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The Toolbox
PORTABLE POWER
Do you panic when you discover that you’ve left the house without your purse? I do. It contains my wallet that holds cash and credit cards, my driver’s license, and the required insurance information. It’s got my Palm Pilot ready with my schedule, every phone number I could ever need, and a list of the things I must remember to do.
These are my essentials, what I need to stay on track. Your essentials might include a cell phone, Filofax, or paperback. You might sling a small tote or a major briefcase. But no matter what you carry or how you carry it, you probably feel you’re packed and ready for whatever might come your way.
It’s also important to remember your toolbox. Your “toolbox”? Sure. It’s as vital to your success in business and at home as your other bag of tricks. Think I’m joking? No, I’m not suggesting you carry around thirty different screwdrivers or a fifty-pound steel sledgehammer. I’m talking about powerful interpersonal skills like a Power Saw to cut away the people and situations that drag you down, an Electrical Sensor to pick up the signals you miss from other people and the clues your internal voice wants you to hear, and nine other tools I’ll show you how to pack and use in this book. As it increases your effectiveness and efficiency, the right Power Tool can make a world of difference in your success both in the workplace and at home.
YOU ALREADY OWN A TOOLBOX
Whether you spend your days in the boardroom or the classroom, in the administrative office or on the sales road, in the skyscraper or the split-level, there are certain essential tools you need to build a structure for personal satisfaction and professional success. And, unlike those other gadgets that you shed with your panty hose when you arrive home, your toolbox, if you use it often and consciously enough, will stay with you wherever you go. The good news is that you probably already own a lot of Power Tools, but you haven’t learned how to apply them universally. In this book, I’ll show you how to use every Power Tool and how to exploit them to your best advantage. This book will allow you to view situations at work and at home with the same clarity, and to deal with your boss, coworkers, spouse, children, and friends more effectively using the Power Tools that you have at your fingertips.

WHO NEEDS ANOTHER GIMMICK?
Does the idea of the toolbox strike you as too gimmicky to be useful? Some women who attend my seminars are initially reluctant to embrace the metaphor. A few even admit to some not-so-gentle ribbing they’ve taken from men about my whole Power Tools concept. However, as I explain more about the concept, these same women are quickly converted to Power Tool owners and supporters, because the messages resonate with their own experiences. As girls, many were told they couldn’t handle real power tools, but today women are putting hammer to nail and plaster to wallboard in growing numbers. In the workplace, they receive both implicit and explicit messages about their inability to handle genuine authority and position, as well as the extended dues paying that’s required to qualify them for advancement and opportunities. They now see that the idea that women can’t handle authority is another work of fiction.
Some people may joke about the Power Tools concept, but it’s an efficient shorthand. There are lots of smart gimmicks serving as memorable attention-grabbing devices: chicken soup makes you feel better; you can understand just about anything explained for dummies; people from different planets, like Mars and Venus, need help communicating; and Power Tools are portable devices that make you more effective wherever you go.

WHY WRITE POWER TOOLS FOR WOMEN?
For over twenty years, as a business and management consultant, I’ve talked about Power Tools to both men and women. Without fail, the men ask for validation that the solutions they already use are the best ones. But the women often hesitate and instead ask, “How can I become more powerful?” We don’t seem to know that we already hold powerful tools in our hands!
I also realized that men can turn to their dads, mentors, friends, or bosses (aka the “old-boy network”) to learn about Power Tools, but women can’t ask their mothers about Soldering Irons to forge stronger interpersonal connections on the job. We can’t question our book club sisters about Batteries and Rechargers to get the energy we require to struggle through an upcoming ordeal. And if we don’t get a grip on our own toolbox, we won’t ever be able to equip our own daughters with such fundamentals as Safety Goggles, which allow us to picture a clear goal and share it with those who will help it become a reality.
That’s why you have this book: to level the floor and learn the secrets that men already know and women are longing to learn.
Baby boys and baby girls start life with identical Power Tools and equal potential for their use. Traditionally, Industrial Arts class was the boys’ domain. Girls were encouraged to become adept at developing expertise with the tools of the kitchen and sewing nook. We became masters of the pinking shears and the electric mixer. Consciously and unconsciously, girls learn a discrete set of “girl skills” and are encouraged to forget some of our more universal tools completely.
The women in my seminars give me the same examples of this compartmentalization of skills over and over. Lisa’s mother told her to “hide her brain” to attract boys. Sheila figured out in class that she should never show her real feelings. Meg’s boss told her that arguing would alienate managers. Sandy learned from TV and magazines that she should focus on her appearance. Lila, who is single with three children, once declined a promotion because she felt her male colleague, the primary breadwinner in his family, “deserved” it more. Today, they’re amazed by their willingness to accept such limitations. But at the time, they behaved according to the loudest voice in their brains, the voice that pushed for them to relinquish their power.
When we were boxed out of shop class, we were also boxed out of the power and autonomy it would have provided us. Those messages didn’t disappear when we became women. They were stored away in our brains for later use. Now, when we are asked to pick up a drill, it feels unfamiliar and cumbersome in our hands. We don’t think of power tools as instruments for women. Do you want something done that requires a power tool? Call your dad, brother, husband, or son, or hire a handyman.
Times have changed. Shop class is encouraged for the entire student body, but it’s still not a place where the girls outnumber the boys. The corporate doors have opened wider for women, with business schools and law schools touting their highest percentage of women graduates ever. But managing partners and CEOs are still predominantly male, even after years of women filling the pipeline for the top slots.
Women reflect their discomfort with Power Tools even in the way we speak. Men use the declarative voice. Their sentences are strong statements that end with a period or an exclamation point.
“I have an idea that you’ll like.”
“I’m going to the meeting.”
“I’m not interested right now.”
“This will be great!”
Women use other punctuation. Their sentences are generally more tentative and end with dashes, commas, hyphens, or question marks.
“I think I have an idea that you’ll like—”
“I’ll be going to the meeting?”
“I’m don’t think I’m interested right now . . .”
“This could be great?”
Women need to embrace not only all kinds of punctuation but also every skill that can be used to our advantage, setting aside gender bias. We can speak in the declarative voice. We can acquire new skills with each of our Power Tools and add to our current proficiency. We need to use our tools, not trade them.
You possess the skills required for success in any shop class. Imagination, dexterity, and persistence are abilities you use, though maybe not at a workbench. Remove the gender-laden smoke screen from the hardware store, and you can plug in a Power Saw and eliminate unnecessary barriers. With preparation and practice, it’s fun to have power in your hands and use it with precision to accomplish your goals. It’s easier to use Power Tools than you thought. You’ll wonder what the big deal was, and you’ll want to use your Power Tools more often.

WHAT HOLDS US BACK
Patty had been employed with a local college for many years when a dean’s position became available. As she reviewed the requirements, she recognized that her previous positions had provided her with the experiences needed to qualify for the job, yet she didn’t think she had much of a chance at being considered for it. Patty assumed that this position would go to someone who had a Ph.D., but at the prodding of her counterpart at another college, she submitted her application. She was astonished when she was offered the job. Patty had been paying attention to the voice in her head that was whispering, “You aren’t a dean.”
Given Patty’s wealth of experience and great employment history, where did that voice come from? She told me that when she was in the fifth grade, she struggled with math. When her math wizard brother would tutor her, he was amazed at how much trouble she had with the subject matter. “How stupid can you be?” he would ask, annoyed with her inability to replicate his success. Patty learned quickly that in order to avoid that terrible sinking feeling when a poor test grade was returned, she would have to work harder to get the same grades as her classmates. Even then, she inevitably fell short of her brother’s success. At fifty-six, she still feels driven to work twice as hard to be considered for the same positions as her male colleagues. The excessive efforts she makes to bolster her confidence sufficiently have become a burden. The voice in her head was created for a struggling fifth-grade math student, not a grown woman with an impressive work history. Patty is ready to bring her toolbox with her to the office.
Patty, like many women in my seminars, works hard to avoid appearing “less than” in any way. To avoid that feeling of discomfort, and to reduce our feelings of inadequacy, many of us overcompensate with overkill. Cautioned to be careful while our brothers are encouraged to take risks, we work vigilantly to insure our safety, supporting ourselves with a long list of accomplishments, even better if it’s a longer list than a male counterpart’s. We need the confidence of Power Tools to enjoy our accomplishments; not hide behind them.

NOTHING TO FEAR BUT FEAR
You may not always feel like using your Power Tools. Not everyone is interested in doing home-improvement projects over the weekend. You may be more inclined to delegate or decline some tasks. But having the ability to grab your Power Tools and use them with skill means you have the advantage of determining if and when you will use them.
The factors that make women disinclined to use Power Tools are many: society, mothers, fathers, school, religion, corporate America, the media, and history all play a part. But while the other factors may be out of your control, you can control your thoughts and your actions. When it comes to using Power Tools, the biggest problem is your own behavior.
Logic alone is not persuasive. If it were, we’d read the warning on a pack of cigarettes that smoking causes cancer and toss it in the trash. You’d read this book and determine that using Power Tools in all domains of your life is the obvious choice. The logic would be linear, pure, and simple:
I own a set of Power Tools. → When I use them, I can accomplish my goals. → My goals are important. → Doing important things makes me happy. → I want to be happy. → I’ll use my Power Tools.
If it’s so reasonable, what’s the problem? Well, logic is one thing, and fear is quite another. Logic doesn’t address the emotional component that makes up a big part of our fear.
FEAR OF CONSEQUENCES
What happens if I don’t use a tool well?
What will people think if I use this tool?
What happens if I look foolish?
What happens if the tool doesn’t work?
FEAR OF USING POWER
When other people use power, I lose out. Therefore, if I use power, someone will lose out.
It isn’t ladylike to be powerful.
A woman who uses power is a bitch.
If I don’t use power, someone will come along and help me.
FEAR OF APPEARING DISINGENUOUS
I don’t want to be someone I’m not.
Using tools should come naturally.
I don’t want to manipulate others.
FEAR OF FAILING
If I can’t use my Power Tools, things really are hopeless.
If I don’t do this well, I’m a failure.
If I can’t improve in my use of tools, I’ll disappoint others and myself.
I’ll feel worse if others can use Power Tools and I can’t.
HOW CAN WE HANDLE OUR FEAR OF CONSEQUENCES?
• What happens if I don’t use a tool well? Since you already have some experience with this tool, you have the potential to get better at using it.
• What will people think if I use this tool? They’ll be impressed that you are seizing your own power.
• What happens if I look foolish? You will look like you’re learning. (And after some time has passed, you may be able to laugh at yourself.)
• What happens if the tool doesn’t work? Then something else will.
HOW CAN WE REDUCE OUR FEAR OF USING POWER?
• When other people use their power, I lose out. Therefore, if I use my power, someone will lose out. Just because other people abuse their power doesn’t mean you have to do the same or that you will. You can also choose to use your power to help others.
• It isn’t ladylike to be powerful. Power is a noun, not a gender.
• Power = Aggressive = Bitch. The B-word is a strategy used by others to keep you from using your power. A bitch uses power without respect. You can choose to be powerful and respectful.
• If I don’t use power, someone will come along and help me. Don’t bet on it. You don’t need to wait for someone else in order to be more effective. You shouldn’t wait.
HOW CAN WE REDUCE OUR FEAR OF APPEARING DISINGENUOUS?
• I don’t want to be someone I’m not. You’re not pretending to be someone else when you use Power Tools. You are just behaving in new ways.
• Using tools should come naturally. Some of them do come naturally. Some will require a bit more effort. Driving your car is an acquired skill.
• I don’t want to manipulate others. Power Tools are used to exercise more control over yourself, not others.
HOW CAN WE REDUCE THE FEAR OF FAILING?
• If I can’t use my Power Tools, things really are hopeless. You can use them and you already have used them.
• If I don’t do this well, I’m a failure. As long as you’re working on using your Power Tools, you aren’t failing.
• If I can’t improve in my use of tools, I’ll disappoint others and myself. Realistic expectations will buoy your spirits. Improvement comes in small increments as well as larger ones.
• I’ll feel worse if others can use Power Tools and I can’t. You can use every single Power Tool. The degree to which you excel in ability is unique to you. Using your Power Tools is not a competition.
We Are Ready and Willing, But Something Holds Us Back
There are times when the idea of taking hold of our Power Tools is appealing but something holds us back. We compare ourselves to others and feel inadequate.
Grace was very eager to start working with Power Tools. She was earning a great income, owned her own home, and was raising a daughter from her first marriage when she met John. Remarried at the age of twenty-nine, she found herself quite willing to hand her hard-earned independence and power over to her new husband. She quit her job and became a stay-at-home mom. Grace felt that she had already proved to herself that she could accomplish a great deal and was eager to live a life of relative leisure.
However, when Grace was forty-one, a new clarity about her life emerged. She now wanted to reclaim her power, return to school, keep her marriage strong, and determine what she wanted from the next phase of her life. She said it wasn’t always easy to figure that out.
“I can take something simple, like having people over for dinner, and what was a barbecue with hot dogs and burgers on the grill rapidly becomes lobster and caviar with a band,” she told me. “Being a perfectionist, I can’t seem to do things minimally. I need to take some pressure off myself. Take, for example, something simple like meals. People don’t come to eat a gourmet repast; they come to be with me. I try to remember what someone once told me: ‘Never compare your insides with other people’s outsides!’ I look at others, like my stepmother, and think that they’re doing it right: the perfect job, a wonderful house, and an ideal life. I assume they have it all together. It makes me feel like I’m in a competition—one that I’m losing. But I’ve learned that we all have our own stuff. I remember that when I start practicing with my Power Tools. It helps me keep my focus on myself.”
Grace needs to grab a Power Tool, like her Safety Goggles, and set some well-defined goals of her own. Envisioning an enjoyable, low-stress dinner with guests, a return to school, or a smaller house can help her get the self-focus she needs to move forward.
We Are Stuck
If you have strength and don’t realize it, then that strength has little value for you. If you appreciate your strength but fail to exercise it, others won’t be aware of it and will act as if it doesn’t exist. Your history with Power Tools is no indication of how successful you will be with them in the future. Every single opportunity to use a Power Tool is a chance to succeed.
Maggie was at a crossroads in her career. She needed to decide if she wanted to stay on the management track in her firm or become an individual contributor. The pressure she felt about her situation was consuming her, making her unable to go forward.
As long as you are consciously using your Power Tools, you are taking action. And taking action enables you to move forward. The choice between a management track and a nonmanagement track should certainly be considered carefully. Discovering the answers to the following questions will allow Maggie to decide which Power Tools to use when she is ready to proceed.
• If I do this job for three years, how will I talk about it?
• How will I present this position to others?
• Will I be okay presenting this position that way?
• If I continue my professional pace, how will I talk about it?
• How will I present it to others?
• Will I be okay presenting myself that way?
• Which choice feels most like me right now?
• Can I make this decision and move forward without too many backward glances and what-might-have-beens?
Maggie’s Power Tools will allow her to think ahead, to anticipate not only how others will view her actions but also how she will deal with that situation. She can use the necessary Power Tools to develop her confidence. The more confidence she has, the more she will use her Power Tools. It’s a lot like the old chicken-or-egg argument. It’s hard to know what comes first, but your confidence and your Power Tools go hand-in-hand. If you have one, you can have the other.
We must remember why we’re using these skills in the first place. It’s important to keep the goal in view if we want to overcome the fear of what others might think and to quiet that voice in our head telling us to forget what we want and just be happy with whatever we can get.

STICKS AND STONES
Not only might other people harbor negative thoughts about our behavior, they might even say what they are thinking. While a man may feel a certain male pride if he is referred to as a “tough bastard,” a woman feels cut to the core when she is called a “bitch.” When you’re using the Power Tool designed to help you hold your ground and fight for what you want, being called a bitch is actually a sign of progress! You’ll learn to use your Power Tools to give up the fear of being labeled as someone who knows how to use power. You might even learn to laugh about it, finding humor in a situation where a well-paid adult is resorting to childish name-calling.
Your personal power is the only type of power that matters. Job titles come and go. Personal power comes with you. You own it and you choose how, when, and where to use it. When you are the source of your own power, you fuel it with your confidence—a precious creation built with your Power Tools.
Millions of women have been unable to push past the fear and grab the tools they already possess and desperately need. Do they just need someone to tell them that they can?
No. A simple, straightforward word of approval won’t move you to grab the tool that fits your hand, matches your strength, and is designed for the work you want to do. You need more than insight and awareness to change behavior. Knowing about Power Tools is only one step in the process. You also need to understand:
• What the tools are
• The purpose of each tool
• How to identify where and when you’ve used a tool successfully
• How to identify where and when you could use a tool but aren’t currently using it
• What’s stopping you from using the tool you want
• How to create strategies that will put the needed tool in your hand
• How to practice
• How to achieve mastery
You can start by eliminating two behaviors that add clutter to your toolbox: habit and speed. Do they sound familiar to you?
HABIT. You don’t pick the right tool from your toolbox simply because you’ve never used it in a particular situation. Even though you are an interpersonal skill master on your job, you drop the toolbox at your front door. Maybe you have the family and home routine down pat, but your toolbox never gets through the office door. As a creature of routine, you tend to stick to your patterns, and when, like cement, they harden into habits, they’re tough to break. Just because you’ve gotten used to the way things are doesn’t mean that you don’t hunger for something that allows you to feel more competent. It can be hard to break an unproductive routine.
SPEED. You’re the victim of your schedule, cramming as much as you can into a finite twenty-four hours. Any reflection is done on the fly, between errands or chores. You leave strategizing to those who have the luxury of spare time. You want more control but are too busy to take it, plan for it, or think about how you might attain it. You tell yourself that taking a break might make perfect sense for someone else, but they probably don’t have all of your activities, concerns, and responsibilities. You have too much to do and too little time in which to think about getting it all done.
I see women often caught up in chaotic routines that don’t really work well, unable to grab any Power Tool that might help. In this book, I will show you how to solve the time crunch and replace your bad habits with a good habit—using your Power Tools. Through practice and mastery of your Power Tools, you’ll connect with your good judgment and disconnect yourself from unproductive behaviors.

THE POWER WITHIN
I’ll tell you a secret. This book is about real power and power is a tricky thing for women. We want to have it, but fear others knowing we do. We want the results that come with power, but in our dreams, the world gives them to us covertly. We’d like others to magically read our minds. That way, things would go our way, but we wouldn’t have to deal with any of the unpleasantness that might result if we had used our power!
The woman who wields too much power is resented or viewed as ruthless or controlling. Afraid of this image, we often give our power away. We let our tools fall from our capable hands and squander our most valuable resource.
Consider the women whose power and success are denigrated or unacknowledged:
• While many attest to the intelligence and acumen of Hillary Clinton, whenever she asserts herself, her popularity rating goes down in the polls.
• When Dr. Laura Schlessinger, radio talk show host and advice columnist, tried to advance her visibility to the next level with a television show, there was a backlash and her show was canceled, even though her message had stayed the same.
• Newspaper articles trumpet that 50 percent of MBA graduates are women; yet only a small number of women are in senior management positions.
• Martha Stewart is perhaps the most successful entrepreneurial businesswoman in the United States. Financial records were set when her self-named company went public. Yet she is the object of much public scorn and parody for her message of empowerment for homemakers.
• Oprah Winfrey’s highly visible conglomerate Harpo is successful in television, movies, publishing, the Internet, and media production, and her personal worth is routinely touted on the financial news. Yet the media often focus on her marital status and weight instead of her philanthropic work and financial success.
While these successful women may be given their due begrudgingly, it comes with a personal zinger aimed to hurt. Small wonder women are reluctant to claim their own power.

THE HOME/WORK DILEMMA
When I talk to women at corporate and professional development seminars about using all their skills, they tell me, “I can do this at work but not at home.” “I can do this at home but not with my church group.” “I can do this with my sisters but not with my mentor.” “I can do this with my IT director but not my child’s teacher.” I listen to them and focus on the first half of each of these statements: “I can do this. . . .” They’ve said it themselves! All they have to do is figure out how to transfer that success to a new relationship in a different place. You can do it, too. You’ve got the tools.
Emma recently purchased her first house at the age of forty-three. She felt overwhelmed with all the things that she now had to do to manage the logistics of home ownership. A psychologist with a successful practice, a fulfilling social life, and a book about to be published, she was pretty accomplished in many other areas of her life. It dawned on her that she could probably figure out how to use a power drill. Learning how to use this real tool felt wonderfully empowering. Using the same drill metaphorically at work provides the same fulfillment.
Marie is a competent high school music teacher and director of the school musical, which is a huge success each year. She manages a technical crew, a musical score, a small orchestra, and teenage thespians—all on a school budget. She calls on volunteer parents, rounds up donated costumes, and works with a secondhand score. Yet when Marie plans the annual Thanksgiving feast for her family, she leaves her toolbox behind. She loses track of her objectives. The limits she’s set dissolve when she takes on the monumental task of feeding her finicky family: a macrobiotic daughter, traditional stuffing-and-cranberry-sauce in-laws, a junk-food-addicted son, and a low-salt, no-fat spouse. Marie is the same person. The situation is not. What’s the consequence for Marie when she forgets to use her Power Tools? A Thanksgiving dinner disaster.
Shelby needs a push to get her to grab her Power Tools, too, and the ability she taps into when coordinating her home life reveals her capacity for insight and delegation. Her family consists of four children in various stages of high school and college and a husband who has gone back to school full-time after a midlife career readjustment. Her parents, divorced for many years, live in a neighboring state and have a variety of physical ailments and concerns. Visits to her parents include a thorough check of financial and medical matters, a survey of foodstocks, and conversations with neighbors and physicians. Shelby leaves no detail to chance during her visits, knowing that her parents will give her only limited information over the phone. At home, Shelby has worked to build a family that is both independent and responsible. She makes sure family members handle meals, laundry, cleaning, and school assignments. She does it all with calm and focus.
Yet, when Shelby heads for her job as the director of marketing for a large financial services organization, her Power Tools are nowhere in sight. She appears scattered and unfocused at work. Her frantic staff and seemingly indifferent vendors appear to have no idea what to do without close direction and are unable to solve problems without her involvement. She finds herself scrambling to meet deadlines, seldom anticipates problems that occur, rarely clarifies goals for others, and seems to have no time to provide training and coaching so critical for people’s success. Usually, Shelby finds herself doing many jobs in addition to her own, often rushing to last-minute, out-of-town press checks. Shelby is the same woman, even though the situation is different. What’s the consequence for Shelby when she forgets to use her Power Tools? A marketing department debacle.
Marie should start by eliminating her bad habits. Even though she’s a master in the theater department at work, she drops her toolbox at her front door. A creature of routine, she tends to stick to those old patterns. Marie might be afraid of what her in-laws will say if she asks for their help. She might be anxious that her husband will think less of her for delegating tasks. She also spends so much time squiring her son to band practice or following her daughter through the aisles of the department store that she doesn’t have a spare moment to think about other solutions. Meanwhile, there are tools Marie might use to crack her ineffective habits of taking total responsibility for all aspects of a major holiday dinner and trying to meet the demands of all those picky eaters. She could measure, set limits, and try to see the humor in attempting to run her home like a four-star restaurant.
Shelby may have the family and home routine down pat, but her toolbox never gets through the office door. Certainly the culture of work can lend itself to a more reactive posture. But just because Shelby has gotten used to the chaos doesn’t mean that she, her staff, and her vendors don’t hunger for something that allows them to feel more competent. It’s hard to slow down or stop chaos, but there are Power Tools that Shelby might use to break the unproductive routine.
We Don’t Recognize the Fit
Sometimes the first step in getting ready to use your Power Tools is the awareness that you need them. Marie has to recognize that the same Power Tools she’s been using at work would make her dream of an enjoyable Thanksgiving dinner a reality. Shelby has to see the connection between her ability to organize in her personal life and her lack of the exact same skill in her professional life.
Many of the women in my seminars discover that the situation requiring a more effective strategy or behavior at work is not unlike a situation at home, and vice versa.
“My boss does this—and my husband does too!”
“My daughter creates the same emotional turmoil for me that this client does.”
“I have a friend who oversteps personal boundaries exactly like my coworker.”
Are you the woman who runs the errands, coordinates two Little League team schedules, and plans a vacation? Then you are already using the Power Tools you will need when the task force and the vice president from the London office both expect you to attend their presentations that are being held at the same time, which happens to be the same afternoon you must hand in the budget forecast for your department.
Having your Power Tools in tow means that if you can be candid with your boss, you can be candid with your sister-in-law. If you can share your vision of success with your employees, you can share it with the guests coming for a special occasion. And if you can ask a technician to walk you through the information systems problem at work, you can ask your mechanic about the details involved in the service he thinks your car requires.
These are tools that you can easily plug into any situation: a new business, a new friend, or a new problem. Women want the very thing they already possess: the ability to increase their effectiveness in situations that cry out for more power. As you carry your Power Tools into every phase of your life—from the bedroom to the boardroom—you’ll find that you begin to see the opportunities to plug in a Power Tool wherever you are. You’ll see how asking your husband to explain a complicated piece of technology requires the same Power Tool and interviewing agility you need when listening to your sales force. You’ll hone your expertise at using another Power Tool to help you pin down your boss on a due date for a project as well as get your disorganized girlfriend to commit to lunch.
At speaking engagements for corporations and conferences, there is always a woman who will tell me, “You don’t understand. My situation is different.” I agree, but always with a caveat. Although you may behave differently in one situation than in another, and all women are certainly not all alike, you are not two different women. No mystical metamorphosis takes place as you walk through the front door of your home. You need to stop compartmentalizing your skills at work and at home and use your Power Tools in every situation.
That’s what Marie did.
She grabbed her toolbox and plugged in the right tools for the job. Her Safety Goggles helped her imagine the goal and communicate it, and her Tape Measure calculated her limits. “This isn’t what I want” became “I can’t believe they are doing this to me.” Later it became “This is what I want,” which grew into “This is what I envision. What part of that would you like to take on?” Marie shared her vision with her family about an interesting variation on the classic traditions. Her happy ending was a dinner where family and in-laws cooked a range of foods, from traditional desserts to tofu side dishes. She used her Power Tools to attain her desire of hosting a holiday dinner in her own home and on her own terms.
That’s what Shelby did.
She reached into her toolbox and wrapped her hands around the best tools for quelling the marketing department chaos. Her Safety Goggles allowed her to create a picture of success and share it with others, her Electrical Sensor allowed her to gauge her reactions and those of others, and her Voltage Meter was instrumental in getting feedback. “This is a disaster” became “I need to create some order.” Later it became “What will a well-run, successful department look like?” which grew into “This is what I envision. People will need to understand the standards that are critical to our success, their role in accomplishing those goals, and my role as a coach and resource.” Shelby shared her vision with her employees, her vendors, and any other professional whose buy-in or help she would need to create a cohesive team. Her happy ending was a department with a clear definition of goals, an understanding of the standards for success, awareness of the part each internal and external person would play, and development plans that assured professional success. Shelby was able to focus on the things that only she could do and shifted her role from exhausted executive to available coach, trainer, and resource for her department. More delegation on her part also allowed Shelby to be more collaborative with the other senior staff members. Most important, she used her Power Tools to attain her desire of creating a professional role that was a genuine reflection of her capability.

YOUR PERSONAL MERGER: WORK AND LIFE
Today, our waking hours are filled to the brim with a wide variety of activities. Work outside the home and you deal with an organizational culture and the constraints and politics of the workplace. Live with another adult and you arrange your daily life in connection with someone else. Live with children and you oversee, worry, negotiate, and drive! Relatives who reside nearby can mean that your history follows you around in the present. Family that lives far away can mean a portion of your free time is spent in long-distance obligation, responsibility, and support.
As you develop your Power Tools, you will increase your ability to integrate home and work life more seamlessly. The stress you feel about living in what often seems like two different worlds will diminish. You will stop trying to behave like two different women and will see that work and home have more in common than you think. The most powerful commonality they have is you. With increased confidence in accessing your personal power, rather than trying to compartmentalize and “balance” your work with your home life, you will integrate them into a unified lifestyle.

WHY I WROTE THIS BOOK
My presentations and training programs are conducted for groups as small as ten and as large as a thousand. For over twenty years, I’ve made presentations to a wide variety of industries, including business, nonprofit, private and public sectors in manufacturing, finance, energy, insurance, education, and social services. I’ve taught thousands of women the benefit of using Power Tools. The concept gradually becomes clear: If women don’t get better at recognizing the tools and the situations in which to use them, they’re limiting their own success.
I listen to their concerns:
• “My boss is threatened by the accomplishments of others, so I can’t be too successful.”
• “My husband is pressuring me to stay at my job, which pays really well, but I hate what I’m doing.”
• “My manager says one thing and does another.”
• “I don’t know what I want, but I don’t want this.”
• “I’m tired of being treated like I’m not serious about my career because I’m female.”
• “I want the promotion but am afraid of the impact it will have on my home life.”
• “My husband sulks if I don’t take his advice.”
• “I have a great opportunity but not the visibility/title/money that should go with it.”
• “I take a lot of heat from other mothers because I work full-time and can’t help out at the school during the day.”
I can’t stand to see women dropping their clout and losing out. I had to write this book.
As I was growing up, my parents made it very clear to all three of their children that we had the ability to accomplish our goals and dreams. I grew up thinking that all parents were like mine. If I had examined more closely the huge number of friends who flocked to our kitchen table for meals and discussions with my family, I would have known what a special home we had. Eventually, I got out into the world and discovered exactly that.
As I moved through college and graduate school, I was surprised to hear other women talk with such uncertainty about their strengths and abilities. It seemed so self-limiting to me. I simply plowed ahead with the enthusiasm of a kid at her own birthday party. My ability to be tactful was a bit underdeveloped, and when I talked about the transferability of personal power, I seemed to irritate rather than motivate. Being a problem-solver was my talent, but I needed the education graduate school provided to develop active listening skills and creative application of that skill.
My goal as a counselor and consultant developed clarity: to take my capacity to see the potential power and ability that people have and provide them with the support, coaching, guidance, and strategies they need to accomplish their goals. In every workplace, I come across people in the same situation: maddened managers, burned-out teachers, pessimistic parents, frustrated administrative assistants, eager camp counselors, fed-up shift workers, restricted supervisors, exasperated CEOs, all trying to figure out how to accomplish their goals. My role morphs into whatever makes sense: coach, costrategist, hand-holder, director, sounding board, counselor, or reality checker. I work with people to identify their goals and abilities, and help them apply new strategies and skills to the situation or system. Where or who it is doesn’t matter. It could be at a school, professional foundation, multinational company, manufacturing plant, or corporate campus. It could involve a boss, client, sibling, friend, employee, parent, doctor, or spouse. I teach them all how Power Tools create success in that environment, in that situation, and with that person.
I also understand the importance of role modeling and realize that providing guidance and support are one thing, and doing it myself is another. I developed Power Tools for Women to help others, but I use my toolbox all the time. As a professional woman, mother of a teenage son, and wife for over twenty-one years, I’ve had to break out the Duct Tape more than once, whether at a client’s office, with a friend at a large gathering, or at innumerable company holiday parties. I continue to fine-tune my own facility with Power Tools even as I teach other women about them.
From senior executive to administrative assistant, from part-time analyst to CEO, from the home-for-now housewife to the community advocate, women tell me that Power Tools
• Help them compete professionally. They are better at trusting the intuitive lurch in their gut when they meet with someone, more adept at asking for feedback, better able to remember the value of perspective and humor.
• Allow them to discover ways to parent more creatively by asking more questions before plowing ahead with only part of the information, creating opportunities to strengthen relationships, and reappraising outmoded rules.
• Teach them how to leverage all of their relationships more effectively and develop confidence in their own abilities. They tell me that when they determine a clear goal or think about the energy requirements a task will require, they feel more prepared to handle both the expected and the unexpected that life delivers.

