and Zen VP of product. “And that’s how it felt when she 

showed up.” 

Nobody at Facebook has an office. Sandberg sits two desks down from Zuckerberg in a corner of one of the social network’s 

parking garage–size open-plan buildings in Menlo Park, Calif. Next to her is a pillar with “I Love You, Mom” painted in 

childish letters, created during a visit to Mom’s workplace by her 7-year-old son and 5-year-old daughter. Opposite her sits her 

longtime assistant Camille Hart, who works on the multicolored megascreen spreadsheet that is her boss’s schedule. When 

Sandberg wants to talk to Zuckerberg, which is often, she spins around on her chair and literally leans in. 

Passionate even for Facebook, where messianic is the default attitude, Sandberg’s a huge fan of the word huge. As in, “That is 

huge.” “It’s a huge problem.” “This is hugely important.” Her second favorite word seems to be genuinely, although to be fair, 

she’s partial to all adverbs. She gestures continually, with her fingers bent at the second knuckle, as if she’s mixing pizza 

dough or winding yarn. She’s an ardent listmaker and is never without a little notebook. Each page is either a project or a 

person, and she rips them out when the tasks are done. “I feel my to-do list,” she says. 

Combined with her efficiency is her emotional quotient (EQ), an uncanny grasp of how people feel. In a meeting to discuss the 

purchase of a Web-design company—a process known as acqui-hiring, in which the deal is mainly aimed at bringing in new 

talent—Sandberg reminds her team that the firm’s founder is about to have a birthday and wants to get the deal done before the 

big day. “I think that birthday helps us,” she says. As Zuckerberg puts it, “She’s unique in that she has an extremely high IQ 

and EQ, and it’s just really rare to get that in any single person.” 

Sandberg doesn’t like to call what she does management. It seems too clinical. She has the gift of making others feel their 

contribution is significant. (Two people told me they were the first to take Sandberg’s kids to a farm.) She believes in crying in 

the office and devotes a chapter in her book to honest communication at work. “We argue pretty vehemently,” says Cox. “One 

thing I appreciate about Sheryl—when it’s about to get heated, we’ll call each other. We don’t raise our voices. We have a 

different tone.” 

Meetings are the vertebrae of any executive’s day, and Sandberg runs a brisk one. In the pre-Sandberg era, they didn’t always 

start on time. And there weren’t always notes. “Sheryl’s able to get a diverse set of people to get to a decisive position very 

quickly,” says Mike Schroepfer, VP of engineering. “She’s famously impatient.” She’s also practical, making sure people 

aren’t meeting on an empty stomach. “After Sheryl came to Facebook, I got a lot less hungry,” recalls Zuckerberg. 

The Sandberg Way 

After running thousands of meetings and hiring, directly or indirectly, thousands of people, Sandberg feels she’s in a position 

to comment about the way women work. And here’s what she’s noticed: it’s not their fault exactly, but they aren’t pursuing 

their careers in the most efficient way. Inefficiency is abhorrent to Sandberg. She has a sign in her conference room that reads, 

“Ruthlessly Prioritize”. 

Of course, we can’t all be Sheryl Sandberg. In fact, none of us can be Sheryl Sandberg. To understand why, it helps to know 

how she got to be who she is. 

“I was raised [to believe] that going into business was a bad thing,” says the oldest daughter of Joel and Adele Sandberg, an 

ophthalmologist and teacher from Florida. “You were supposed to be a doctor or work for the government or a nonprofit.” 

(Both her siblings went into medicine.) Sandberg thought she was going to be a lawyer. In sixth grade she took second place in 

a Florida-wide oratory contest, even though all the other speakers were in high school. That she couldn’t see over the lectern 
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without a step stool didn’t diminish the impact of her speech about the folktale of the little red hen and the importance of 

everyone’s doing their bit for America. 

It was Sandberg’s parents who first demonstrated the power of the network. Joel is the efficient, competitive one, Adele the 

passionate, nurturing one. In the ’70s they were activists for Soviet Jews who were trying to emigrate to Israel. If one of the 

refuseniks, as they were known, was arrested or sent to a labor camp, the community reached out to a guy in London. He then 

called a bunch of supporters all over the world, including Adele Sandberg, and they activated a telegram program and called 

their local politicians. By 1987, partly as a result of pressure from Western nations and networks like the Sandbergs’, Jews 

were allowed to leave the Soviet Union. “My biggest concern for my kids was that they grow up to be a mensch,” says Adele. 

“If she ended up turning into a snob, I would not be proud of her.” 

After topping her public school and getting her undergraduate degree at Harvard, Sandberg was accepted into its law school. 

Despite the thriving aerobics class she’d started on campus—where she says she learned to smile even when she didn’t mean 

it—she went to work for the World Bank for her former professor Larry Summers. He had been her thesis adviser (she wrote 

about the economics of spousal abuse) and says, “I noticed her because she was the best student out of 75 or 80 in my 

undergraduate class.” After two years of international aid work, partly on Summers’ advice, Sandberg decided to skip law and 

do an M.B.A. 

Success vs. Popularity 

Sandberg learned one of the key lessons in her book during her time in business school (Harvard, again), and not in a good 

way. After her first year, she won a fellowship. The guys who won all talked about it. But Sandberg sensed it was better to 

keep quiet. “Female accomplishments,” she writes, “come at a cost.” And that cost is people declining to click on the Like 

button. 

Sandberg often refers to a 2003 experiment that found that students considered a successful entrepreneur in a case study more 

likable when her name was changed to a man’s. “The data says clearly, clearly, clearly that success and likability are positively 

correlated for men and negatively correlated for women,” says Sandberg. Finding that out “was the aha moment of my life.” It 

explains, she believes, why women who will negotiate ruthless deals for their clients will not do the same for themselves. It 

accounts for why women are less eager than men to trumpet their management triumphs or put themselves forward for 

leadership positions. Because women are supposed to be nurturing and peacemaking, not aggressive. When she clues in 

managers on the success-and-likability conundrum, “it completely changes the way they review women,” she says. 

Awkwardly, it turns out, women don’t particularly like successful women either. Sandberg points to how quickly people 

criticized her friend Marissa Mayer, the CEO of Yahoo, who went back to work two weeks after having a child and recently 

appeared to make Yahoo’s work practices a lot less flexible. “No one knows what happened there,” she says. “I think 

flexibility is important for women and for men. But there are some jobs that are superflexible and some that aren’t.” 

Regardless, she believes no man who ordered the same policies would have come under fire the way Mayer has. 

Sandberg, too, has drawn her share of opprobrium. After Anne-Marie Slaughter, an academic and former State Department 

honcho, criticized her in a much-talked-about essay on why women can’t have it all, Sandberg sent her an e-mail, which 

Slaughter talked about to a newspaper. Sandberg, the reigning world champion in finding a positive thing to say about 

everyone, initially declined to comment on this episode. The two have now made up. 

At least one prominent feminist is supportive. “Every group of people that has been systematically told they were supposed to 

play a limited role internalizes that role,” says Gloria Steinem. “She’s saying we have to both fight against the barriers and get 

them out of our consciousness.” 

Sandberg’s peers are generally supportive but guarded. “The most crucial thing for a woman to have if she’s going to get to the 

top is a sponsor,” says Ann Lee, author of What the U.S. Can Learn from China and a contemporary of Sandberg’s at Harvard 

Business School. “I was not terribly surprised at Sheryl’s success, because I knew Larry Summers had taken her under his 

wing.” In fact, after a short stint at McKinsey in 1996, Sandberg went to work with Summers again, this time at the Treasury 

Department. When he became the Treasury Secretary, she was his 29-year-old chief of staff. “I was hugely lucky, and that 

explains most of my success,” says Sandberg, “just like every man.” 

Her next move, to a small but energetic company called Google in 2001, took people more by surprise. Wayne Rosing, who 

now runs an astrophysics nonprofit, was vice president of engineering at the time and one of the people who interviewed 
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Sandberg for the job. “She was such a Google type: smart, articulate, passionate and able to work through a problem she had 

never encountered before,” he says. What Rosing didn’t notice, however, was her passion for women’s rights: “She was just 

one of the guys, one of the players.” In fact, it was only after she got very sick while pregnant (the Sandberg women all had 

nine months of morning sickness) that she got the firm to put in special parking spots for expectant moms. 

“I never called myself a feminist or gave speeches on women as late as five years ago,” says Sandberg, whose interest in 

women’s leadership coincided with her joining Facebook in 2008. Until the week before Lean In came out, she was the only 

woman on Facebook’s board and had been there less than a year, and she’s still the only woman among its top executives. 

Since the day she took Facebook public in a much hyped IPO, the stock has yet to rise above its offering price; investors are 

skittish, and advertisers are skeptical. The company needs a steady presence and a cohesive face as it moves forward. This 

might explain why Sandberg’s nearly omnipresent Facebook handlers are quick to insist that Lean In is not a company project 

or a distraction and is definitely not Sandberg’s exit strategy. The only time Zuckerberg looked at one of the two p.r. reps 

present during our interview was when he was asked how irreplaceable she was. He finally came up with: “She has 

irreplaceable qualities.” 

Other employees are less cautious. “I have not thought about Facebook without Sheryl,” says Cox. “That would suck.” He’d 

respond, he says, by trying to get as good at writing noncheesy thank-you notes as Sandberg is. “If Sheryl were to leave, a 

bunch of us would say I need to absorb that and honor that,” he says. These people take their social networking seriously.  

How She Does It 

Among the myths that circle around Sandberg is that she leaves the office at 5:30 p.m. Actually, that is true. But after putting in 

some time with her family, she returns to work with a vengeance. She’s one of those work-hard, play-hardly-ever types. She 

usually goes to parties only to work the room or if she’s holding a gathering of women at her home. She and her husband Dave 

Goldberg try never to schedule dinners on the same night. If that does happen, she often calls on her sister. “She lives a mile 

away, and the answer is always yes,” Sandberg says. 

On their first outing, years before they started dating, Sandberg fell asleep on Goldberg’s shoulder during a movie. “I was 

smitten, but I found out later she does this to everyone,” he says. Her favorite film is 1994′s The Shawshank Redemption. The 

last time she picked a movie for a group of friends, she chose Fame. As punishment, the group made her sit through the whole 

film. And not sleep. 

In many ways her domestic life is very traditional. The family plays a lot of games; Zuckerberg recently taught them the 

Settlers of Catan. Her kids already get their own breakfasts and make their own school lunches (with help). Sandberg says 

studies that show working moms of today are as engaged with their kids as traditional moms of yore “make me feel so good, so 

much better.” She declines to answer questions about her domestic help, saying it’s not a question you would ask a man, then 

declines my offer to ask Goldberg the same question. 

Chapter 8 of Lean In claims that one of the most important career choices a woman makes is whom to marry. She and 

Goldberg, who’s as laid-back and genial as Sandberg is intense and energetic, dated after several years of friendship, during 

which time Sandberg was briefly married. Four years ago Goldberg left a big job at Yahoo so the family could be together in 

Northern California. He took over SurveyMonkey, which at the time had 14 employees. “That was hard,” he says. “But what 

Sheryl has been supergreat about is that there may be a time when we’re going to move someplace for my career.” 

The job change hasn’t held Goldberg back. SurveyMonkey now has a staff of 200 and 14 million users, and he just completed a 

recapitalization of the company that values it at $1.35 billion. 

Sandberg urges women to negotiate shared household duties with their spouses early and often. “We have areas of 

responsibility. I do travel. I do anything electronic, computers, cars,” says Goldberg. “I do photos and videos. We share the 

child care 50-50. Although it’s not like we keep score.” And he does the finances. Since Facebook went public, his wife has 

cashed out about $90 million worth of shares, according to a schedule that was set before the IPO, and she still has almost 18 

million shares left. But she demurs when asked how much she’s worth, claiming that that’s Goldberg’s area. “He manages our 

money,” she says. “I have essentially no interest.” 

There is always chatter, especially among Californians, that Sandberg, who’s a big Democratic fundraiser, will return to the 

public sector. She has the contacts and skill set. “I really loved being in the government,” Sandberg says. “I won’t rule out that 

I would ever want to go in again, but not run for office. But, not now. It’s not the right time for my family.” According to her 
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father Joel, public policy was always her first love, but he’s not sure she isn’t there already. “Turns out that she probably has a 

better platform for doing it this way,” he says. 

Sandberg doesn’t act as if she wants to leave her current job, even though it’s almost impossible for her to become CEO. 

“Ironically, having written a book about women and leadership, having, like, the top leadership role is not the most important 

thing to me,” she says. “I could have done that on the way out of Google. I had those offers.” 

It may be that solving the problem of fade-out in women’s potential is enough of a mission for Sandberg, at least for now. It 

has proved to be a significant challenge for many of the corporations and governments that have tried to address it. But it’s 

possible that in amassing circles of women and giving them simple empowering tools, she’s putting the infrastructure and 

players in place for a much more ambitious trophy than a seat in the corporate boardroom. Getting women to the highest 

echelons of business might be her idea of getting them to the starting line. After the women get the power, well, then she can 

really let loose. 
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ONE WOMAN'S ADVICE TO ANOTHER:  

IT'S ALWAYS TIME TO SPEAK YOUR MIND 

 

Wharton School of Business  

April 20, 2011 

Less than 100 years ago, in 1920, the 19th Amendment to the United States Constitution gave women the 

right to vote. It would take several more decades for women to find their way into corporate America. 

Today, not only do women have a seat at the conference room table, but some sit at the head. Women 

have also caught up in terms of education: For every two men who received a college degree in 2010, 

three women achieved the same milestone. 

Yet these "gains in education and labor force involvement have not yet translated into wage and income 

equity," a report from the White House Council on Women and Girls said in March. "At all levels of 

education, women earned about 75% of what their male counterparts earned in 2009." In addition, in the 

corporate world, most women are still not rising all the way to the top. According to a recent study from 

Catalyst, a New York-based nonprofit that works to promote opportunities for women in business, only 

2.2% of Fortune 500 CEOs are women, and women make up less than 15% of corporate officers. 

"What's holding us back?" asked a speaker at the recent Wharton Women in Business Alumnae 

Conference 2011. "The opportunity is there." 

The answer -- or at least part of it, according to several speakers at the conference -- is that women often 

don't get what they want because they simply don't ask for it. Studies reveal that women don't negotiate 

for salaries as often as their male counterparts, they don't network as effectively and they aren't as skilled 

in finding or using the essential relationships that would help them successfully climb the corporate 

ladder. In short, despite more than a century of speaking out, many women in business today still haven't 

learned to speak up. 

"Women don't ask," stated Priya G. Trauber, a keynote presenter at the conference, who touched off a 

day-long discussion about how women could better make their voices heard. "We don't ask people to 

cultivate us and we don't make ourselves available to be cultivated." Trauber's views come from her work 

as an executive director at Morgan Stanley, where she is responsible for the bank's strategy to attract, 

retain and develop women throughout all areas of the company. "We have to recognize what our male 

counterparts have known for years -- that relationships matter, asking matters, and you have to make 

people see you." 

Trauber cited some studies that shed light on the possible reasons for the disparities. Linda 

Babcock, who co-authored a book with Sara Laschever called WOMEN DON'T ASK, did a study of 

starting salaries of men and women coming out of graduate school programs. She found that male 

students earned about $4,000, or 7.6%, more than the average woman. "But when she dug deeper 
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to figure out why this was happening, it was because only 7% of female students had negotiated a 

salary, whereas 57% of men had negotiated a salary," Trauber said. 

The book concluded that girls are taught to be others-focused, that women settle for the salary they 

need rather than fighting for the amount that they are worth, and that women often struggle 

between being too assertive and not being assertive enough. The book also said that women don't 

ask for what they want or feel they deserve because they are fearful they won't be liked, whereas 

men perceive asking as a fun and exciting game of strategy with little downside. 

Getting Connected 

Women's failure to speak up also appears in "The Sponsor Effect: Breaking Through the Last Glass 

Ceiling," a HARVARD BUSINESS REVIEW research report that focused on the disparities between men and 

women in terms of sponsorship in the corporate world. The study found that men were 46% more likely to 

have a sponsor than women. 