PLAN FOR SUCCESS
You will have it! How can I be so sure? Because you already have used a tool well in some previous experience. While you will be using your Power Tools in new and creative ways with situations that will be challenging and conditions that will call on your creativity, you can do this because you have done it before.
You possess everything you need to be more effective, more confident, and more empowered. Success is so close. Why wait? Plug in and power up!
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What to Pack
In the next several chapters, you’ll learn what each tool can do and discover how you already possess experience and some skill with each one. You’ll learn where and when to apply each tool. You’ll also see just how to make your toolbox portable, so that the same tool that lays bare the covert hints about a delayed promotion at work can illuminate your husband’s unspoken resentment at your working late hours.
I’ll plug you into the tools you need in everyday work and family life. I’ll demonstrate their use through real-life examples and hand them over to you with a steady whir of encouragement. I’ll help you customize the tool for your specific circumstances and teach you alternative ways of using a tool if it fails to do the job.
Since every construction project has a Punch List to help review the milestones that insure its successful completion, every tool also comes with a Punch List that serves as a handy review and reference. By the time you finish your training, you will possess more know-how than most top carpenters—even the ones in the corner offices.
THE KEY TO MOBILITY: YOUR TOOLBOX
The contents of your toolbox will include:
1. Safety Goggles—for Safe Vision
Unable to articulate what she is seeking in her next position, Carol stumbles along with her job search for several months. As a result, she has yet to be selected for one. Since she doesn’t communicate her career goals clearly with those who might be in a position to help her network, she hasn’t had much help from her professional colleagues. When she tries using her Safety Goggles after reading the chapter she will learn that once she has a vision to focus on, it will be easier to communicate her goals to others and secure their support and assistance.
This most basic of tools provides you with clear vision and allows you to see and sell the big picture. You can’t make progress if you can’t envision where you’re going and then communicate it in a persuasive way to others. When you learn how to crystallize your vision, you’ll develop a clarity that will always guide you. The goal is to keep from getting lost and from losing others.
2. Electrical Sensor— Decipher Clues that People Send and Your Internal, Intuitive Responses
Hannah feels uncomfortable when she gets together in meetings with Craig. He’s never said or done anything to her that wasn’t professional and respectful, but she thinks she’s picking up subtle signals. Her reaction doesn’t make sense to her and she’s tempted to ignore it. After reading this chapter, Hannah will not only understand the signals sent and the disquieting vibes they produce but also find that attending to them increases her self-confidence and allows her to create plans and tactics to deal with her feelings.
Get a better sense of what’s going on behind the “walls”—that is, behind the social facades. You were trained from the time you were a child to ignore your intuitive responses to the behavior of others and go with what parents, teachers, and the culture told you. A lot of subtle messages get sent your way every day. If you develop the ability to pick up on the external signals people send you and your internal reactions to situations, and to interpret them accurately, you can plan instead of being taken by surprise. In this chapter, we’ll discuss how to develop confidence in your perceptions.
3. Demolition Hammer—to Smash Outmoded Rules
The reorganization has created an incredible workload for Pat; she feels like she’ll never get out from under. She works later than ever, brings material home to review, and comes in on weekends, but never seems to catch up. She wants to redesign her job so that accomplishing her work is a possibility, but she’s not a manager. Pat will switch on her Demolition Hammer after studying this chapter. She will find that once she creates a Fear List, it will be easier to destroy the internal messages that are creating the barriers to her own effectiveness and creativity.
Sometimes the many unwritten rules of life can harden around you like concrete. With your Demolition Hammer—awareness, strength, and tact—you can smash through policies and protocol that are dated, dysfunctional, detrimental, or downright foolish. As you learn how your deepest fears of bucking the system—of being a rebellious little girl—keep you from pursuing your goals, you can also learn how to gracefully yet effectively tear down the unwritten rules that get in the way. The goal is to be civilly disobedient.
4. Tape Measure—to Establish Limits
Rosa is an easy “yes.” Even if she’s overwhelmed and overstressed, she just can’t turn down an appeal for assistance. She agrees to run to the bank for her son, change the oil in the family car, exchange a gift for her daughter, and whip up an impromptu meal for her husband’s parents. Somehow she must cram all these extra chores into the full day she already has planned. She feels strongly that she’ll appear inadequate if she says no. After reviewing this chapter, Rosa can try to use the Tape Measure and will find that once she creates firm limits, she can practice articulating them with confidence. Then it will be easier for Rosa to communicate her limits and standards to others without giving in to them or pushing them away.
Master carpenters always need to know where one room ends and the next begins. The ability to judiciously use the word no allows you to set appropriate boundaries. As a woman, you are encouraged to be nice, which means always saying yes to requests. But it’s vital that you develop a comfort with refusing requests so that you’re not sacrificing your needs to others’. And it’s equally important that you accept their refusals, too. The goal is to learn how to measure, respect, and enforce your limits.
5. Power Saw—to Cut Away What Holds You Back
Molly headed up the committee in charge of the citywide spring gala for her favorite charity, which had a history of being a great success. Ellen was responsible for managing the large number of volunteers who contributed their time and energies. For several months, Molly had frequent conversations with people about Ellen’s unwillingness to listen to anyone who came to her with suggestions and ideas about the upcoming drive. Molly had observed Ellen behaving in a curt and condescending manner, but chalked it up to the increase in participants and the upcoming deadlines. She was genuinely surprised and alarmed when several people decided to drop out, citing Ellen’s lack of leadership ability and Molly’s lack of responsiveness. After reviewing this chapter, Molly will be able to grab her Power Saw and eliminate the problem rather than allow the situation to continue and prevent her from accomplishing the goal of creating a successful fund-raiser.
Rather than making excuses, covering the mistakes of others, or trying to keep things afloat, cutting your losses will allow your whole ship to sail ahead more easily. You have a harder time moving ahead if something is holding you back. With a Power Saw, you can eliminate whoever or whatever is preventing you from achieving your objective. The goal is to embrace change and the risk that accompanies it by severing yourself from outdated, unproductive ways of doing things, including relationships that don’t work.
6. Power Drill—for Precise Questioning
Vicki is afraid to ask too many questions because she feels like she’s showing everyone how little she really knows. She assumes she knows enough to do what needs to be done and discovers, after the fact, that she was missing vital information. She can test her ability with her Power Drill after examining this chapter. She will discover that requesting and gathering the necessary information will enhance her communication, understanding, efficiency, and effectiveness.
If you want to create openings, you need to find the exact bits—that is, ask just the right questions—that allow you to progress. When you know how to drill with precision, you understand when and what to ask, what not to ask, and when to figure something out for yourself at a later time. By becoming proactive about requests and diminishing the guilt that may accompany them, you can be much more effective. The goal is to communicate precisely and genuinely with others.
7. Soldering Iron—to Create Strong Connections
Beth’s job has become more hectic and she is now working two nights a week as well as all day Monday through Friday. She can’t remember the last time she met her best friend for coffee or went on a date. She keeps waiting for a break in the action, but there is none on the horizon. Beth will plug in her Soldering Iron after reading this chapter and find that she can reduce her stress by reinforcing her important relationships at regular intervals. Then those associations can provide her with the support and spirit she wants.
Being able to forge durable bonds in both your personal and your professional life with those most important to you will help keep you strong. This will be especially apparent in times of stress, when you need the support of others. The goal is to reinforce all relationships that can provide you with support and strength.
8. Power Sander—to Smooth Out the Rough Spots with Others and Buff Up Your Sense of Humor
Having identified Abbey as a person who would make an excellent mentor for her professionally, Diane wants to develop a good rapport with her. She doesn’t know Abbey well and thinks it would seem too blunt to come out and just ask, but she isn’t clear about how to move closer to making things happen. Abbey has a brusque manner and doesn’t encourage conversations. Diane is finding the whole prospect filled with tension and she is spending an inordinate amount of time worrying about it. When she studies the concepts in this chapter, she’ll be able to plug in her Power Sander and discover that strategically eliminating existing and potential friction makes everything easier to accomplish. She will also discover that maintaining a sense of humor makes her life smoother as well.
The person who knows how to polish relationships and smooth down the edges between herself and others is the person most likely to succeed—and to help others succeed. In fact, all the tools in your toolbox will work much better if you develop the ability to reduce the rough spots. An understanding of what brings joy into your life and inspires smiles from others makes everything you do easier. The goal is to reduce the roughness in your life and your relationships by replacing it with smooth rapport and enjoyment.
9. Battery Pack with Recharger—to Generate Energy
All of the research involved in selecting a nursing home for her parents is much more than Mary expected, and she’s finding it exhausting. The amount of information she needs to absorb is extensive. Although it will be worth all the effort when the choice has been made, right now she’s tired of talking to people about the issue. Mary can locate her Battery Pack with Recharger after reading this chapter. She’ll be able to estimate the energy required for the tasks ahead. Mary will be able to determine how much energy she needs, how long she can last, and when she should plan a quick charge-up of her spirit to get the job completed without falling apart at the end.
There’s nothing worse than being in the middle of a task and not having the stamina and resiliency to see it through. If you know where your energy comes from, why it becomes depleted, and how to conserve what you have, you can avoid ever running dry. The goal is to last as long as the task requires.
10. Voltage Meter—for a Reality Check
Ellen has applied for a supervisory position three times without success. She wants to be promoted and thinks she would do a good job. She isn’t sure if she should try one more time, give up, go back to school, or leave for a different company. After reading this chapter, Ellen can resolve to try to use her Voltage Meter. She will find that assessing her strengths and the areas she needs to develop can be pinned down with a review of her wins and losses. She also will be able to conduct a reality check with someone who can be an objective resource or adviser.
Your power can flow only if your voltage can flow—if your inner wires aren’t loose, broken, or tangled. You can keep track of what’s going on internally when you learn how to assess your strengths and weaknesses honestly, monitor your well-being, and address any short circuit that might develop along the way. The goal is to take stock of how things are flowing inside of you and make appropriate adjustments.
11. Duct Tape—To Apply Emergency Solution
Tracy and her husband, Tom, have made a pact that they will not talk about Tom’s serious illness. They feel strongly that it’s a personal matter, and they don’t want to be the subject of gossip or targeted for intrusive interrogation. Their neighbors are quite concerned about Tom’s weight loss and pallid complexion. Tracy has tried using her Tape Measure to set limits about conversational topics. She has tried her Battery Pack with Recharger to stay upbeat and energetic. The neighbors continue to question her directly about Tom’s health or try to glean information in more subtle ways. Tracy can’t hide out forever and hates avoiding her friends, but none of her strategies are working for her. She can try using her Duct Tape after studying this chapter. Tracy will find that having a few backup strategies in case her plans fail will make her feel more confident about trying out some of her ideas.
There are times when the best tool, no matter how well honed, may not get you the desired outcome. These are the “when all else fails” strategies: the rolls of Duct Tape you can use to slap together a quick—or permanent—fix when nothing else more obvious has done the trick. The goal is to have an infinite roll of plan Bs.

ROOM FOR MORE
Depending on the situation you find yourself in, you may find that you have room for other Power Tools. I suggest, however, that just like any skilled artisan, you start with the basics and add to your tool collection as needed.
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The Safety Goggles
CREATING YOUR VISION OF SUCCESS
It’s true that Safety Goggles don’t really use power. You don’t plug them in and they don’t run on batteries. But slipping on your Safety Goggles is the necessary first step before embarking on any Power Tool project. You need to protect your eyes from free-flying debris (the overheated reaction of your boss), flashing sparks (spiteful bits of gossip), or splashing liquids (a ruined opportunity).
I want you to develop the habit of slipping on Safety Goggles automatically when you begin something new. It will help you put things clearly into focus and allow you to visualize your objective. Once your goal is clearly in view, you have a better chance of achieving it. You will also be better able to share it with the people whose help and support you may need to attain it.
STOP, THINK, THEN TALK
With your Safety Goggles on, you can follow these three steps to bring your vision to those who can help you:
1. Create quiet. Construct opportunities for reflection and introspection by eliminating the noise and distractions of life for a few moments, a few hours, or even a few days. You need time to get your vision into focus.
2. Establish your vision. Once you spend some time alone, you can complete the picture in your mind. See the final outcome and feel the emotions that go with it as fully as possible. Create a detailed mental picture. As you gather information, you may need to modify or revise your goal.
3. Export your vision. Now you are ready to put your goal into words by sharing your vision and excitement with those whose help you need.
What stops you from taking an important precaution against problems popping up down the road and using your Safety Goggles when you need them?

SAFETY FIRST
We all like timesaving shortcuts. Sometimes, however, what seems like a shortcut ends up taking us the long way around. When you have an idea that you want to see become reality, the excitement and eagerness to make it happen create an adrenaline rush that gets you started. And when people begin helping you move toward attaining your vision, you feel you are on your way. You think that you don’t need Safety Goggles. Spirits high, you move forward according to your time frame. When a fleck of dust flies up into your eyes (such as learning there are insufficient funds to make a key purchase, or finding out the person you were counting on is unavailable), you clamp your lids shut and your eyes tear. That is when you realize that this panic and pain could have been prevented if you had simply taken the time to put on your Safety Goggles. It’s a basic action that is easily overlooked, and now it could really cost you.
Do you put on your seat belt automatically when you get in your car? If you do, you have developed a habit that can save your life. The simple repetition of snapping the belt into place each time you settle into the car seat is a habit you can pick up anytime, no matter how long you’ve been driving. If you put on your Safety Goggles automatically when you start out on something new, you have developed a habit that can save your sight, bring things into focus, and save you from some trouble farther down the road.

PUT THEM ON
The power of Safety Goggles can help you form and communicate your vision, even if the goal you’re shooting for is something new and untried. Keep in mind that Safety Goggles are protective gear that must be worn, no matter how skilled the user, to prevent injury. People who use Power Tools know that there is always potential for injury. Arguably, the more skilled you are, the less you question the need to take precautions. You may find yourself dealing with reactions like anger, defiance, or sadness and may encounter sabotage, pressure, and uncertainty. The advantage of wearing protective gear far outweighs the inconvenience of the mere moment it takes to put on Safety Goggles. You can prepare yourself for the unexpected and insure that you will stay focused, no matter what happens.
Beware of the reasons you’ll be tempted not to bother using these vital Safety Goggles:
• You don’t think you’ll have an accident, because you’re so confident in your ability. (You might have 20/20 vision, too, but is your assessment of where the center lies always accurate?)
• You don’t have time, so you’re looking for a shortcut. (You might be rushed in the morning and eager to read the newspaper, but do you run out naked to retrieve it?)
• You don’t really know where you’re going, but you know that you are going. (You don’t have an end in mind, and you are hoping for divine inspiration.)
• You think everyone sees what you see because it is so obvious—to you. (Did everyone love your favorite movie of all time, too?)
And there may be obstructions that seem immovable:
Routines or rigid rules that limit your range of responses
Ego that causes you to defend your beliefs and limit your options
Fear of self-expression and the judgment of others
Negative thinking and self-criticism
What do you do to get out of your own way? You need to take some actions that will create the steps that lead to getting around the walls in your path.
• If rigid rules or routines prevent you from sharing information or connecting with others, shake it up! Arrange weekly breakfasts, monthly lunches, operational show-and-tell sessions, car pools, lunchtime discussion groups on topics of interest, or sit next to someone you don’t know well and start a conversation. Invite people from different departments or levels of the company, who are not usually included in a meeting, to get their ideas and reactions.
• If your ego causes you to defend your beliefs and limit your options, you need to challenge those beliefs by hearing other points of view and stretch your idea of the range of choices you have. Try asking for more information the next time someone suggests a new idea. Think of five different ways to do any one thing. Ask yourself why things are done as they are—and answer the question. Take something that works decently and figure out how it could be improved upon.
• If you’re afraid to express yourself because others will judge you, deliver a new idea as if it were already being done, request applause for your opinion before any verbal response is given, or write your thought down on a three-by-five card and give it to someone else to deliver before claiming authorship.
• If you’re prone to negative thinking and self-criticism, ask someone you respect if you could be wrong in your judgment about yourself, commit to suggesting or trying one new idea a week, identify what you bring to the team, and force yourself to define your role in any given group in only positive terms.
Now that you’ve ditched the excuses for not donning Safety Goggles, you’re ready to take the three steps to creating a vision of success.

STEP ONE: FINDING THAT GOLDEN SILENCE
We lead noisy, hectic lives. In our efforts to get it all done, we neglect the one thing that helps focus our vision most: quiet time. Removing yourself from the constant chatter will help you concentrate on your feelings and your dreams.
Are you waiting for a good time for things to quiet down so you can generate your vision? Like an eclipse, it rarely happens. You need to plan for some time to create calm, rather than hope that it shows up. At least once a week—once a day is even better—stake out a slot of time for generating and crystallizing visions. Jot this time down in your calendar or planner. Consider it an unbreakable appointment. How much time? Start off with ten minutes a session; the world will spin without you. It may be unrealistic for you now, but you can set a goal and work toward creating a thirty-minute block of time, three times a week, just to plan and dream. Here are a few ways to prime the pump:
Take a hot bath, candles burning, door locked.
Lie in the grass, face toward the sun, arms stretched out.
Shut the door to your office, mute the phone, and sit back for five minutes.
Go for a walk alone or with your dog.
Snuggle into your favorite chair with headphones on and no music playing.
Park in a quiet parking lot with the motor off and sit.
Float alone in your local pool or swim club.
Go to the reception area of your office and sit down in the most inviting chair or couch.
Are you the type of person who needs a few days before you can really relax and enjoy your vacation? Then you better factor in some wind-down time, the several minutes at the start of your focus period, to stop the reverberating noise of your life. Add those minutes to the total time you take for yourself.
Do you feel guilty about taking time for yourself just to think quietly? Creativity isn’t something that is best done on the run. While there are occasions when lightning strikes, it’s more likely that your ideas will come into focus with a more thoughtful and reflective process. If you don’t get into the habit of creating time for contemplation, you’ll find yourself forcing yourself to come up with a “right” answer within a tight time limit, a recipe for failure. The truth is, you can’t create visions that pull together the perfect dinner party, the idyllic vacation, or the major career change just because you have the pressure of a deadline.
Suzanne laughs at the prospect of finding reflective time. She barely has room in her week to get the routine things completed. It only takes a few unplanned items thrown into her path to create chaos and stress. She feels overwhelmed by the task of creating quiet time; to her, it’s just another item on her endless “to do” list.
Barriers to Creating a Vision
A hectic environment that doesn’t provide quiet time for reflection and introspection
A sterile environment that does not feed the senses
Rigid rules and barriers that prevent you from gathering information or connecting with others
Stress that drains creative energy
How can you create space for creativity, dreaming, and vision work? Above all else, you need to eliminate, or at least reduce, the hindrances listed above.
• If you live in a hectic environment, try eating alone, closing your door, finding a vacant room, scheduling quiet time, and forwarding calls or silencing the ring and letting the answering machine take over.
• If you live in a sterile environment that doesn’t feed the senses, bring in some CDs, hang interesting artwork on your walls, get some scented candles, play around with a few small children’s toys, put a jar of jelly beans on your desk, or have a new box of crayons and a pad of paper available.
• If you’re stuck in routines that limit your range of responses, purposely alter habits for a day, trade tasks with others, work together on chores, let someone new lead a meeting, have the youngest person at the meal take charge of the conversation, drive a new route to a familiar place, or listen to someone else’s favorite music.
• If stress drains your creative energy, watch comedy videos during lunch, take a field trip to a new place, break out the crayons for some coloring (remember how good they smell?), treat yourself to a massage, or visit an ocean, lake, or stream.

STEP TWO: CREATE A VISION
Can You See It?
Our lives are a blur of activities. We juggle multiple priorities—running errands, picking up groceries, calling work on our cell phones, putting dinner together, keeping up with exercise, and meeting friends on the run. We fit the carpool in before the project meeting. We revise the memo while we leave voice mail messages about the new meeting time. We review our older child’s homework before sending a fax to the client for an expense estimate and after throwing in loads of laundry. We stop and get the track spikes on our way to buy the software we need to install to keep up with the technology in the office.
We are so preoccupied with the details—papers to bring to the staff meeting, something to serve for dinner, the call we forgot to return—that the big picture of our visions and dreams for the future tends to slip away before we can grasp it. These visions remain just below the surface where they influence our waking lives. Our intuitive minds quietly remind us of our secret hopes, which can come alive in our dreams at night or as we’re driving the car, taking a shower, waiting by the copier, or walking outside on a sunny day.
I’ve learned that when you need help to accomplish your vision, you must know how to express the feelings and images from your head and heart. You can’t attract the excitement and assistance of others if your idea is still sketchy. You may intuitively “know” what you want to happen, but you can’t quite put your finger on just what it will look, smell, or feel like. Start by clarifying your vision into a simple, declarative, positive mission statement. Make it about what you want to have happen, not what you don’t want to have happen, e.g., “I want to lose twenty pounds” rather than “I don’t want to be fat” or “I want to become a sales manager” instead of “I don’t want to be a sales associate anymore.” It might help to think of visions that have inspired imagination and action throughout history:
Put a man on the moon.
Build a monument to honor a historical event or person.
Create the state of Israel.
Win the vote for women.
Tear down the Berlin Wall.
Free the slaves.
Your vision doesn’t have to be great and lofty. You may decide that your wish is to:
Reduce your departmental budget by 10 percent.
Get through an evening peacefully with your sister.
Buy your own home.
Start your own business.
Move to a different neighborhood.
Become a member of a board of directors.
Go back to school and earn an advanced degree.
Quit smoking.
Change careers.
Once you’ve clarified your goal, the good news is that you know what you’re shooting for. The bad news is that it can be hard to know where to begin. That simple, declarative statement looms like a monolith before you. It’s easy to walk away from such an overwhelming task.
Throw Away Your Veto Power
We can quickly veto our own vision before we flesh it out and think about it fully. Don’t make the common mistake of shutting down or dismantling your dream before it is fully formed. Each new idea that comes into your mind, no matter how crazy, deserves your attention. Put on your Safety Goggles and take a look.
Don’t say “I can’t”; say “What if?” For many of us, a “can’t” pops into our head and we stop ourselves cold from sharing our vision with those who may be able to help make it happen. Change how you talk to yourself and stop blocking your own view. Sometimes the person who limits your vision the most is you.
“I can’t go to law school” becomes “What if I found a way to attend law school?”
“I can’t afford a new car” becomes “What if I found a new car that I could afford?”
“I can’t paint the walls myself” becomes “What if I painted the walls myself?”
“I can’t leave this job” becomes “What if I leave this job?”
Questions to Clarify Your Vision
Monica landed a high-profile project at work that sounded exciting and challenging. Over one hundred of her coworkers would attend a conference at a nearby college campus. Her assignment was to design the program, put together a team of five presenters, and train them to provide the program.
This project was a first for Monica and her team, whom she chose from among her coworkers. She planned to give team members the goals and objectives of the program and some general guidelines to follow. Then she would let them put their presentation together with only occasional observation and coaching. With five of them in five different rooms, the risk of having five totally different presentations was frighteningly high.
The new project began to compete for airtime in her mind. She’d think about it as she ran from her car to work, from meeting to meeting, from dinner to homework, and from dog walking to bill paying.
Finally, Monica realized she needed to back up and devote some quiet time just to visualizing what the final event would look like. She visited the campus, the meeting rooms, the large conference hall, and the dining area. As she walked around, she thought about her own college experience of walking to and from classes and reviewing thought-provoking material with her classmates. Learning had been so energizing! That feeling of vibrancy was what she wanted for the people who attended the program. She envisioned the place teeming with participants who were excited about the program, glad to be away from the office and dressed comfortably. She visualized the participants feeling stimulated, happy, and eager as they took part in the program. She was inspired at the thought of people switching classes between sessions as they had in college, evoking pleasant nostalgia.
To flesh out the picture in her mind, she pictured a dogged journalist interviewing her for a write-up about the program:
Who would be on her team?
What was the goal of the program?
What was her goal for the company, for the participants, for the team she was putting together, and for herself?
What would it feel like for those involved at the end of the day?
What would be their biggest concerns?
When was the program being held?
When would she need to get things done prior to that date?
When would she need to create the program?
Where would they hold a team meeting?
Why was she the one heading up this project?
Why would certain people be involved?
How would she accomplish this and still find time to pay attention to her other responsibilities?
By asking herself these questions, Monica came up with a slightly revised vision. She would create a team of five enthusiastic group leaders. She would initially train them together to lead the programs. They would start and end the day together with a rousing rally but conduct their respective sessions in separate rooms. While the material and key objectives to be covered would be identical, each team member would be encouraged to carry out the program in his or her own unique style. Monica would travel from room to room to check on the progress, address any questions or concerns, and support her team of program leaders.
Once she knew the answers and had thereby solidified her target, Monica was able to go to the next step and share her vision. She assembled a strong and skilled team and shared her vision. She urged them to ask her questions to insure that they understood her scheme. She listened as they shared ideas and enthusiasm about doing something together that was new and different. This had been part of her picture as well—a team that was excited about being part of the project. She asked the team how they saw themselves adding to the collective success. And their suggestions provided a bounty of ideas that added to the impact of the program, enhancing the likelihood of success.
Asking Yourself the Right Questions
You must ask yourself questions to help clarify your vision. Whether you’re planning a career change, a conference, a dinner party for twenty, or a vacation, put on your Safety Goggles and ask yourself:
• Have I ever seen anything like this anywhere before? Where? When? Who was involved?
• Have I ever done anything like this before? Where? When? How did it come about? Did I enjoy it? What do I know about myself from that experience that can help me this time? (Remember not to wall off experiences at home from those at work.)
• I want this to happen, but what makes me think it is possible?
• What will contribute to the success of this endeavor?
• Who can contribute to the success of this endeavor? In what way? What evidence do I have to support that?
• What do I need to know? Who might have that information?
• What resources are missing? How will I obtain them? If I can’t obtain them, what will be the impact of not having them?
• What will it take to accomplish this endeavor?
Sally is thinking seriously of taking a promotion that will require a lengthy commute to and from work. With her family responsibilities and church involvement, she can’t imagine how she might make this work, but the job is a well-known launching pad within the company for executive positions.
She reviews the questions I have listed above:
• Have I ever seen anything like this anywhere before? Where? When? Who was involved? Yes, a woman in her neighborhood commutes to another city and she, too, has family and community obligations. Sally can talk with her about her experiences.
• Have I ever done anything like this before? Where? When? How did it come about? Did I enjoy it? What do I know about myself from that experience that can help me this time? Sally has stretched herself before. She finished her master’s while planning her wedding and looking for a job. She remembers being busy and having lists of plans and tasks to be accomplished so that no important details got lost in the shuffle. She learned she could handle more than she realized. Those things were short-term, though, and she knew that each one would come to an end. She needs to consider how an open-ended job will differ from a finite period of stress.
When drawing from past models:
• Don’t assume that situations and obstacles from the past are destined to be repeated.
• Define the differences. Some examples are place, people, personalities, culture, styles, and competing activities.
• What problems did you overcome then? Do those problems exist now? What other problems are there?
• How are you different?
• Define success as a range of possible outcomes rather than the same singular goal you obtained in the past (a team that ranks in the top five in sales, rather than being number one; dinner together as a family Monday through Thursday night for twenty to thirty minutes, instead of dinner together every night).
• I want this to happen, but what makes me think it is possible? Sally has a supportive family; that means every member can turn to the group for support and flexibility. The opportunity and potential for financial gain from Sally’s promotion would be a significant incentive for everyone. Sally’s family has proved they can adapt their routines when someone is involved in a play, a charity drive, or an athletic team. Chances are they can adapt to Sally’s new situation.
• What will contribute to the success of this endeavor? A supportive and flexible family will make this easier for Sally. Planning ahead for dinners and having other members of the family start the preparation will alleviate the pressure of getting home and being the one responsible for serving dinner. A comfortable car with a CD player for enjoyable music will help, as will a tape player to listen to books on tape. A cell phone will keep Sally in touch during the long stretches of time in the car. Sally can promise herself that she’ll review and assess how things are working after twelve months. That way, it feels like a finite project, not an open-ended commitment.
• Who can contribute to the success of this endeavor? In what way? What evidence do I have to support that? Sally needs the support of not only each family member but also her community and church groups. Their flexibility and understanding about her new time constraints will allow her to create a new role that works with the new job and the changes it brings to her life. Her boss and coworkers also can contribute to her success if they understand that a longer commute makes Sally’s workday a very long one, so her time must be carefully managed. She’ll need to monitor problems at the beginning and end of the day particularly closely. Sally knows that periodic review and feedback sessions with people will keep her on top of budding problems so that she can deal with resentments before they become large issues.
• What do I need to know? Who might have that information? Sally needs to know how long employees generally stay in this job before they are considered for other internal positions. She’ll need to talk to the people who have held this position in the remote office. In addition, she can talk with her new manager about what he thinks. The combination of his opinion and hard data will provide a clear picture.
• What resources are missing? How will I obtain them? If I can’t obtain them, what will be the impact of not having them? Sally needs to commute during a traffic-filled rush hour. She needs to see how the family copes with the shift in role responsibility and her absence. She needs to see how she feels about letting go of some of the enjoyable tasks (as well as the unenjoyable ones!) of life at home. While the actual work doesn’t seem to worry Sally, the additional time spent at work does. If she doesn’t get a clear picture of what this really looks like, and the family doesn’t either, she might have to deal with the new job, the stress of the commute, her guilt about taking on additional responsibilities, and her family’s annoyance all at the same time.
• What will it take to accomplish this endeavor? Sally will have to take the time to plan out a week of “trying on the job,” talking with her family about their new household tasks and when she’ll be unavailable to them. The whole family will get to rehearse and see how they do. They can see what works well and what doesn’t, and revamp, rework, and reassign accordingly. It may prove that the timing for this promotion doesn’t work for Sally and her family right now. She doesn’t have to actually start the job in order to leave the house earlier. Maybe Sally can schedule some meetings at the new location as the first or last thing in the workday and see if she can envision doing this as part of her daily routine.
Envisioning New or Unfamiliar Territory
There are many times when you are unable to envision a goal because you have no experience to show you what it will look like. It’s new territory to you and because it’s unfamiliar, you don’t feel like you’re on solid ground.
Susan loves to read and wants an opportunity to share her thoughts and reactions with others in a book group. Her problem is that she’s never been involved in a book group. What image can she use to help her envision what the new group might look like?
Susan has conducted many small, informal presentations for her company. The largest group she has ever addressed sat around the table in a conference room. She was both honored and frightened when asked to make a presentation at the annual conference before a ballroom full of interested colleagues. How can she prepare for this new experience?
Susan allowed her mentor to take over the planning of her career path. She was happy to have someone else deal with determining the next logical step as she progressed in the company. With her mentor now gone, Susan is facing the prospect of providing guidance and career path planning for her protégée Hillary. Hillary is much like Susan was and seems delighted to let Susan determine a direction for her career. However, the choices facing Hillary are vastly different from Susan’s twenty years earlier. How can she provide Hillary with direction?
With each of these visions, Susan has no concept of how things ought to be. While this frees her imagination and allows for great creativity, she also has no useful point of reference to help her get started. Susan needs to create clarity in order to form a vision she can articulate. How? By creating a picture in her imagination of what could be possible.
For her book group, Susan can focus on process—what she hopes a typical meeting will look like—to create what she hopes for: lively conversation, interesting topics, enthusiastic members, mutual commitment to the experience. From there, she can consider important questions: Will there be an identified leader? Will leadership change at each meeting? How will books be chosen—by vote or by the leader? Will the meeting have a definite structure or will conversation just flow?
For her large presentation, Susan can prepare by gearing her talk toward the outcome and working back from it to create the product. Spirited Q&A sessions after a talk are sparked by exciting information. She can prepare herself by developing an enthusiasm for her topic and a variety of methods to convey her material—quotes, pictures, diagrams, charts, key points, powerful data, or recommendations. If she can entertain, as well as inform the audience, they’ll want to ask questions. If she gives too much information, she’ll intimidate them into silence. Focusing on the end result will help her find the balance.
Susan can provide Hillary good direction if they both can create a working definition of the mentoring relationship. That process begins when Susan sits down with her protégée and they talk about outcomes. Susan may want to be helpful and a good resource. Hillary may want to advance her career and benefit from the guidance of a more senior staff member. Susan’s mentor might have been more directive, but Susan and Hillary can create a successful mentoring relationship by keeping the focus on what works for them in the present, rather than what worked for others in the past.
Susan doesn’t need familiarity to make her feel secure if she has a clear idea of what she is aiming for in terms of process, outcome, and relationships. The view when wearing the Safety Goggles should be on the goal and the feelings and emotions she wants achieving the goal to produce.
Divide and Conquer
Once you’ve clarified your vision, you may be daunted by how to begin achieving it. Fortunately, every goal or vision can be broken down into smaller goals. Your next task is to figure out how to divide a large goal into a series of double steps.
Let’s consider Erica. She’s clarified her vision: she wants to reenter the job market and find work she loves. Erica has an exciting vision, but the enormity of it creates more anxiety for her than excitement.
Erica hasn’t had a résumé since her oldest child was born fifteen years ago. The only thing she knows for sure is that she doesn’t want to be in retail, the field she was in before she quit to raise her family. Despite being a competent adult, Erica feels like a floundering recent high school grad. The vision of getting into the job market and finding interesting, well-paying work seems monumental.
Erica’s vision, an enjoyable job, has a series of subgoals. She knows she needs to have a résumé that generates interest from potential employers, but the process of writing one brings her vision of employment to a standstill. Even her subgoal of writing a résumé can be broken down into doable steps. She can:
• Identify potential positions of interest (get ideas from sources such as magazines, friends, and want ads).
• Determine what skills are used in these jobs (group leader, manager, coordinator, program administrator).
• Create a list of the positions that are of interest.
• Write out her accomplishments (organized the first nontraditional school open house).
• Write down the skills she used to achieve each accomplishment (coordinated and chaired planning committee, created invitations, conducted preprogram interviews and follow-up).
• Begin to network with people to gather information about interesting positions and the skills and backgrounds employers find attractive (talk to neighbors, friends, parents of children’s friends).
• Revise the résumé to promote skills, achievements, and accomplishments that would appeal more specifically to potential employers in each field of interest.
Does each of the steps or subgoals of your vision still seem too daunting? Break it down again—and again if you need to—until you have a list of baby steps that encourage you to make a start. Let’s look at Erica’s list again and make it even more manageable.
• Create a list of the positions that are of interest.
• Come up with three positions today, three tomorrow, and three the next day.
• Choose an area or industry of interest and list the appealing positions within it. Consider jobs within the newspaper industry, the magazine industry, the financial services industry, education, county government, medicine, technology, higher education, and so on.
• List any job she’s ever dreamed about. Write down what her career goals were during elementary school, high school, or college. Do any still apply?
• Write out her accomplishments.
• Write out two accomplishments today, two tomorrow, and so on, every day for a week.
• Break down her accomplishments into categories: home, work, religious, school, college, community, politics, or children’s school.
• Write down the accomplishments that generated the most pride from this year; tomorrow write down last year’s accomplishments; the next day write down the accomplishments from the year before that, and so on, going back twenty years.
• Write out the first five accomplishments that come to mind. Put the list away. Pull it out in three days and see what might be missing from the list. Add three more. Don’t stop until at least twenty accomplishments are listed. Don’t worry about the size of the accomplishment.
• Rank accomplishments in order of which were the most challenging. Rank them in order of the sense of pride they create.
• Call a friend or a supportive sibling and ask him or her what accomplishments should go on the list. Put them on the list.
• Write down the skills she used to achieve each accomplishment.
• Write down skills she’s demonstrated (coordinated and chaired planning committee, created invitations, conducted preprogram interviews and follow-up). Place each skill next to the accomplishment where it was used.
• Write down as many skills as possible that have been used or developed for three accomplishments. Do this every day until each accomplishment has a list of skills to go with it. Identify the skills that are used with great frequency, as these are the preferred skills.
• Determine what jobs these skills are used in.
• List the skills on a separate sheet of paper.
• Talk to people who have positions of interest and find out what skills they use that contribute to their success.
• See if the skills from the informational interviews match the list of skills created.
• Begin to network with people to gather information about interesting positions and the skills and backgrounds employers find attractive.
• Talk to one person a week about his or her job. Start with friends and acquaintances; ask each one for the name of one other person to talk to before ending the conversation.
• Talk to one person every week about a job that seems appealing. Interview them about how they spend their day, what they enjoy most about the job, and the drawbacks of the job.
• Start reading articles in magazines, newspapers, and professional journals. Check out the Internet for jobs and careers. Does any of this material spark enthusiasm?
• Revise the résumé to promote skills, achievements, and accomplishments that would appeal more specifically to potential employers.
• Review the résumé and circle anything that doesn’t sound strong enough to generate interest. Hit the thesaurus.
• Translate nonpaying accomplishments into joblike descriptions. A literacy volunteer taught language skills to non-English-speaking students; the head of the Fall Fair chaired committees charged with allocating and increasing revenues by 65 percent over the preceding year; and the soccer coach directed and coached civic and athletic activities for children ages eight to thirteen.
• See if it makes sense to do volunteer work to demonstrate recent proof of skills for the résumé.
• Ask two people who are not related to her to review the résumé and make suggestions about how to make it sound stronger, more appealing, and more effective.
• Create a customized résumé for each specific job possibility that highlights the skills relevant to it.
By reducing her grand vision into a series of smaller goals, Erica is left with a list of manageable tasks. As she completes each one, her confidence builds and her vision is another step closer to being realized.
With each sub-goal, Erica will need to find the time to think about what she’s learned and how it fits into her evolving vision.