In fact, many women don't even know what sponsorship is or why it is important. A sponsor, Trauber 

noted, is a senior person who actively advocates on another's behalf and helps the person advance his or 

her career. A sponsor may connect the person to senior leaders in the company, promote the person's 

visibility, give advice on career moves or appearance and help the person find career opportunities either 

within or outside the company. 

A sponsor differs from a mentor, who is more of a confidante who can help with career difficulties and 

challenges, Trauber said. "A mentor is someone who advises and helps you think through issues, 

problems, the good and the bad. A sponsor is someone who helps you get paid, gets you promoted, gets 

you hired -- they're in the room when the decisions are being made." 

Sponsorship impacts career growth and advancement, the study found. When asked whether they were 

satisfied with their rate of career advancement, 70% of men and 68% of women who had sponsors said 

they were, compared with 57% of both men and women who didn't have sponsors. Men and women with 

sponsors were also more likely to ask for stretch assignments and were more likely to ask for a raise than 

those without sponsors. 

Having a sponsor helped Mary Tung advance her career at aerospace giant Lockheed Martin. "The self-

promotion part is a challenge for me," Tung, a deputy director of corporate international business 

development for the Asia Pacific region, acknowledged during a panel discussion. "I have done well in 

my career because I've always had a boss who was much more vocal than I and who would say that if I 

worked hard, [he or she] would advocate for me." 

Yet she didn't always realize when that was happening. After one grueling round of buyouts and 

reductions, one of the vice presidents of the company asked her who her sponsor was. "I said, 'I don't 

know,'" she recalled. "He looked at me and said, 'Well, I'll tell you this, Mary. If you didn't have one, you 

wouldn't be sitting here right now.'" She eventually figured out who her sponsor was and has since learned 

to be more aware of such relationships. "Make sure that people know what you're doing," she advised the 

audience. "The key to success is not 'what you know' or 'who you know;' it's 'who knows what you 

know.'" 
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Despite the importance of sponsors, however, many women do not intentionally cultivate them, the 

"Sponsorship" study found. Women still need "an invitation to the party." Women also don't network as 

aggressively or use their relationships as effectively as men do. "Women network for social purposes, 

whereas men network to compete and win," Trauber summarized. "In order to gain sponsors, you have to 

network, and you have to network with a purpose." 

Joanna Chang has noticed the difference between men's and women's networking styles in her work at 

Lancor, an executive search firm in San Francisco. "Men, I've observed, will hunt me down. They will 

call and call and email; they will find all kinds of excuses," said Chang, a conference panelist. "It's much 

harder work for me to reach a woman. She's not as proactive in contacting me. Men network for 

transaction reasons. They don't need to be BFFs [Best Friends Forever]." 

The HARVARD BUSINESS REVIEW study also found that women who have sponsors don't always know 

how to use them most effectively. Trauber herself discovered this to be the case in her relationship with 

her sponsor, a vice president of the firm. She would meet with him quarterly, showing him Power Point 

presentations that bulleted all the good work she had done in the past few months. After their third 

meeting, he asked her bluntly, "'Why are you here? When you come to my office, you need to have 

something that you're asking me for. I don't want to have to figure out what you want me to do,'" Trauber 

recalled. "I learned that I needed to make that relationship matter, and it was up to me to manage the 

relationship, not up to him." 

Learning How to Ask 

The reluctance to speak up extends beyond sponsorship to all types of career development, observed 

panelist Kelly P. Finch, a market manager and executive vice president at PNC Bank in Philadelphia. A 

self-described "corporate diva," a persona she created early in her career to help give herself a voice, 

Finch now tries to both sponsor and mentor younger women. 

"What I experience a lot is that women just don't ask for what they want," she said. "They don't actually 

come out and say, 'I'd like to be on a for-profit board. How do I make that happen?' [They don't] share that 

with people in their environment, whether it's in their own organization or among their contacts, and say, 

'This is something that I'm trying to achieve.' They want it but, for some reason, they hesitate to ask. I 

think just making that one small change could have a pretty dramatic impact." 

Learning how to "ask" reflects a larger issue of finding a voice and not being afraid to use it in the 

business world, noted Chang. "If you don't speak, you will not exist. It really is that simple.... Let's say 

you're working from home, and you're on a conference call and there are 20 people on the line. If you 

don't figure out how to get your voice heard in some capacity, by either forcing yourself to ask a question, 

making a comment or just saying, 'Yes, I got it,' then everyone is going to forget that you were on the 

conference call.... So the [answer to the] question of whether or not we have a voice is, yes we do -- but 

we have to proactively use it." 

Speaking up doesn't need to be obnoxious or aggressive. Tung said that even people who are reserved can 

play an important role by finding a voice. She learned that if she couldn't add to the conversation during a 

meeting, she would take notes and keep track of all the main points being discussed. "Then, at the end, I 

would interject and say, 'Can I recap? Can I summarize?' You would be surprised how many people don't 

have that consolidated list. All of a sudden you have just added significant value to that meeting." 
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Sometimes it is possible to add value to a conversation by acknowledging a person's point, offering a 

counterpoint or simply saying, "'Yes, I agree,'" pointed out Finch. "I used to be the person who would sit 

in the meeting, be part of the team and be so focused on: 'Is this team getting to the goal?' that if we were 

moving towards the goal in a way I thought was acceptable, I felt like I didn't have to say anything," she 

stated. Then "my boss said to me many years ago -- and I thank him for this -- 'The reason I hired you is 

because I like the way you think. But if you don't share your thinking, you're not doing your job.'" 

Finch acknowledges that "many times it feels like a risk to speak up," but she no longer worries about 

that. "One day," she said, "I woke up and realized that the risk of me not speaking was far greater than the 

risk of saying what I thought." 
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TODAY'S GENERATIONS FACE NEW COMMUNICATION GAPS 

By Denise Kersten, USA TODAY.com 

November, 2002 

A surprising number of career books crossing my desk in recent months address the generation gap — or rather 

gaps — which has caused me to wonder: Why the sudden preoccupation with generational disconnect? The 

generation gap is not a new phenomenon; rebellious baby boomers coined the term in the late 1960s. But some 

experts say the disparities today are deeper and more complex, making it harder for workers of various ages to 

communicate.  

"There are more pronounced differences between the generations today than there ever has been before," says 

Claire Raines, co-author of Generations at Work. "That's simply because our world has changed so much in the last 

50 to 80 years."  

Plus, as older employees defer retirement and new ranks of workers come of age, more generations are melding 

into the workforce. "For the first time in history we have four distinct generations on the job," says David Stillman, 

co-author of When Generations Collide.  

Each generation "uses a different language," says Paul Storfer, president of HR Technologies, a firm that develops 

workforce management software.  

The term "communication skills," for example, might mean formal writing and speaking abilities to an older worker. 

But it might mean e-mail and instant-messenger savvy to a twentysomething.  

Being aware of generational differences can help you anticipate miscommunications and tailor your message for 

maximum effect — whether you're applying for a job, pitching a new idea to your boss or leading a team.  

Of course, a person's age is just one factor shaping the way he or she communicates. Birth year alone doesn't 

necessarily dictate generational outlook.  

"There's not a magic age when you become a member of a generation," Stillman says. A tech-savvy and young-at-

heart baby boomer, for example, might fit the Generation X profile, while a conservative Xer could think more like a 

traditionalist.  

But experts say you should keep these general patterns in mind when communicating across generations:  

TRADITIONALISTS (BORN 1922-1943)*  

The Great Depression and World War II were critical events shaping the mindset of the "Greatest Generation." 

These workers place a high premium on formality and the top-down chain of command.  

A traditionalist, for instance, is more likely to write a memo than shout across the room, and he might be offended 

by the more direct, immediate approach of Generation X.  

Respect is also important. A study by Randstad in 2001 shows that respect is the traditionalists' top psychological 

need. Younger workers might be accustomed to a flat corporate structure, but they can earn points with these 

colleagues by using formal titles instead of first names or scheduling a meeting rather than dropping in.  

Putting things in historical perspective also can help sell traditionalists on your message, Raines says, because they 

prefer to make decisions based on what worked in the past.  
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BABY BOOMERS (BORN 1943-1960) 

"Boomers are people who work to live," says Connie Fuller, co-author of Bridging the Boomer-Xer Gap. Growing up 

with 80 million peers has made this generation a highly competitive one, and boomers are generally willing to 

sacrifice for success.  