STEP THREE: EXPORT YOUR VISION
If you are like most dreamers, you’ll need help to move your vision from a fantasy or wish into hard-core reality. Chances are you’ll need the encouragement, funding, ideas, efforts, or energy of others to make your vision a reality. And to get the support, you’ll need to communicate your vision.
If you have difficulty telling others about your dream, you just need some practice. Start by keeping it short, simple, and sexy! If you find yourself going into lengthy explanations, you’ll have trouble getting their attention or keeping them motivated.
The clearer you are about what you want and need from others, the more likely you will be to get it from them. You may need support, ideas, action, resources, information, or someone to play devil’s advocate. Be sure to explain why you are sharing this vision with them. Try saying:
My vision is: _______________________________________
• My vision is to open a bakery.
• My vision is to become partner in the firm.
• My vision is to create a consulting practice.
When I share my vision with you, I am hoping you will: _______ ________________________________________________
• suggest ways of obtaining funding for the bakery.
• explain the steps that you took in order to be considered for partner.
• tell me how you made the transition from working for a company to working for yourself as a consultant.
If you are met with a blank look or a self-effacing “I don’t think I can be much help” response, explain why you are sharing your vision with them:
The reason I’m talking with you about this is: ______________
• I think I can learn a lot from you because I have admired the way you have advanced in this organization.
• You always have great ideas.
• I heard you speak at a recent conference on this topic and liked what you had to say.
In most cases people will want to help. However, if the response is a no, gracefully cut your losses. You can leave the door open for the possibility of support by saying, “If you do think of something later on, please let me know,” or “If you think of someone that might be able to assist me, I’d appreciate the referral.” If they have the power to derail your plans or put a crimp in your moving forward, you can try saying, “If you don’t think you can help me, I’m hoping that you will agree not to obstruct the plans.”
If you need help to capture your dream—and you almost certainly will—you need to know how others view your goal. How can you ensure that they won’t deliver something that derails you?
I know someone understands my vision because his or her response is: ______________________________________
Share Your Vision
My mother often urged me to honor my dreams and share them. She helped me focus on the possibilities of the future by quoting her favorite scene from John Steinbeck’s classic Of Mice and Men, the story of two men who share their vision of a better day and a sweeter life. Lenny would beg his friend George to tell him repeatedly how the future would be, and George would respond by describing the idyllic farm where they would raise rabbits.
The energy of shared excitement can be boundless. Choose someone who will be a good resource or an enthusiastic cheerleader when you share your dream. Be clear with this friend or colleague that what you need most is his or her energy and excitement. Invite those who can help point out potential hurdles in your path, but keep at arm’s length anyone who is likely to demolish your dream.
It’s natural when you’re conceiving of a goal to shy away from the problems you may encounter attaining it. You don’t want to “think negatively,” you’re afraid to face the prospect of failure, and you fervently hope those problems will dissolve like mirages if you don’t see them as real. This is a recipe for failure. Be brave. Brainstorm with people about ways to make your vision a reality. Ask questions that stimulate a flurry of responses and then let them talk while you listen and don’t talk!
	 
“I’m going to go back to school and get my MBA.”
	
	Pro Responses
 • “That’s great!”
 • “The company should be impressed with your dedication to developing yourself.”
 • “This will open up some interesting career doors for you.”
 • “My sister just went back to school and she’s forty-nine. Let me give you her number.” 	Con Responses
 • “Aren’t you a little old to be going back to  school?”
 • “What about the kids?”
 • “What about your job?”
 • “Where will you get the money?”
 • “Is this some sort of midlife crisis?”


Any response, pro or con, is valuable. Use the pro responses to bolster your enthusiasm and the con responses to conduct a little constructive brainstorming.
My vision is: Going back to school and earning a law degree.
When I share my vision with you, I am hoping you will: Be excited about this new possibility.
I know someone understands my vision because his or her response is: To express confidence in my ability and suggest people he or she knows, who might be able to help.
When they respond: “Aren’t you a little old to be going back to school?
I can ask: “Is there a ‘right’ age? Do you think this is a bad idea? What do you think will be hard for me at my age? Why do you think that about me?”
When they respond: “What about the kids?”
I can ask: “Do you have specific concerns about the kids? What are they? Do you think I’ll be a poor mother if I return to school for a degree? Do you have any ideas about what other people do about their kids when they go back to school?”
When they respond: “What about your job?”
I can ask: “What is it about my job that you’re worried about specifically? Are you concerned about my ability to get things done? Are you wondering about my priorities?”
When they respond: “Where will you get the money?”
I can ask: “Do you think this is something that is beyond my reach financially? Are you concerned that something else will suffer as a result of my investing in my education? Do you know of any places that offer low-interest loans or scholarships for women like me?”
When they respond: “Is this some sort of midlife crisis?”
I can ask: “Do you think that I don’t really want to do this? Do you suspect this is really about something else? What do you think that would be? Would you be more comfortable if I waited a few years? Do you know of other people who have tried to solve problems by going back to school?”
The answers to these questions about pro and con statements can provide you with invaluable insights and information. You may learn that your vision needs to be refined to address some issues. You might want to look at these concerns and work together to reduce or eliminate them. It’s always useful to know what others are thinking, especially when they’re the very people needed to help you accomplish your dream. By answering their questions, you get their “buy-in” to your vision, which increases your chances of getting help from them.
It can be very hard to ask for help. Many women who attend my seminars confess in a private moment during a break that it feels like they’re cheating if they don’t do things all on their own. Somehow their achievements don’t count as much if they have to ask for assistance in attaining them.
Men have had a long-standing tradition of asking for help, input, and favors under the guise of camaraderie over a steak dinner, on a golf course, or at a basketball game. Asking for help is how things get done.
Going it alone is for the birds! Achievers you admire didn’t get where they are on their own. Do you hate the thought of making a cold call or asking for help out of the blue? Look for opportunities to ask for help: over lunch after a PTA function, walking side by side on the treadmill at the gym, during intermission at the school play. Create a social opening in the same way that men do. If you aren’t going to be on the golf course or at the basketball game, make it happen at the school concert or the neighborhood picnic.
Correcting Your Vision
What happens to your vision when the information reveals that you can’t have what you want? You want be a singer but you can’t carry a tune; you yearn to learn to play golf so you can network with more professional colleagues but have no athletic ability or patience; you covet the boss’s job but not the travel involved. Don’t be surprised when it happens to you. The good news is you’ll probably find new ways to solve the problem as well as get ideas and additional information from other people. Consider these examples:
Your vision: A successful team project.
Your exploration reveals: Some team members don’t have the level of skill for the project.
You’re thinking: I either have to find other team members, overload some members while under loading others, lower my expectations for the outcome, or work harder than I had anticipated.
Correcting your vision: Work with the team more closely, making clear your vision and objectives. Involve them in the problem solving. Tell them what success will look like and feel like. Create project-specific mentor relationships on the team so they rely more on one another and less on you.
Your vision: A good photographer for the company picnic under the $1,200 budget.
Your exploration reveals: Mediocre photographers for under $1,000 and great ones for $1,500 and over.
You’re thinking: I either have to settle for someone less talented to stay within my budget or blow my budget.
Correcting your vision: Do more homework! Some photographers whose work you like may be willing to negotiate the number of photos taken, the sizes offered, a discount for referrals, the opportunity to be involved in upcoming company events.
Your vision: A more reciprocal relationship with a friend.
Your exploration reveals: You enjoy your time together, but you are always the one who initiates, arranges, and follows through.
You’re thinking: If I don’t call, nothing happens. She may not want to be my friend.
Correcting your vision: Share your impression of how things are with your friend. Ask how she sees things and then listen to see if she sees the situation in the same way. Describe clearly the way you would like the relationship to be, look, and feel with specific examples (“I’d like you to plan more of our girls’-night-out get-togethers”). Ask if that’s the way she would like it as well. If the answer is yes, arrange for how that’s going to happen. If the answer is no, then decide if you’re willing to settle for less to keep the relationship or if it doesn’t give enough back to you to continue it.
Your vision: A great job where your talents are recognized.
Your exploration reveals: A boss who takes credit for your work and allows you no visibility.
You’re thinking: The boss is evil. The boss must be found out and removed.
Correcting your vision: If you’re just starting out in the world of work, it may require paying your dues and doing the grunt work while someone else gets the credit. Your time will come. If your boss is threatened by your ability to outshine him or her, try to create an alliance. If that isn’t possible, you may have to go work for someone else. You don’t like knowing this, but it helps you create a constructive game plan instead of staying stuck in place and stewing.
Every time you get new information, go back to see how it fits with the template of your vision. Some adjusting may be required. There’s nothing wrong with you or your vision if it changes in response to information you learn as you go along.
I had a vision of how I would look in a bridal gown. My vision was created from a mix of my self-image, the size of my checkbook, the bridal fashion magazines of the day, and the look I wanted to see on the face of the groom. I went to try on gowns, accompanied by my mother. We discovered that the high-necked, lacy, closely fitted, full-skirted dress of my dreams made me look like a huge snowball. We laughed harder and harder as each dress I tried on looked more and more ridiculous. I didn’t cancel the wedding. I didn’t ditch the dream of the fancy white dress. I learned what styles complemented my petite size and ended up choosing a tailored, low-neck, Empire waist, minimally laced bridal gown. The look on the groom’s face was exactly as I had hoped it would be.
In my third year of college, I realized that I didn’t want to be a teacher, in spite of the fact that education was my major. I wanted to be a guidance counselor. My vision was clear and exciting to me. Making this vision a reality would require two semesters of statistics and acceptance into, and completion of, graduate school. I knew that few students were accepted into a master’s program in counseling straight from college. I knew that statistics was a very difficult course. I knew that I didn’t have the money for an advanced degree. I didn’t ditch the dream. I took the required statistics courses and got tutored through them, whining all the way. I applied only to state schools because of their lower tuition. I submitted applications for assistantships, prepared additional student loan applications, took the required entrance exams, and over prepared for the interview process.
I confess that I didn’t really want to do any of these things. My vision of being a secondary school guidance counselor was so compelling, however, that I felt the result would be worth whatever it required. I had secured a job as a school counselor before my last course was completed and knew that each adjustment I made worked to create a reality out of my vision.
Getting the Right Information
Sharon’s friend Jan worked at the local parenting center and spoke glowingly of the programs for parents and babies. It sounded like a wonderful opportunity to do something special with her ten-week-old Hugh and to meet other mothers. Sharon signed up for a workshop on baby massage, envisioning mother and son spending a wonderful afternoon together.
Having heard Jan’s description of the bond created between the moms and babies in class, Sharon was excited about her first day. She joined the circle of mothers sitting on floor mats with their babies. The instructor welcomed them all and suggested they put the babies down on their backs and slowly begin stroking their arms and legs while cooing calmly. As Sharon followed the instructor’s direction, Hugh began to fuss. Sharon looked around the circle and saw that all the other babies were smiling and cooing back at their mothers. She continued to follow the directions, but the more she cooed and stroked, the more Hugh squirmed and struggled.
By the time the mothers began rubbing gentle circles on the babies’ chests, Hugh had worked himself into a full-blown lather. She looked around the circle and saw the other mothers looking at her sympathetically, although she was certain that a few were irritated by the disruption of their babies’ relaxation.
Once she picked Hugh up and held him upright, he calmed right down, happy to be able to see what was going on. The minute she put him down, the crying started all over again. This wasn’t working at all the way she had imagined. After several unsuccessful attempts, she packed up and left. Driving home, Sharon felt embarrassed that her baby hadn’t cooperated. She couldn’t shake the feeling that there had been a sigh of relief when she left the room.
Sharon and I were able to laugh about this many months later. She realized that the vision of blissful mother-baby bonding was so attractive that she decided to go for the goal without checking out whether baby massage made sense for her baby. Hugh had simply behaved like the baby he was. Curious and interested in the world around him, Hugh hated being on his back. His calm delight came from watching things from an upright position with a firm, supporting arm around him.
Looking back, Sharon realized she could have tried a few of the massage techniques as a trial run at home to see how Hugh responded. She could have asked if massage worked with all babies. But Sharon had found Jan’s vision so compelling that she never stopped to see if massage was right for her baby, who, after all, needed to buy into the vision.
How can you learn from Sharon’s experience? How can you get the right information to insure the success of your vision and avoid the same sort of mess?
Ask people who are your resources about the exceptions to the rule, because for every rule of thumb there are always exceptions. Ask about exceptions as if they were likely, regardless of the odds or the assurances that you won’t be part of the minority. Follow up with questions that explore potential clues about a negative outcome, and then ask a “if that happens, then what” probe:
“How would I know if my baby doesn’t like massage? If that happens, then what?”
“If a new governor is elected, will there be cutbacks in this program? If that happens, then what?”
“What if the director I’m working with leaves? If that happens, will my contract still be valid?”
“How long will it take me to get a job? More than six months? If that happens, should I just take any job?”
“How will I know if counseling isn’t working? If that happens, then what follows—separation, another therapist, divorce?”
“What does the scholarship committee look for in applicants? If I’m not accepted for financial assistance, then what?”
Test things out first. Dip your toes in the water before you jump headfirst into the pool. Try a small dress rehearsal, either privately or with a small audience. Assess the gap between the tryout and your hopes for the real thing before a major commitment, and temper your enthusiasm with a healthy dose of honesty. A twenty-minute bike trip is not a two-week bike trip through Holland. A Q&A session with your staff is not an hour-long interrogation by a difficult client. A trip to New Orleans for a weekend vacation in March is not a week in an outlying suburb at the manufacturing plant in July.
Activities that can give you an idea of how the real thing may play out include:
• Have someone ask you typical interview questions so you can prepare articulate answers prior to going out on a critical job interview.
• Drive to the clients’ office prior to your meeting if the area is unfamiliar to you.
• Feel your child’s teacher out over the phone about his or her general educational philosophy and experiences prior to meeting about a critical behavioral strategy that deals with your child’s problem.
• Try substituting in the classroom before committing to returning to teaching full-time.
• Take a class to see how returning to school after an extended absence works with your lifestyle before matriculating as a full-time student.

SAVOR YOUR SUCCESS
How will you know when you’ve accomplished your goal? If you don’t know where you’re going, you could end up somewhere else and not even know it! Safety Goggles help you see clearly when you’ve realized your vision.
Nina wanted to complete her Ph.D. before she turned thirty-five. She went through her oral exams as she interviewed for a senior manager’s job. Eager to start their family soon, she and her husband, Josh, planned to spend the next few months looking for a larger home. Within three years, Nina had her Ph.D., a position as director for a Fortune 100 company, a lovely suburban home, and a baby.
“I wanted all of this, but I thought I’d be happier,” Nina said. “It seems like I’ll never be able to really be happy.”
When I asked her what was preventing her happiness, she seemed wistful. “I’m never ‘there.’ There’s always more to accomplish. I want to finish decorating the house. And we’d like another child.”
Nina keeps adding to her vision. She never sees what she’s accomplished because she’s too focused on what she still needs to complete. You can have many goals. Other visions may evolve from what you’ve achieved. However, if you don’t recognize success when you’ve achieved it, you don’t get to acknowledge your triumph with this Power Tool.
Complete this sentence in a way that has a clear, identifiable result:
I know I’ve achieved success when _______________________
Consider these success markers achieved by women wearing Safety Goggles:
• The terrific party, where different groups of friends mix well, the food is outstanding, everyone is relaxed and enjoys themselves, and time flies
• The high-performing team that communicates well, utilizes the strengths and talents of its members, resolves conflicts efficiently, enjoys team membership, and produces quality outcomes
• The relationship with a friend where there is reciprocity, mutual enjoyment, and trust
• The home-based business that allows leverage of one’s talents, a sense of affirmation and accomplishment, and flexibility and autonomy
Beth still needs Safety Goggles to help her see that her vision is still a great fit for her, even though it has become the status quo. She has managed to stay in touch with many people who have left her company over the years. They serve as a good professional network for one another and the genuine friendships that have developed are important to her. These friends often ask her, “How can you keep doing this job? How can you continue to work for such a small company? Don’t you want to be making more money? How can you tolerate the boss?”
Her response rarely varies. “Because I love what I do! It’s wonderful to be able to use my skills and expertise, my training, and my interest. I really enjoy being able to use my sense of humor to get others to lighten up about their situations. I knew I didn’t want to be boss.”
She told me, “I think I am very clear. Most people assume they want to be a manager because they should want to be a manager. Isn’t that what we’re supposed to be working toward? When people would say to my mother, ‘Too bad you’re still teaching kindergarten and you haven’t been promoted,’ it never bothered her. She was always very clear about what she wanted to do. And very happy, too.”
The message we receive all too often is if we’re still doing something, it isn’t good. We can’t be successful or happy if we don’t dangle a new vision in front of our noses and aim for it. Are you still at that job? Married to that guy? In that house? Driving that car? Relax. Know that some visions and dreams have a long shelf life and they can be a good fit for quite a while.

YOUR SAFETY GOGGLES ARE IN YOUR TOOLBOX
You may not think you possess this tool of vision, but you have it within you.
Have you ever dreamed of accomplishing something you felt might be beyond your current ability and then pulled it off? Have you ever been told that you couldn’t accomplish something and wanted to prove others wrong? Pictured an evening with family that would be something more than the obligatory get-together? Thought about making money from your hobby? Fantasized that you were the one singing the solo in the choir? Wanted that high-profile work assignment? Believed you had a great idea for a book?
Have you ever shared your dream? Ever asked someone to help you figure out how to make things happen? Ever bounced your ideas off someone who could help?
In other words, if you have ever taken a moment to dream, hope, wish for something and then told someone who could help you attain your vision, you already possess Safety Goggles.
It’s hard to imagine anyone who doesn’t have this tool. Especially someone who has dreams and hopes for the future. It’s easier to imagine someone who doesn’t recognize this valuable tool when she sees it or feels it, someone who doesn’t allow enough quiet time to listen to her own heart and mind.
You have this tool. The challenge is to remember to use it.

Punch List for Using the Safety Goggles
 1. Create a quiet opportunity, free of distractions, and look at the picture in your mind’s eye.
 2. Determine if you have models in mind or have never seen anything like it before.
 3. Define this vision, goal, or objective.
 4. Gather data, getting answers to the “who, what, when, where, why, and how” questions.
 5. Revise your vision as needed.
 6. Share the goal and convey the information to others.
 7. Look for gaps and potential problems and define them.
 8. Describe what is not part of the picture.
 9. Ask people what they can do and will do to help the vision become a reality.
10. Savor your success.
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The Electrical Sensor
FOLLOWING YOUR INTUITION
Animals have instincts that insure their survival in the wild. When dogs and cats become domesticated as pets, these instinctive characteristics are supposed to take a backseat to the training that their owners provide. It’s usually a requirement for living with humans.
People have an instinctive sensibility, too. As babies, we instinctively know what is in our best interest when it comes to warmth, sleep, food, and touch. But in the same way that our domesticated pets want to please their owners, we grow up and want to please other people. The more we listen to what will make others happy, try to attain their approval, aim to fulfill their dreams and meet their expectations, the less we can hear our own internal voice.
A particularly warm handshake, an unexpected gift, the inclusion in a confidential matter, an inability to make eye contact, a chronically late arrival—these are all pretty obvious signals sent by others and we have no problem receiving them, even though our interpretation may not be accurate.
Between the amount of information thrown at us and the ever-increasing speed at which it comes, it’s no wonder we ignore other, more subtle signals. Who has the time to pay attention to everything that crosses the radar screen?
Yet we ignore such subtle messages at our peril. When we say, “I felt it in my gut” or “I just had a feeling,” we’re acknowledging that the deepest part of ourselves is sending a signal.
Unlike our Voltage Meter, which allows us to obtain feedback directly from people by asking for their impressions, assessments, or observations, our Electrical Sensor gives us a reading of what is going on behind the obvious, heightening awareness of our own internal voice as well as the clues sent out by others. When using our Electrical Sensor, our inner voice is amplified, and the improved reception pushes us to pay attention to signals that are sent by our own body or by others. When you plug your Electrical Sensor in, this is what you will be able to do:
• Notice. Unusual signals from others indicate that something is going on with them. Ignoring them or assuming that you already know everything you need to know about a person or a situation can set you up for problems later on. Signals you send yourself indicate that something is going on with you. Emotions like fear and confusion can be overwhelming, often drowning out the small signals your real feelings are sending. It’s important to pay attention to a tightness you feel in your stomach, an inability to pay attention, or a desire to leave.
• Probe. Areas that look suspicious need attention, even when it’s uncomfortable to do more spade work. A little caution, coupled with some exploration, will reveal useful information. Just a small bit of uneasiness is a subtle call for your consideration. The greater the sensation, the louder the call for attention. Even if you don’t think you can do anything about the feeling yet, acknowledge that it exists. When someone can’t look you in the eye, won’t answer a direct question, or asks you repeatedly about a mutual friend, examine this more closely.
• Avoid jumping to conclusions. It is faster and easier to make assumptions, but when you jump to the wrong conclusions too quickly, problems follow, and you have only yourself to blame for the consequences. You might feel a catch in your throat, a knot in your stomach, or a pounding in your heart, but sometimes the adrenaline of fear feels like the adrenaline of excitement. Don’t assume the feelings are bad just because they’re uncomfortable. When someone wants to get together privately, it isn’t always to deliver bad news. When the job feels overwhelming, don’t assume it’s beyond your ability and you’re going to screw it up. And when someone says they like your work, don’t presume they intend to buy your work.
• Slow down. Just because things are rushed doesn’t mean you have to hurry if the signals indicate that vital information is being overlooked. Rushing to get through feelings of discomfort won’t help you determine if your hunch is “I’m afraid of this promotion” or “I don’t want to work for someone I think is unethical.” In a hurry-up-and-tell-me world, you may feel pressure to rush right past your inner voice. You need to bring your words and actions into alignment with the intuitive you, and that may take some time. Slow down. It’s easier to take in the details of the countryside from a leisurely drive or walk than from a speeding train.
Do you wonder if your Electrical Sensor can receive signals well? If you’ve ever:
• Picked up on behavioral cues that were inconsistent with the verbal message (“You don’t seem happy with the new job. You look scared and nervous.”)
• Asked someone to get together with you even though you weren’t completely sure his or her feelings were reciprocal (“I know we just met, but I really feel like we have a good chemistry between us. I’d like the chance to get to know you better. Would you like to join me for lunch this week?”)
• Avoided someone without a concrete reason (“I’m afraid I’m not going to be able to help you out.”)
• Headed off a scene (“I can tell this is a sensitive area; let’s change the topic.”)
then your Electrical Sensor is working on some level.
Carly assumed that most of the men in her company weren’t interested in helping women get ahead. There were no male mentors that she was aware of, few senior level women, and the majority of managers being groomed for executive slots were male. When Kevin, a manager in another department, suggested getting together for lunch to talk about the new organizational structure and an upcoming conference, she brushed him off. She presumed that he was either just being polite, had an interest in pumping her for information about her department, or might even be attracted to her and using the company reorganization as a ruse to get together. She didn’t follow up or make a specific time to meet. The opportunity passed and she didn’t pick up on the cue Kevin had provided.
Kevin read Carly’s nonresponsiveness as lack of interest in a potential alignment with him, in the topic, and in the possibilities for his department to further her career. If Carly had used her Electrical Sensor, she might have obtained a reading telling her that Kevin was okay to talk to, and she would have made the right move. His sudden eagerness was a direct result of the reorganization, but he had noticed the quality of Carly’s work the first time they had been on a task force together. The upcoming conference would have been a great opportunity for her to get more industry visibility. Learning all this after the fact means that Carly may have lost the opportunity forever or have to work doubly hard to recoup lost ground. Playing catch-up isn’t much fun and it doesn’t feel powerful.
The Electrical Sensor is a simple tool, but it can take quite a while to master. Why? Once you think you’re achieved a level of competency, you act as if you have! When you think you’ve mastered this Power Tool, you begin to make assumptions. And when you make assumptions, you may end up back where you began! The key is to slow the process of interaction down and make more careful observations about all aspects of the person and the situation.
WHAT’S GOING ON OUT THERE?
How do we decide what is significant information and what is irrelevant? We don’t actually know what information to keep and what to toss, but we think we do, and that is usually good enough. Based on previous experiences, we guess that the present and the future will look a lot like our past. Guess right and it adds to our confidence about the world. Guess wrong and we are usually amazed. How could we not have picked up on the signs along the way?
When you’re unpleasantly surprised as a direct result of not picking up obvious information, you can feel like a real twit. If you make a social error, create tension or cause embarrassment for yourself or others simply because you didn’t pay attention, you feel like you’re being blindsided. You often have to scramble to regain a feeling of comfort and confidence.
The Electrical Sensor combines your eyes, your ears, your mind, and your heart. You see some behavior, or hear the tone and inflection of the voice, and rather than overlook this information, you pick up on it. You think about how it compares with what you know about this person or people in general. You take a closer look at it to see what is going on. When you develop the ability to pick up on these signals and hints, to examine things more closely, and to interpret them accurately, you can plan accordingly. You can reduce the number of times you are taken by surprise. The goal is to minimize or eliminate damage because you see it coming. Picking up on subtle signals is an invaluable early warning system.

WRONG ASSUMPTIONS: STEREOTYPING FOR SPEED
Education takes place in the classroom but learning comes from experience, and our experience should guide our behavior. You may have learned:
• There is traffic during rush hour.
• A four-year-old can only be pleasant for the duration of two errands that you need to complete.
• Your boss is always late for meetings by at least ten minutes.
• There is often a waiting line at the ladies’ room.
• People can only sit for forty-five minutes before they get restless.
• There will be someone ahead of you at the office fax or the ATM machine.
When you make assumptions and plan for them, you can:
• Take your trip at a different time, use a less congested route, or bring along your favorite music.
• Plan for a break midway between errands, include a surprise treat (such as a toy or a fifteen-minute playground stop), or hire a sitter.
• Review agenda items and reprioritize if needed at the beginning of the meeting, or tell everyone else to arrive ten minutes later than usual.
• Don’t wait until the last minute, or ask someone to stand guard outside the men’s room, where there never seems to be a line.
• Make your meeting short and sweet, or plan for a five-minute break.
• Don’t wait until the last minute, bring along something else to review if the line is long, and know where the next best option is located.
To make sense out of an increasingly complex world, we rely on assumptions to make our lives and actions easier. Generalizations allow us to make assumptions, and then we act on them. While our assumptions are often accurate, they are also often wrong. How can we know which ones are which? Wouldn’t it be great to know which assumptions to follow and which to toss?
Assumption: Only people with experience in the dot.com industry get jobs in the dot.com industry, and after the dot.com washout, there are no good jobs left anyway.
The resulting action: You don’t pursue your interest in the next wave of the dot.com industry.
Not a problem, unless: You see that other people are successfully leveraging their current skills into positions in the dot.com industry and developing additional and vital skills along the way.
Assumption: Women should be in charge of coordinating family schedules.
The resulting action: You do all the scheduling and handling of doctor and dentist appointments, music lessons, carpool arrangements, religious instruction, after-school activities, school appointments, and trips.
Not a problem, unless: You have a full-time job, other demands on your time, several children, and a low threshold for stress or the unexpected.
Assumption: Your employees will tell you when they run into trouble.
The resulting action: No anticipation of problems and no preemptive action taken, unless you are told about potential problems.
Not a problem, unless: Problems occur that could have been prevented if you had known about them beforehand.
We assume that Steve will hand the report in on time because we need it when it’s due, even though he’s never done a report like this before. We take for granted that the copier will be running when we need to duplicate twenty sets of handouts for the operational review meeting that afternoon, even though it has had quite a few problems this month. We believe that one gallon of milk will last for the week, despite the fact that the children in our home are clearly hitting a growth spurt. Why? Because if we are right, our lives are easier!
In each of the examples above, I asked the person who held this belief how he or she knew it to be true. Upon examination, they all confessed that they had little hard data to back them up. What I heard was, it’s just “how it seems,” “how it’s always been,” and “how it should be.” Granted, not every assumption needs to be held under a microscope, but so many of them do that we should be waving our Electrical Sensors like conductors wave batons.

AMPLIFY YOUR ATTENTIVENESS
Turn on your Electrical Sensor, and you’ll see that whether you’re receiving them or not, cues and clues are being sent. Although it seems like an overly simple thing, paying attention consistently is what distinguishes the apprentice from the expert. A clue can be a subtle thing. Have you ever caught a clue without a word being spoken? How did you know what the other person meant when he or she never said a word?
Example:
	You pick up a clue and think it means:	Why you think that:
	“I bet you want a favor from me.”	This person is being more solicitous than usual, being overly friendly, and acting very interested in you and what you are doing.


Below, fill in the blanks with the clues you catch:
	You pick up a clue and think it means:	Why you think that:
	“I don’t have any more time to talk.” 	________________________
	“I’m impressed with you.” 	________________________
	“This topic is annoying.” 	________________________
	“Slow down! I’m having a hard time keeping up.” 	________________________
	“I like you.” 	________________________
	“I don’t want to talk about that.” 	________________________
	“I don’t understand what you’re talking about.” 	________________________
	“I find this embarrassing.” 	________________________
	“You’re talking to me like I’m a three-year-old.” 	________________________
	“I don’t believe a thing you’re saying.” 	________________________
	“Really?! That’s very interesting.” 	________________________


If nonverbal messages lead you to guess what another person is secretly thinking, you may be absolutely right. Even if you aren’t, don’t ignore the clues being sent. Be wary of being so focused on the signals you’re sending that you don’t care about all of the signals coming in. Observe the person’s body language. If the person you are speaking with seems stressed during a particular question or situation, ask some more questions on the same topic. Clenching fists, darting or blinking eyes, a shift in vocal tone, even an increase in activities such as changing position, playing with hair or fingering a paper clip can indicate that you’re not getting through, not being believed, or being challenged by the listener.

S.T.A.L. FOR TIME—STOP, THINK, ASK, AND LISTEN
To decipher the readings from your Electrical Sensor and learn more about the signs that conceal critical information, the first thing you need to do is pause. Taking some time, slowing things down and S.T.A.L.-ling (maybe even coming to a STOP) can be done in a variety of subtle yet effective ways.
STOP
SUCK AIR. When you inhale, it’s almost impossible to talk without sounding like a braying donkey! The professional version of counting to ten comes in handy when you need to stop and regroup.
BLINK IN SLOW MOTION. Closing your eyes slowly and then opening them gradually helps to shut out the visual stimulation that may be urging you to speed through a situation.
LOCK YOUR LIPS. Pretending that your lips are stuck together can give you some time to collect your thoughts. You can’t pay close attention to someone else if you’re talking.
And before you share your reaction, take some time to THINK about the answers to these questions:
What is he or she trying to say to me?
How should I interpret this?
What does his or her body language tell me that the words conceal?
Then ASK. Don’t assume. Check directly to see if your intuitions are on track.
“Are you ______?”
“It seems as if ______. Is that true?”
“Is it my imagination or is ______?”
“Is that it?”
“Is there anything else?”
“Can I check something out with you?”
Does that mean ______?”
Then LISTEN to the answers you get. People may give you information that stimulates additional questions. As Redford Williams, M.D., and Virginia Williams, Ph.D., write in Lifeskills, you’re not really listening unless you’re prepared to be changed by what you hear. Let yourself be ignorant; listen to learn.

TROUBLESHOOTING WITH WARNING RADAR
Tools come with attachments that allow them to be used in a new or different way. Your Electrical Sensor has an additional accessory you’ll want to use with proficiency when conducting external readings. Warning Radar can help you pay attention to the ominous presence of clicking fingers, clenched jaws, brusque vocal tones, missed deadlines, wild, darting, or staring eyes, ever-ready excuses, mood swings, odd demands, or strange behaviors.
You may have been taught to ignore these sorts of behaviors, overlook them as an act of kindness, or view them as a once-in-a-lifetime event. But when a blip on the screen becomes a trend, you have missed the opportunity to use your Warning Radar and then walk, maybe even run, in the other direction.
Meg had held several positions in Fortune 500 companies before taking a job as a manager in a smaller firm. She prided herself on being a good reader of people and had a firm grasp of the technical and regulatory areas in her department. Meg was looking forward to making a noticeable contribution to the company and growing professionally as well.
In a meeting with her boss, Meg delivered information about a current situation with some potential for problems, to get her boss’s reaction. She knew that competing projects in the marketing department coupled with a reduced staff could spell trouble for the timing of their new product launch. Since Meg saw her boss as a smart, capable executive, she was eager to hear her take on the situation.
During the meeting, her boss’s responses became breathy. Her voice climbed in pitch as Meg revealed her concerns. The change in speech continued when Meg provided additional information about the revised artwork for the annual report that had the potential to cause problems and delays in the production of their promotional materials. Suddenly, her boss started to threaten and condemn her, leaving Meg shaken and confused. She examined what had happened, plugging in the Electrical Sensor to see if there had been clues and attaching the Warning Radar.
Meg had not known that the little-girl voice her boss used was a precursor to a major temper tantrum—not until the first one took her breath away, leaving her dazed and shocked. After that first time, however, whenever Meg heard her boss’s little-girl voice, she knew what it signaled and planned accordingly. She learned to backpedal, omit details that would escalate the situation, change the topic, or just hunker down for the angry outburst, depending on the situation and her own energy level.
After a long search, Nadine and her husband, Keith, had recently moved into the perfect house. It was a rambling farmhouse with a large yard for the kids, in a great neighborhood. It also came with a neighbor. John was a stay-at-home dad with a young son. After a few weeks, Nadine realized he liked to “just drop in” almost daily and would stay for as long as six hours, just to hang out and chat with her. When Nadine had friends come by for visits, he would “drop in.” When I stopped in to see her new place, he “dropped in” and settled in for a lengthy visit. Nadine was making anguished faces behind his back, and as she walked me out to my car, she pleaded, “What am I going to do about this guy?”
I asked Nadine when she first had figured out that the neighbor came with the house!
“He came over the first day we were here. We were unpacking and he and his wife were really sweet. They told us where the best grocery store was and brought homemade jam to welcome us.”
“Did he give you any clues about wanting a new best friend?” I asked.
She thought for a moment before answering my question. “He asked me if I worked, and when I told him I wasn’t working right now, he seemed really pleased. That’s when he told me he was a stay-at-home dad. I didn’t think anything of it, really. Then when Keith went to work, he and his son came over and just never left. There were other things that bothered me. He would light up a cigarette without asking me if I minded. When I had other friends over, it didn’t stop him from parking his behind on my couch right next to them. He didn’t really speak much or join in the conversations. He seemed perfectly happy just being with us. I was sort of amazed at his strange behavior but thought he was just trying to make me feel welcome.”
“Did you feel welcome?”
“Not really! There is still so much to do and it feels like I’m practically living with my own personal welcoming committee! I have no privacy in my own home.” She laughed and whined simultaneously. “Why is this happening to me?”
I couldn’t help but laugh. Nadine’s desperation about this lonely daddy seemed almost comical. “Why haven’t you turned on your Warning Radar and picked up the clues?”
Her mind was racing with the possible ways she could divert him from her den. “My problem is, once he’s in my home, I don’t kick him out! I offer him tea! I don’t want to create bad feelings. I just want him to stop coming over. But I need a plan of action.”
Nadine may not be able to prevent her neighbor from his pattern of coming over, but she can keep him out of the house! A possible strategy is to say at the end of his next visit, “In the future, it would be easier for me if you called before you came over. Can you do that?” and then get a verbal confirmation from him that he will call.
“What if he doesn’t call and drops over with an ‘Oh. I forgot to call’?” Nadine asked.
“Just smile warmly, as you always do,” I replied. “Then say, ‘Yes, I see that, and as I told you, I need you to call before you drop in because this is not a convenient time for me. Sorry—bye.’ And then close the door. If he does call, you can say ‘I’m glad you called first, because this is not a convenient time for me. I hope you understand. Bye.’ ”
For Nadine, ending the visits right away is critical. By hesitating, she is sending out a signal of her own—that she has an interest in continuing them. I asked her if this sounded like something she could do, and how she thought her neighbor might respond.
“I guess I’m afraid that he’ll be angry—either that I don’t like him or that I’m changing his enjoyable routine,” she admitted.
I nodded. “It’s unlikely that you’re the first person who has found him to be a needy pest. And you can assure him that you’re not rejecting him, just his behavior of never-ending visits!”
The very next afternoon, Nadine called me with an update.
“At 8:45 this morning, guess who was at my door? I was afraid that if I opened the door, I’d lose my resolve, so I talked to him through the mail slot!”
“The mail slot,” I repeated.
“Exactly! So I told him that it wasn’t a convenient time. He said he knew it was a little early but he’d come back after I took my shower. I told him I had a lot of errands I had to take care of and that wouldn’t be a convenient time for me, either. He then told me to come over for tea after I returned from running my errands. I realized that he either wouldn’t or couldn’t pick up on the acceptable social cues I was giving him. So I said, ‘I’ll call you when I get back and let you know if I’ll be able to do that.’ ”
“And you had this whole conversation through the mail slot?”
“I know,” she admitted with a laugh. “But that seemed like the best way for me to handle things. I won’t call him later, either. I may feel a twinge of guilt about it, but I’m feeling so great about what I’ve accomplished, I’d feel worse about undoing my progress!”