Recognition is important to boomers, according to the Randstad study, and Raines says they favor a personable 

style of communication that aims to build rapport.  

Like the traditionalists, baby boomers tend to favor a top-down approach and value respect. But they also can be 

credited with reshaping corporate culture with casual dress codes and flexible schedules.  

GENERATION X (BORN 1960-1980)  

A higher divorce rate combined with an increase in working mothers meant many Xers grew up as "latch-key kids," 

frequently left to their own devices. They saw how much their baby boomer parents gave up for their careers; then 

they saw many of them laid off in the 1980s recession.  

As a result, Xers tend to be skeptical, highly individual workers who value a work/life balance. Most would rather 

be rewarded with extra time off than a step up the corporate ladder. If they need to work extra hours, they want 

to know why.  

Generation X was shaped by a culture of instant results — from remote controls to the birth of the Internet — so 

they value efficiency and directness. "When we've wanted information — boom — we've been able to get it," 

Stillman says. "Expectations are immediate and instantaneous." Older workers can communicate best with Gen 

Xers by cutting to the chase and avoiding unnecessary meetings.  

MILLENIALS (BORN 1980-2002)  

Raised by young boomers and older Xers, the first members of this group are just entering the workforce.  

"A lot of people are thinking that they're just like Generation Xers, only younger — and they're not," Raines says. 

Unlike the Xers, millenials are highly collaborative and optimistic. They do, however, share Xers' emphasis on 

work/life balance and comfort with technology.  

They've been taught to "put feelings on the table," Stillman says, and have had significant influence in how their 

families are run. These youngsters, for instance, make 74% of their families' leisure decisions, according to a study 

by Stillman and his co-author, Lynne Lancaster.  

It will be important to allow them a voice in the office and to present messages from a positive standpoint for 

these can-do young people, though we'll have to wait and see what effect they have on the corporate scene.  

Looking at generational trends is one way to begin anticipating others' preferences and seeing differences on a less 

personal level.  

A baby boomer manager who knows that Generation X tends to value work/life balance, for example, and might be 

less likely to attribute a worker's resistance to overtime as laziness. The two will be better able to work out a 

compromise.  

"Good business is based on good communication," Raines says. "We oftentimes think we know the one right way 

to communicate, and in business that just isn't the case." 
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WE WAIT TOO LONG TO TRAIN OUR LEADERS 

by Jack Zenger  |   Harvard Business Review  |  December 17, 2012 

 

Years ago, I was involved with a firm that experimented with teaching leadership principles to elementary 

school children. We were introducing the same skills to 3rd and 4th graders that we teach managers in 

large corporations. These nine- and ten-year-olds had no trouble understanding such concepts as the 

importance of preserving self-confidence in your colleagues or the dangers of focusing on personalities. 

In fact, they lost no time in applying the principles to their parents (who are, after all, their immediate 

supervisors). I can't help smiling when I think of a 3rd grader informing her parents that they were not 

focusing on the problem, but only on the person. From this we concluded that it's never too early to teach 

leadership skills.  

I'm not suggesting that fostering leadership skills in the schools is a corporation's responsibility (that's 

really a subject for another day). But I am arguing that leadership development can be taught at any age 

— and that companies wait far, far too long to begin. And when I say late, I mean very late. 

When I looked back at our database of some 17,000 worldwide leaders participating in our training 

program, who hailed from companies in virtually every sector throughout the world, I found that their 

average age was 42. More than half were between 36 and 49. Less than 10% were under 30; less than 5% 

were under 27.  

But the average age of supervisors in these firms was 33. In fact the typical individual in these companies 

became a supervisor around age 30 and remained in that role for nine years — that is, until age 39. It 

follows then, that if they're not entering leadership training programs until they're 42, they are getting no 

leadership training at all as supervisors. And they're operating within the company untrained, on average, 

for over a decade. 

Practicing anything mildly important, like say skiing or golf, without training is inadvisable. The fact that 

so many of your managers are practicing leadership without training should alarm you. 
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Here are three reasons why. 

Practicing without training ingrains bad habits. My children and grandchildren learned to ski at early 

ages. I began when I was 41. They learned the fundamentals early and well. I did not. They didn't pick up 

any bad habits. I did. Instructors pushed them to move to more difficult slopes while maintaining good 

form. I took my bad form from slope to slope. As you would suppose, they are much better skiers than I 

am. While they were taught correctly, I learned my skills willy-nilly — just like all those supervisors left 

to their own devices until they reached their 40s. Worse, I practiced my questionable skills over and over, 

ingraining them deeply. 

Practice makes perfect only if done correctly. Practicing for hours doesn't automatically create 

excellent skills. Say, for instance, that, as an aspiring golfer, you go to the driving range and practice by 

hitting buckets of balls off into the blue. You may leave feeling you've done something to help you 

improve, but more than likely you will only have practiced whatever swing you came with — good, bad, 

or indifferent. But say that when you go to the range you take a more deliberate approach. You draw a 

circle 20 feet in diameter, move back a bit, and proceed to hit balls until 80% land in the circle. Then you 

move farther back, take a different club, and do the same thing. That is deliberate, focused, and productive 

practice. Perfect practice makes perfect performance.  

Your young supervisors are practicing on the job whether you've trained them or not. Supervisors, 

are of course, leading people from the first day on the job. And from that day habits are being formed. 

Attitudes are being created. Management practices begin to coalesce. Would it not be in the organization's 

and the individuals' best interests to begin that process the moment they're selected for that position?  

For as long as I can recall, there have been those who have observed, "With all the money and effort 

being spent on leadership development programs, why don't we have better leaders?" The answer to that 

question is obviously complex, but could a part of the answer be that we have simply waited too long to 

develop these skills? It may be possible to teach old dogs new tricks, but there's no question that the 

sooner you begin, the easier it is. 

  

 

Jack Zenger 

Jack Zenger is the CEO of Zenger/Folkman, a leadership development consultancy. He is a co-author of 

the October 2011 HBR article “Making Yourself Indispensable,” and the book How to Be Exceptional: 

Drive Leadership Success by Magnifying Your Strengths (McGraw-Hill, 2012). 
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HANDLING DIFFICULT PERSONALITIES IN THE WORKPLACE 

Three Difficult Personalities and How You Can Handle Them 

BY MARIA GUIDA   AUG. 2012    

 

#1. The Aggressor 

 

The aggressor demonstrates aggressive verbal attacks motivated by a drive to get things done.  S/he 

can rip you apart personally but it is not personal!   

YOU SHOULD: 

 Stand your ground 
 Command respect:  send a clear signal that you are strong and capable:   

o Hold your ground:  do not change your physical position.  Silently look the aggressor in 
the eye and shift your attention to your breathing.  Breath slowly and deeply to regain 
self-control while waiting for the blast to stop. 

o When it stops, say, “Is that everything?”  If the aggressor continues, repeat the 
composed breathing and then say “anything else?”  repeat as necessary 

o When the aggressor is really finished say, “Well, then, I’m going to get back to work now” 
and walk away. 

o This sends a message that you are focused on your job, getting it done, and that the 
aggressor is a distraction from business. 

 Interrupt the attack: calmly repeat the person’s name firmly and clearly; continue repeating the 
name until the aggressor comes to a complete stop (perhaps five or six times).  Backing off is 
worse than having done nothing.  Do not attack.  Speak assertively, not aggressively. 

 Backtrack the main accusation, as soon as the aggressor is quiet.  Say, “You know, I understand 
that…”  Quickly aim for the point; say “From my point of view” or “The way I see it…”.  For 
example, the aggressor attacks you about the fact that a project is not finished yet.  You say “I 
understand that you wanted the project finish by now. From my point of view, the time I’ve been 
taking to do the job will save us time and money in the long run.” 

 Say “When I am finished responding, I will be very happy to hear your feedback.”  This may feel 
too blunt or aggressive to you, but it is not aggressive to the aggressor; it will feel like normal 
give and take to the aggressor.  You will have earned respect. 

 

If the aggressor’s accusations against you are true: 

 Admit your mistake and apologize. 
 State concisely what you learned from the experience. 
 Express what you will do differently in the future to prevent a repeat of the problem. 
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#2. The Potshotter 

 

The Potshotter takes potshots:  rude behavior, sarcastic humor, biting tone of voice, eye rolling, etc.   

YOU SHOULD: 

 Shed light on the potshot and the silliness of it.  Deal openly and assertively to expose the 
potshotter’s position. View the potshotter as an insecure grade school student, and respond with 
a grade school refrain, such as “Sticks and stones may break my bones…” or “I’m rubber, you’re 
glue; whatever you say bounces off me and sticks to you”.  When you say this playfully, the 
silliness of the potshot becomes evident to the potshotter; here, your tone and demeanor are 
important. 

 If it’s a truly innocent potshot, just laugh. 
 Backtrack with the words “So, I heard you say that I…” (Repeat the potshot verbatim).  Or mimic 

the potshotting facial expression that was offensive. 
 With a completely neutral tone of voice, ask “When you say that, what are you really trying to 

say?” or “My purpose is to  ____.  What does that have to do with __” (repeat the purpose that 
you just identified).  Maintain an innocent look on your face; be calm and professional, with no 
hint of sarcasm.  For example:  “My purpose in this job is to encourage teamwork.  What does 
your comment have to do with encouraging teamwork?”   
 

If someone humiliates you in front of others, you MUST find a private moment as soon as 

possible and say, “Can we find an opportunity to talk about what just happened?” 

 

#3.  The Exploder 

 

When a person explodes, or blows up and loses control, it’s very often because her need to receive 

appreciation has not been satisfied.  The explosion is a demand for attention; an adult temper-tantrum.   

YOU SHOULD  Take control of the situation as soon as it happens by creating the right circumstances for 

the exploder to stop: 

 Get the person’s attention; repeat person’s name, raise your volume if necessary; waive your 
hands slowly back and forth.  Appear friendly as you do so. 

 Say, “I really care about …”  “I don’t want you to feel that way!”, “No one should have to feel 
that way!”, or “There’s a misunderstanding here!”   

 When the exploder starts blinking, reduce the intensity of your communication. 

 Take a time out:  when exploder is still hot, it’s not possible to have a reasonable discussion. Let 
things cool down.  Say, “Let’s take a break from this and then we can come together and discuss 
it more.” 

 

 

http://www.betheultimateasstant.com/


© 2014 Bonnie Low-Kramen. All rights reserved.  | www.betheultimateasstant.com  | Articles & Resources Page 23 

 

Tips for Preventing Explosions: 

(Important for long-term relationships) 

 

1. Try to find out what triggers the explosions in this person, so that you can help prevent blowups 
in the future.  

2. If you already have enough of a relationship with the person, ask the person what makes him or 
her angry; do this in a time of peace and rapport.  Say, “I want to increase harmony in our 
communication.  What made you so angry that last time?” 

3.  No matter what the person says, do not try to convince him/her otherwise.  Ask clarifying 
questions, and when you’ve heard all the specifics, ask, “How can I support you at those times 
when you lose your temper?” 

4.  If you work for an exploder, spend some time each day actively supporting the individual in 
talking instead of blowing up. 

5.  Practice developing the dispassionate, impartial observer inside you.  No matter what the 
circumstances are, practice stepping back and observing your thoughts and feelings without 
expressing them. 

 

 

Practice these techniques, enhance the quality of your communication, and improve your 

business relationships - even with challenging personalities. 

 

Successful Speaker, Inc. 
718-884-2282 
maria@successfulspeakerinc.com 

 

 

Maria Guida, is a NYC-based performance strategist, coach, and corporate/TV spokesperson – helping 

professionals in all industries speak with poise, passion, and persuasive power.  As an actor on 

Broadway, Maria worked with many respected artists, including James Earl Jones and Kevin Kline.   

She has helped celebrities, business executives in Fortune 500 companies, television newscasters,  

and business owners build their credibility and generate business.    
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ARE YOU A BULLY?  

5 WAYS TO TELL AND 5 REASONS TO STOP RIGHT NOW 

By Bonnie Low-Kramen for Glassdoor.com 

March, 2013 

 

In the few short weeks since January 1st, here are just two of the headlines that have appeared in respected 

business publications: “Is Your Boss a Psychopath?” and “A Survivor’s Guide to Bullies, Backstabbers and Bastards.” 

Words like “toxic, destructive, revenge, screaming, crying, and storming” fill the paragraphs. Books on the subject 

include “Snakes in Suits” and “Sociopaths at Work.” And of course there are the films, “The Devil Wears Prada” and 

“The Wolf of Wall Street” which depict these not-so-fictional antisocial behaviors that are epidemic in today’s 

workplace.  

There is a plethora of information about what to do if you work for one of these tyrants, but how about if you are 

the bully inflicting all this pain and suffering? 

This blog post is for you. 

Answer these 5 questions to determine if you are a bully. 

1. Have you yelled at someone today and on most days?   

2. Do you slam doors when you are angry? 

3. Have you publicly humiliated and demoralized your staffers by calling them morons, idiots, and other 

disparaging epithets? 

4. Do you throw things, stamp your feet, and pound your fist on the table to make your point? 

5. Do you make fun of your staff with mean-spirited insults? 

 

Recent Stats: 35% of the American workforce has been bullied 

7 out 10 employees leave their jobs because of a bully 

Stat Source: www.workplacebullying.org  

 

If 3 out of 5 answers were “Yes,” here are the 5 reasons to alter your behavior right now. 

1. Because you lead by intimidation and fear, most everyone is afraid of speaking with you at all, never mind 

telling you important truths about your business. There is a lot that you are not being told about what is 

going on. No one seeks to be the dead messenger. Instead, your staffers are reading books like “Taming 

the Abrasive Manager” by Laura Crawshaw. 

2. Staff who are respected and valued produce better work, are loyal, and go above and beyond when 

problems arise. The converse is true for staff who are disrespected, demeaned, and not acknowledged for 

the experience and talents that they were hired for in the first place. Your employees may be physically 

there, but not really there. The term is “presenteeism.” 

3. Your staff may be at their desks but many of them are busy looking for the exit – and they are doing it on 

your dime. 

4. Perhaps you are bullying only one person? It is true that bullying takes the biggest toll on the victim but 

the witnesses of bullying also pay a high price, and they too will also look to quit. Have you heard of 

survivor’s guilt? 
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5. Costs for employee sick time, litigation, and replacing staff are skyrocketing. The word has gone around 

about how you treat people, so new staffers receive “combat pay” just to take the job. Plus, your bottom 

line profits are directly impacted by the job satisfaction levels of your staff.  Bullying is very expensive. 

 

Convinced to turn things around? Here are 5 things to do about it. 

1. Hire a counsellor or coach who specializes in bullying behaviors. 

2. Have one on ones with your most valuable staff and give them permission to tell you the truth. Really. 

Take notes. 

3. Apologize to those you have hurt. Sincerity counts. 

4. Speak with your HR Department to set realistic and actionable policies regarding bullying. Involve your 

staff in the creation of these policies and then post them on your website. 

5. Encourage your staff to openly communicate with you as often as needed. Emphasize that they will not 

receive retribution. 

 

The bad news is that you have been a bully. The good news is that you made it to the end of this blog post in the 

hopes of finding the reasons to make a change. If you are still in doubt about whether you are a bully, just ask 

your staff. Their eyes will say it all. 
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YOU ARE WHAT YOU DO:  

16 WAYS TO IMPROVE YOUR BODY LANGUAGE  

by Nora Dunn on 18 October 2011 

Source: www.wisebread.com 

What you say is only the tip of the iceberg of communication. The rest lies in your body language: how you hold 

yourself, your mannerisms, conduct, and even how you breathe. With a little conscious effort to improve your body 

language, you stand a better chance of scoring that job, that date, or simply being seen as the engaging and 

genuine person that you are.  

WHAT IS BODY LANGUAGE? 

Body language includes more than just the slouch-factor or where you put your hands. In fact, it includes facial 

expressions, proximity to others, body position, habits, eye gestures, how we touch ourselves and others, how we 

interact with what we touch (i.e., fiddling), and even breathing. 

CONSCIOUS OR SUBCONSCIOUS? 