FOLLOWING YOUR GUT
When your intuition demands your attention, a rational debate can occur. The argument that ensues is one that intuition rarely wins. Your gut tells you one thing and you want to follow it, but a lack of confidence can make you hesitant and unsure. You don’t trust your ability to make decisions based on a visceral response.
Intuition is not about logic or a linear progression of factual, deductive reasoning. It is the gut reaction that can override your brain and translate into insight. It is the recognition of whatever message is sent by your senses to your brain, the detection of the “be alert” signal.
Many of our decisions are made from data and rational thought. You may think your intuitive feelings only have value if a linear thought process backs them up, but gut responses rarely come from that sort of process. They therefore frequently get discounted, especially in the workplace, where decisions are usually made based on data and hard evidence. Operating on a hunch when profits hang in the balance is usually seen as a dicey business practice. Yet entrepreneurs who manage to build a thriving business based on intuition are quickly identified as having incredible business savvy! The successful business wiz is instantly followed by wunderkind wanna-bes, who try to codify someone else’s inner voice. The fact is, you need both logic and intuition to be powerful.
A barrier can develop that will stop you from leveraging your intuitive prowess to its maximum capability. You don’t see that it’s an obstacle because you have trained yourself to see it as logic. You think that ignoring your heartfelt response is simply a more adult way of dealing with the world. If you think that this lack of intuition often falls along gender lines, you are in good company. However, it also falls along experience lines. There are even times when it seems to be almost mystical.

WHAT’S GOING ON IN THERE?
Sandy’s background was in public, corporate, and nonprofit accounting. She had worked as a full-time professional until the birth of her son. Following the birth of twins two years later, she determined to return to work on a part-time basis.
When the executive director of a local organization hired Sandy for twenty hours a week, she thought she had found a perfect answer to integrating her professional and personal worlds. Before long, however, the job mushroomed into fifty hours a week! Sandy was a professional who was used to working full time and getting the work completed regardless of the hours the job required. She would return to work after getting her children to bed. Sometimes she stayed at the office until well after midnight. People in her office knew that “accountants work crazy hours” through tax season, so it was assumed that Sandy was just working to finish the job. Even Sandy thought that if she got over this hump, she could return to a twenty-hour schedule.
The job Sandy was doing was not seasonal, however. After months with no relief in sight, her relationship with her boss deteriorated. She began to think she was a twit because she couldn’t do the job in the time allotted. Maybe she was unorganized. Maybe she was too methodical. If her boss thought the job could be accomplished in twenty hours a week and she couldn’t do it, maybe something was wrong with her. Yet her gut was sending her strong messages that the problem was with the job, not with her.
It turned out that the boss had miscalculated the amount of time that the job required. He announced to everyone that, since Sandy would never take a full-time job, he was going to eliminate her position and hire a full-time professional. Sandy agreed to depart immediately. She knew she possessed some power—her knowledge of the intricacies in the organization’s accounting system. She believed that the job would require more than a full-time person. If she couldn’t get the job done, given her experience in the job and the amount of hours she was putting in, then a new hire with no information about the accounting structure would quickly fall behind. The problems in the finance department would reflect badly on the boss’s management ability and create chaos.
Sandy’s boss asked her to stay on and train her full-time replacement. As the two accountants worked together, it became apparent that there was ample work for both a full-time and a part-time person. When the boss quit a few months later, everyone was thrilled, and when his replacement decided to maintain both a full-time and a part-time position in the department, Sandy felt vindicated. Her intuitive sense about the amount of work and her own ability had been correct. Sandy could have saved herself and others a great deal of aggravation and grief if she had listened to her gut and acted on those signals in the first place.

INTERNAL STRUGGLE
There are times when the decision to plug in your Electrical Sensor is a struggle between head and heart. It can be hard to find the courage to be true to yourself. Decisions using logic and reason are often about money, while decisions made with the heart are usually relegated to the social arena. Listening to your inner voice is not about what makes sense on paper; it’s about letting your hunches guide you.
Caroline accepted a job with a big paycheck and an impressive title. She learned that the impressive office came with a boss-monster. The big paycheck did buy many things, including a great deal of Caroline’s time. She found herself on call at all hours of the day and night, even at 2:00 a.m.! The big paycheck had a big price tag!
Sharon took a job with a well-respected firm that landed her 30 percent more money than her previous job, even though she was told she’d have to travel 20 percent more often. She soon learned that this meant not a trip out of town one night a week, but spending a week every month at a plant in the outlying areas of a third-world country. The “ka-ching” of the cash register was soon drowned out by the complaints of her family.
Leigh had two young children and a husband with a high-powered position. She decided that she would keep her hand in work while the kids were young. She took a part-time job handling work that was so rudimentary she could practically do it in her sleep. While the flexibility was desirable, the boredom was aggravating. Leigh began to resent that other people in the office had moved up into more responsible positions.
All of these women made decisions that looked like rational choices “on paper.” But things didn’t feel right, and that intuition began to outweigh all the logic in the world.

THE INFLUENCE OF “THEM”
When you use your Electrical Sensor and listen to your gut, your spouse says, “You’re not being rational.” A value judgment is being made here. Being rational is a good thing and not being rational is a bad thing. In the musical My Fair Lady, Professor Henry Higgins sings “A Hymn to Him” and bemoans this situation in a critical and humorous manner.
Your parents say, “Stop being so emotional.” A value judgment is being made here. Being less emotional is a good thing and being too emotional is a bad thing. Emotions are childlike and being less emotional is more adult.
Your teacher says, “You’re being childish.” A value judgment is being made here. Being like a teacher is a good thing and being like a learner is a bad thing. Being linear is good and being nonlinear is bad.
Your boss says, “You’re being ridiculous.” A value judgment is being made here. Listening to your inner voice is silly. Being silly is a bad thing.
Your friends or coworkers say, “Why do you think that?” A value judgment is being made here. Your thoughts aren’t as valid without hard data to back them up. Thinking like other people makes you more like them, which is a good thing.
You listen to them and you question yourself. You may think that they’re pretty smart people. You may even think that they’re smarter than you. But they can be smart, and you can still listen to your gut. It’s trying to steer you to safe waters. Based on your own history, it’s trying to send a message to you. It might be “Stop” or it might be “Go,” but you should listen and pay some attention to yourself.
We can’t always let the opinions of others sway us from our gut feelings. It’s nice to find approval, but at what cost? Letting people influence your decision may win their endorsement, but that’s only because you’re agreeing with them, not because you’re right. And for some, a man’s opinion carries more weight simply because of his gender, not his experience or knowledge. When support is withheld, don’t just go along to get along. Focus your energy and enthusiasm to push forward, so that a lack of encouragement doesn’t pull the plug on your plans.
Jean’s dad always made sure that her car choices made him feel safe and appealed to the logic of the practical and protective father that he was. When she saw a 1980 MGB, she knew that it wasn’t the most practical car in the world, but it won her heart. Her father’s response was predictable: “Oh my God, I can’t believe you bought that car; British cars constantly fail; they are not reliable.”
Jean’s desire for the car came from deep inside and her response to her dad’s disapproval was an empowered one. “I had a horse and when it was lame, I didn’t ride it. If the car breaks down, I won’t drive it until I get it fixed. It’s the same thing.” She remembers that when she took him out for a spin in her new car, he admitted to her that if he had had the chance to purchase a little roadster when he was her age, he would have!
In always seeking her father’s approval, Jean felt that she had denied herself some of the things she really wanted. She had finally decided to forget about making a logical decision to earn his endorsement and simply went with her gut. At the age of thirty-eight she discovered that, by listening to her heart, she obtained his begrudging admiration.
Beverly had a small but steadily growing start-up company that provided Internet research and database design. Running her company out of her home was a great way to keep overhead down, but she found that a great deal of her time was spent going back and forth to the local copy center. She was thinking that it would save a lot of time if she leased a copier for her home office. She asked her husband, Sam, what he thought about the idea. He told her that a leased copier was unnecessary.
Beverly’s Electrical Sensor began to transmit warning messages. She felt that a lease made sense. Her husband disagreed. Beverly thought that Sam was a smart man. If he said a copier wasn’t necessary, maybe he was right. In fact, hadn’t she asked him because he was so smart? Yet she couldn’t escape the nagging feeling that Sam was wrong about this.
She began to think that what she had really been after was Sam’s affirmation of her business acumen. When she didn’t get it, she questioned her ability. Sam might be very smart about many things, but he hadn’t built her business into the successful company it was. Beverly had done that. She thanked her husband for his input and leased a copier for her business.
It’s not essential to know how feelings and thoughts create hunches. It’s just important to pay attention to them. Ignore them and you hamstring your judgment. Rush past them and you squander valuable information. Allow yourself to be talked out of them and you surrender your power.
When we dismiss our inner voice, we treat it like a telemarketing call at dinnertime. Rather than assume that intuition is bothersome, entertain the possibility that it is valid and true. Not every call at dinnertime is a telemarketer. Sometimes it’s a good friend who simply knows that he or she can catch you at home then. Insight can save you time and trouble. A guess based on feeling and not data may be the reason you chose VHS rather than Beta, kept the cassette tapes and threw out the eight-tracks, or bought Microsoft stock when it first went public.
There are times when we need to be particularly sensitive to repeated signals from our Electrical Sensor. It’s true that signals don’t always come at the most convenient times. Dealing with them can require a great deal of effort or seem like an insignificant irritation, but we ignore recurring signals at our own risk. We can endanger our mental health, emotional balance, and physical health. The wear and tear for us can have an impact on others, too.
Pam had a great job that she loved and a terrible boss whose management style went to extremes. He either micromanaged everything and demanded daily updates or was out and unavailable for guidance. Her stomach always seemed to be in knots. She never knew when she was being too independent or too dependent. The more time she spent trying to find solid footing at work, the more her Electrical Sensor sent messages of alarm. She waited for things to get better, but her boss wasn’t going anywhere. As a result, neither was she!
Pam’s Electrical Sensor won’t go away. Because this tool is almost an unconscious response, you cannot control it. But you can develop and improve your skill with it. Ignoring feelings doesn’t make them evaporate. It causes them to go underground.
Andrea’s father could no longer live alone. She knew that some tough decisions would have to be made. At the same time, her company was expanding at an amazing rate. There were open positions that had to be filled. Until these jobs were filled and the people hired and trained, there was a tremendous strain in her department to keep up with the work. Her Electrical Sensor went off every time she put off talking with her brother and sister about their father, but she knew she would get to it eventually. She had to tackle the backlog at work first. When her father slipped and fell on his front steps, Andrea realized she had ignored things too long. Her Electrical Sensor had been yelling at her to pay attention.
Developing your intuition is tricky and many women find that it is honed best through years of experience. But there are ways to speed up the development of your perceptive ability. Create a moment of calm and reflect on any of these three signals that are telling you to pay attention to your gut:
• You are preoccupied with the thought and can’t seem to let it go. It returns to haunt you after days, weeks, or even months.
• No one, no matter how logical the argument or well respected the advocate, can change your mind.
• Sticking to your guns feels right and provides a sense of peace.

MISREADING YOUR ELECTRICAL SENSOR
Your gut says “Be careful about this new opportunity at work,” but you translate the message as “Don’t do it.” When the Electrical Sensor measures something, but your interpretation is wrong, practice and learning from the inevitable mistakes can pay off for you.
The feeling of “be careful” can mean:
Stop.
Be alert.
Don’t be overconfident.
Wait.
Grab some other Power Tools to help you out.
You’ve been here before.
It’s not always easy to get an accurate reading of your Electrical Sensor. To avoid a knee-jerk reaction, heavy on the “jerk,” tune up this Power Tool and see if you can pick up additional clues.

KEEP TRACK OF YOUR TRACK RECORD
Listening to your gut and trusting your intuition requires faith in yourself. You need some successes to build on.
Allison remembers that everyone had told her June, a manager, was a brilliant professional and a wonderful person, a model for how to be.
Allison was completely mystified. “I didn’t see where all this skill was,” she told me. “In fact, I thought June represented a complete lack of skill. She couldn’t finesse situations or compromise with people. Her formulaic way of dealing with others hardly made her a player as far as I could tell! I didn’t get it. What was so spectacular about her? I figured that I must be missing something. I felt like I was way out in left field.
“Over time, though, I was proved right,” she told me. “June ended up dropping out of corporate life. Secretively she was being reprimanded for her lack of people skills. But that was happening behind closed doors and no one in the company saw that.
“I remember feeling like the little boy in the story who saw that the emperor had no clothes. No one reinforced my intuitive feelings. The support I received for my intuitive sensibility came a decade later!”
Allison can pull up examples of things that happened five, ten, or even fifteen years ago, where her Electrical Sensor was working perfectly. The best way to have confidence and recharge that Power Tool is to keep track of your record. You need to keep a tally of the times you had that really strong perception, even if the whole world seemed to be shouting you down. You were right! When you add up your wins over time, you learn that your accuracy has little to do with how many other people agree with you.
You need to create your own personal history of Electrical Sensor readings for both internal and external situations. Obtain a reading from this Power Tool and you can match your reaction against your past. Figure out if you’re interpreting things based on current information or previous events. Review situations in light of your own personal track record, tally up your score, and see what’s guiding your actions and decisions: logic, intuition, pressure from others, or your history.
Punch List for Using the Electrical Sensor
1.Pay attention and notice what signals you’re receiving. Amplify your attentiveness.
2. Probe areas that look suspicious. Check it out.
3. Don’t jump to conclusions.
4. Avoid stereotyping for speed.
5. Slow down and S.T.A.L.
6. Attach Warning Radar when indicated.
7. Value head and heart, and avoid a logic versus emotion rivalry.
8. Don’t let others override your intuition.
9. Keep track of your track record.
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The Demolition Hammer
BREAKING THE RULES
From an early age we are taught to obey the rules. A “good” baby sleeps through the night and smiles at Mommy and Daddy. A “good” grammar school student gets A’s and does what the teacher says. A “good” college applicant wants to attend only the “good” schools.
In short, we are taught throughout our lives that obeying the rules is the expected thing, the right thing—the “good” thing.
We call toddlerhood, a time when children begin to assert their independence, the terrible twos. Although most parents would claim that they want their child to know her own mind, notice that we don’t call that stage the terrific twos. In fact, we use the word terrible because parents want cooperation and compliance, and they’re not getting it. During this time, the child learns that following the rules leads to approval and that she has to tame herself in order to get it.
The child goes along for the next several years learning many unwritten rules. Look both ways before you cross the street. Eat your vegetables before dessert. Fit in with the crowd. Don’t complain if you’re picked last for kickball. All the while, the child is trying to figure out which rules in life are flexible and which are inflexible. And, all the while, parents and teachers have the job of holding the line. They communicate that following the rules gives us acceptance and that children should conform in order to get it.
Then comes adolescence. Teenagers question the rules, get bolder, and experiment with infinite ways to push the limits—often to the point where we call that time the rebellious stage. Maybe I don’t need a pass in the hall. Maybe I won’t take out the garbage. Parents and teachers hope this period is temporary, but when the signs indicate that a youthful dabble with experimentation may be a trend and not simply a blip on the radar, authority might be used to squash the insubordination. And so teenagers learn that following the rules can make their lives a whole lot easier.
The overall lesson of growing up is that rules, both unwritten and written, exist for a variety of reasons:
To contribute to the greater good
To protect us
To create an accepted standard
To produce an expected sameness
To generate ease
To escape punishment
Armed with these beliefs, we enter adulthood. We already know from adolescence that some rules and common understandings are not universal. They are simply repeated loudly and with such conviction that it feels as if they must be written in stone somewhere.
But now the rules are different. No one cares about whether we eat our vegetables first. Now the rules concern our work and family lives. And we pick them up not from parents and teachers but from our new sense of authority: the world around us every day. Turning down a promotion is career suicide. Holidays are spent with family. You need a good reason to turn down an invitation. Married people spend Saturday nights together.
Sometimes, as we try to stick to these rules, the pain of doing what’s expected outweighs the benefits of approval, acceptance, or making our lives easier. We go along anyway, but we feel angry or hurt—and powerless about what to do. We find it hard to tell ourselves that:
• Having a holiday dinner at the home of your fiancé’s parents is not mandatory if they’ve made it clear that they disapprove of you and your impending wedding
• Sitting silently through a meeting where the boss presents her pet project is not required if you have evidence that indicates it will create numerous problems for your team
• Agreeing to help out is not compulsory simply because the person making the request lives next door
• Saying you will make an apple pie for the holiday dinner is not necessary if the only person who eats it is the person asking you to bake it
• Consenting to take over a project that is floundering is not essential if you’re behind on several of your own projects
• Attending a get-together at a friend’s home is counterproductive if the other guests are people you intensely dislike
• Going out for an expensive celebratory dinner with others is not called for when you’re having trouble paying your bills
However, when we exert the energy to take care of ourselves, we discover that no one dies as a result. Relationships that are important to us usually don’t hinge on our complete capitulation to a rule. And when we learn how to do this effectively, in situations both public and private, we can reclaim some eroded self-esteem and discover our own personal power.
FINDING THE DEMOLITION HAMMER WITHIN
You may not think you possess this tool, but it is within you.
It’s hard to imagine anyone who doesn’t have a Demolition Hammer, especially someone who’s gone through the terrible twos and the rebellious teens. It’s easier to imagine someone who doesn’t recognize this tool when she sees it. Or someone who sees it, but ignores it, as it charges up inside of her.
You can find it.
If you have ever:
• Surprised people by doing something they did not expect (“We always have birthday cake; I thought I’d try something different.”)
• Asked why rather than blindly followed orders or fulfilled requests (“I’d love to see you, but I’m wondering why we have to bring our husbands?”)
• Bent rules (“I’d like to share with you what I’m going to say at the meeting before I announce it.”)
• Created your own logic (“Meeting at headquarters seems to stifle creativity. Let’s meet at my house.”)
• Countered a suggestion with an alternative (“Rather than give you the report, I’d like to send you an outline of the key points and then review it to get your impressions.”)
then you already possess the Demolition Hammer—the tool of civil disobedience.
Like all of the Power Tools, the Demolition Hammer combines your eyes, your mind, and your heart. In this case, you see some policy or protocol. You think about something that doesn’t work or doesn’t work well. You feel strongly enough about it that you think of a better way to do it.
But how do you figure out when to use it? And what stops you from using it? Let’s look at that by examining the case of my friend Lisa.

DEMONSTRATIONS IN THE REAL WORLD
Lisa went looking for an outfit for an important social occasion. She fell in love with a stylish, bright blue pantsuit. The suit made her feel polished, feminine, and attractive. But after a few exhilarating moments in the fitting room, where she felt that the suit inspired a sense of confidence and poise and self-assurance, she sadly decided to put it back on the rack. She knew the accepted rule in her social group was to wear black, gray, navy, or brown. When she looked at herself in the full-length mirror, she thought she’d stick out like a crayon in a box of pencils.
So Lisa went to the party, and, no surprise, she looked like everyone else. All the women wore subdued colors that had an unthreatening sameness to them. No one looked special. No one stuck out. Lisa felt safe, but, although that’s a nice feeling, she went home feeling a little cheated. She could have had that sense of confidence, poise, and self-assurance; instead, she had settled for safe.
She should have gotten out her Demolition Hammer and shattered the same old same old.
It’s true that if Lisa had bought the blue suit and worn it, she would have stuck out in the crowd. But she also would have felt great wearing a good-looking outfit, especially one that triggered positive feelings about herself. Different isn’t necessarily bad. Had Lisa displayed courage, she might have felt better about herself at the party—and shown a few folks that the rules don’t always have to apply.
I asked Lisa what stopped her from being more courageous.
“Well,” she said, “I think I’ll regret spending the money.”
“Is that all?” I asked.
“No,” she said, sighing. “I think it’s also that no one wears bright colors.”
“No one?”
“Only tramps wear bright colors.”
“Oh,” I said, because I’ve done this in enough seminars to know that our Fear Lists are always long, once we get going. “Well, is that it?”
“Hmmm . . . ,” she said. “I think I was afraid that everyone would think I was different.”
“And you felt uncomfortable about that?”
“Yes. Because, I guess, my deepest fear was that people would think that I wanted attention.”
What I did with Lisa was engage her in the first step to plugging in this Power Tool: creating a Fear List. We avoid examining our fears because it’s a challenge to work through them. They feel as familiar as old friends. In many ways, they serve to keep us safe from risk and challenge and thereby new opportunities and growth. Creating your Fear List helps you realize what’s holding you back.
Ask yourself what you’re afraid of—everything you’re afraid of—and write it down or discuss it with a friend. Then respond to your Fear List in terms of logic and reality. Ask yourself questions that will help you figure out where these fears come from and whether, logically and realistically, those fears have any foundation.
Let’s look again at Lisa’s Fear List:
I’ll regret spending the money.
No one wears bright colors.
Tramps wear bright colors.
Everyone will think I am different.
People will think I want attention.
Now, let’s remove our emotions from this situation and replace them with some simple, straightforward logic. It’s like applying an emotional filter.
• I’ll regret spending the money. Lisa and I discussed whether she often had “buyer’s remorse.” Is her closet filled with clothes she has bought but worn only once? Can she afford to have an outfit that she doesn’t wear hanging in her closet? If she owns the suit, will that be reason enough to wear it? Is she spending money on this outfit that could be used to pay outstanding bills?
• No one wears bright colors. I asked Lisa if she could ever remember anyone in her social group wearing a bright color. Did she know why no one ever wore a bright color? What did she think was the reason for this? How did she look in bright colors compared with dull colors? Had she ever worn bright colors before? What happened?
• Tramps wear bright colors. I asked Lisa who had told her this. Was this idea something she’d picked up in high school? Was she worried about her reputation? Was she sleeping around? Would wearing a bright color be a dead giveaway about someone’s sexual activity?
• Everyone will think I am different. Lisa and I talked about whether it was ever okay to be an individual in her group. Did they all eat the same foods? Did she do anything that was different from the others in her social group? How different?
• People will think I want attention. I questioned Lisa further about getting attention and asked if she wanted others to notice that she was there. Did she only listen in on conversations without contributing? Why was getting attention a bad thing? Was she planning on dominating the conversations all night long? Would she be happy or annoyed if she wore this suit and no one said a thing about it?
It was too late for Lisa to do something about that party, but now that she was clear about her Fear List, she might be able to handle the next one differently.
Jill’s problem was something that was still in her present.
Jill and I meet every few months for lunch. A smart, accomplished professional who’s been with the same company for fifteen years, Jill had just received her master’s degree after several years of evening courses. I knew she was an upbeat person, but during our most recent lunch she expressed frustration about her inability to move further in her career.
“I gave my boss a proposal three months ago about how we could really improve our department and the services we provide. With some realignment of responsibilities, we could be doing the things we should probably have been doing long ago. But he’s said nothing to me at all! When I gave it to him, I told him I wanted to talk with him about it and he never said a thing about it. I don’t know what to do.”
Jill was amazed at his lack of response. I was amazed at her amazement! I asked her, “If you sent a gift to your daughter and she didn’t respond, how long would you wait until you called her up and asked if she had received it or liked it?”
Immediately she replied, “About a week.”
Exactly. She’d give her daughter only one week, a person dear to her, whom she probably cuts a lot of slack for not responding in a timely manner. She had given her boss, someone she saw daily, three months.
Her eyes widened and she was now smiling at me. “So you’re thinking—why am I giving this guy three months?”
“Aren’t you?”
“Well, the culture at work is one where—”
“You wait until you’re seething?”
We both laughed.
“Apparently!” She shook her head, disbelieving her own behavior. “But in my company, I guess, the cultural norm is to . . .” As her voice drifted off, we looked at the unwritten norms in her company that had become part of the organizational culture.
The unwritten norm in this situation is to:
• Not follow up. Baloney, we realized. A good manager always follows up.
• Not respond. Baloney again. Not responding to things usually gets you in trouble.
• Sit on your butt and wait. More baloney. For how long?
• Ignore things you don’t want to deal with. This is so much baloney it’s salami. Troublesome things may go away. But they almost never do.
• Don’t rock the boat with the boss. Forget salami. We’re onto beef jerky. You’ll feel taken advantage of every step of the way.
And as Jill got to that last point, her eyes lit up.
“He’s ignoring me! He’s hoping I’ll just go away. He doesn’t want to talk about this proposal.”
Cultural norms (“the way we do things around here”) exist at work and at home. You need to be clear about what the norms or rules are that exist in your situation before you decide you’re going to break them. Here are some examples of rules that may be ripe to be broken:
• Good daughters always have Sunday dinner at Mom’s house.
• You must go through the chain of command to have your ideas heard.
• The wife arranges all medical appointments and social plans.
• The boss decides how often you meet.
• Dedicated employees never leave at 5:00 p.m.
Let’s explore the logical consequences of using the Demolition Hammer and being civilly disobedient.
If Jill tells her boss that she wants to meet with him to talk about the proposal she gave him three months ago rather than asks him, he could agree to a meeting. He could also refuse a meeting. Either way she gets information that will move her forward.
If he says he doesn’t want to meet with her to talk about the proposal, she can then tell him that she wants to talk about his unwillingness to discuss the proposal and what it means for her career. A manager’s unwillingness to have conversations can be acceptable behavior within the corporate culture, but is it personally acceptable behavior? His refusal communicates a great deal about her future potential with him as her boss. Jill’s waiting for her boss to make the next contact keeps her stuck. Using a bit of civil disobedience would allow her to move forward and take what control is hers to take.
But there may be fears she will need to overcome. She needs to analyze them realistically.
Her worst fear is that it will cost her the job. We explore that a bit:
• Has anyone ever been fired for requesting a meeting with his or her boss?
• Jill is a woman over the age of forty with many years of exceptional performance ratings. Would her boss take such a risk by creating legal exposure for his company?
• She might get branded as a troublemaker. Would that bother her? How much?
• Would she receive worse treatment from her boss than she is getting now by being totally ignored?
Jill’s fear had to do with some old ideas that didn’t apply to the reality. She wasn’t just starting out in her career; she had a great track record. Her fear of being fired was based not on reality but on an exaggerated fear in her imagination. Never having done something before (tell the boss she wanted to meet) didn’t mean she couldn’t do it. It only meant she hadn’t done it yet.
Jill has a Demolition Hammer in her toolbox. She simply needs to plug it in at work and let it perform for her.

HANDING THE TOOL OVER TO YOU
You can rise above your fears of using the Demolition Hammer. I can tell you this, but it won’t mean anything until you can prove it to yourself. And you can do that through practicing.
That’s right—practice. A master carpenter wouldn’t grab a demolition hammer and flail madly away at every foolishly placed board. She would have the experience, the knowledge—the practice—to realize that of all the tools available, the Demolition Hammer will be best in this circumstance, especially if used in this particular manner.
How can you practice? Pick a rule you need to bend or break. Since your Demolition Hammer can make itself known through the words you use, you need to find and rehearse those words so you don’t have to scramble when you need to break the rules. Take your time with this. You don’t want to procrastinate. Your tool won’t be of any real use if you don’t pick it up and use it. But take just enough time to gather courage (maybe even set a deadline of a day or a week for yourself). This will help you to select the most effective words you can use.
Then, choose a friend, a spouse, a mirror, or a tape recorder and practice what you want to say. Play with different ways of making your point. See how it sounds to you and to others. Rehearse until it sounds like something you would say—and is something you could say. More than five times saying the exact same thing is probably two times too many!
I enjoyed the many work projects I did with my colleague Mike. But then his work habits changed. First, he missed a deadline for a project. I gave him an extension without much concern, since I still had a few weeks before I was to give the presentation that depended on his groundwork. Then, when Mike called me at the time of the extended deadline, he told me he still had to review the material—and hadn’t even started doing his end of the work. I was so stunned, I spun into a panic. We were right down to the wire already, and now I was going to have to make an incomplete presentation. His unprofessionalism might compromise my reputation. But I knew the rule. You don’t tell people you like that you are angry with them.
Of course, other tools in my toolbox could have come in handy to help me out in this situation. My Safety Goggles would have allowed me to have a vision of how the presentation with the client would go and share it with Mike so that I knew we were going for the same goal. I could have plugged in my Electrical Sensor, calling my attention to the enormous clue of Mike’s first missed deadline, alerting me to the distinct possibility that a second missed deadline was possible. (Throughout the book, I’ll talk about how several tools can be used for a single situation.)
I had no time to deal with Mike. I hurried to the presentation and covered the lack of information by telling the client that this area was still being developed but close to completion. Fortunately, the client wasn’t worried about our ability to have everything ready by the time the project was to be implemented, so the relationship wasn’t harmed.
But I felt very unfairly put in a difficult position and afterward drove back to my office in a fury. I was, of course, mad that Mike hadn’t come through, but compounding my anger was the fact that I had granted him an extension and he still hadn’t met that deadline. I knew I had to say something.
First, I thought about the unwritten norms that had helped create this situation. They were:
If you like someone, you put up with things they do that you don’t like.
You may get angry, but you don’t tell the person responsible; you get over it.
Then I thought of other times when I’d spoken up about someone’s shoddy habits. It wasn’t hard to come up with many instances: confronting my son about cleaning his room, complaining to the dry cleaner about an unpressed shirt.
Then I made my Fear List. I was afraid Mike would stop liking me. Afraid our business relationship would sour. Afraid I wouldn’t find another colleague as smart and likable.
For the next three days, whenever I drove around town on my errands, I practiced ways to express my anger. I worked on finding an approach that Mike would be able to hear and where I wouldn’t sound out of control. It took three days for me to figure out the words, the tone, the phrasing, and the strategy. When I found myself repeating the same phrases over and over, I knew I was ready.
I called Mike and asked if we could talk about what had happened earlier in the week. I asked him if he had enjoyed working with me over the years. His response was the one I had predicted in my rehearsals. Mike did enjoy our work together. His response allowed me the opening I had anticipated.
“Then we need to talk about how to make sure that what happened this week never happens again. Not having all of the necessary material for the client presentation was unnerving. I can’t work that way.”
Mike was shocked that I spoke up. He tried to explain why he had done it, as if that would take care of the future of our working relationship. When I pointed out to him that an explanation for the past didn’t matter to me at this point as much as a plan for the future, he stopped his defensiveness and started to work with me. Our solution, which we came to by the end of that conversation, was to develop an Early Warning System, which he would use whenever he found himself unable to make his deadlines. I was satisfied with this solution, and we have not had to contend with this problem ever since.
By going through all this, I was able to replace my unwritten norms with a new norm of my own, one that had always been there but which I had never articulated to myself: I will tell you when things happen that make me uncomfortable or angry, because I respect you and want to develop a good relationship. By having this new norm in place, I was able to fortify myself during my practice sessions, and when Mike started making excuses during our talk, I kept steady and calm, and remembered that I’d always had a Demolition Hammer and this was just one more time when I needed it. The results were worth the effort.
Plus, the successful resolution of my problem with Mike has empowered me to use my Demolition Hammer in other circumstances.

TROUBLESHOOTING
When things go exactly as you thought they would, it adds to your self-confidence. But when you bash at a wall that has been in place for a while, you can uncover unforeseen beams, loose wires, or water damage. Encountering the unexpected can impede your steady progress. Things won’t always go the way you think they will. People react in surprising ways.
Well, like a plug that is pulled out of the socket, not knowing what to do when the unanticipated occurs can bring an abrupt stop to the use of your Demolition Hammer. Don’t allow the reality of the unexpected to cause you to put your Power Tools away.
Sometimes your plan doesn’t work because your timing is off. Rush in too soon and you end up searching for words or the right technique or setting. You make mistakes and appear out of control. Wait too long and no one can remember what situation you are applying your Demolition Hammer to.
You can improve your sense of timing in a few different ways.
• The more practice you have with your Demolition Hammer, the more attuned you will become to those times when the norms and rules of life aren’t working for you. As you learn to use this tool, simply ask yourself, Is this a situation where I can use my Demolition Hammer? If you think it is, try it out.
• Your own feeling of discomfort can be the clue that it’s the perfect time to use your Demolition Hammer. If the old rule creates an internal uneasiness, then a new rule needs to be written. Creating a Fear List and then applying an emotional filter will take some time and introspection. Discovering ways you have used the tool before will take review. Finding the new norm and the words and phrases that will convey it in a way that sounds like you will take practice.
• Feedback from others can help you get information you may only be able to sense but not see clearly. Describing the situation and asking if it requires a Demolition Hammer can provide you with objective insight, alternative strategies, and encouragement.
In the last example, Mike was shocked that I brought up the missed deadline and its result. My unhappiness with his work had not been an issue between us before. It seems that people rarely had told him when they were displeased. They may have simply told others, but the word never got back to Mike.
Mike could have blown me off by saying, “What’s the big deal? You didn’t lose the client and that’s what’s important.” His minimizing the need for the tool doesn’t mean I can put it away. I was the one who was angry and who had practiced for three days to find the phrases and words that would convey my anger in a calm way. While Mike might not be incorrect in pointing out that the client wasn’t lost, the issue for me was my panic and stress when he missed the deadline. It was not an issue of having to cover for missing information.
People may discount your need to plug in the tool at all. Focus on the reason you have chosen to plug in the Demolition Hammer. If it’s a big deal to you, you need it. Don’t apologize for having your own feelings.
Mike could have responded with anger. He could have raised both the volume and the tone of his voice and shouted about insufficient lead time and an overburdened schedule. Those things may have contributed to the missed deadlines that I had to deal with, but I couldn’t do anything about things I didn’t know about. I didn’t control the amount of work Mike took on and he’d agreed to the deadlines, implying they were fine for him. If things changed, I had not been told.
People may use scare tactics to stop conversations. Don’t be afraid of volume. A forceful ruckus is intended to intimidate but it won’t change the situation. Getting information after the fact can help you understand how things happened and help in preventing a repeat performance. Concentrate on sounding calm, even if you don’t feel it.
Mike could have responded with a list of my faults, enumerating my professional flaws or personal shortcomings. Some of these things may have been true, but they would serve only to detract from my desire to create a new norm where I communicate my feelings of anger in order to create a better relationship.
If you’ve got your Demolition Hammer out and the listener goes on the offensive and gets personal, stay calm. You are not providing a chance for others to hand in a list of complaints about you. This situation is about correcting a problem so that it doesn’t get repeated. Tell the person that if he wants to talk about problems he’s having with you, then that is a different conversation best held at another time.

DISCOVERING MISSED OPPORTUNITIES
There are many rules out there that can be pushed, bent, or broken. It simply takes a questioning mind and a bit of creativity. Each is an opportunity to plug in your Demolition Hammer, tear down an old norm, and create a new one.
Don’t Talk to Strangers
Sara had heard this rule since kindergarten, but she also learned that there are situations where she needed to break it. One day, while waiting for a boarding pass at the airport, Sara noticed another professional woman beside her and struck up a casual conversation. By allowing herself to step outside of her safe zone of privacy, she discovered that the woman had a need for the kind of service her company provided. Business cards were exchanged, follow-up was completed, and Sara counts that woman as a client today. Striking up a conversation with people waiting at the same airport gate, train station, hotel lobby, or restaurant lobby can connect you with resources, potential clients, and interesting people. I have even made good connections while brushing my hair in rest rooms. New norm: I will talk to strangers in certain environments.
The Boss Is Always Right
Liz was annoyed when she discovered that her boss lacked perspective, was frequently misinformed, and often acted unprofessionally. One day he threw a folder across the room at her during a meeting. This certainly wasn’t acceptable behavior, but Liz thought that if she said something directly, it would be construed as insubordination. And so she froze and said nothing. Years later Liz came to the realization that the right response would have been to stand up and say, “I think this would be a good time for me to leave. Let me know when you have regained some composure and I’ll come back.” Leaving had simply never occurred to her. New norm: I deserve respect; so does everyone else.
When Someone Asks You a Question, Answer It
Marcia was amazed that people felt comfortable asking her about things she considered private. She found herself unhappily responding to questions about how much her house had cost her, if her pregnancy was an accident, what grades her son got in school, and the kinds of financial planning that she and her husband had done. She thought that telling the person who asked the question that she was uncomfortable would cause them embarrassment. When Marcia started to make the Demolition Hammer her own, she initially decided to say that she would prefer not to talk about the topic. Then she realized that such an approach went beyond her tolerance for discomfort. She considered what she could tolerate and decided that her response would be to ask the questioners why they were asking the question. This would give them a chance to reflect, as well as give her a chance to turn the conversation from her back to them. In fact, their answer would actually be irrelevant, because whatever it was, Marcia could smile in response and say nothing about herself. Responding with silence may not feel like a simple thing to do, but it takes guts and is a fine response. New norm: I will hold the line on things I decide are not open for disclosure.
We All Like Each Other Because We All Work for the Same Organization
Ann didn’t like Ron. Spending time with him at meetings, company picnics, and the water cooler was not going to change that simple fact. It wasn’t about the team, or pulling together, or the goal. It had nothing to do with his skill, talent, or work ability. It had to do with the simple fact that she didn’t like him. Sometimes chemistry is exactly that. Ann’s ability to use her Demolition Hammer allowed her to join the group when it was clearly work-focused. She found herself having “scheduling conflicts” that made it impossible to join them when it was clearly a social gathering where she’d have to deal with Ron. New norm: I will tactfully control my social life.
Mind Your Own Business
When Leslie saw a mother slap her child at the mall, she briefly felt empathy, thinking of all the times she had been frustrated with her child or lost her temper. But then she worried that what was happening in public might only provide a glimpse of what was happening in private. Although she had a strong desire to ignore the situation and pretend that it wasn’t her concern, she also felt very uncomfortable acting as if the scene wasn’t troublesome. Her ability to use her Demolition Hammer and civil disobedience allowed her to calmly tell the woman of her concern for her lack of patience over her distraught child. New norm: I will open my mouth when I am concerned about the welfare of others.

MAKE YOUR DEMOLITION HAMMER YOUR OWN
You own a Demolition Hammer, but you may have used it only infrequently or for small jobs. It may feel strange in your hands. The same is true for new norms and the words you use to convey them.
To customize your tool, you may need to modify the phrasing, words, and tone to make it sound the way you really sound in conversation. Practice and editing make it work for you. The goal is to feel true ownership. Here are a few examples.
	Statement	Alternate Phrasings
	“I will tell you when things happen that make me  uncomfortable or angry, because I respect you and want to develop a good relationship.” 	“I need to be honest with you to  have a good relationship.”
 “If I have to lie to you, then  we don’t have much of a  relationship.”
 “When I see things that can be improved, I want to share it with the people I’m working with.”
 “If I don’t tell you how I feel about things you do—both good and bad—then you don’t know the impact you have.”
 “How do you think I react when people miss deadlines for client presentations? Why do you think I do that?”
	“I will open my mouth when I am concerned about the welfare of others.”	“I can’t watch while others are  being mistreated.”
 “I have an obligation to get involved if I think someone should speak up.”
 “I’m really uncomfortable watching you behave this way.”
 “A good friend would say something, and I think I’m a good friend of yours.”
	“I will hold the line on things I decide are not open for disclosure.”	“I’m not comfortable talking  about this.”
 “Can we change the subject?”
 “I’m not ready to have this conversation.”
 “I’m wondering why you are asking me about that.”
 “I’m pretty private about things like this.”
 “Are there parts of your life that are off-limits to others? I feel the same way.”


Customizing doesn’t involve only making thoughts and phrases sound effortless and straightforward in your own words. It also means tailoring new behaviors that may at first feel awkward and uncomfortable. Your goal is to feel relaxed about both what you say and how you speak and behave.
If you’re trying to change your behavior, incremental steps toward your goal may be easier than one huge change.
• If you can’t turn away dessert, just have two bites.
• If you can’t tell someone you love them, hug them.
• If you can’t buy something in a different style, borrow something to wear and see what that feels like.
• If you can’t make a whole dinner for company, invite a few people over for dessert.
• If you can’t leave the party, go outside for some air.
When using your Demolition Hammer, you are not obligated to knock down the entire structure all at once. Old norms and rules may be much stronger than you expected. You may not have the stamina to go for long sessions without taking a breather. You may need to further customize and tailor the tool to get the best grip. For razing old patterns, you have the tool for the job.
Punch List for Using the Demolition Hammer to Achieve Civil Disobedience
1. Identify problems, situations, and opportunities to use your Demolition Hammer.
2. Figure out the norms that constrain you.
3. Make a Fear List of why you haven’t smashed through those constraints.
4. Remember other times when you broke the rules.
5. Use those experiences to respond to your Fear List.
6. Apply an emotional filter.
7. Practice statements that will communicate your feelings and sound like you (or practice new behaviors).
8. Create new norms to follow.
9. Customize your Demolition Hammer and make it your own.
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The Tape Measure
LEARNING TO SET LIMITS
When we set limits for ourselves, we are measuring the distance between what we can and will do, and what we can’t and won’t do. We may start out by flatly declaring our limits: “No, I don’t want to go to bed!” “No, I don’t want to share my toys!” As we get older, we learn that this tactic can be inappropriate and immature.
We may also learn along the way that no is a word that is harsh no matter how gently it is said. We are encouraged not to say it! In fact, many of us may have been coached from an early age not only not to say no but always to say yes.
Children don’t really set limits; their parents do. Encouraging kids to set their own limits makes for spoiled, out-of-control children. But you are no longer a child. As an adult, it makes sense to know and set your own limits: ethical, personal, time, financial, and professional. In fact, it is essential that you and not anyone else determine and set your own limits. That’s taking control of your own life. That’s power.
The Tape Measure, which you use to set limits, may be the most valuable Power Tool and yet the most challenging to get right. At work and at home, women continually struggle with their Tape Measure.
“I find that it’s easier to use my Tape Measure and set limits at work. I don’t take work home. I stick to my schedule. At home, I can’t shake the guilt I feel about working. I hate conflict and want to keep people happy, so I’m always agreeing to do more.”
“My Tape Measure never seems to get to my office. I don’t want anyone to think I can’t carry the load, so I say yes, even against my better judgment. I don’t want people to think I’m not able to do the work. I agree to practically any request that’s made of me.”
“I work full time. Then I found myself in a volunteer church group with an ill-equipped leader, and I extended my Tape Measure to take on another leadership role. I don’t know if I did that because I really wanted to, or simply because I knew I could do the work. Before I knew it, I’d taken on much more than I’d planned. But I seem to be managing it.”
“I don’t trust my own calibration, so I always move the Tape Measure out a little farther. Nothing is ever good enough. Every time a new limit is set, I rise to meet it. I guess with my perfectionist tendency, it makes me feel good. But it’s a race I never win. I always feel inadequate, because I am never doing enough. I can always do more. Maybe my Tape Measure is limitless.”
Each of these women owns a Tape Measure, yet, rather than employing it with purpose and planning, she ignores or stretches it, then wonders why she can’t control her life. A good way to keep your Tape Measure tightly in your grip is to be clear about your priorities. Home and work may be separate, but they combine into the one life you live. If being there for your sister’s operation is a top priority, don’t be pushed to attend a meeting when you need to be driving to the hospital. If you know that tomorrow’s nerve-racking interview requires essential preparation on your part, don’t be seduced by someone pleading for an emergency mall trip.
NO: THE ART OF REFUSAL
The ability to say no is basic proactive communication. When learning to be more assertive, mastering the art of refusal allows you to express yourself honestly without denying the rights of others.
The goal of using your Tape Measure is to translate your boundaries into clear, well-informed statements or requests. Using this Power Tool may require you to develop other tools:
YOUR ELECTRICAL SENSOR. Essential in developing a better self-awareness, this Power Tool can help you understand your goals and behaviors and appreciate the internal voice or tug of discomfort that comes with setting boundaries and relinquishing them.
YOUR VOLTAGE METER. This Power Tool provides access to improved self-knowledge by getting information about how others see and interpret your behaviors. You may think you’re setting firm limits, but others may see them as pliable.
YOUR POWER DRILL. Asking skillful questions provides you with the information you need to understand and accept others’ experiences and feelings as valid from their points of view. Those questions can reveal why others ignore your limits or try to set them for you.
Wonder if you have a Tape Measure? If you ever:
• Refused to do a favor for someone (“I would be happy to lend you the laptop this afternoon, and you can come over and get it. I will not be able to run it over to your office.”)
• Negotiated an agreement (“I cannot get you the report tonight because it’s missing the recent financial summary, but I’ll be able to have it first thing in the morning, if that’s acceptable.”)
• Declined an invitation (“We won’t be able to make it.”)
• Rebuffed seduction (“I’m very flattered, but the answer is still no.”)
• Resisted intimidation (“I don’t respond well to threats.”)
• Given yourself limits and stuck to them (“I’ll eat lunch in and come in early, but I will not take work home at night.”)
• Ignored another’s imposition of a limit (“He said I’d never be able to do this. I’ll show him that he’s wrong. He has no idea how much I can accomplish when I’m driven.”)
then you may already be gauging situations with your Tape Measure.

WHAT LIMITS?
If you currently hate the idea of being firm and setting your limits, you may think:
People will think I’m aggressive.
People won’t like me.
People will get mad at me.
I was not brought up to act that way.
I would be fired.
The advantages of learning to be comfortable with measuring and setting limits are:
People will know where I stand.
I will feel better about myself.
I will get more cooperation.
It would help the team effort.
I would not be under as much stress.
I can start being honest.
When the topic at one of my seminars is about measuring and setting limits and proactive communication, I often hear some eye-opening confessions from women after the program. They admit that they’re afraid people will think less of them if they use their Tape Measure, but they think it’s just fine if others use this Power Tool!
I asked Jane, a participant at a recent seminar, why she had this double standard. She had a list of messages she had collected throughout her life:
“I should always put their needs before my own.”
“I ought to say yes to requests. Saying no is rude.”
“I can’t refuse a favor. Helping others is a good thing.”
“I must say yes. People like you when you do.”
“I am always helpful.”
“Never make someone unhappy.”
These messages came from Jane’s parents, teachers, religious leaders, friends, and society. She accepted them as rules. Now they live and thrive in her head and Jane has adopted the beliefs of others as her own.
“They are nice goals to have,” I told Jane, my eyes widening. “Can you attain them all the time?”
We all laughed, Jane loudest of all. “Gosh no! That’s why it makes me nuts.”
I smiled sympathetically and said, “These seem like pretty absolute goals with little room for reality as I experience it. How do you never make someone unhappy?”
“When I do make someone unhappy, I feel miserable about it. When I make them happy at my expense, I feel miserable about it. Can the Tape Measure make me feel better?” she asked.
“As long as these unconditional rules guide you, it will be pretty difficult for you to get that Tape Measure out of your toolbox,” I explained. “You are respecting the rights and limits of others but not your own. You have the same right to set a limit and have it respected as other people have.”
“How do I stop from feeling badly about it?” Jane asked.
“In the same way you learned these absolute messages, you can learn to make them a little less inflexible. Just add a dose of reality. It changes them a bit but gives you some room to measure!”

ALTER THE MESSAGES WITH A DOSE OF REALITY
“ ‘I should always put their needs before my own’ becomes ‘While I get pleasure from putting the needs of others before my own, there are times when that is not possible.’
“ ‘I ought to say yes to requests’ becomes ‘While I like to say yes to requests as often as possible, there are times when it is not possible.’
“ ‘I can’t refuse a favor’ becomes ‘I enjoy doing favors for others, but there are times when I simply must refuse.’
“ ‘I must say yes,’ becomes ‘I like to say yes, but it is not always doable.’
“ ‘I am always helpful’ becomes ‘I get satisfaction from being helpful, although there are times when I can’t help out.’
“ ‘Never make someone unhappy’ becomes ‘I enjoy making other people happy and try as often as I can to do that. Occasionally I can’t please others.’ ”
I looked at Jane and said, “That is my reality. Does it sound anything like yours?”
She looked a bit puzzled as she admitted that it indeed was her reality as well. “I just wanted to be nice.”
“You are! Knowing where your limits are isn’t what makes you nice or not nice,” I explained. “You can use your Power Tools and be nice.”
“So I’m just taking care of myself?”
“If you don’t, who will?”
Using your Tape Measure to set your limits is not manipulation. You are not out to win at the expense of others. Your goals are to use proactive communication skills to communicate clearly and honestly about what you want, to learn the other person’s objectives, and to work out a solution where you both can have your needs met.

SELF-IMPOSED STRESS
Joy reluctantly admits that when she’s at work, she will agree to almost all requests made of her, even when the stress is building. When people ask for completion dates, she often doesn’t set realistic limits. She tells me that she never asks what they need or want. Joy wants to be thought of as the person who can get the job done on or ahead of time, not as someone who can’t come through. She is afraid of being judged and is certain that she will be. She needs to feel like she’s on solid ground if she’s going to communicate a limit, but she never feels completely secure about her footing.
When I asked Joy what “panicked” looked like for her, she told me, “I was asked for a completion date on a massive project today and the first thing I did when I got back to my computer was e-mail my husband! ‘Oh my God,’ I wrote, ‘we’re not going to be able to see each other for the next month!’ Rather than just figure out how long each part of the project would realistically take and return with a practical time line, I’m already trying to figure out if I can communicate the truth without being judged in a negative light.
“At home I do the same thing,” Joy confessed. “As a single parent I felt that same pressure. Now that I’ve remarried, you’d think I’d kick back a bit. But when I get back into that mode, I just start doing all of the household chores, even though I now have someone to share the work.”
She smiled ruefully.
“It’s like you can’t stop me even though people offer to take some of the work. This past weekend we had a house full of company. I cooked all day long rather than join them at an event in town that we all wanted to attend. Rather than choose a less stressful alternative like a potluck where everyone brings a dish, or sending out for pizza, I had to do it all myself. Even though I was exhausted, I still couldn’t set a reasonable limit.
“I feel as if I’ll be judged if I don’t do it all. I don’t want them to say I’m an okay cook; I want them to say I’m a great cook. And even though I’ve cooked great meals in the past, every meal has to be great. I hold myself to a standard that doesn’t even exist. I want to cook as well as my mother, but she didn’t have the job I have. I need to wind down. I know I should accept the offers of help, but when I get in this mode, I isolate myself. Rather than rest on my laurels, I push myself to do more and then hope for accolades.”
I quizzed Joy a little more on that point.
“So you know that your behavior adds to your stress?”
“Oh, yes.”
“And you feel it’s simply out of control?”
“It is out of control,” Joy confirmed.
“But since you can’t seem to find your Tape Measure and set limits, you’re going to be disappointed if you don’t receive the compliments that all your effort is supposed to get you, is that it?”
“I wait for the applause and recognition, but if it doesn’t come, then I’m stressed, exhausted, and mad.” Joy started to laugh. “I really need to look for a good Tape Measure!”
Sometimes our habits are so well entrenched that trying to revamp them feels like growing another five inches—simply not possible. Joy has accepted that she doesn’t use her Tape Measure much. She understands what she needs to do differently, but her internal wiring is strong. Once she gets into her “no limit” mode, it’s too late. Joy needs to have limits for herself at work and at home. She needs to use her Tape Measure in a way that adapts the tool to her own personal style.

JUST DON’T DO IT
Joy can start small, with one task. Her goal for at work and at home is not to do one task and live with the results. She can eliminate it, defer it, assign it, or delegate it. Joy then needs to assess if there is any fallout other than her own uneasiness. Do people get upset? Does she receive negative comments? Does anyone care, other than Joy herself, that she isn’t turning herself inside out, to do it all for everyone? She will never have this useful information if she doesn’t try this strategy.
Jacqui was forced to use her Tape Measure when her parents, who expected her to always be available, began to make ever-increasing requests. It proved to be a good opportunity to practice setting boundaries. She realized that since she never told them what her limits were, they assumed she had none. Since she rarely complained to her parents, her colleagues at work, or her boss, everyone assumed she was always compliant. Since her sisters also worked full time, Jacqui found her mother’s unwillingness to call them confusing. Her mother actually said, “I’d hate to bother your sisters.”
Rather than complaining, Jacqui decided not to do one task: come the next time her parents called. Instead, she suggested that her parents rotate which daughter was called first, so that Jacqui was at the top of the list every fourth time her parents needed help. She also told her sisters what she had done so that they wouldn’t be shocked when a parental call for help came. The fallout was some grousing from the parents and siblings, but it began to subside as everyone fell into the new pattern. The grousing was a small price to pay for a huge burden off Jacqui’s shoulders.

PUT A LIMIT ON WORRY
At the age of forty-nine, Holly is going through a divorce. She works hard to keep it from poisoning her ministry job and invading her relationships with her children. In the midst of writing several grants for church programs, she met with her attorney to discuss how the divorce process was going. She was informed that her husband had filed for bankruptcy. Not only was he undependable for future financial support, he hadn’t paid critical bills he said had been paid, including school tuition.
Holly was beyond astonished. Although she left the attorney’s office with a plan for moving forward with the termination of the marriage, she was overwhelmed with the shock at what she was now facing financially. The deceit. The grant proposals. The unpaid bills. The divorce. It was all too much. Instead of shutting down, Holly grabbed her Tape Measure and calculated some limits. She told herself, “Now I’m going to get in my car and get back to the office and get these grants written and submitted. I’ll deal with these financial problems in two days. I’ll call my husband then and discuss the financial mess things have become. Right now, I have to get these grants written.”
Your Tape Measure isn’t just for setting limits that restrict other people. You can use this tool when your worries invade your mental space. Worry without limits can become toxic, consuming your thoughts and running amok in your head. Paradoxically, setting limits on how long and when you can worry actually diminishes your anxiety. Try committing yourself to worrying about something for a specific half hour of your day. When that worry pops into your thoughts before the designated time, you can tell yourself that you will not think about that now. You aren’t pretending that your problems don’t exist, but have appropriately relegated them to a set time when you can consider them carefully. If you thought back to the worries that consumed you six months ago, could you name them now or estimate how much time they sucked out of your life? Limit the time you devote to your worries and you’ll have more time to deal with them instead of fret over them.

SABOTAGE
There are many clever ways in which your efforts to use your Tape Measure effectively are sabotaged:
Guilt
Guilt works, which is why so many people use it effectively to undermine your efforts. The goal of the other person is to make you feel bad about meeting your own needs and not meeting theirs:
• “Fine. Be selfish.” This implies that if you cared about me, you’d say yes. Caring and saying no are not mutually exclusive, however. You can do both!
• “It’s okay—I’ll figure it out somehow.” This tactic is intended to arouse sympathy, painting the other person as needy and almost pathetic but requiring your help.
• “If you weren’t so mean, you’d do it.” This is supposed to arouse in you the distaste for being thought of as a mean person. Do what they want, and you won’t be mean. (You’ll be manipulated!)
To simply tell you not to fall for these tactics ignores a basic emotional truth: guilt works because it pushes genuine buttons and concerns that you have. You want to be thought of as nice. You don’t want to be thought of as mean. You do care about the other person. You don’t want to be thought of as refusing a request for help. You want to be ready to lend a hand. You don’t want people to think you’re selfish. You want to be very altruistic. It would be terrible if people thought poorly of you.
Your daughter’s request on Sunday night for spikes for the Monday track meet is going to be a test of your limits. The Tape Measure comes out so you can determine if you want to add to the stress of the day by making sure you get to the sporting goods store, purchase the spikes, and get them over to school in time for the first event. Are you a good mom if you say yes and a bad mom if you say no? Who does it matter to if stress is added to your day? Do all requests require a yes? What are the consequences of the “no” response, or even the “I wish I could but I can’t right now” response?
Do you think that every appeal for your involvement is a litmus test that will determine if you are a good daughter, mother, sister, employee, manager, friend, mother, aunt, lover, wife, resource, neighbor, or cousin? What will a refusal mean? If you decline, what does it say about you?
Take a few steps back as you measure your limit. Forget about labeling it as “good” or “bad.” Just describe what you’re doing. Saying no occasionally for specific reasons makes sense. It doesn’t make you a bad person. There may be many other situations where you say yes. Whether you say yes or no to a request should be based on where your limit lies.
Bullying
Bullies push their agenda in an intimidating manner and use a variety of techniques to overpower you. They may bluff, yell, intimidate, or threaten. The goal is to get you to back down. They hope you’ll be afraid of their anger and cave in to their request.
When a bully starts trying to push you around, one coping technique that works effectively is to repeat your response as calmly as possible. Don’t defend and don’t explain. Be a broken record. Just repeat your original statement calmly and succinctly. It may take three or four times, but eventually even the most dim-witted twit will figure out that you won’t be intimidated and you won’t respond to anger with anger.
Lucy’s husband asked her if she could make a phone transfer of funds from one account to another for a tax bill that was due. She explained that she was going to be unavailable the next day due to a company retreat at an off-site location. Her husband’s response was to raise his voice, insisting that the bill was due and the transfer was required. It seemed like a small favor to fulfill, but Lucy did not respond with the expected yes. She calmly repeated that she would not be near a phone all day. It wasn’t about not wanting to make the transfer. The fact that he was asking her to do this and that there was logic behind his request didn’t change the fact that she would be unable to do it. Yelling wouldn’t change her situation. She made sure to communicate that ordinarily she’d be able to make the transfer without a problem. The meeting’s being held the next day foiled things. Her husband called in the transfer the next day himself. Lucy had calculated new measurements with her Tape Measure: I will not say yes automatically, without giving the favor some consideration, and I will not agree automatically when the request is shouted.
Pushing
Pushy people aren’t threatening, but they just keep coming. It’s as if they can’t (or won’t) hear you. They just keep moving forward with their own agenda.
The best response is to leave the room. Excuse yourself and walk away. This usually works.
I should confess to you that there was a time when I employed this strategy and the person followed me out of the room! I was amazed and totally unprepared as she continued her push. I had not imagined going from room to room, inside and outside the house, with her following close behind. I got in my car, and she got in the passenger’s side!
This example allows me to drive home my point about improvising. This behavior caught me completely by surprise. I was amazed that this was happening, and I stayed amazed as it continued! I was following my strategy, but the other person wasn’t responding in the expected way.
I realized I was up against someone who had no clue about boundaries. Her need to push was much greater than anything else. Rather than push back or cling to my limit, I simply shut up and let her talk. When I thought she was done, I asked if she had finished. She told me she had. “Good,” I replied. I reached into my purse and opened a book. (Always bring along your Duct Tape!)
I didn’t reply. I didn’t engage her. I ignored her. Eventually, she left—in a huff. The important thing was that I didn’t get pushed beyond the limit of my Tape Measure.

MAKE THEM LISTEN TO YOUR LIMITS
Rita is a literary consultant who works with writers interested in having their work published. After many years in the business, she is clear about her vision for her practice: she provides her expertise in the publishing industry for clients who want to create a commercially viable product. She finds, however, that some of her customers want their efforts to be marketable but they’re not willing to make any changes. They want her approval and affirmation, not her advice.
Rita is thirty-seven, and at this point in her career she has a long history of experience in giving feedback to artists who have a personal stake in their creation. She now has a catalog of clues from which to determine the best way to provide advice to improve the product. Thanks to her Electrical Sensor, she can detect the signals that someone won’t act on her guidance: the level and type of humor used, lack of openness, reluctance to listen or act on her suggestions, defensive responses to suggestions, and clinging to a personal vision.
Rita took on a new client, Vicki, who had a personal vision for her work that needed a great deal of fine-tuning if it was going to be commercially viable. Rita gave her four ideas to help her make that happen. Each time Vicki returned the material for Rita’s review, little had been changed. When she pointed out to Vicki that yet again she hadn’t provided Rita with what she’d asked for, Rita suggested that perhaps she wasn’t being useful.
“Oh no,” Vicki quickly assured her. “I really want to work with you.”
The issue really was that Rita didn’t want to work with Vicki, since Vicki clearly wasn’t following her advice.
“Have you grabbed your Tape Measure?” I asked Rita. “Do you know what your limits are when you work with your clients?”
Rita thought carefully. “She doesn’t want to do what I am suggesting, even though she says that she does. After three attempts, I finally got the message. But telling her that I don’t want to work with her anymore isn’t going to be great for business.”
I asked Rita if she’d reached her limit.
Rita chose her words carefully. “I think that after three attempts, if someone isn’t going to do what I suggest, then it makes no sense to work together. They’re throwing their money away and I’m getting frustrated.”
“So tell her.”
“Just tell her! Just like that?”
“Not just like that. But like you would. In your style—your words. What would that sound like?”
Rita thought and tried out the phrases that were forming in her mind. “I guess I could just tell her that this isn’t working. It’s not a good fit.”
“Sounds fine,” I said.
“But—what if she disagrees with me? What if she says she thinks it is a good fit?”
“Be honest with her about your limits. Tell her just what you’ve told me—that you have given her the same four suggestions three different times and she’s not following your recommendations. It makes more sense for her to work with someone she’ll listen to.”
“It does,” Rita agreed emphatically. “But what if she says she wants to give it another try?”
“It’s your Tape Measure and your boundary,” I told Rita. “You can let her take another whack at it and see if she really is willing to do what you think is best. If she still doesn’t make the changes you think are needed, you could suggest a few colleagues as potential replacements.”
Rita made a face that looked like she was sucking on a lemon. “What if I don’t want to go through another go-around? What if I just don’t want to work with her? I just think she’s going to fight me on everything.”
“Then stand firm on the limits you have set and repeat them to her until she hears you. Tell her that, after three times making the same suggestion, it makes little sense to you to continue your working relationship. It simply isn’t a good fit. Sometimes things turn out that way.”

NOT EVERYONE WILL CHEER
Not everyone will rise to their feet with applause and cheers of encouragement as you proudly display your skill with your Tape Measure. In fact, you should count on the people affected by your increased use of power to be surprised, if not downright ticked off.
A change in your behavior may also require a change in their behavior. If they like the status quo just fine, you should plan on getting both overt and subtle attempts to dissuade you from altering things. When you start saying no, some people may get angry:
“You always used to do it.”
“That’s not fair.”
“What was wrong with the way things were before?”
“I don’t like this.”
“I don’t like you.”
Accept that they will get angry. Don’t try to make it better right away. In fact, you should honor their anger. They have a right to be annoyed when you change things. You might respond the same way if you were in their shoes. Know that their unhappiness is not going to last forever; that they, too, can change their behaviors. Most important, remember that you are responsible for your own health and happiness, and other people are responsible for their own health and happiness.

WHAT YOU CAN SAY
• They say, “You always used to do it,” and you can say, “I know. I won’t be doing it now, though.”
• They say, “That’s not fair,” and you can say, “It didn’t seem fair to continue, either.”
• They say, “What was wrong with the way things were before?” and you can say, “I found that it created problems for me and simply wasn’t working.”
• They say, “I don’t like this,” and you can say, “I know you don’t, and I’m sorry you are unhappy.”
• They say, “I don’t like you,” and you can say, “I feel bad about that.”
Notice that there is no explaining, defending, or trying to make it better in these responses. You might feel these responses are insufficient. You might be asked to get involved in a deeper conversation geared at getting you to revert to your old behavior or to move a limit. Don’t drop the very tool that’s in your hand. You’ll be relinquishing the power you’ve just engaged. Plan on feeling the tug that comes when someone grabs your Tape Measure and tries to pull it in a different direction.

FEEL, FELT, FOUND
Mark had been trying to negotiate a new project deadline and wanted Maureen to back him up with the boss. He had been trying to persuade her for the last week, and his constant badgering was wearing her down. Although Maureen had used her Tape Measure, clearly stating her limits and refusing his request, she could see her hold on it was slowly slipping from her grasp. She was running out of phrases and strategies.
Maureen had attended one of my presentations and decided to use the Feel–Felt–Found progression I had talked about. She decided to head Mark off at the pass, inviting him into her cubicle rather than waiting for the next time he cornered her in a doorway.
She talked about the logic of the current deadline and the consequences of any further delay. Predictably, Mark began to push his own agenda.
“I understand how you feel, Mark. It’s a lot of pressure to have all of this completed by the deadline. Others on the team have felt the same way. However, I have found that delaying work that other departments are depending on causes them to fall behind. It only leads to angry internal customers and hurts the reputation of our department.”
The Feel–Felt–Found progression gave Maureen an opportunity to commiserate with Mark, to acknowledge that he wasn’t alone in his feelings, and to restate her position on the matter. It was responsive, without being yielding, and gave Maureen a structure to her response and a script for holding her Tape Measure in place.
The Feel-Felt-Found response works like this: First you express your empathic response and acknowledge the other person’s feeling about the issue. Then you offer support that he or she isn’t alone in his or her reaction because others have felt the same way. When you have validated this response, you indicate that you have found an alternate way of looking at things. Supporting the other person’s reaction communicates that you respect that position without having to agree with it.
When Maureen understood the control the Feel–Felt–Found progression gave her Tape Measure, she was on the lookout for other opportunities to try out her Power Tool. Since her home life included a teenage son, she didn’t have long to wait.
Lucas had been bugging her daily for permission to go to a concert to hear one of his favorite bands. She thought she had made it pretty clear that she would not allow him to join his buddies for the concert. The town where the concert was being held was two hours away by car, the driver had possessed his license for a total of six weeks, and the thought of all of these boys, none of whom were over the age of eighteen, in a hotel room overnight made her shudder. She wasn’t even convinced that all the other kids were being allowed to go, but she knew where she stood on this issue.
Maureen talked about being responsible and the possibility of problems like drugs, traffic accidents, alcohol, and unsupervised boys in hotel rooms. Lucas continued to ask her if he could go.
“I understand how you feel, Lucas. It’s disappointing to think that you’ll miss out on an incredible time. I know your friends will be disappointed and I’m sure other kids have felt the same way when their parents wouldn’t let them go to other concerts. However, I have found that not every concert is amazing, and there’s usually another one a few weeks later that will be appealing. This one is out of the question because it’s out of town, involves an inexperienced driver in a car with a group of pumped-up boys, and there’s no responsible adult involved in what appears to be a two-day road trip.”
The Feel–Felt–Found progression provided Maureen a chance to be empathic with her son, to acknowledge that he wasn’t alone in his feelings, and to reaffirm her position on the concert. Maureen found that she could respond with compassion, not give in, and have an organized reply. Lucas moped a little and occasionally referred to himself as being the only kid in his whole school who couldn’t go (which, of course, Maureen discovered was not the case at all). After a day or two, he moved on to something else.