Many of our mannerisms are subconscious, and we also read other people's mannerisms subconsciously. In fact, in 

the first two minutes of meeting somebody, your chances of remembering their name is slim, because your 

subconscious mind is busy evaluating that person's body language and getting to know their personality that way. 

(So if you want somebody to remember your name, make sure you repeat it after the first two minutes of 

conversation; it drastically improves their chances.) 

But body language — specifically our control over it — can also be quite conscious. By identifying the habits you 

have that don't serve you well and adopting new habits that increase the engagement factor with other people, 

you can consciously improve your body language — and hence your communication skills. At first some of the 

techniques in this article might seem awkward or forced, but most often it's only you who feels that way, since 

you're changing an ingrained habit. Keep it up, and you'll be naturally socializing like a star in no time. 

BODY LANGUAGE CAVEATS 

Before we get into the specific methods of improving your body language, remember that no one gesture is 

universal. Although crossed arms can signal a communication blockage, it could also be necessary for warmth or 

simply a comfortable way to hold your arms. Rubbing your eyes could signify frustration, or it could just mean 

you're tired or have an itch. Try not to read into body language (yours or others') too much or too literally. 

Culture also plays a part in body language. Some cultures respect personal space more than others, so proximity 

guidelines would be different depending on who you are dealing with. Other cultures view eye contact as a threat 

and lack of respect, and not the sign of confidence that many Western cultures view it as. 
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16 WAYS TO IMPROVE BODY LANGUAGE 

1. BE AWARE 

The first step to body language improvement is awareness. Start to pay attention to everything you do, and when 

you do it. The other day, I noticed I play with my earring when talking to certain people or about certain topics; 

with that realization I can better understand why I do it and what it means. Awareness is half the battle. 

2. STUDY OTHERS 

Look at other people — especially people you admire. How do they hold themselves? What can you learn from 

them? 

3. MIRROR THE OTHER PERSON 

If you are sitting or standing opposite somebody, mirror their body positions, match their tone, and carry the same 

pace of conversation. Don't do it in an obvious or unnatural fashion. Even subtle mirroring can create a synergy 

and connection, and after a while you'll both be doing it naturally — you won't even know who is following who! 

4. BE AWARE OF HOW YOU CROSS YOUR ARMS AND LEGS 

Many people find crossing arms or legs comfortable, so it's no use to say you can't do it. If you want to cross your 

legs, that's okay; just be aware of the direction your cross them in, and make sure you cross towards your 

conversation partner. Beware: crossing your legs in a "figure four" fashion with your ankle resting on your knee 

can be seen as being stubborn or arrogant. 

Also, be aware of other ways of creating crosses with your body; women often grab their opposite shoulder or 

elbow, or people hold a drink on the table using the opposite hand: these are signs of a lack of confidence or 

closing your body (and mind) to the conversation. 

5. MAKE EYE CONTACT 

Eyes are windows to the soul, and what you do with them communicates a lot. Be sensitive to cultures that eschew 

eye contact with elders or strangers; otherwise don't be afraid to look somebody in the eye. Not only will you say a 

lot by doing so, but you might also learn a lot. 

6. RELAX YOUR SHOULDERS 

Holding your shoulders by your ears is a sign of tension, and stands to put your conversation partner on edge as 

well. 

7. DON'T SLOUCH 

Although sitting ram-rod straight might be a forced exaggeration, make sure you're not slouching. Your back — 

and social life — will benefit. 

8. FACE YOUR CONVERSATION PARTNER 

Similar to crossing arms and legs, not facing your conversation partner is a sign of distraction or disinterest. You'll 

increase engagement by facing your partner, and... 
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9. LEAN IN 

Have you ever had a conversation that you're both really enthusiastic about? You'll probably notice you both are 

lively, and leaning in towards each other. 

10. MIND YOUR FIDGETING 

I'm a sucker for playing with my drink, or straw, an earring, or a bottle cap — with what I affectionately refer to as 

a "tactile fixation." But it can be a sign of nervousness and, at the very least, a distraction for others. 

Also watch out for touching your face or running your hands through your hair. 

11. DON'T TILT YOUR HEAD (TOO MUCH) 

Although a slight tilt of your head can indicate interest, too much of a head tilt (women are the main culprits for 

this) indicates submissiveness. 

12. DON'T END SENTENCES WITH UPSWINGS 

Although intonation isn't quite body language, it warrants mentioning since it's part of the subconscious messages 

we communicate. Ending your sentences like questions indicates a lack of confidence in what you're saying, which 

does nothing to instill others' confidence in you. 

13. GO FOR A FIRM OR MATCHING HANDSHAKE 

Don't squeeze the life out of your new acquaintance, but a nice firm handshake feels good. I tend to try to match 

my acquaintance's handshake (like mirroring) — except for wet fishes. I just can't do it. 

14. KNOW WHERE YOUR HANDS ARE 

Holding your arms behind your back with your hands clasped is a sign of confidence. (It also provides you with 

something for your hands to do if you're a fidgeter! This is great for public speaking.) 

Conversely, holding your hands in your pockets might be comfortable, but can also indicate boredom or over-

confidence. 

15. SIT IN AN ENGAGING POSITION 

Unless you're star-crossed lovers gazing into one another's eyes, sitting directly opposite somebody indicates 

confrontation. It's even worse with a table or desk in between you, which creates a barrier. Instead, try to sit at a 

45 degree angle. This provides comfort, space, and still allows you to mirror and engage. 

16. RELAX! 

Now that you're probably hyper-aware of everything you do and don't do, take a deep breath and relax. Adjusting 

your body language might feel unnatural at first, so don't force it too much. With a dose of awareness and applying 

these techniques gently over time, you'll communicate everything you want to with your words as well as your 

body. 
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WHAT YOUR VOICE SAYS ABOUT YOU 

By N. BHATTA    CareerBuilder.com 

Of course you shine on paper and your attire is impeccable, and that’s enough to seal the deal in your next round 

of job interviews, right? Not always. It’s a little-known fact that something else about you has been proven to 

speak volumes about the type of person others consider you to be. A recent Stanford University study found that 

people “hear” personality in the voices of others, and that the sound of one’s voice biases opinions about 

everything from credibility to sexual prowess. Whether you’re a suave-sounding person or a speed demon when 

you speak, stop to think about your current pattern of speech. Use this information to see what your voice says 

about you and how you can make your speaking pattern stronger. 

STYLE OF SPEECH: HIGH-PITCHED VOICE 

What Your Voice Says: People who speak in squeaky, high voices sound insecure, inexperienced, and give the 

illusion of not being confident. Even worse, after only a few sentences your future employer or coworkers might 

consider you too aggravating to be around. 

Career Saving Quick Fix: Contrary to popular belief, people with high voices aren’t stuck with them, though 

trying to fix your tone on your own can prove to be damaging to your vocal chords. A trip or two to a vocal coach 

can bring your voice down a notch or two while bringing up your marketability. 

STYLE OF SPEECH: SLOW TALKER 

What Your Voice Says: You’re calm and confident enough to trust that people will wait around to see what you 

have to say. Because of this, you attract admiration and respect. You’re also soothing and pleasant to speak with 

because you appear relaxed and in control. Unless, however, you’re *too* slow, with multi-second pauses between 

words for unknown reasons, which is a speech no-no. 

Career Saving Quick Fix: People who are slow talkers also tend to be monotonous as they speak, so watch for 

this and make a contentious effort to vary your levels. 

STYLE OF SPEECH: NASAL 

What Your Voice Says: Recent polls say that seven out of ten people are annoyed by people who have a nasal 

quality to their voice. You will sound demanding and calculating, while appearing less professional, if you allow a 

nasal tone to overwhelm your voice. 

Career Saving Quick Fix: Look in the mirror to see how wide your mouth opens when you speak and try opening 

your mouth a bit more as you talk in order to encourage the sound waves to come from your voice box and not 

from your nose. 

STYLE OF SPEECH: GRAVELLY VOICE 

What Your Voice Says: Whether deserved or not, a gravelly voice gives the illusion of experience and authority 

and commands attention and reverence from fellow workers. Many singers actively cultivate a gravelly voice 

because it is considered to be an intoxicating aphrodisiac to the ears. 