TAKING BACK A YES
Have you ever said yes to a request but wished that you hadn’t? Sometimes you know the wrong word has escaped your lips the instant it happens. Other times, it dawns on you after the fact. Discomfort begins to grow and you find yourself feeling resentful, annoyed, or angry. Some people who are unable to say no feel like victims. In truth, they have victimized themselves by giving away their power to set limits. That’s why the Tape Measure is one of the most powerful tools in the toolbox.
If you realize that you should have said no, but didn’t, it isn’t too late. Keep in mind, however, that the longer you wait to rectify things, the more difficult it will be.
Get in touch with the requester. Ask if it’s a good time to bring up a concern of yours. This encourages dialogue rather than a speech. Say: “I’m having a problem. I feel frustrated. I want to speak to you about it. I may be doing something that is contributing to the problem. Is this a good time to talk about it?”
You may be frustrated with the other person, but the crux of the problem doesn’t rest with him or her. It’s your response that got you where you are now. Take responsibility for your part. (If the listener agrees, then continue.)
• “I made a mistake. I said yes when I really should have said no.” While this is the most direct response, it isn’t always an easy thing to say. Here is another way to approach the situation:
• “I feel frustrated when you . . .” State the behavior as clearly and succinctly as possible. Describe your frustration in three sentences or less.
• “I also feel . . .” You may want to share other feelings that are underlying the frustration, if that’s appropriate.
• “When I’m frustrated I realize that I tend to . . .” Explain why you responded the way you did, in particular why you agreed to something that doesn’t work for you.
• “What I really want is . . .” Tell the person what you want.
• “Is that possible?” or “Does that sound reasonable?” Get the listener’s view about whether this seems fair.
• “Two other options to explore as possible solutions are . . .” Sometimes it helps to provide possible alternatives that are acceptable to you.
• “The outcome I’m headed for is . . .” This lets you paint your picture of a goal that works for you.
Faith and Jim lived together and had developed an understanding: she would run the errands because her day had more flexibility. However, Faith found that this arrangement wasn’t working out that well. When Jim asked Faith to pick up his suit at the cleaners because he needed it for an early morning meeting the next day, Faith had to say something.
FAITH: I’m having a problem. I feel frustrated. I’d like to speak to you about it. I may be doing something that is contributing to the problem. Is this a good time to talk about it?
JIM: Sure.
FAITH: I feel frustrated when you assume I’ll take care of getting your dry cleaning at the last minute. I get stressed out when more things are added onto my already hectic day. It makes me feel taken advantage of. You assume I’m not too busy to take on a responsibility of yours.
JIM: But you said you would do it.
FAITH: When I’m frustrated I realize that I tend to say yes without thinking and then resent the person who asked. What I really want is not to handle these last-minute tasks that are yours to do. If you can’t handle your own things, I want more lead time to consider if taking on your personal errands will inconvenience me. Does that seem reasonable to you?
JIM: Yes—but I don’t always have that kind of lead time.
FAITH: Two other alternatives to explore as possible solutions are that you simply do it yourself, or ask me if I can do it a few days ahead of when you need it. The outcome I’m headed for is not taking on your responsibilities unless I have the time for them and I determine that it doesn’t require too much extra effort or additional stress on my part.
(Or) FAITH: The outcome I’m headed for is your doing your own personal errands and me doing mine.
When you’re frustrated by someone’s unreasonableness, hostility, or intransigence, you may be tempted to respond in kind, to control the other person, or to ignore the emotion in the situation and focus on the problem or task at hand. I suggest that you take a time-out and prepare your message. Shooting from the hip is great if you’re good at it, but most of the time it’s much better to choose your words carefully.

PAY ATTENTION TO YOUR TIMING
As I mentioned earlier, the longer you wait to assert yourself and measure off your limits in a particular situation, the harder it can be to arrive at a workable solution. If you can respond to your own sense that you must be firm about your limits and be assertive right then and there, great! (This may require practice with your Electrical Sensor to respond quickly to your visceral response.) If you realize that you should have been firm with someone as soon as he or she walks out the door, go after the person and tell him or her what you want to say. If you realize the next day that you should have been more forthright, call the person up and tell him or her how you feel. Understand that the longer it takes you to communicate what you really wanted to say or do, the less chance you will have to be heard and have your needs met, and the greater the chance that you’ll stir up major resentment.
You have every right to change your mind. Just remember that sooner is better.

REAL LIFE NEEDS REAL LIMITS
Your limits need to be obvious and clear. Because you don’t want to offend, annoy, or anger anyone, you often stop short of expressing a real limit by trying out a limit that is soft or pliable, when what you need is a firm limit. Soft limits are tentative statements, suggesting rather than stating. A pliable limit suggests a degree of flexibility. A firm limit is solid and unyielding.
Cheryl was not in the mood for the holidays. This was her sign to have her Tape Measure handy. With her husband’s recent knee surgery, the incompetent boss she had inherited at work, her daughter’s being grounded for ignoring her curfew, and her son’s recent fender bender, the holiday season just felt like more stress than she cared to take on. When extended family called her up to see if she would host Thanksgiving, Cheryl felt a nudge.
Soft limit: “I don’t think so.”
Pliable limit: “Not this year.”
Firm limit: “I am not up to hosting Thanksgiving dinner this year.”
Bill and Ann invited Doug and Janice over. There had been great chemistry when the four met, and Bill and Ann wanted to get to know the other couple better. Then Ann received a call from Janice, who told her that a third couple, Gary and Rosa, had called to make plans for the same night of the get-together. Without checking with Ann, Janice told Rosa that Bill and Ann wouldn’t mind if they joined them for the evening. In fact, Ann can’t stand Gary and Rosa. She had vowed when she last saw them that she hoped to never spend time with them again. That was the sign that prompted Ann to unfurl her Tape Measure. Now she feels a shove.
Soft limit: “I don’t think so.”
Pliable limit: “Another time.”
Firm limit: “I don’t want to spend the evening with Gary and Rosa. If we can’t spend the evening as two couples, let’s set another date.”
Everyone at work is swamped with the latest project deadlines. A coworker stops by Louise’s desk looking especially frazzled. She asks if Louise could take a few of her tasks over because Louise does such a great job. Besides, she knows she won’t meet the deadline, which will, in turn, make many people angry. The stress that predictably comes with any work deadline is the sign for Louise to have her Tape Measure in hand. Louise feels a bit of a push.
Soft limit: “I don’t think so.”
Pliable limit: “Not this week.”
Firm limit: “I’m swamped and I won’t take on any more work.”
There is an event coming up that Nan doesn’t want to attend. When everyone asks her about it, she says she doesn’t really think she’ll be going. The others tell her that she’d enjoy it if she went. Nan senses a push coming.
Soft limit: “I don’t think so.”
Pliable limit: “Another time, perhaps.”
Firm limit: “I don’t want to go; thanks anyway.”

OVER YOUR LIMIT
There are always times when you’re stretched to your limit, and yet you still must say yes to a request. You may still have to keep a commitment, fulfill an obligation, or do a favor that pulls you over the boundary you had so carefully measured out. Is there anything that can be done about the times when you have to ignore your early calculations?
Don’t compound the problem by thinking that since you’re already over your limit, it doesn’t matter. Of course it does. You need to create another limit so you don’t get overwhelmed. Keep the workload involved with the extra task as small as you can. This will help you keep close to the perimeter you had originally drawn for yourself.
Next, review the chapter on your Battery Pack with Recharger. If you’re over your limit, you’ll need extra energy and stamina to get the job done.
Punch List for Using the Tape Measure
1. Inhale deeply before responding to any request and pull out your Tape Measure.
2. Measure out a comfortable limit for you.
3. Review any should, ought, can’t, must, always, and never rules, and, if possible, their source. Are they real or self-imposed?
4. Set the limit and see if it will hold.
5. Identify who is pushing to move it—you or them.
6. If it’s you, measure again and enforce your limits.
7. If it’s them, restate the measurement.
8. Use scripts if necessary.
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The Power Saw
CUTTING AWAY THE RELATIONSHIPS THAT HOLD YOU BACK
Whenever my friends and I share stories about crazy family situations or relationships, we kiddingly remind ourselves that you can choose your friends but not your family. We make conscious decisions when we embark on relationships with friends, lovers, and employers. Occasionally, we find ourselves maintaining relationships that have outlived their usefulness or ability to bring us pleasure.
We also can find ourselves in situations that no longer make us happy or fulfill us, such as the job that has become so routine that we could perform it in our sleep, or the volunteer work that is more annoying than rewarding.
Relationships deteriorate for different reasons. Some choices were poor ones right from the start. You agreed to something because you felt sorry for the person asking the favor. The trouble was right out there in plain sight, and you walked right into that mess with your eyes open. You thought things would get better or that they wouldn’t get any worse, and you were wrong. Ouch!
Some relationships were good choices when you made them, but things eroded as time went on. The exuberant boss promised advancement, which never came. The friend assured you she would reciprocate carpooling favors but never did. In these cases, you probably saw that things weren’t working out but took no action to remedy the situation.
What you need is your Power Saw, the tool that allows you to cut away the relationships and situations that are holding you back. Don’t confuse the careful, methodical pruning of dead wood with impulsively hacking away at a well-built structure. I’m not recommending a chain-saw massacre with bits of bone and blood flying in all directions. But many women’s aversion to using this Power Tool more often would make you think I was!
It can be really hard to admit that letting go and moving on is really okay, let alone essential. How can you gain competence with your Power Saw? Don’t let it simply fall to the bottom of your toolbox. Pull it out, switch it on, and cut out what’s unnecessary in your life.
YOUR POWER SAW
You may think that you don’t own a Power Saw, but it is within you. It’s there if you ever:
• Stopped going to a dentist that never took you on time.
• Terminated a relationship with a doctor who treated you like an idiot or a misbehaving child.
• Left a hairdresser who never listened to what you wanted.
• Ceased using a service that didn’t respond to your satisfaction when things went wrong.
• Broken up with someone rather than giving him or her yet another “chance to explain.”
• Found yourself relieved when he or she stopped calling.
• Started smiling when you realized that the weight of a negative personality wasn’t pressing on your psyche.
In other words, if you have ever recognized that a relationship or situation isn’t working, determined that it can’t be fixed, and ended things, then you possess a Power Saw with teeth!

THE RIGHT CUT
Leslie overuses her Power Saw. She grabs for it in desperation. When she left her position as corporate vice president of a major financial firm right after its merger, she plowed into a partnership with a colleague. Looking back, she admits that she didn’t really analyze what she was getting into. When things became untenable, she did the easiest and fastest thing: she ditched the new partner and business. After her “cut and run,” she went to the next best thing, or what seemed like it. Within six months she had her Power Saw out again. A dangerous pattern is emerging. When Leslie gets to the end of her rope and can’t come up with a solution, she feels desperate and cuts, leaving everyone in her dust, including herself.
Before you grab your Power Saw and rev up its engine, there is work that must be done. The carpenter’s rule of thumb is to “measure twice and cut once”; you should apply it when using your Power Saw. Many women skip the measuring and hack away. Others measure repeatedly, going well past the suggested two times and into double digits. The key here is to double-check before cutting, but then to proceed boldly.

FINITE EVALUATION
When you calculate what you should cut away with your Power Saw, you are gathering information:
What or who is making you unhappy in a relationship or situation and holding you back from moving forward?
What are you being held back from?
Can you identify the cause?
How long has this been going on?
What do you want to have happen?
Is that likely to happen?
How would it happen? How long would it take to happen?
What if it doesn’t happen?
Donna is an executive who’s locked into a holding pattern at work. Over lunch, she told me that she feels like the person on the train who can see that the bridge is out up ahead but still can’t get up and jump off. When she joined the company fifteen years ago, she was committed to the mission of the firm. Within the last year, the new executive director has created a new mission for the firm, and Donna doesn’t agree with the new direction. Donna has established a great reputation and is well known and highly regarded professionally. She had always felt that her organization was one of the best in the region, and leaving had never entered her mind.
“I love the work that we do,” she says. “But the current direction of the company is focused on how much we’re billing, not who we’re helping. I like where we’ve been but not where we’re going. I will have to change my priorities and change my loyalty or leave. I’m hanging on to the company that was, because I was comfortable with that and it fit so well for me. Now I’m going to have to make some hard decisions.”
Donna sighs. “I’m not the one deciding the focus for the company. I’ve gotten that message, loud and clear. My boss has asked me to track my time in fifteen-minute increments, and I haven’t done it yet. I know I will have to determine some boundaries and figure out how far I can bend before I really break. I don’t really know what I will do when my limits are pushed too far beyond where I have set them.”
She manages a sad smile. “And like most people, I keep extending my limits. I tell myself, Oh, it isn’t that bad. Maybe I’m wrong and the new goals are a great idea and I’ll be just as good at the new way of doing business as I was when we cared about service more than billable hours. Seems like I’m waiting for the big fight. I see the clues, but I don’t want to pick up on them and ask the hard questions. They aren’t met with delight anyway. Resistance to the new direction isn’t responded to well in my company and questioning management will hurt me. Besides, my questions probably won’t move us to any genuine problem solving. So the writing is on the wall. I guess I’ll just wait until I’m asked to do something that really makes me miserable.”
Donna seems really miserable right now. She isn’t moving forward in her job. The first thing to do is gather some information about what’s going on:
• What or who is making Donna unhappy and holding her back from moving forward? The change in company objectives and the difference between Donna’s professional goals and the firm’s direction.
• What is she being held back from? Feeling aligned and happy with the strategic change of course in the company.
• Can she identify the cause? Although Donna felt closely aligned with the mission of her company in the past, the director has changed it.
• How long has this been going on? Almost a year.
• What does Donna want to have happen? To have alignment, which existed in the past, between her and her firm.
• Is that likely to happen? No. The company won’t move backward and Donna has a basic conflict with the new goals of the company.
• How would it happen? How long would it take to happen? Given the answer to the previous question, these are all moot points.
What can Donna do? She has some choices. She could:
Try to find an employer who has the same philosophy that she does, and then leave her job
Stay and remain miserable
Stay and adopt the company’s new way of thinking
Leave and go to another company where she is still out of sync but has no history as an unhappy or intransigent employee
Stay and try to change the company’s direction
Donna may have many reasons for not making a move:
• She may be waiting to see what will happen. Patience is a good thing. It allows you to gather data, observe trends, and see if anything will happen. If you have too little, you make indiscriminate cuts, hacking off vital pieces. If you have too much, you put yourself through ongoing discomfort. Donna needs to determine how much patience is sufficient. Translation: How long does it make sense to wait?
• She may be afraid other companies won’t be any different. It’s hard to step outside your unique perspective. The only way to know what’s going on inside other companies is to talk to the people who work there. (She may need to break out her Voltage Meter to get a reality check.)
• She might be afraid that people will think she made a poor choice. When Donna chose to work for this company, it was a good choice. Things change, and today it isn’t as good a match for her. Now, staying might look like the bad choice. Donna needs to forget about what others may think and just focus on herself.
• Perhaps she’s hoping things will get better. When you want something, you’re invested in getting it. What Donna would really like is for things at work to return to the way they were. Unfortunately, it ain’t gonna happen. As soon as Donna realized that, she knew the best thing for her to do was find a job somewhere else and leave.
Let’s return to Power Saw–happy Leslie, whose MO is cut and run. What could she do differently? Leslie could have done some calculations first. An assessment might have slowed her down a bit at first, but it would have prevented a lot of grief later on.
• What or who is making Leslie unhappy and holding her back from moving forward? The first unhappy situation resulted from the merger. Leslie knew she wanted to go, but she wasn’t really clear about what she wanted to go to. The second situation was the disastrous partnership that she jumped into.
• What is she being held back from? Feeling secure professionally and aligned with the company.
• Can she identify the cause? Leslie felt the merger was the beginning of the end.
• How long has this been going on? The merger happened quickly and Leslie left within three months after the final papers were signed.
• What does Leslie want to have happen? Leslie wants to feel excited and challenged in her career with a boss who appreciates her work.
• Is that likely to happen? No. The old company no longer exists.
• How would it happen? How long would it take to happen? Given the answer to the previous question, these are all moot points.
What could Leslie have done? She had some choices. She could have:
Explored new areas of professional potential in the newly merged company
Put more time and thought into whether she really wanted to go into business for herself and used the services of a career counselor or spoken to people who were currently doing the sort of work she was thinking of doing.
Worked with her prospective partner on a trial basis before making a formal commitment
Written up a formal business plan with her prospective partner, outlining very clearly potential areas of conflict, such as distributions of profits, lines of authority and responsibility, and what to do in the event of dissolution
Hired an attorney to draft a formal partnership contract
Worked with a small business development center at a local university that would have provided her with guidance and strategies for creating a partnership
Leslie didn’t do any of these things. Her anxiety moved her to sever relationships prematurely, creating stress and starting a pattern of professional blunders that were expensive lessons to learn.
I’ve come across more women like Donna than like Leslie, but both of them need to pull out the Power Saw when they know they need to use it—not in hasty desperation and not when they agonizingly get to the end of their rope.

SAFETY FIRST
What stops the Power Saw from being turned on with planning and purpose? The reasons are varied and the excuses creative. Gathering data and measuring twice can insure that when we cut, we cut well. Many of us delay in the name of safety.
NICE IS SAFE. We don’t want to be thought of as judgmental. Cutting off a relationship sounds harsh, and nice is so much—well—nicer! Making a judgment about the worthiness of a relationship, continuing employment, or firing the cleaning lady doesn’t make us seem all that likable.
OPTIMISM IS SAFE. We want to see possibilities for things to work out. Doesn’t everyone deserve a second or even third chance? So instead of cutting and going, we wait to see if the situation will remedy itself. And we wait. Hey, if we wait long enough, maybe we’ll end up with more information that will help us make the right decision. So we put off deciding and wait a bit longer.
GOING SLOWLY IS SAFE. We don’t want to rush, so we move slowly, dragging our feet and putting off action. Putting off making a decision is actually a decision: the decision not to decide. Nothing happens to move us forward. Going slow is a passive choice, one that holds us back.
REFERENDUMS ARE SAFE. We talk to others repeatedly, asking for their advice, hoping for clear consensus, a delaying technique that takes up time and allows us to excuse our inability to get free and move forward. (Don’t confuse this with your Voltage Meter, the Power Tool used to obtain feedback and a reality check.) We may not pick up signs that others are getting tired of hearing our stories about how bad things are. Even the best shoulder, the dearest friend, and the most compassionate listener will get tired of the same tale of woe if it’s repeated often enough.
Stalling in the name of safety doesn’t promote protection. Power Tools either work or don’t work—they don’t “kind of” work. It’s true that your Power Saw is direct, not subtle. It will do what your hands and mind direct it to do. It doesn’t have a mind of its own. What you may be putting off is revealing to others what you are thinking. Once you saw away, your intentions are no longer a secret. You feel exposed.
Donna called me several weeks after our talk. The sudden death of a dear friend had created a chaotic week. She had rearranged her appointments and meetings to attend the out-of-town funeral and had returned to the predictable office chaos. Still dealing with the pain of her sudden and profound loss, she was in her office well after quitting time, trying to regain some focus and momentum. Her boss had walked in to catch her before she left for the day.
“It had been a hectic day. I hadn’t been able to catch up with my boss earlier, so I thought she was just stopping in to see how I was doing.”
“And . . .?” I asked.
“She didn’t ask me about how I was doing, about the funeral, or even about the turmoil caused by all the rescheduling. She told me that she wanted to bring in her sister-in-law, who is into Feng Shui, to review how we had things arranged. My boss thinks that I should move my desk to the other side of the room and move my chairs around to face the window, to change the energy in the room.” She paused. “Are you laughing?”
I couldn’t help smiling. “Well—smiling,” I admitted.
“How big a sign do I need?” she asked me, as we both began to laugh.
“Morale is at an all-time low. We are losing business. She just got rid of an office assistant who was five months away from retirement without telling me about it. I’m wondering if I should leave, and she wants me to rearrange my office furniture.”
I couldn’t resist the obvious. “It’s a bit like rearranging deck chairs on the Titanic!”
Donna’s laugh was one of recognition and affirmation. “Well, I’m not going down with the ship. I’m going to write the letter of resignation I’ve been mentally writing all month.”

CALCULATE RISK
Do you find yourself thinking about the worst that can, might, will happen if you end a situation or relationship? This tendency to focus on potential negative aspects and consequences must be built into the human system. And if you spend a lot of time worrying about lousy things that could happen, it makes sense that you would want to avoid them for as long as possible.
What-ifs are worth thinking about, but every blade has two sides. As long as you’re assessing the negative, take an equal turn at doing the same for the positive side of things.
Julia and Lily had been friends for a while. Through career catastrophes and triumphs, personal celebrations and heartbreaks, their relationship had provided each with support and humor. Julia began to notice that something had changed. Lily seemed more self-absorbed than usual. She stopped returning Julia’s phone calls. She made offers to get together but never made specific plans. Julia shrugged it off as just a passing mood.
One day, Julia had spotted Lily walking her dog in the park. Lily acted standoffish, making only fleeting eye contact and mumbling what could be inferred as a greeting as she hurried by. Julia called her a few days later and asked what was going on. Lily told her that she had simply been in a hurry to get home. Julia suggested they get together soon, and Lily agreed that she would call to set a date.
Weeks later, Julia was still waiting for Lily’s call, so she called me instead.
“What should I do?”
“What do you want to do?”
“I want her to call.”
“Do you think she will?”
“No, I don’t. Something has changed between us. At first I thought it was just a passing mood, but now I don’t think that it’s passing. I think it’s parked! She’s made it pretty clear that she really isn’t interested in our friendship anymore.”
Julia thought for a moment and continued, “But maybe if we could talk . . .”
“It sounds like you’ve suggested getting together, but she isn’t interested.”
“So you’re wondering why I don’t just take the hint and move on?”
“Why aren’t you?” I asked.
“Because we were good friends,” Julia explained.
“Yes, you were. But it doesn’t sound like you’ve been for a while, or are now,” I pointed out.
“I guess I just want her to admit that to me now,” Julia offered.
“Gee—do you think she would? Do you think that would change things between you?”
Julia’s laughter rose through the phone line. “No, she would pass it off, like she’s passed off all of her other behaviors. She would suggest getting together later, and then—”
“Not call!” we said in unison.
“Could be Power Saw time, huh?” Julia admitted.
“What’s the risk you take?” I asked. I could almost hear Julia choosing the blade for the job, as she considered the possibilities. We walked through the calculations:
• What or who is making Julia unhappy and holding her back from moving forward? The change in Lily’s behavior.
• What is she being held back from? Feeling the intimacy and closeness of a friendship she valued.
• Can she identify the cause? Lily’s behaviors are standoffish and they don’t get together as they once did.
• How long has this been going on? A few months.
• What does Julia want to have happen? Either to have Lily renew the close relationship they had or to have Lily admit that she no longer feels the same way about the friendship.
• Is that likely to happen? No. Lily has been vague about making actual plans and doesn’t return calls, even though she acts as if she will do both of those things.
• How would it happen? How long would it take to happen? What if it doesn’t happen? If it did happen, it would simply take a call from Lily and plans to be made for Julia to feel reconnected. However, given the answer to the previous question, it isn’t likely.
What can Julia do? She has some choices. She could:
Hold out hope
Ask Lily why she says she wants to get together but won’t return calls or make plans
Give up and move on
Give Lily a piece of her mind
“If I don’t hack this relationship out of my life,” Julia said, “I’ll keep hoping for things to get better between us, probably continue to get brushed off, and allow myself to be hurt and annoyed. If I cut, I move forward. I can stop spending time thinking, worrying, and wishing about what feels like a one-sided relationship. If I’m wrong about cutting . . .” Julia paused. “So you think I should cut, right?”
I couldn’t help but smile. “I think you should do what is best for you. And I want to emphasize the do part here.”

FOCUS FOR PRECISE CUTS
Now Julia needs to keep her motivation humming and act—or, in her case, not act. She should not call Lily, offer to make plans to get together when she sees Lily, or be anything more than cordial. She may feel the tug of desire for the old relationship, but without any concrete evidence and actual behavior change on Lily’s part, the Power Saw makes good sense.
Sometimes using your Power Saw will require more than receding from the picture. It can mean communicating clearly and directly. Measuring twice insures that you have accurately determined where, what, or who to cut away. Calculating your risk helps you see the positive and negative aspects of your decision. Keep your eyes on the blade so that when you’re sawing away, the cuts you make are clean.
When you’ve decided not to invest any more time in a relationship, don’t encourage things. That means don’t suggest that they should call you, or that you should get together “sometime,” or that something suggested would be interesting. Be coolly cordial and keep conversation brief.
And you can always add, “but thanks.”
When you’ve decided to exit a situation, determine the most efficient way to depart. It doesn’t require a lengthy explanation or defense. It may feel counterintuitive to refrain from offering information, but your explanations may end up only as an invitation to a discussion. You wouldn’t measure with one hand while you were holding a buzzing power saw in the other, would you? Be coolly cordial and concise. Practice saying such phrases as:
“I’m handing in my notice and leaving in two weeks.”
“I no longer require your services.”
“Please cancel the order. It’s no longer necessary.”
“The decision is final.”
And you can always add, “but thanks.”
Once you’ve made a careful calculation, determined how best to cut, and sawed off the extraneous piece, don’t look back. You might feel a twinge of regret, but it’s too late for remorse. Cuts are final, and that’s okay.
There’s one more thing that you should be aware of. If the person or situation reappears in your life, your response will be different because you will have moved forward. Once something has been cut away with your Power Saw, it doesn’t go back in exactly the same way.

FIRING POWER
Few actions evoke as much fear and anxiety as firing someone, and I’m not talking about what the person who is being let go feels. I’m talking about what you—the person who has to do the letting go—experiences. It could be the inept employee at your office, the cleaning woman who scares the dirt into a corner with a little water, or the guitar instructor who uses your lesson time to perform. Even with mountains of evidence that the firing is deserved, lowering the boom isn’t an aspect of being an adult that most people enjoy. You may be worried about the other person’s emotional reactions, potential litigation in a sue-happy society, stepping on the toes of the popular or well-connected, or making a mistake in judgment—all allow you to defer taking action.
Candy had her Power Saw in her hand and had even sharpened the blade, but seemed unable to switch it on and use it. She was pretty sure that Dale and Amy, two of her employees, were involved with each other romantically. While that in itself was none of her business, the impact it was having on the other members of the department and their work was. Candy was often unable to reach either of them over excessively long lunches. They often scheduled outside meetings together, when one person’s attending would have been sufficient. Dale’s work was mediocre at best, and Amy’s was below standard. Candy had a thick folder filled with well-documented offenses.
Candy told me that this had been going on for several months, but she had done nothing. When I asked her why, she sheepishly confessed that she had hoped it would just go away. She really didn’t want to deal with it. She was worried that people would think she was victimizing the couple. Dale, who was married, had worked for the company a long time, and she hated to be the one to end his career with the firm. Amy had shown great promise when she was first hired but now seemed stalled and distracted.
When I asked Candy what she wanted to do, she didn’t miss a beat.
“I want them gone. They’re not doing much work and aren’t behaving professionally. This whole thing is a constant drain on my attention. If I could bottle the amount of energy that people spend gossiping and speculating about these two, I’d be a millionaire.”
“Do you think that will happen if you leave things as they are?”
“I can’t just tell them that I want them gone, can I?” she asked skeptically.
“I think what you can do is meet with them individually. Tell them what you’ve observed. Explain the impact of their behavior. You don’t need to talk about what everyone suspects. They might deny it, and it isn’t really what you’re most concerned about. Show them the documentation. Explain to them your standards of behavior and the gap that exists between them and their behavior over the last several months.”
“Do I have to give them thirty days to clean up their act?”
“I think you need to check with your human resources department or internal legal counsel on company policy and practices. You have to give them at least one warning, and your company may require two. But no matter how much time you have to allow, be clear with them that they either need to change their behavior or consider an exit strategy. And it sounds like, under the current situation, you do, too. You don’t want them around. They’re bad for department morale and productivity, and their work isn’t that great. It may be that you’ll have to fire them eventually. Sounds like you’re hoping that they’ll end the affair. Even if they do end it, imagine the impact that will have on everyone.”
Candy rolled her eyes and then sighed, conceding my point.
Several months later, Candy caught me in her company lobby and asked me into her office. As she closed the door, she smiled broadly.
“I did it. I finally turned on my Power Saw and cut. And now they’re gone! You have no idea how great it feels.”
“That’s terrific,” I said. “You sure look like a weight has been lifted. Was it as bad as you thought it would be?”
“No. In fact, all my worry and procrastination now seem like a silly waste of time. What was I afraid of? Once I made up my mind that they had to go, I looked for every reason in the world to put off doing something about it. And when I finally had my meetings with them, Dale and Amy didn’t seem all that surprised. They ended up finding other positions that were probably a better fit for their skills. The rest of my department seems pretty happy about not having to deal with the gossip and the inability to locate their coworkers. Best of all, I’ve redistributed the work and hired a very talented woman who shows tremendous promise.”
“I love happy endings,” I told her.
“Me too. I can’t believe that it took me so long to write this one!”
Punch List for Using the Power Saw
1. Identify what or who is holding you back.
2. Measure twice and gather data.
3. Don’t delay in the name of safety.
4. Calculate risks.
5. Proceed with focus and measured steps.
6. Be cool, cordial, and concise.
7. Don’t look back.
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The Power Drill
GETTING THE RIGHT INFORMATION
Nothing beats your Power Drill when you want to obtain information directly and get to a deeper level of understanding, or when you need to insure that you have all the information you need to move forward.
From the moment we first notice the fingers on our hands, we possess a natural wonder about the world around us. We ask our parents “Why?” and wait for their all-knowing answers about all of the remarkable things in our world: “Why is the sky blue?” “Why are my tears salty?” “Why do I have to eat that?” “Why do I have to take a nap?” As our questions become more complicated, we are able to obtain more information: “Where do babies come from?” “Why do you have to go to work?” “Why do you make a face when you see Mrs. Jones?” “Where do you go when you die?”
We are bottomless vessels, eager to absorb information both trivial and critical. The more interested we are in a person or a topic, the more we want to know. We begin to gravitate to the areas and the people that interest us most. Yet somewhere along the way, we get to a point where we think we have enough information, and we stop asking questions. There are many reasons for this.
Questions slow us down. After we ask the question, we have to wait for the answer. The information we get might tell us we have to ask even more questions. That would take up even more precious time. So we develop our views more quickly. We form opinions on people and situations often in the first five minutes. If we bother to gather any more information after that, it is usually just to affirm our view of things. Sometimes we ask leading questions that can be answered yes or no. They don’t provide us with more information than we think we need.
We develop a case of evolving arrogance. We jump to the wrong conclusion, for the right reason. We think we know what’s wrong, what others need, how to fix what needs fixing. We aren’t always interested in what others are saying. We are simply waiting for the pause so we can talk. We form opinions while gathering information, seemingly unwilling to suspend judgment until all the information is in.
We fear that asking too many questions will make us appear uninformed. Although we can’t possibly know everything we need to know, we hate to be the one who raises our hand in class, even when everyone is wondering about the same thing. We don’t want to be the one who isn’t “in the know,” the one who reveals that she might be stupid.
We worry about being intrusive or nosy. Being too curious might be construed as not respecting someone’s privacy. We fear it’s impolite to ask for information, even if it might be essential: When will this be over? How much does it cost? How long will it take? When will you make a decision?
Women often try to find a roundabout way to obtain information without stepping on any toes. Not surprisingly, this strategy leads us in circles. You need your Power Drill to bore holes directly into any material, allowing you to pose precise questions and create the opening you need. The different-size drill bits you use are the variety of questions you can ask to learn what you need to know. This tool even has a reverse mode, allowing you to change directions if your drilling leads to problems. This Power Tool was yours as a child, when your quest for information outpaced your concern about appearances. You don’t have to trade propriety for the pursuit of data. The Power Drill provides you with the skill to obtain both.
If you have ever:
• Asked questions
• Requested information
• Posed a possibility
• Inquired about options
• Requested additional data
• Waited for more to be revealed then you possess the Power Drill already.
INTERVIEWING IS A TWO-WAY STREET
Linda sat in an outer-office waiting room flipping through magazines and glancing at her watch. The last interview for a coveted position would be starting momentarily. She had worked hard in previous meetings to highlight her professional achievements. This was her final interview and the last opportunity to make her pitch. A job candidate would be chosen by the end of the week.
As she was ushered into the vice president’s office, she smiled, shook her hand firmly, and sat down. The questions came at a fast and furious pace. Linda hoped she was sounding confident and competent in her answers as she responded with the mental agility required. When the interview was over, she didn’t exhale fully until she was out in the parking lot and unlocking her car door.
Linda got what she wanted: she was offered the job. A month into the job, she was annoyed at the eagerness that had blinded her to some of the less appealing aspects of her new position.
Linda had been told that she would need to travel about a quarter of the time. True, but she was out of town eight days in a row every month. She had assumed the travel would be broken up into one or two days a week.
Her assignments took her to out-of-the-way villages and towns with a single motel and a nearby coffee shop. The company plant was the only industry around for miles. She had expected a more glamorous urban ambience with hotels, interesting sights, shopping, and fine cuisine.
She learned that her boss would also be new. Linda had assumed she would be working with a person who would provide guidance and direction. Instead, her boss, who was new to the firm, new to the area, and new to the field, was looking for support himself.
She was advised that a corporate reorganization had taken place prior to her joining the firm. Linda understood that to mean that things in the office would be fresh and exciting. She discovered that no one understood the new reporting relationships and that many colleagues were angry and disheartened by the changes.
Linda was eager to do cutting-edge work and was attracted by the prospect of working with a new product line. She discovered that many of the systems and publications hadn’t been created to support the new line. No one had any idea when it would be produced.
Linda fumed through her first few months at the new job, wondering why no one had told her about these problems. She was angry with all of the surprises that seemed to be common knowledge to everyone but her. Above all, she couldn’t escape the nagging feeling that she should have asked a few more questions at the interviews.