Career Saving Quick Fix: Unless you’re in a environment where the goal is to sound young, hip and cool at all 

times, a gravelly voice won’t deter your career goals. However, if you find your voice becoming more and more 
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gravely, see your doctor as it may be a sign of health concerns like a thyroid issue, perpetual throat problems, or 

even a symptom of chronic disease. 

STYLE OF SPEECH: FAST TALKER 

What Your Voice Says: Speaking too quickly gives others the idea that you are sloppy and not particular enough 

to ensure that the other person can understand what it is that you’re talking about. Fast talkers also appear 

nervous and easily taken advantage of, which are not especially good qualities to have attributed to you when on 

the job. 

Career Saving Quick Fix: If you find your speech speeding up, try taking a deep breath before you speak. You 

can also slow your speech down by working on other positive communication skills while you speak, like practicing 

eye contact, taking pauses, and stopping every few sentences to allow coworkers to chime in. 

STYLE OF SPEECH: LOW TALKER 

What Your Voice Says: It depends. A low, powerful voice exudes strength because a deep voice is a sign of high 

testosterone. If you wield your low, deep voice properly, it commands much more attention than a fast, squeaky 

voice, but if you’re a low talker who mumbles, you’re in worse shape than your voice-challenged counterparts. 

Regardless of how you sound, if no one knows what you said it’s a lost cause. 

Career Saving Quick Fix: Make sure you’re being heard when you talk, especially in loud places and with older 

people. Don’t just take visual cues as proof—occasionally ask if you’re being understood, and make an effort to 

raise your volume in larger groups, just in case. 
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ETIQUETTE & PROTOCOL TIPS  

FOR ASSISTANTS & MANAGERS 

May 22, 2009 

www.ravenwerks.com 

THE OPPORTUNITY 

Business etiquette is made up of significantly more important things than knowing which fork to use at lunch. 

Unfortunately, in the perception of others, the devil is in the details. People may feel that if you can’t be trusted 

not to embarrass yourself in business and social situations, you may lack the self-control necessary to be good at 

what you do. Etiquette is about presenting yourself with the kind of polish that shows you can be taken seriously. 

Etiquette is also about being comfortable around people (and making them comfortable around you.) 

People are a key factor in success in business. Many potentially worthwhile and profitable alliances have been lost 

because of an unintentional breach of manners. 

Dan McLeod, president of Positive Management Leadership Programs, says, “Show me an employer who treats 

his or her employees abrasively, and I’ll show you an environment ripe for labor problems and obviously 

poor customers relations. Disrespectful and discourteous treatment of employees is passed along from the 

top.” 

THE SOLUTION 

Most behavior that is perceived as disrespectful, discourteous or abrasive is unintentional, and could have been 

avoided by practicing good manners or etiquette. We’ve always found that most negative experiences with 

someone were unintentional and easily repaired by keeping an open mind and maintaining open, honest 

communication. Basic knowledge and practice of etiquette is a valuable advantage, because in a lot of situations,  

a second chance may not be possible or practical. 

There are many written and unwritten rules and guidelines for etiquette, and it certainly behooves a business 

person to learn them. The caveat is that there is no possible way to know all of them! 

These guidelines have some difficult-to-navigate nuances, depending on the company, the local culture, and the 

requirements of the situation. Possibilities to commit a faux pas are limitless, and chances are, sooner or later, 

you’ll make a mistake. But you can minimize them, recover quickly, and avoid causing a bad impression by being 

generally considerate and attentive to the concerns of others, and by adhering to the basic rules of etiquette. 

When in doubt, stick to the basics. 

THE BASICS 

The most important thing to remember is to be courteous and thoughtful to the people around you, regardless of 

the situation. Consider other people’s feelings, stick to your convictions as diplomatically as possible. Address 

conflict as situation-related, rather than person-related. Apologize when you step on toes. You can’t go too far 

wrong if you stick with the basics you learned in Kindergarten. (Not that those basics are easy to remember when 

you’re in a hard-nosed business meeting!) 

This sounds simplistic, but the qualities we admire most when we see them in people in leadership positions, those 

are the very traits we work so hard to engender in our children. If you always behave so that you would not mind 

your spouse, kids, or grandparents watching you, you’re probably doing fine. Avoid raising your voice (surprisingly, 

it can be much more effective at getting attention when lower it!) using harsh or derogatory language toward 
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anyone (present or absent), or interrupting. You may not get as much “airtime” in meetings at first, but what you 

do say will be much more effective because it carries the weight of credibility and respectability. 

The following are guidelines and tips that we’ve found helpful for dealing with people in general, in work 

environments, and in social situations. 

IT’S ABOUT PEOPLE 

Talk and visit with people. Don’t differentiate by position or standing within the company. Secretaries and janitorial 

staff actually have tremendous power to help or hinder your career. Next time you need a document prepared or a 

conference room arranged for a presentation, watch how many people are involved with that process (you’ll 

probably be surprised!) and make it a point to meet them and show your appreciation. 

Make it a point to arrive ten or fifteen minutes early and visit with people that work near you. When you’re visiting 

another site, linger over a cup of coffee and introduce yourself to people nearby. If you arrive early for a meeting, 

introduce yourself to the other participants. At social occasions, use the circumstances of the event itself as an 

icebreaker. After introducing yourself, ask how they know the host or how they like the crab dip. Talk a little about 

yourself- your hobbies, kids, or pets; just enough to get people to open up about theirs and get to know you as a 

person. 

Keep notes on people. There are several “contact management” software applications that are designed for 

salespeople, but in business, nearly everyone is a salesperson in some capacity or another. They help you create a 

“people database” with names, addresses, phone numbers, birthdays, spouse and children’s’ names; whatever 

depth of information is appropriate for your situation. 

It’s a good idea to remember what you can about people; and to be thoughtful. Send cards or letters for birthdays 

or congratulations of promotions or other events, send flowers for engagements, weddings or in condolence for 

the death of a loved one or family member. People will remember your kindness, probably much longer than you 

will! 

PEERS AND SUBORDINATES 

Impressing your employer isn’t enough. 

A 1997 study by Manchester Partners International, says even in this tight job market, 40% of new management 

hires fail in their first jobs. The key reason for their failure is their inability to build good relationships with peers 

and subordinates. 

Social rank or class is a cornerstone of social interaction in many cultures. The corporate climate in the United 

States is no exception. People tend to feel uneasy until they’ve seen an “organizational chart” or figured out who 

reports to whom. They feel that it is more important to show respect and practice etiquette around superiors than 

around peers or subordinates. 

The current social and economic climate is one of rapid advancement through technology, which make it very 

possible (and even likely) for a pesky salesman to become an important client, or an administrative assistant to 

become a manager. 

Mergers and acquisitions add to this “class mixing,” causing a former competitor to become a coworker overnight. 

This can make things awkward if you treat people differently depending on their “corporate standing.”If you show 

respect and courtesy to everyone, regardless of position or company, you avoid discomfort or damaging your 

chances in any unexpected turn of events. 
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Having a consistent demeanor improves your credibility. Even the people at the top will begin to suspect your 

motives if you treat VIPs with impeccable courtesy and snap at counter clerks. 

SUPERIORS 

The only thing you owe your employer above and beyond what you owe peers and subordinates is more 

information. Unobtrusively be sure he or she knows what you’re doing, is alerted as early as possible to issues that 

may arise, and is aware of outcomes and milestones. 

Never surprise your employer. 

It goes without saying that you should speak well of him or her within and outside the company, and give him or 

her the benefit of the doubt. (Which you would do for anyone, of course!) 

INTERNATIONAL BUSINESS 

The information in this article is presented from a Western point of view. It is important to note that etiquette in 

other cultures requires a bit of adaptation and flexibility. If you’re travelling on business to a foreign destination, or 

have visitors here, it is a good idea to learn as much as you can about the culture they are coming from and make 

appropriate allowances. 

Items to consider: 

 Language (make an effort to learn theirs if possible, but don’t pretend to be fluent unless you have many 

years of study under your belt) 

 Time zones 

 Working schedules 

 Holidays 

 Food customs (table manners, use of implements, etc.) 

Generally speaking, as long as you are trying to be considerate and express an interest in learning, you should be 

fine. If in doubt, err on the conservative, formal side. 