WHEN BORING ISN’T BORING
A Power Drill can bore a hole in just about any material depending on the drill bit or attachment and the speed used. You can learn information, reveal someone’s feelings, or get a person’s opinions in just about any situation depending on the type of question and the skill with which it’s asked:
• A question that asks for clarification tries to weed out incorrect interpretations or false assumptions. Linda could have asked the interviewer, “Could you explain what you mean by a ‘corporate reorganization’?”
• An expression of encouragement to continue asks for more information without biasing the response. Linda should have asked the vice president, “Can you tell me more?” when she mentioned developing support for the new product line.
• A nonverbal question signals your ongoing interest without breaking the momentum of the other person. Posing a question with your eyes or looking expectantly at someone and remaining silent is an invitation for the speaker to continue. Linda might have learned more about the company by nodding and waiting. It’s hard to listen when you’re talking.
• Asking someone to expand on some points prods him or her to provide more in-depth information. Linda might have learned more by asking, “You mentioned a new product in the pipeline. Can you tell me more about it and the timetable for rolling it out?”
• Repeating a question you have already asked is a way to gently insist on a response and avoid being deflected. After Linda asked about travel requirements and was told that travel would be only about a quarter of the job, she should have asked, “I see, but how is that travel distributed over a three-month period?”
• Reflecting an inconsistency allows you to get someone to see how what he or she has just said is inconsistent with a previous statement. Linda could have done that by asking, “I’m sorry, I’m getting confused. I thought you said that I’d be traveling to major cities. What gave me that impression?” Reflecting often begins with phrases like “Are you saying . . .” or “Let me see if I’ve got this right . . .”
• Confirming feelings allows you to see if you’ve taken the speaker’s emotional temperature accurately. If Linda had asked one of her new colleagues, “Do you feel your support and willingness to put in long hours due to reorganization isn’t appreciated?” she could have picked up earlier on the job dissatisfaction among the employees following the reorganization.
• A summarizing question allows you to check whether you’ve read between the lines correctly. Linda could have asked the vice president, “So basically, you feel it isn’t a problem if my boss is new to the company because there are other people I can turn to for guidance and information, right?”
Let’s face it. It’s hard to ask questions when we’re pretty sure we’re not going to like the answers. Ignorance can be bliss. But only in the short run.
As Linda drove the four hundred miles to visit her parents in the town where she had grown up, she reflected on the role she had played in creating the mess now referred to as her job. Her father was a resident in a nursing home and nearing the end of his life. Linda was meeting her brothers, sister, and mother for a consultation with the doctor and the staff. Once everyone got settled in the conference room, her father’s case was reviewed. Her mother sat with her hands clasped together in front of her mouth, silent, pained, and eager to get to the end of the meeting. Her brothers’ eyes were glassy with tears and her sister seemed almost catatonic as their father’s history was assessed and the future painted with a broad brush of generalities.
The doctor took his cues from the family’s looks of anguish and, seeking to end their discomfort, asked cursorily if there were any questions. Linda made the connection in one frightening moment. Watching another opportunity to help herself rushing by, she found herself surprising everyone by announcing, “I’d like to ask a few questions.”
The family seemed startled that she had spoken up. She began slowly, “Is our father’s case unusual in any way?”
The more information she heard, the more questions she forced herself to ask:
“Although I know you can’t predict with 100 percent certainty, what do you expect to happen next?”
“Given his history, how long do you expect him to be responsive?”
“Can you estimate how much longer he may have to live?”
“Barring unforeseen circumstances, how might he die?”
“If there is pain, how will you know and what will you do?”
“How can we learn more about hospice care?”
The questions were difficult to ask and the answers were agonizing to hear. Her mother hid her eyes completely, her brothers barely drew breaths, and her sister’s tears ran freely down her cheeks. Even the floor nurse and social worker grew teary. The family thanked the medical staff for their candor and compassion and exchanged hugs as they left the room.
Linda reached out her hands to the family she had grown up with and found her voice. “I guess we could have left here without asking those questions, but I think it’s good to have this information. Now we have some idea of what may happen, how, and possibly when. I don’t want us to have too many more surprises.”
Everyone nodded in heartbreaking agreement and they embraced each other tightly before exhaling deeply, cracking a few bad jokes, and going down the hall for a visit.
Using her Power Drill and drilling for information was something Linda had forgotten to do in her desire for the appealing goal of securing her job. It had cost her in unwelcome surprises and stress at work. With that awareness so fresh in her mind, Linda couldn’t miss the signs of repeating the same mistake when she felt herself eager to get to the end of the meeting at the nursing home.

ACCESSORIZE
How you frame your question is as important as what you’re asking. You can ask a question that sets someone’s teeth on edge or one that invites a response:
“Why didn’t you apply for the manager’s position?”
“I did! I wasn’t even considered for it.”
Try framing your question this way:
“I’m amazed that someone as accomplished as you got that sort of response. Did it change your feelings about working here?”
“That must have been unsettling for you. Would you prefer not to talk about this right now?”
Instead of asking a question that prompts nonspecific and useless information, change the drill bit to a smaller one with more precision:
“What is the new director like?”
“What are all directors like!”
Try framing your question this way:
“What happened in your meeting with the new director?
“Were you surprised with anything that she discussed?”
“Is this director the same as others that you’ve worked with?”
Ready for a pleasant give-and-take only to be met with a wall of resistance? Change your drill bit:
“Can we talk about vacation plans?”
“Who knows! I may not have any money to plan a vacation with.”
Try framing your question this way:
“Would you prefer a different time to get together?”
“Is there something bothering you that I can help with?”
“Are you upset with me?”
“Would you rather throw something before we start working?”
Bonnie learned about the variety of drill bits available for use with her Power Drill when dealing with Lydia. Bonnie and Lydia live on the same street. Every year the neighborhood coordinates a community project. One year, Lydia headed up a neighborhood winter coat drive, and the coats were donated to a school with students in need. Lydia’s dominating personality and frequent requests for assistance created a challenge for Bonnie.
“I always felt happy to help out, and I thought that the winter coat drive was a great idea,” Bonnie remembers. “Lydia would call to make arrangements. I was so happy to support the cause and be involved that I never had a plan about how much I really wanted to do. Lydia always would set it up and I would end up feeling resentful. She always chose times that conflicted with other commitments I had. Or she would arrange for us to go together, when I really preferred to be independent. It wasn’t a democracy where we both got to vote. It was a monarchy and she was the queen!
“I didn’t want to sound aggressive and say, ‘No! Why does it always have to be the way and the time that you want?’ Good question, but wrong drill bit. A better drill bit was to be ready with a counter suggestion like ‘How about doing this instead?’
“Sometimes I would make headway and sometimes I wouldn’t,” Bonnie admitted. “But using different drill bits gave me an opportunity to avoid getting stuck in situations that I would later resent. The right drill bit really means to ask the right questions. I wasn’t ready with any questions with Lydia. I was just giving up control and letting her move me around.”

JOT IT DOWN
Whenever possible, prepare. Linda could have written down her questions because she knew that the meeting at the nursing home was planned. So was her job interview. In fact, many of our interactions aren’t really all that fly-by-night.
Sometimes people don’t want to respond to your questions. Or they may get annoyed because you’re asking for information they don’t want to share. They might not feel like responding because they think you already know the answer and it’s some sort of trick question designed to catch them or create embarrassment. If you think that their negative reaction is going to stop you, then create a Possibility Review. And be prepared to use your Power Drill according to the expected scenario.
The Possibility Review is a simple assessment of the types of resistance you might expect:
They think the question is too personal.
They think I should already know this material.
They don’t have the time to respond.
They don’t like me.
They think it’s none of my business.
Then think about other times you found a way to ask questions and get needed information despite that resistance.
• They think the question is too personal. Are you asking to be nosy? What is the reason you’re inquiring about this? Can you tell them? Providing an explanation for your question might prepare for easier entry: “I don’t usually ask such a personal question, but I’m really concerned about this.”
• They think I should already know this material. If you don’t know something you should, it’s better to acknowledge that. Aren’t you tired of faking it anyway? When they ask, “Don’t you already know this?” come back with, “I know I should have picked this information up along the way, but I never had the opportunity to, before now.”
• They don’t have the time to respond. Then think of another time in the very near future when they can respond. If that isn’t possible, ask for a referral to another person who might have the time. Ask, “When might be a better time for us to talk about this further? Is there someone else who might be able to help me with this?”
• They don’t like me. What is it about you that they don’t like? Does it mean they’ll withhold information from you forever? You need to know this! Test out your assumption by asking, “Is there a specific reason that you don’t want to share this information with me?” They may not be candid with you, but your goal is to discover why they won’t respond to your questions, and sometimes the only way to know is to ask questions about that!
• They think it’s none of my business. Why are you asking? Who decided that you didn’t need to know the information you’re asking for? Ask, “Why is it none of my business?” and try to learn why you aren’t being told the information.
Harriet needed to ask Sonya questions about their deteriorating relationship. They were working on several projects together and things seemed to be getting more and more strained with each passing week. Conversation was clipped, they treated each other with mutual coldness and often had hardened expressions on their faces when talking to each other. Harriet felt stuck.
While working together on a conference, Harriet asked me if I had observed the tension between her and Sonya. I confessed that, because we were all so focused on creating a great outcome in such a short time frame, I hadn’t noticed much more than what we were accomplishing. I hadn’t really been paying attention to how well the interactive process was going.
“Exactly,” Harriet agreed. “We are all focused on getting the work done. But I can feel a tension between Sonya and me and I think it’s getting worse. Although I really want to talk with her about it, there’s no time.”
“Huh? You work together but there’s no time to talk about working together?” I asked.
Harriet smiled hesitantly. “Well, the opportunity doesn’t seem to present itself.”
“Are you waiting for a time when you and Sonya can talk privately about this?”
“I think that would be best,” Harriet replied.
“How often does that happen?” I asked.
“It doesn’t!” was the pained response.
“Look, Harriet,” I said softly, “write down the questions you want to ask Sonya. Be ready to initiate a discussion. Ask her to stay after the next task force meeting for a few minutes. Or suggest you grab a quick cup of coffee afterward. You have to create the opportunity. If you wait for it to happen magically, you could be waiting for the tooth fairy!”
Harriet countered quickly, “But what if she says she doesn’t want to?”
“Be ready for that response. You know you want to talk with her. You think she may not be eager to do that. Ask her why she would prefer not to talk with you. If she is resistant to working things through, ask what caused this change.”
“And if she still refuses?”
“Start with a small question. Ask Sonya if she would be willing to listen if she isn’t interested in talking. Ask her if she’s aware of a change between you.”
“And if she tells me she doesn’t know what I’m talking about?”
“File it away for now,” I said. “Sometimes questions aren’t answered with spoken information. They’re responded to with feelings or, as time passes, the real reply becomes evident. If Sonya says that there’s nothing wrong or refuses to give you information, go along until you have observable information that contradicts that. Then you can present it to her for clarification. You may even decide it isn’t worth pursuing.”

WHEN YOU’RE AFRAID TO BREAK THE FLOW
Francine wants to use her Power Drill but confessed that she has a tough time operating it.
“I feel uncomfortable interrupting and asking questions, especially at meetings. It doesn’t matter whether it’s a meeting at work or with my child’s teacher. Maybe I’m just too polite. But by the time I’ve figured out what I want to say and the right way to say it, the opportunity has passed.”
Here are some alternatives to breaking into a conversation:
THINGS TO SAY BEFORE THE MEETING
“I’d like to make sure we save some time at the end for questions.”
“If I have questions after the meeting, who can I check with?”
“Should I save up any questions for the end of the meeting, or can I ask them as we go along?”
THINGS TO DO BEFORE THE MEETING
Write down questions you want to ask
Bring examples you may want to refer to
Breathe deeply
Practice the phrasing of difficult questions
THINGS TO SAY BETWEEN TOPICS
“Before we go on to another topic, I have a question.”
“I’d like some clarification before we move on.”
“Hang on a second. Let me ask you something . . .”
THINGS TO DO BETWEEN TOPICS
Write down key phrases
Repeat questions that aren’t answered
Make eye contact and breathe
Rephrase questions
THINGS TO SAY AT THE END OF THE MEETING
“Before we end the meeting, I have some questions I need answered. It will only take a moment.”
“Please don’t rush off. I have one or two questions.”
THINGS TO DO AT THE END OF THE MEETING
Make sure your questions have been addressed
Make plans now for a follow-up meeting or conversation, if needed
Summarize any outcomes or actionable items that have been suggested or committed to
“What if they think I’m an idiot?” Francine wondered. “People often roll their eyes or sigh loudly when people ask too many questions.”
Possible strategies to address this issue include:
• Ask a key attendee if you can meet with him or her after the meeting to ask your questions.
• Call “Eye Rollers” and “Heavy Sighers” on their behavior by saying, “Whenever I ask questions, you roll your eyes. Why is that?”
• Appeal to the “Eye Rollers” and “Heavy Sighers”: “Please bear with me.”
• Forget about the “Eye Rollers” and “Heavy Sighers.” Worrying about them is a waste of precious energy.
• Ask the “Eye Rollers” and “Heavy Sighers” to meet with you after the meeting. Tell them that their obvious annoyance won’t stop you from getting the information you need, and you would really appreciate it if they would stop.

THE FIVE WHYS
Lisa’s formal training is as a scientist. As the global demand manager for a predominantly male, multinational, specialty chemical company, she tells me that her Power Drill is the most critical tool available in her toolbox, and the Five Whys attachment is her favorite drill bit.
“At first I thought Power Tools were about external power, but they’re really about using my internal power. My training as a scientist provided me with a great background in analysis and methodical thinking. But my work now involves fewer people working at a faster pace who are making quicker decisions.
“When I first learned some Power Drill skills, like rephrasing and checking things out, I thought it was really hokey! I felt that phrases like ‘Let me see if I understand you’ and ‘Are you saying . . .?’ sounded so phony that people would throw up. But I find that I use them all the time! Every time I feel that asking questions is annoying, uncomfortable, or too time-consuming, I’m reminded of the times I have used questions to remove the confusion, fear, or anger I felt, and how the answers have provided me with both factual and interpersonal power. And I’ve found that asking direct questions like ‘What do you want?’ get me answers!”
Lisa’s voice took on a conspiratorial tone. “There are some senior level people in my organization who really intimidate me. Sometimes they do that purposefully, with their tone or manner, but other times, it’s simply because they wield so much power in the company. I get nervous and don’t want to screw up or embarrass myself. Asking good questions erodes the intimidation factor. I want to come back with useful responses or solutions or suggestions, and getting to a deeper level of understanding will help me do that.
“It works with my employees, too. Using my Power Drill helps me figure out what they were thinking when they present me with a ‘surprise.’ When I get a problem or a mess handed back to me, or receive something I didn’t request, asking questions helps me maintain an objective viewpoint. I want to get to the root cause and work through to a successful conclusion. I need to figure out what they were thinking, because most of my employees want to do a good job.”
Why? Why? Why? Why? Why? A technique that can work very successfully involves the Five Whys. This is actually part of a Total Quality Management (TQM) process developed initially in Japan to improve organizational performance. One “why?” gets you some interesting information, but asking why at least five times gets you to a deeper level of understanding and potential problem-solving and can reveal the root cause of a problem. Asking why so often not only elicits information, but, by forcing you to probe more deeply into unsatisfying explanations, causes you to look at a problem a different way.
Lisa had a contentious relationship with her mother and she wanted something very different with her adult daughter, Paula. However, Paula had her own ideas about the relationship between mother and daughter.
“Paula and I hit roadblocks all the time,” Lisa told me. “She thinks she knows it all and that I think I know it all! I thought I wouldn’t make the same mistakes my mother made, but it’s hard not to do that. It’s amazing to hear my daughter accuse me of the same things I accused my mother of. I guess it’s not really about personality at all, but about age and roles. My kid still endows me with authority, and that really isn’t what I want now that she’s older.
“I was in the doghouse with my mother all my life and I hate to think that my daughter feels that way about me. I came to the sudden realization one day that even though I was very skillful at work about eroding the friction factor by asking good questions and getting to a deeper level of understanding, I wasn’t doing that with my own daughter.
“So the last time we were together I tried the Five Whys, so I could work at really grasping her issues and developing a better level of understanding. Paula wanted to leave a job she had worked hard to secure and go back to school for another degree. I was angry about this latest revelation, and thought she was running away from her problems. But I just asked the first why. Her answer was she wasn’t really happy in her position. I asked the second why. Her answer was she wasn’t learning anything new but simply repeatedly doing the one thing she did well. I asked the third why. Paula’s answer was she seemed to be the only one in the firm who knew how to do what she did. My fourth why was “Why are you the only one who knows how to do this?” It seems that there had never been a desire on anyone’s part for cross training, and Paula hadn’t been asked to write anything down and create a standard operating procedure for people to follow. I asked the fifth why. She said the people in the company hadn’t thought about creating SOPs or cross training because they were very reactive. They didn’t plan for tomorrow or next week, let alone next month.
“Paula had recently had a meeting with her manager, and he had complained bitterly that writing SOPs was a waste of people’s time. He informed her that writing out how staff did things or fixed things, just in case someone needed to know, took people away from their work and was an administrative burden.
“My questioning had exposed valuable information. I had learned that Paula was frustrated and angry with her manager. She wanted to solve a problem, and he didn’t want to talk about it. I used my Power Drill to ask some questions that would allow me to capture terms like ‘administrative burden.’ So I asked her, ‘What do you think he meant by the word burden? What is your sense of what people are doing exactly? Can you break it down by department?’ Without written procedures, everything had to come to a halt so they could find the one person able to fix the problem, and that created a cost. Through my questioning, Paula not only saw the beginning of how she might tackle the issues with her manager but also felt that she was heard and could see that I was trying to get a good assessment of the problem.”
Lisa shook her head and laughed. “All this time, I had used my Power Drill so skillfully at work. I’m not sure why I never thought about applying the same techniques at home. Those are the relationships that I truly treasure. I wanted a close relationship with my daughter, and I thought that desire alone would be enough. Now I realize that the same Power Drill that allows me to get valuable information and create a closer alignment at work needs to be in my hands when I walk through my front door at home.”
Punch List for Using the Power Drill
1. Be curious.
2. Gather courage.
3. Determine what you need to know.
4. Figure out what types of questions will work.
5. Accessorize and customize your Power Drill as needed.
6. Create a Possibility Review.
7. Write down information, questions, and answers.
8. Make time to break and ask your questions.
9. Get the data you need, using the Five Whys if you have to.
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The Soldering Iron
MAKING AND MAINTAINING CONNECTIONS
We form diverse relationships for a variety of reasons. A common interest, frequent contact, a shared purpose, or an attraction bring us together in the beginning. Like the foundation of a home, relationships get most of their strength from their beginnings. Building a forty-story building requires much different groundwork than erecting a two-story home. Architects design structures and provide civil engineers with blueprints and renderings of the finished building. But, as the architect who builds a relationship, you may not have any way of knowing how it will progress over time.
In addition to being unable to predict the future, you also have other demands on your time: job, family, community, and more. All of these demands distract you from being attentive and nurturing the connections that are important to you. You hope, and often assume, that the important relationships will hold through the test of time and tension. Sometimes you discover how fragile relationships are only after they have fractured or broken.
Solder is an alloy that joins metals together through the heat of the soldering iron. There are different methods of soldering: soft soldering for joining metal and electronic parts, hard soldering for working with silver, and brazing for joining steel or dissimilar metals. These represent the variety of ways you can strengthen a relationship over time.
WHAT TYPE OF SOLDER DO YOU NEED?
For some relationships, monthly contact conducted in person, by phone, or in the form of a note or card is enough solder to keep the bond strong. Some people require only weekly contact to create a history, share experiences, and allow for disclosure and confidences. Certain relationships, especially at the office, may require daily, or even hourly soldering. Our connection with certain people in our lives may be so strong that the annual holiday phone call or visit every few years is enough to reinforce the good foundation that has been built.
An association with someone else is not just about your needs, however. When two people are involved, both have a notion about what forges the bond that holds things together. You can think things are just ducky between you and someone else. Yet, when you ask for a favor, you find yourself being turned down flat, evaded until the last minute, or blown off with a hasty “Sorry, I just didn’t have the time.” Understanding the right type of solder to use and how often to use it requires an accurate assessment of your relationships. Homes, once built, require maintenance. Without constant upkeep, walls can crumble, paint will peel, and roofs are going to leak. Without attention, cars fall into disrepair, oil runs low, brake pads wear down, and tires lose their tread. Your home provides a haven and your car gets you around. The relationships in your life will equip you with both shelter and movement, but without sturdy bonds, they will break when you can least afford it.
Wondering about your dexterity with your Soldering Iron? If you have ever:
• Sent a card to let someone know that he or she was in your thoughts
• Made time for someone in the midst of a busy day, because it was important to him or her
• Called someone simply because you were thinking about him or her
• Listened intently to someone’s problem and responded empathically
• Made sure to remember a birthday, anniversary, job promotion, or goal attained
• Checked in with someone who was dealing with a chronic illness in the family on a routine basis to offer help
• Sent an article, book, or small item to someone because when you saw it, you felt it would benefit him or her then you have some evidence of your skill with your Soldering Iron.

BETTER THAN “BETTER THAN NOTHING”
Leda, Dulcie, Mary, and Jill all live in the same neighborhood, have a child in the same grade, enjoy each other’s company, work outside the home, and have chaotic lives filled with obligations. If their sons are on the same athletic team, they can catch each other at the game. It’s better than nothing but insufficient. They want to connect on levels other than as mothers.
The women decided to get together for lunches in celebration of one another’s birthdays. It guaranteed them at least four opportunities over the course of the year to get together and catch up. It worked so well that they thought about increasing the frequency, but it seemed daunting. Sometimes even grabbing a simple lunch at the neighborhood deli was one task too many.
The women came up with an idea that appears easy; it doesn’t always work as well as they would like but keeps them focused on strengthening their bond. Once every two or three months, they go out to dinner. Rotating the selection of the location among the group, they try to find new places to eat. Their “Dinner for Grown-ups” includes their husbands. With a diversity of backgrounds that include insurance, medicine, accounting, law, and construction, they provide a wealth of resources for one another. Maintaining the social contact allows them to talk about personal, family, or business issues and strengthens a bond that now includes facilitating favors, requests for information, and referrals.

PRECAUTIONS AND REPAIRS
Working with heat, toxic materials, or flammable surfaces can make you nervous, but accomplished users of soldering irons work in well-ventilated areas, on nonflammable surfaces, and make sure they have a fire extinguisher nearby. While interpersonal soldering isn’t exactly dangerous, it does have some risky aspects:
• Other people may not reciprocate. You always contact them to get together, but if you don’t make the call, you’ll never see them.
• They may lie. They tell you one thing, but later you discover that they hid the truth from you.
• They are painfully honest with you. Revealing the truth ends up hurting your feelings.
• They are evasive. You can’t pin them down or reach them.
• It creates problems for others. Pay attention to one person and someone else could feel jealous.
Whether you’re initiating a new connection or trying to repair a bond that has broken, these potential problems require attention. If:
• The other person doesn’t reciprocate. Remember what the purpose of connecting with that person is about. If you want reciprocity, stop soldering. If you want to stay connected, then don’t worry about who’s initiating contact. Just focus on the bond.
• They lie. You can file that information for future reference. You can also tell them what you’ve discovered and ask them about it. Some people tell white lies because it seems easier and may even feel kinder. If you would prefer to be told the truth, tell them that.
• They are painfully honest with you. You can toughen up, toss it off as uncouth bluntness, or tell them that their words or actions seem harsh. Some people are more concerned with what they are trying to communicate than how you feel when you receive their communication. Not everyone knows, or cares, how they are coming across.
• They are evasive. Give them three strikes and then they’re out! Even people who claim they want you to keep in touch or get back to them can wear on your time and energy. If someone doesn’t respond after three attempts on your part, you have to face the fact that they’re insincere, well-intentioned but incapable, or too disorganized to respond. Reevaluate the attraction! Unless they are beyond incredible, move on.
• It creates problems for others. Make sure that other connections don’t suffer as a result of putting all your energy into a new or special relationship.
Dara had a solitary job that required frequent business travel. When she would relay her itinerary to her mother in their weekly phone calls, the response was always the same.
“You have relatives who live there. You should look them up.”
Dara could think of nothing she would enjoy less than the embarrassment and awkwardness of calling up some relative she could barely remember meeting as a child. She would appease her mother on the phone with an assurance that she would certainly make the call. Once the conversation with her mother was over, so were any thoughts of looking up long-lost relatives.
After a week of pouring rain and hotel monotony in Houston, Dara called her mother. She felt bored and isolated, and she just wanted to hear the comforting sound of a familiar voice.
“Why don’t you call your cousin Allison?”
“Mom, Allison and I haven’t seen each other since Grandma’s funeral ten years ago,” Dara reasoned.
“I bet she’d be happy to get a surprise call,” her mother responded. “She’s family. We don’t have a very big family, you know. You sound lonely. I think you should call.”
They chatted for a little while longer. When the conversation had ended, Dara realized that it was only 6:00 p.m. She would have another evening filled with hotel food and television. She hooked up her laptop and conducted an on-line search for her cousin’s phone number. As she dialed the number, she hoped that no one would pick up. Dara would just leave a voice mail message. After three rings, a voice came on the line.
“Hello?”
Dara paused and swallowed. What was she supposed to say? She felt really stupid. She hadn’t really thought this through.
“Hello?”
Saying nothing felt even worse. Since she had come this far, she might as well plow ahead.
“Hello, Allison? Um . . . I don’t know if you remember me, I mean, we haven’t seen each other in about ten years or so. I was in town on business and I was talking to my mom, and she reminded me that you lived here, and I had some free time so I thought I’d call and see . . .” she rambled on.
“Who is this?” Allison asked, chuckling.
“Right! Who is this? Of course—how stupid of me not to identify myself! It’s Dara.” If she didn’t die of embarrassment, she would kill her mother when she got home.
“Dara? Dara who?”
“Dara—your cousin Dara. Your aunt Ellen’s daughter?” This would rank right up there as one of the all-time stupidest ideas ever. Allison didn’t even remember her.
“Dara! Holy cow! How long has it been?”
Dara’s stomach had knotted into a tight little wad. She just wanted this phone call to end.
“Over ten years. I think the last time we saw each other was at Grandma’s funeral. You probably don’t even remember. They made me sit with the kids. Anyway, I just wanted to call and say hello. You sound like you’re in the middle of something. I’ll let you go.”
“No. Actually I’m not in the middle of anything. This is amazing. How are you? What are you doing in town?”
The next hour was spent catching up, reminiscing, and arranging to get together for a cup of coffee later that night. Dara discovered that both she and her cousin had grown into pretty interesting women. The ten-year age difference between fifteen and twenty-five melted into a nonissue at twenty-nine and thirty-nine. The two women spent a really nice evening together. As they parted, Allison suggested that the next time Dara planned to be in Houston, she call ahead of time so they could get together.
Dara realized that soldering the bond that connected them would help her break up the monotony of her time spent in Houston and maybe even change a childhood relationship from distant to dear.
As she returned to her hotel room, she found herself wondering if her work took her to other cities where she had relatives, childhood friends, or old classmates from high school. If she thought about it ahead of time and planned things right, her Soldering Iron could insure that she would only be alone when she traveled if she wanted to be.

CRACKS OR BREAKS IN THE CONNECTION
When relationships seem strong, we rarely worry about them. But we never know when the stress of our lives will fracture the bond. You can’t solder a connection that’s under pressure; it may be too little, too late.
Working in the kitchen, Sandy accidentally sliced her hand with a sharp knife while attempting to pry coconut meat from the shell. After being stitched up at the hospital and sent home, she learned that washing her hair and dressing herself for work were monumental tasks. She also discovered that driving her car with its stick shift would make her a menace on the road. She called her friend Trudy, explained what had happened, and asked if Trudy might be able to help with some of the driving responsibilities she had in the upcoming week. Trudy assured her that she wanted to help in any way she could. She was, however, in the middle of something right then. She promised that she would call Sandy back within the hour. Trudy didn’t call Sandy back. In fact, she didn’t return any of Sandy’s calls.
Sandy was surprised and hurt. As she called other friends for assistance, her anger took root and began to grow. This was not a casual favor she was asking for, but help in an emergency situation. When people feel angry, hurt, resentful, or overwhelmed, it’s not the best time to begin working on creating better relationships.
WHAT CAN SANDY DO NOW? Once she has addressed her immediate and crucial needs of getting someone to assist her, she must consider what happened with Trudy. Her assumption had been that Trudy would come through for her when she needed help and support. Now that Sandy has hard data to support the possibility that she’s wrong about that, she decides to share the information with Trudy.
SANDY: I want to talk to you about our last phone call. I called you when I had my hand stitched up because I thought I could count on you to help me out in an emergency.
TRUDY: Right. How are you doing?
SANDY: It’s been a very tough week. You didn’t call me back or return my calls.
TRUDY: Things were really hectic here.
SANDY: I ended up calling other people to help me out.
TRUDY: Okay, well, that’s great. So can I do anything for you?
SANDY: I’m calling because I thought you would come through for me when I really needed you, and you didn’t. I was disappointed and hurt. What I want to know is if I was wrong in assuming that I can count on you when I need help.
Sandy shouldn’t bother focusing on the fact that Trudy didn’t help her. This particular situation is over and resolved. Instead, she needs to figure out why.
TRUDY: Of course you can count on me.
SANDY: I really want to be able to count on you. I called you when I needed help and you didn’t bother to call me back or return my calls. What this experience tells me is that you can’t be counted on.
TRUDY: I’m sorry. I don’t know what to say. You should have told me.
SANDY: I told you I had sliced my hand open with a knife and that I had stitches. I told you how hard it was for me to use my hands for everything. I asked for your help. What else could I have done?
Trudy may have some ideas for Sandy about what else she can do the next time to send a bigger, brighter, and louder signal that she needs help. It’s true that some women are so capable that they appear as if they have everything under control, even when they don’t. Sandy can examine her own behavior and determine if she needs to be more obvious in her distress. She may also decide that crying, falling apart, sounding desperate, or begging for help is beyond what she’s willing to do to make sure she gets help from Trudy. It’s also possible that Trudy is clueless. Or lying. It may not have been a matter of her not understanding Sandy’s distress. It might be that Trudy can’t say that she didn’t want to help Sandy out because she just didn’t want to or because she was so overwhelmed herself but couldn’t admit it.

SOLDER OR SEVER
Sara knew that June had a highly respected reputation professionally and was well thought of in the community. She was eager to create a relationship with her. At one point in their relationship, she thought things were warming up between them. Lately, however, she felt that things were moving in the opposite direction. When their paths crossed at professional association meetings or community events, Sara would try to strike up conversations with June about mutual interests. June was always polite but distant. She ended their conversations cordially but firmly, and then moved on to talk to others.
WHAT CAN SHE DO NOW? Sara can continue to watch for signals. She needs to have her Electrical Sensor handy. Red lights, signals that tell us to stop moving forward, can be sent to us by others in the form of:
Ending conversations
Creating physical distance or leaving conversations
A stiff, bored, or frozen expression
Meeting suggestions to get together with silence, nodding, or tepid agreement
Refusal to follow up, return calls, or acknowledge contact
Green lights, signals that encourage us to move forward, can be sent to us in the form of:
A warm, inviting smile
Eagerness to listen, share information, continue the conversation
Follow-up and acknowledgments
Following up suggestions to get together with specific dates, times and places, or calls to confirm
You’d think these signals would be screamingly obvious, but we filter them through our own desires. If Sara wants to see red lights as green ones, she can convince herself that she’s seeing what she wants to see. Over time, however, data makes its case.
Fact: She smiles when she sees me.
Filter: Therefore, she likes me.
Data: She smiles when she sees everyone.
Fact: She agrees to get together when I suggest lunch.
Filter: She wants to get together with me.
Data: I’ve known her for almost a year and we have never met for lunch.
Fact: She spends time with me.
Filter: She wouldn’t spend time with me if she didn’t like me.
Data: She never approaches me; I always approach her.
WHAT CAN SHE DO LATER? Sara can call June up to make a lunch date and see if June is willing to commit to a meeting. If she is, then Sara can move to the next step. If not, Sara may have to accept that a distant, lukewarm relationship is all June is interested in.
Sara can cut her losses and move on, concluding that June isn’t interested in anything more than a cursory relationship. I like to call this Waving Neighbors. You live next to them, use their ladders to reach high places, and borrow cooking ingredients when you run out midrecipe. They check your mail and take in your newspaper when you’re on vacation. When you see each other going in and out of the house, you wave. That’s as close and intimate as the relationship ever gets.
Sara can hang in there and hope that things will be better the next time. She can be an eternal optimist, hoping each time she encounters June that this time they’ll connect on a deeper level. This can be exhausting. It can be disappointing. If Sara can continue to hope without its costing her emotionally, then she may choose this as a viable action. The only problem is that we all have a finite amount of time and energy. Sara’s might be better spent using her Soldering Iron with someone else.
Michele had spent a great deal of time persuading Pam to join her on the board of directors when she assumed the presidency of a local association. Pam was pleased to be asked and eager to work together with others who wanted to make significant contributions to the local association’s chapter. Within a few months, it became clear that Michele had simply hoped for a rubber stamp approval of her own agenda. When Pam realized that Michele had hoped to use their relationship and her professional reputation to further her own plans, she began to feel angry and resentful.
WHAT CAN SHE DO Now? Pam has made a commitment to serve on the association’s board for the term and she needs to honor that commitment. Personally, she may feel used and rightfully so, but professionally, she needs to maintain a calm demeanor. She can create some distance from Michele and decide how she wants to handle the situation. Pam has a few options available to her.
She can pull out her Soldering Iron and deal with Michele directly. “Before your term as president began, I had the distinct impression that you wanted me to be on this board because of what I could bring to the association. Now it seems that what you really want from me is total support for your ideas only. Which is it?”
The up side: Gets to the heart of the matter directly.
The down side: This technique can be scary the first time you try it. You need to rehearse your phrasing so it comes out exactly as desired. Be prepared to get the runaround, defensive explanations, or the undesirable truth that confirms your worst guess.
She can drag her feet. “Gee, Michele, I’m not sure. I need more information. Let me get back to you on that.” This stall technique can be used to put things off for hours, days, or even weeks. We’re all busy people.
The up side: Postpones action. Like treading water, it isn’t swimming but it isn’t drowning, either.
The down side: Nothing much is happening—not Pam’s agenda nor Michele’s agenda—and that may not be the best thing for the people who are members of the association.
She can pursue what she thinks is best. “I know that’s what you’ve proposed, but I don’t think it will work as well as this other option. . . .”
The up side: Pam is being true to herself and doing the original work she thought members of the board would do—contribute their expertise.
The down side: This may annoy Michele. Working at cross-purposes to your boss (even in a volunteer organization) can have repercussions. You may be severing rather than soldering.
WHAT CAN SHE DO LATER? Pam can examine the relationship she’s had with Michele. She may discover that she was so flattered to be asked to serve on the board that she overlooked some things about Michele. She may have misunderstood what Michele expected from her board. Michele may have misunderstood why Pam agreed to join the board. Pam can be wary the next time Michele approaches her with an idea. She can also be circumspect about hidden agendas when others pull out their Soldering Irons.
How can you decide when to use your Soldering Iron and whether it’s worth it? Here are some general guidelines:
• Determine your purpose. Professional visibility, friendship, or pangs from your conscience may all be reasons you go to the monthly meeting of a professional association that bores you to tears. Go to be seen, go to make someone happy, or go because you’ll be glad you did after it’s all over, but above all else, know why you’re going.
• Understand that there’s no such thing as a “best time.” Waiting for a less hectic month is a lot like waiting for the cows to come home. They do come home, but who knows exactly when? Solder when you think of it.
• Realize you get no credit for plans without action. Thinking about calling someone or writing a note is leagues away from doing it. Few people really care about what you meant to do but didn’t. Sara can maintain some low-level soldering in the hopes that June will eventually respond, but if she takes no action, she’ll get no reaction.
• Appreciate that the benefit isn’t always immediately obvious. You won’t always see an instant payoff for your efforts. Remember that you have a better chance of creating a bond that holds under stress if you keep it strong over time.
• Design a limit to insure forward movement. Not every bond holds up over time and some stressful situations can put more pressure on relationships than the connection will be able to withstand. Determine how much time you will work on improving your connections.