THE WORKPLACE 

The remainder of this article is divided into two sections- The Workplace and Social Situations. The division is really 

for convenience only, since with less formal workplaces and more “business” seeming to take place in social 

situations now than ever before, the lines get blurred. 

MEETINGS 

If a subject is important enough to call a meeting, be considerate of the participants’ time and ensure that it is well 

prepared. 

Communicate beforehand- 

 The objective 

 The expected duration (Be sure to observe the ending time scrupulously, unless everyone agrees to 

continue.) 

 Items expected to be discussed 

Often overlooked- be sure to THANK meeting members for their time and participation, and demonstrate (in the 

minutes or written record, at least) how their contributions helped meet the objective of the meeting. Participants 
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are frequently left wondering if they’ve been heard or if their attendance and contributions were noticed. Distribute 

minutes or some written record (no matter how simple the meeting) to all attendees and absentees, with concise 

but complete descriptions of decisions made and including action items. 

Never assign an action item to a person who is not present to negotiate it, unless you absolutely have to. Note in 

the minutes that the person hasn’t been notified, and will be contacted for a final disposition of the item. 

THE PHONE 

Always return calls. Even if you don’t yet have an answer to the caller’s question, call and explain what you’re 

doing to get the requested information, or direct them to the appropriate place to get it. 

If you’re going to be out, have someone pick up your calls or at a minimum, have your answering system tell the 

caller when you’ll be back in the office and when they can expect a call back. 

When you initiate a call and get a receptionist or secretary, identify yourself and tell them the basic nature of your 

call. That way, you’ll be sure you’re getting the right person or department and the person you’re trying to reach 

will be able to pull up the appropriate information and help you more efficiently. 

When you’re on the receiving end of a phone call, identify yourself and your department. Answer the phone with 

some enthusiasm or at least warmth, even if you ARE being interrupted, the person on the other end doesn’t know 

that! 

Make sure your voice mail system is working properly and doesn’t tell the caller that the mailbox is full, transfer 

them to nowhere, or ring indefinitely. Address technical and system problems- a rude machine or system is as 

unacceptable as a rude person. 

You don’t have to reply to obvious solicitations. If someone is calling to sell you something, you can indicate that 

you are not interested and hang up without losing too much time on it. However, you do need to be careful. Be 

sure you know the nature of the call before you (politely, of course) excuse yourself. 

Personalize the conversation. Many people act in electronic media (including phone, phone mail, and e-mail) the 

way they act in their cars. They feel since they’re not face-to-face with a person, it is perfectly acceptable to be 

abrupt, crass, or rude. We need to ensure that we make best use of the advantages of these media without falling 

headfirst into the disadvantages. 

E-MAIL 

Make the subject line specific. Think of the many messages you’re received with the generic subject line, “Hi” or 

“Just for you.” 

Don’t forward messages with three pages of mail-to information before they get to the content. In the message 

you forward, delete the extraneous information such as all the “Memo to,” subject, addresses, and date lines. 

When replying to a question, copy only the question into your e-mail, then provide your response. You needn’t hit 

reply automatically, but don’t send a bare message that only reads,“Yes.” It’s too blunt and confuses the reader. 

Address and sign your e-mails. Although this is included in the To and From sections, remember that you’re 

communicating with a person, not a computer. 

DON’T TYPE IN ALL CAPS. IT’S TOO INTENSE, and you appear too lazy to type properly. This is still a written 

medium. Follow standard writing guidelines as a professional courtesy. 
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INTERRUPTIONS 

Avoid interruptions (of singular or group work sessions, meetings, phone calls, or even discussions) if at all 

possible. Most management folks feel free to interrupt informal working sessions of subordinates, but need to 

realize that they may be interrupting a brainstorming session that will produce the company’s next big success. 

Before a meeting begins, be sure to ask your employer if there is anyone for whom you should interrupt the 

meeting. 

Always apologize if you must interrupt a conversation, meeting, or someone’s concentration on a task. Quickly 

state the nature of what you need, and show consideration for the fact that you are interrupting valuable work or 

progress. 

GUESTS, CONSULTANTS AND NEW EMPLOYEES 

If you have a new employee, guest, or consultant working at your company for a day, week, or longer, be sure 

that that person has the resources and information that he or she needs to do the job. This isn’t just courtesy, it’s 

good business, since time spent flailing around looking for things is embarrassing to the consultant and expensive 

for your company.. 

Give a consultant or guest the same type of workspace as an employee at your company in a similar role. A 

consultant who is there to do programming should have, if at all possible, the same size cube, type of computer 

equipment, etc. as an employee programmer would have in your company. This prevents your employees from 

feeling looked down-upon, and the consultant from feeling singled out or treated as second-rate. 

A guest from a regulatory agency will tend to want to know what’s “really” going on in the company. By treating 

him or her like everyone else,(instead of isolating them in a plush office in a far wing, for example) will raise less 

suspicion and enable them to get the information they need more efficiently. 

Appoint an employee to be a ‘buddy’ to a guest or consultant to ensure that they are introduced around, “shown 

the ropes,” and have someone to help resolve little logistical problems that may arise and cause non-productivity or 

embarrassment. 

APPRECIATION/CREDIT 

Always pass along credit and compliments to EVERYONE who made a contribution to the effort. Speak well of your 

coworkers and always point out their accomplishments to any interested party. Appearing to have taken the credit 

in a superiors’ or customers’ eyes is the surest way to sabotage a relationship with a coworker. 

DRESS/APPEARANCE 

It can be insulting to your employer or coworkers or clients to show a lack of concern about your appearance. 

Being wrinkled, unshaven, smelly or unkempt communicates (intentionally or not) that you don’t care enough 

about the situation, the people or the company to present yourself respectably. 

If in doubt, always err on the side of conservative. If you think jeans may be OK for a social event but aren’t sure, 

show up in ironed khakis and a nice golf shirt. If you think a situation may call for dress slacks, wear a dress shirt 

and tie. If you have any inkling that a suit may be called for, dress to the nines. 

Women’s clothing is a bit more complicated, but again, err on the side of conservative and dressy. 

Always practice impeccable grooming (even in a jeans environment.) 
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SOCIAL SETTINGS 

Many impressions formed during a party, dinner or golf game can make or break a key business arrangement, 

whether or not business is discussed directly. Always carry business cards. Arrive at a party at the stated time or 

up to 30 minutes later. (Not earlier than the stated time, under any circumstances.) 

INTRODUCTIONS 

The rule of thumb for introductions is that the person who has the higher status, age, or seniority is named first. 

Therefore, your employer will be introduced to a business associate as, “John Employer, please meet Bob Smith, 

the new company accountant.” 

Before an event, use your address book or your “people database” to refresh your employer’s memory about the 

people he or she is likely to meet. 

If you forget someone’s name, you can sometimes “cover” by introducing a person you do know first. “Do you 

know my Joe Smith, one of our account reps?” which will usually get the unknown person to introduce him or 

herself. 

If this doesn’t work, an admission that you’ve had a mental block is preferable to obvious flailing around. 

TABLE MANNERS 

These apply to the Americas and most of Europe. If you’re elsewhere, do some research beforehand. 

The fork goes on the left. The spoon and knife go on the right. Food items go on the left, so your bread plate is on 

your left. Drinks, including coffee cups, should be on the right. When sitting at a banquet table, you may begin 

eating when two people to your left and right are served. If you haven’t been served, but most of your table has, 

encourage others to start. Reach only for items in front of you, ask that other items be passed by a neighbor. Offer 

to the left; pass to the right, although once things start being passed, go with the flow. 

This is a lot to consider, and there’s a lot more out there. Volumes of information have been written on what is 

right and correct in business etiquette. It’s enough to make veterans and newcomers too insecure to deal with 

people. Since you’re human, there will be times when you step on toes, forget an important name, pop off with a 

harsh comment, or use the wrong fork. We all do. Think about the “outtakes” scenes at the end of some movies 

where we see how many times it took to get things perfect, even when everyone was performing to a script! This 

is real life, there are no scripts, and we’re all making it up as we go along.  

 

The important thing to remember is that if you strive to make the people around you feel comfortable and valued, 

you have succeeded whether you’re perfectly in compliance with these or any rules you’ve read.  
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