FIND TIME FOR SOLDERING
Almost every day, a client will tell me that he or she is too busy to maintain an important relationship. There are times when more than one essential person gets shoved to the bottom of the list. This can happen repeatedly. I understand how overcommitted and overextended we all are. We hope others will understand because they’re busy, too.
Yet when you need assistance and support, does it help to know that everyone is overextended? If you’re hoping for fun and friendship, is it comforting to hear that your calls weren’t returned because “the day just got away” from the recipient? When you need feedback, information, or guidance, is it beneficial to know that people expect you to understand that you are last on their list? Do you shrug it off and accept that no one is too important to anyone because we are all snowed under?
Or are you disappointed? Angry about the lack of responsiveness? Fed up with broken commitments? Saddened by the lack of connection? Guilty of behaving in much the same way with others? Being too busy to call, get together, help out, or respond to requests can hurt people’s feelings and send a message that you don’t care about them. Once the damage is done, how can you repair it?
There are some ways that you can get in the habit of pulling out your Soldering Iron:
• Attach a Connect-O-Clock to your Soldering Iron to calculate the frequency of contact required for the relationship. If this sounds cold, remind yourself that vacations and parties don’t happen without planning, either. Plan that monthly phone call or quarterly lunch. Close your monthly lunch with a friend by pulling out your Palm Pilots and scheduling the next month’s get-together. Don’t settle for “Let’s get together soon”; put each other on the spot when you have your calendars in front of you.
• Use the first day of each month as a reminder to fill in social obligations.
• Use the same calendar for work and home so that you give a monthly dinner with your best friend just as much importance as your presentation to one thousand people.
• Purchase a card for someone every time you go to the grocery store. Clip an article from a magazine or professional periodical on a topic close to someone’s heart, attach a short note (“What do you think of this?” “Thought you’d find this interesting,” “Did you see this?” etc.), and drop it in the mail. It’s a simple way to let someone know that even if you aren’t physically there, the connection exists.
• Plan invitations for the small stuff: coffee, a walk, or even an opinion or reality check. Let these people know that you aren’t giving the relationship lip service. Connections are strengthened by shared experiences. People believe what they see more than what they hear, so your behavior means more than your words. “You are important to me” is empty if no one ever sees you.
• Make the fifteenth of the month your day to network. Once considered mainly a professional career skill, networking today means knitting an ongoing web of relationships that provides information and mutually beneficial opportunities for both personal and professional well-being.
• Identify someone you haven’t spoken with in a long time—possibly years! If you want to avoid the uneasiness of calling when you’re in need, revive the connection from a distance first. Send that person a humorous cartoon, an interesting Web site address, or a holiday card. Any holiday will do. Simply add a note that tells the person that you saw this and thought of him or her. Even if he or she has already seen it, it’s the thought that counts. No response is needed. You’re keeping the connection viable.
• If you can’t remember to pick up the dry cleaning, how are you going to remember to keep up your network? Exactly! So keep a list. Whether it’s a highly systematized computer database or an old-fashioned paper address book, a list works. Once a month, every other month, twice a year, or every year, review the names and determine how long it’s been since you sent something, called, or saw them. Even once a year is better than every decade.
• Once a week, during a traditionally “slow” time (Sunday-morning coffee, Sunday evening, Friday evening before dinner, nine o’clock on a slow night), make a call to catch up with someone.
• On the first day of every month, list the people who have upcoming birthdays. Send all the birthday cards (or e-mail greetings) out and add that you wanted to be the first to wish them a happy birthday.
• Ask someone for an opinion. When you ask people for their opinions, ideas, and thoughts, you create an opportunity to connect.
• Don’t forget to write a thank-you note. Yes, a handwritten note takes time. It also shows effort and appreciation. It’s a way to make sure that people know you value them. Write the note as soon as the discussion is over, but drop it in the mail a week later.
• Review your week and determine if the time you’re spending with people is a good investment. Are you laying the groundwork that will sustain you both, or are you stuck in a routine relationship that no longer serves any purpose? You may need to occasionally reprioritize where you are soldering. If an old teacher is never at the top of your list, then you will never make the call. When you find you could really use his or her input, it’ll be much harder to make contact.

DON’T VACILLATE; INCORPORATE
I bet some of you are whining a little. You know you should but you can’t handle another thing to take care of on top of everything else you’ve got going. Are you simply too busy working to keep in touch? Integrate your Soldering Iron into other things that need to get done.
• Commit to going to professional association meetings every month—or every other month.
• You have to eat, so commit to having lunch every one, two, or three months with someone in your field but not in your organization, or a person you used to work with but no longer see.
• You have to walk the dog anyway, so call your friend and ask if she’d like to join you. The dog will be very happy, and you two can catch up.
• Going to a fast food place with your kids? Bring someone else’s kids along with you. It can be an inexpensive way to give someone a break and you’re going anyway, so it doesn’t really add anything to your schedule.
• Baking cookies or brownies? Make extra and drop them off at someone’s desk/home/office. Homemade goodies are always appreciated, and you’re cooking anyway.
Della had been coping with bad knees almost all of her life. Early surgeries had alleviated the problems but two pregnancies and forty-three years of climbing stairs had resulted in the need for an additional operation. Her doctor was realistic about the outcome: it would delay knee replacement surgery but not eliminate the need for it.
Della scheduled her knee surgery after the chaos of the holidays and before the activities of summer. A few days after the operation, her neighbor Jane exclaimed, “I can’t get over all the people coming in and out of your house. You’ve received so many cards and flowers. There have been cars lining the street for days. It’s amazing.”
Della smiled and told her about how she had become an expert with a Soldering Iron. A firm believer in the old adage “You reap what you sow,” she had hoped to get back a little of what she had given to her friends and neighbors over the last several years. She knew that if she was going to expect any support during her time of stress, she would need to be there for others in their times of stress.
Della dropped off extra casseroles when someone had a new baby. She had a stockpile of cards for every occasion and made sure she sent out a few each week. She offered to pick up things for neighbors when she went out to the drugstore or grocery. She made sure the coffee was on when people came over to pick up their children from playing at her house. Della paid attention to the frequency that her Soldering Iron was in her hand and made a mental commitment to try to use it each time she thought about it. The payoff was that when she really needed support and help, many of her friends and neighbors came through for her.
Punch List for Using the Soldering Iron
1. Identify relationships that can use or need soldering.
2. Determine the best type of solder and the frequency to use it when creating strong connections.
3. Aim for more than a minimal effort for bonds that won’t succumb to fatigue or stress.
4. Remind yourself that awkward will become easier; the more you practice connecting, the more fluent you’ll become.
5. If you’ve miscalculated your solder, determine what to do immediately to get through the situation. Then determine what needs to be done later (strengthen the bond, accept it as is, or remove it).
6. Create doable habits and routines that insure contact.
7. Expect to connect.
8. Identify opportunities for soldering action.
9. Solder bonds on a routine basis, using the Connect-O-Clock.
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The Power Sander
USING YOUR SCHMOOZING
Play groups, playgrounds, and preschools are filled with children discovering the process of seeking others out and creating connections. Lauren and Alex unite at the slide, discovering mutual delight in clambering up one side and zipping down the other. Ian and Ashley both like the breathless excitement that comes with their game of tag, while Caitlin and Amy prefer the methodical creativity of building sand castles. The sandbox rapport is the beginning of the lifelong process of creating interpersonal links. Melissa’s nervousness about her first day of school will evaporate as she fits in with the group that paints at the picnic table. Our Power Sander is a tool we first pick up in our sandbox days, though we may forget that we own it.
My dad would call the process of using the Power Sander with others “schmoozing.” As both a manufacturers’ representative in the garment industry and a charming but harmless flirt, he knew the benefit of creating a positive link with another person. If he wanted someone’s attention and hoped to create an upbeat climate, schmoozing was his way to get it. His goal was always to create a pleasing feeling between himself and others. Whether it was his customers, his pharmacist, his children’s friends, or perfect strangers, he greeted people with a warm welcome. There were times when I was surprised to learn that there were people he couldn’t stand in spite of his enthusiastic greeting and what had appeared to be genuine affection. My dad has always been savvy about making people feel good. This, in turn, makes his dealings with others less problematic.
I learned my father’s lesson so well that friends have described me as having the ability to talk to telephone poles. I start up conversations with people in supermarket checkout lines as easily as I chat with people who want to share a personal experience after one of my presentations. I listen to train and plane companions, waiting room acquaintances, and security guards as I sign into office buildings. My son once told me I was a little too friendly and asked, “Why don’t you just ignore my friends like the other mothers?” I now realize that it’s because I am always sanding away, creating connections, developing rapport, and eliminating the rough spots.
SMOOTHING THINGS BETWEEN US
Are you wondering if using your Power Sander will require you to become the extrovert you never were? Does the thought of acting like a female Eddie Haskell, Wally’s obsequious friend from the fifties sitcom Leave It to Beaver, create a wave of nausea? Not to worry. Using your Power Sander is about creating a positive result in a relationship, and there are many ways to accomplish that. Fawning and phony overtures are not required.
• Have you ever taken the initiative and made a new friend, even though it was awkward and a little uncomfortable? Ever sat next to someone you didn’t know and struck up a conversation? Maybe just made eye contact and offered a smile?
• Have you ever been in a situation where you asked someone a question just to break the ice and get them talking? Found yourself discussing a topic that might not have been all that interesting to you but clearly was a hot topic for them?
• Did you ever decide to keep your opposing opinion to yourself when you knew it would escalate an argument or create a conflict?
• Can you remember a time when you did a favor for someone without wanting or expecting payback?
If you have ever taken the initiative, reached out, done an unasked-for and unreciprocated favor, or gone along just to get along, then you already own a Power Sander.
Rapport has a great deal to do with personal chemistry, so it’s hard to predict when it will be there. It’s a subjective thing and, to some degree, a little like fate. People sometimes simply like whom they like and avoid people they don’t like. You won’t need your Power Sander when a natural rapport already exists. You will need to pull it from your toolbox:
When it serves you to create rapport where none exists (the receptionist at the doctor’s office, the director of another department)
When you encounter people who don’t seem to like you but with whom you want to create a better relationship (a prickly boss, your mother-in-law)
When you may not like a person, but you need to improve your association (the builder of your new house, the statistics professor)
Using your Power Sander doesn’t mean you have to be insincere, manipulative, or a suck-up, but it may feel that way at first if this is a tool you don’t put in your hands very often. If you understand how to buff the surface of the rough spots in your relationships and even out things between yourself and others, you are clearing the way for success. Developing rapport smooths the way for empathy, a skill that can help you develop both an understanding of another and a connection.

INACTION IS ACTION
Joy found herself in a relationship with her manager that was growing more and more hostile every day. Both women would stand their ground on a variety of issues and Joy always felt that, when she had to face her boss, she was armed for a battle. These two strong, smart women seemed destined to have ongoing skirmishes.
On my advice, Joy began a simple process that worked over time. She let go of holding her ground and decided to step away from the head-to-head battle. Once she relinquished the role of combatant, she just decided to do whatever her boss requested. When the struggle subsided, the friction did, too. And when the friction was smoothed away, the two women were able to have a more polished relationship. With less fighting and pushing, there was an opportunity for genuine discussions and compromise. Using her Power Sander didn’t mean that Joy had given in but rather that she had stepped back to make some room.
Sometimes less action is the best action. Making a conscious decision to use your Power Sander at a lower speed means that you’re choosing the first step of a plan to get you to a different and better place.
There can be times when it’s your behavior in a relationship that’s creating some tension. The problem ends up being not only your behavior but also the other person’s reaction to it. Forget about trying to change the other person’s behavior when the relationship isn’t working. The chances of changing someone else are almost impossible. What you need to do is focus on changing your reactions and, more important, your actions, toward them, and thereby promote new reactions on their part.
There may be times when the strategic choice not to share information and opinions is a form of sanding.
Fran was gathering some information for a proposal she was working on and turned to her colleague Steve. He was intelligent and insightful, often a valuable resource for her on current medical trends and issues. He held court for an hour, regaling her with fascinating examples of the latest medical breakthroughs and the current trends in health care. She couldn’t write fast enough.
Fran was an attentive audience and Steve must have felt he was on a roll. He continued to offer his opinion on issues she hadn’t asked about. He had flawed but clear opinions about what women wanted, what she was probably thinking, and how she felt about life in general. She could have chosen to take offense, correct him, or walk off in a huff. Instead, Fran simply stopped writing, put down her pen, and smiled for the rest of their meeting.
When she shared this story with a few of us over coffee, Chloe, a coworker and friend, demanded to know why Fran hadn’t told him what an idiot he was for trying to educate a woman about being a woman! She also was annoyed that Fran hadn’t spoken up for her own opinions, which she felt had been a self-betrayal.
Fran smiled in my direction and said that she had simply made a strategic choice to use her Power Sander. She admitted that her goal was to keep the relationship smooth and continue having Steve provide her with information in areas where he was recognized as an expert in his field. What would have been the point of offering an opposing opinion and providing information that was not only contrary to his declaration but not asked for? Fran wasn’t interested in creating unwanted friction. She was interested in keeping things problem-free.
Chloe pressed a bit, suggesting that it wasn’t a genuine relationship if Fran wasn’t being true to herself. “But why didn’t you point out that he was . . .” Chloe began to chuckle. “I guess doing anything other than letting him finish would have been telling him he was a moron!”
“What would have been the point?” Fran asked. “If he wanted to know if I agreed with his opinion, he would have asked. If he wanted to know what I thought, he would have asked. He was interested in telling me what he thought. Actually, that was why I had asked to meet with him. He was just giving me more of what I wanted than I had asked for!”
Chloe wanted Fran to set limits and use her Tape Measure with Steve, but Fran wanted to use her Power Sander. It was dueling Power Tools! Chloe’s point is a good one. Is Fran being deceptive by not telling Steve how she feels? Fran doesn’t think so. In this example, the purpose of operating her Power Sander is to make the relationship easier in a strategic and purposeful way. Fran isn’t looking to deepen her relationship with Steve and reveal her innermost feelings. She is seeking to keep things uncomplicated. Choosing to plug in her Power Sander and give Steve her full attention did just that.

FOCUS YOUR SANDING
There are times when it feels like creating rapport is unnecessary. Focusing on the work or task at hand is easier than living with getting rejected or being ignored. It can seem simpler to let things evolve in their own way.
The goal in turning on your Power Sander is to improve a relationship that matters. Except for the rare oddball who thrives on irritation, acting as though a day without conflict is like a day without sunshine, most people don’t really care for the stress and hassle of interpersonal friction. But changing an irregular and rough surface to a soft and even appearance requires your attention.
Focus on the Finish
You know that where things stand now is not where you want them to end up. Once you determine what you want, practice your sanding skills with the end result in mind. And what about the other person? What does he or she want? If you aren’t sure, you can bring it up in conversation by asking, “How do you think we could improve things here?”
Focus on Their Feelings
You already know how you feel—uncomfortable. Now focus on their feelings. Simple reflective statements that mirror the emotions you think the other person is experiencing will let him or her know you appreciate another perspective. It doesn’t require extensive training as a therapist to attend to the presenting emotion: “You sound frustrated.” “You seem on edge.” “You look relieved.” Empathy creates a connection of understanding. It immediately signals the listener that you’re thinking about him or her, not yourself.
Focus on the Frequency
Creating rapport will require more than an isolated episode of sanding. You need to use your Power Sander consistently. It can be difficult to determine how long and how hard your efforts need to be applied before the impact of your actions becomes visible.
Focus on Them
For the woman who has struggled to become more assertive and outspoken, using a Power Sander can seem like taking a giant step backward. A woman attending one of my programs stood up from a crowd of a hundred women and challenged the use of this Power Tool. “I’m not a chameleon. What you see is what you get, and this is who I am. Haven’t women come further than this? Are we supposed to go back to the days when we pretended to be something we weren’t just to make other people happy?”
Let me repeat: you aren’t being a chameleon or a suck-up when you use your Power Sander. You’re stepping away from your self-focus. Forget about what you want, who you are, and what you want to get across. You’ll be able to do that later, after you’ve developed some rapport. Unless you create a connection with another person, he or she won’t have any interest in you, and later will never happen.
Focus on Gaining a Seat at Any Table
Forgetting to bring your Power Sander to the conference table can stunt your professional growth. People are focused on accomplishing their goals and, if you can help them to that end, they will be interested in you. Work to create a collaborative relationship by adopting the professional role and image of a coach or internal consultant and try to help them accomplish their goals. You can get a clear picture about top management’s needs by asking the right questions (“Specifically, what are you hoping to accomplish in this department by the end of the year?”). Once you’ve obtained key information, you can create strategies. (“Have you thought about interviewing other customers to get an idea of the key factors that influenced their decision about which software package to use?”) and solve problems (“If we looked at ranking our issues in terms of importance and cost, and then applied the information accordingly, I think the answer would become apparent”).
Keep an eye out for the “sound bite,” the piece of information that will ring in people’s ears. You can make a case by gathering data from magazines, journals, respected publications, and the Internet (“In order to meet the government’s new regulations by the date the new law comes into effect, we must create a ‘plan for change’ ”). Show that you not only understand their interests but are interested in working with them to reach their goals and solve their problems (“I think my department can provide you with much of the information to accomplish this”). It’s all about “you, you, you,” not “I, I, I.”
The same is true at the kitchen table. Focusing on the empathic connection with family improves the time you spend with them. Step back from being the disciplinarian or all-knowing adviser. Check out what others are reading or doing and ask questions to clarify, or get their opinions.
“Can you explain the difference to me between hip-hop and rap?”
“How long did it take you to learn how to play golf well enough to enjoy it? I’m thinking of taking it up, but it seems sort of intimidating.”
“You’ve been back and forth to the hospital a lot this week. What can I do for you?”
You can grab your Power Sander and create a pleasant interaction. Of course, there will be times when you have to be Mom the Enforcer, the Deadline Fairy, or some other role. But seek out chances to focus not on juggling the family schedule and keeping everyone on track but on simply letting your family know you care how they feel.

COMMON GROUND
People who have things in common make stronger connections. Sometimes, it takes some time to find it, but in most cases, you can uncover at least a small patch of common ground.
Heather worked for a new dot.com company and was almost twenty years older than the other people in her department. Her experiences and lifestyle were nothing like those of her younger colleagues and she felt the distance between them was unbridgeable. When we talked about her discomfort she confessed that staying to herself made her feel uneasy, but so did joining in. I asked her if her coworkers also felt this awkwardness and she admitted that she had no idea how they felt. Did it matter?
Yes, it mattered! If they’re feeling the same awkwardness that Heather is feeling, then it’s a place to begin sanding. If they had no idea that Heather was feeling disconnected, she needed to explore how to ease her own concerns.
Had Heather ever felt this way before? She remembered that, when she’d moved into her neighborhood twenty years ago, she’d felt like the only woman in a five-mile radius without children. I asked her how she’d built relationships with her neighbors. She told me she’d invited them over for dessert after dinner. She worked in the garden in her front yard and struck up conversations about a shared interest in the best place to buy annuals. She asked for the neighbors’ advice on the best place to get her hair cut and her dog groomed. She focused on the interests they had in common and the information they could provide rather than the differences between them. While it didn’t make them lifelong soul mates, it did lessen the gap between them.
Now, years later, Heather can do the exact same thing at work. She can invite her coworkers to join her for lunch. She can ask them about topics she’s overheard them discuss to create opportunities to get them talking. If she overhears them talking about going out for sushi, she can follow up and ask how it was. She can draw connections to herself when appropriate. A coworker is going to hear Dave Matthews in concert. While Heather doesn’t keep up with Dave, her son does, and she can use that as a bridge to conversation. She can ask follow-up questions on work-related issues, where she feels she’s on more solid ground. She has to resolve to make the first move and focus on them, not herself.
Simone went to her husband’s company party every year and considered it a necessary irritation, much like getting her teeth cleaned. While the employees talked about work, the spouses stood by in predictable silence. She tried to start up conversations with people, but some responded in monosyllables, and others looked uncomfortable talking to anyone other than the person they had come with. Unwilling to endure an entire night of polite smiles and bumbling introductions, Simone racked her brain for a topic that would generate interest and remove some of the stiffness.
When she was introduced to Brian from accounting and his wife, Ilene, Simone asked if they had any children, a common icebreaker. Ilene looked around the room, probably for the exit, and replied that she had only a four-legged child. Simone took this morsel of information as a signal to break out her Power Sander and plugged it in right then and there.
As Ilene revealed the age and breed of her dog, people nearby overheard and joined in with Simone’s encouragement. If they didn’t have a puppy, they had a dog. If they didn’t own a dog, they had another sort of pet, had owned a pet as a child, or were being hounded by their own children to add an animal to the household. There were stories about puppy training, odd sleeping habits, chewed household items, bizarre diet preferences, and neighborhood skirmishes. Simone had come ready to use her Power Sander to make herself more at ease and in the process had sanded a much wider area. Once a connection had been created that made people feel more at ease, the rest of the night was much more relaxed and could even be described as enjoyable.

KEEPING THE MOTOR HUMMING
Like many of your Power Tools, the Power Sander requires an occasional dose of oil to keep its motor and parts whirring along. There are rough spots in our lives. The cranky client and the adamant adolescent seem to suck the joy right out of the room. The money going out is outrunning the money coming in with no relief in sight. Your parent is ill but won’t go to see the doctor, your hair has turned a color not found in nature; and the hot water heater is not going to rise from the dead one last time for the shower you need before your job interview. Sometimes it’s hundreds of penny nails piling up and other times it’s one big wooden stake through your heart. The end result? You’re not laughing, not smiling, and not amused.
Humor makes us feel good and gets us through the bumpy times. It’s as simple as that. Want to avoid the downward spiral of depression, the addiction of anger, and the frenzy of fear? Break out the social lubricant! Humor is the oil that keeps your Power Sander running smoothly.
Humor is a pretty sophisticated skill, even at its most basic level. Do you find that laughter deserts you when you need it the most? We all have our own thoughts about what’s funny, what creates laughter in our life, and what we think and feel is amusing. While the Power Sander is an essential tool to have in your toolbox, one person’s humorous lifesaver is another person’s bad taste. Your personal style comes from developing a sense of what is comfortable and humorous for you.
Emily was raised in a family where the humor was cynical and quick-witted; the fatal barb was understood. She was always affronting her neighbors, whose humor was more understated and straightforward. Just as there are grades of oil with varying degrees of viscosity, there are different “grades” of humor. Emily is in sync with her family but out of sync with her neighbors.
Do you:
Smile at the “pie in the face” of slapstick or the verbal jousting of puns?
Adore cynical irony or self-deprecation?
Prefer the broad farce of Monty Python or the gentle subtlety of Lake Wobegon?
Enjoy the bumbling miscommunication of Abbott and Costello or the razor-sharp wit of Groucho Marx?
Keep a collection of humorous sayings from Will Rogers, Erma Bombeck, Yogi Berra, Mae West, Woody Allen, or Dave Barry?
Humor isn’t always a “one size fits all” experience. If it were, the reasons that Jerry Lewis has been proclaimed the king of humor in France would be obvious to everyone. We can start understanding what humor to use with whom by asking the questions above of ourselves (as well as others).
Are you bringing enough laughter, gaiety, and amusement into your life? If not, think about what’s preventing you from bringing that lightness into your life. Once you know what’s stopping you, you have a better chance of overcoming that obstacle.
The developmental steps in the discovery process are very simple. Identify something that used to make you laugh, when you enjoyed it, and who you were with. Identify what’s different today. Then list the things that are getting in the way of your doing this today. For example:
I used to: Laugh at Sesame Street. In fact, I laughed out loud at Cookie Monster, Grover, and the Two-Headed Monster on a regular basis.
When and with whom: I watched the show with my son early in the mornings on the weekends. Often my husband would join us.
And now: My son is a teenager who sleeps late on the weekends.
Can I bring it into my life now? Yes, Sesame Street is still on television today.
What prevents me from doing this today? I prevent myself from watching the show now. I’d feel silly watching it without a little kid for cover.
Once I wrote this example, I resolved to check out the show again and see if it still worked its magic. Up early one Saturday morning, I had read the paper, walked the dog, and was enjoying my second cup of coffee as I surfed through the television channels. When I came across R.E.M. singing with the monster puppets on Sesame Street, I put the remote down and watched. I found myself laughing out loud. I was completely enthralled with the way the band related to the monsters as if they were real, enchanted with the silliness of the puppets, and charmed as the monsters’ expressive eyebrows underscored their happiness or sorrow, depending on the verse of the song. I was enjoying it all in much the same fashion that I had not so long ago. I can also tell you that when my son and husband heard my laughter, they popped their heads around the corner to see what the source of my delight was. “We used to love this,” they both exclaimed, and for ten minutes we all reclaimed a delightful memory and created another one. Okay, maybe there will be a time when I feel silly watching alone. I promised myself I’d kidnap a neighbor’s toddler for more guilt-free viewing.
When was the last time you saw a movie that made you laugh out loud? How old were you? What was the name of the movie? When was the last time you were in a toy department? How old were you? Did you see anything that attracted you? What was it? What stopped you from purchasing it?
Who is the person in your life that makes you smile the most when you hear his or her voice? When was the last time you spoke with him or her? When was the last time you saw that person? How old were you? Why haven’t you made plans to get together since then?
When you were five years old:
What did you do for fun?
What was your favorite song?
What was your favorite food?
Who was your best friend?
What games did you play?
What about when you were ten years old? Sixteen? Twenty-one? Thirty? Forty? Fifty? Sixty? Many of you may find that it’s easier to identify what made you laugh when you were younger, but harder as you age. Your sense of humor can be your outlook on the world, but it is also a set of skills, and many of us used those skills more in our childhood than we do today. If we’ve let them rust, it’s time to reclaim them.

LAUGH IN THE MIRROR
Humor can be a critical lubricant for all of your Power Tools. Using a Power Sander can be hard work and may require several attempts before you get the result you want. The ability to laugh at the situation and at yourself can lighten the mood and be the burst of energy and perspective you need to keep going.
My mother had a knack for seeing the humor and the absurdity in situations as they were happening. Her deadpan delivery of these observations could leave those who didn’t know her well wondering for days if she was joking or serious.
Returning home from the Saturday grocery shopping expedition, it was expected that my brothers would bring the groceries in from the car and I would help put them away. These were the days before plastic bottles, and a soda bottle exploded as my brother Andy pulled it out of the grocery bag. Needless to say, the usual family routine was thrown into panic and chaos. My mother’s facial artery had been cut and she was bleeding profusely. My father came into the kitchen to see what the yelling was about and quickly got my mother to the ground. Unable to find a pressure point to stem the bleeding, he became light-headed at the sight of so much blood. I yelled for Andy, who was still holding the broken bottle and bleeding from a few facial cuts, to run next door for a neighbor. I shouted to my brother Peter to call the operator to send help.
“There’s been an explosion!” he yelled into the phone, quickly supplying the address and last name.
Peter and I began collecting shards of glass and mopping up the soda and blood. Andy returned with our horrified neighbors in tow. The sirens of the ambulance, police, firemen, and bomb squad filled our street, and within seconds our little kitchen looked like the famous stateroom scene from the Marx Brothers movie. There were more people than the space comfortably allowed, and everyone was frantically doing something.
My mother, who had been raised with a sense of propriety and decorum, peered around at her pale husband, her terrified children, and the alarmed mob in her house. She looked directly at us and said in a conspiratorial voice, “I don’t think we have enough food to entertain all of these people.” She looked up at the man trying to stop the blood from pulsing out of her face and asked, “Would you like something to drink?”
Everyone in our home froze. The medic who was trying to stem the bleeding looked over at us, completely confused. He suggested that she might have lost her bearings from fear or loss of blood. We looked at each other and cracked up. My mother wasn’t delusional or light-headed. That was just her sense of humor coming through. An expert in combining a dose of oil with her Power Sander, she automatically tried to make the situation easier.

PLUS PULLERS FOR YOUR POWER SANDER
There are things that can deplete your supply of oil, and without lubrication, your Power Sander will grind to a halt. Be on the lookout for:
Terminal Professionalism
Some people out there simply refuse to crack a smile. Wanting to appear businesslike and serious about their jobs, they think that any levity diminishes their authority. Those of us who enjoy humor too much are simply immature. These folk prefer to create an oppressive “adult” atmosphere.
Preferred Pessimism
There is no silver lining that can’t be tarnished. Some people insist on pointing out the down side of things no matter what. Potential opportunities, unlikely success, or happy outcomes can always have a negative aspect if you look hard enough. These people would prefer to point it out to anyone who will listen.
Meanies with a Mission
Some people can’t seem to feel good about themselves unless they’re standing on the necks of others. Cruel comments and condescension can be devastating and demoralizing. Sarcasm is great if used in combination with a wry wit, but these folks use it as a weapon to embarrass, exclude, or offend other people.
PC Police
The Politically Correct Police Force is on the lookout for anything that can be taken as inappropriate. They define for everyone what is acceptably funny. In healthy moderation, they can make you more aware of your language and about how others may feel about what you say before you say it. Taken to an extreme, they can suppress conversation and intimidate others.
Tactless Talkers
Talking without thinking is a lot more common than you might think. People who do this don’t really mean to be thoughtless, insensitive, racist, sexist, or mean-spirited. They say things that lead you to suspect that they are, because they don’t think about who’s listening when they talk. They insult and demean without a genuine awareness that they have done so. They operate under the misguided assumption that everything they say is okay.
Centers of the Universe
Everything revolves around the “Center of the Universe.” If it isn’t about them, it isn’t important, and everything about them is very important. No detail that concerns them is too insignificant. Since every detail is weighted with importance; it’s impossible to lighten up.
If these folks are in your world, there’s little you can do to change them. So make sure you take note, take care, and take a few steps back! They can deplete your energy, making it harder to find lubrication when you need it.

PULLING A RABBIT OUT OF A HAT
We all have the capacity for creative sanding. Sometimes it’s a spontaneous “shoot from the hip” response. Or it might be something you’ve been mulling over in your mind for a while, and now the opportunity presents itself.
Liz worked in a company where the pressure was always on, budgets were always tight, and deadlines were always unrealistic. Like her coworkers, she enjoyed too many other aspects of the job to leave her company. Yet every meeting was filled with stories of stress and woe. Complaints were rampant and the weight of the job demands created a knot in her stomach that clenched every time she entered the building. Her Power Sander seemed like the tool to use, but Liz wasn’t sure if she should just plug it in and start polishing the situation.
One day, she was listening to someone whine about the incomplete information the finance department had provided. As others joined in with their own lists of complaints, the meeting quickly disintegrated into yet another gripe session. To everyone’s surprise, as well as her own, Liz said, “You think that’s bad? That’s nothing compared to what happened to me. Let’s play ‘Top My Tragedy’!”
With that, she pulled out her wallet, rummaged around, and drew out a dollar bill. She asked everyone to pull out their own dollar. As she tossed hers down on the table, she said, “This is how you play the game. Everyone who has a sob story can tell it if they put a dollar into the pot. Then we’ll vote and decide who has the worst or saddest tale. Only one story per meeting. Winner gets the pot.”
This was an idea whose time had come! People enthusiastically threw their dollars down. The next few minutes were filled with laughter, astonishment, and self-deprecation as people shared stories of their screwups:
“I lost the Landau file. I think it’s somewhere in my office, or my car, or my kitchen!”
“I went into the men’s bathroom by mistake instead of the ladies’ room. Ordinarily, I would be able to laugh it off. But the CFO was standing at the urinal. I’ve been avoiding him all week.”
“I was told that after my presentation at the operational meeting, Murphy thought I was condescending. I don’t think I’m going to be asked back. In fact, I’m wondering when I’ll be summoned to his office to experience one of his famous tirades.”
“I deleted the file that contained the projections for next year. I have to create it all over again. And, of course, I have no time to do that before the budget meeting tomorrow!”
“I turned in the material to Leo for the annual report. He hated it! He told me to toss it all and start over. Only there’s no time and no money. He told me that was my problem.”
After the vote was taken and a winner decreed, everyone agreed that this should become a weekly game. Out of her frustration, Liz had invented a way to alleviate some of the work pressure, commiserate with her colleagues, and have some fun. Once people had a chance to share their “tragedy,” the mood was lighter in the office.

OILED AND READY
I told Alyssa that her ability to see the humor as she worked to polish her relationships in challenging situations indicated a Power Sander in good working order. She had been asked at the last minute to sit on a panel for a professional meeting. The topic for discussion was “How Who You Are Affects What You Do.” She was able to attend and the coordinator of the meeting was overwhelming in her relief and delight. Alyssa asked if she had to prepare anything and was assured that it wasn’t necessary. In fact, she was told that the format would consist of each panel member making a two-minute presentation, which would be followed by having the audience write out their questions for the panel members on three-by-five cards. The moderator would then use these questions for the panel discussion.
Alyssa arrived early and introduced herself to as many people as she could before the program got under way. She sat between the other two panel members whom she had not had a chance to meet until that moment. She waited eagerly for the evening to begin.
After introducing all of the speakers briefly, the moderator called on the man to Alyssa’s left as the first presenter. He rose and went over to a flip chart where he proceeded to give a twenty-minute presentation on a variety of personality instruments and motivational theories. Alyssa tried her best to appear interested and calm but internally she had gone into “red alert”! This was a polished, formal presentation! As he droned on about statistics intertwined with his life story, she scanned the audience looking for their reaction. Was she the only one surprised at what was taking place? She couldn’t read their reactions, but she could hear her heart hammering.
When the first speaker finally sat down, Alyssa tried to flash a message of panic in Morse code eyelash flutters to the moderator. She had no idea if the moderator had received the message, but the woman on the other side of her jumped up so fast that she didn’t have time to worry about her next move. Yet.
The second speaker stood at the podium and began a twenty-minute presentation that took a completely different slant on things. Her talk was more spiritual and metaphysical in content, and she began to subtly belittle a few of the points the first presenter had made. Alyssa looked to the audience for clues about how they felt about this. They were controlled, and remarkably polite. But their arms were crossed and their teeth were clenched. She decided that this whole situation had become absurd. It was up to her to smooth over the errors of the previous speakers and retrieve the audience’s interest. She quickly decided on a course of action and jotted down a few notes on the cocktail napkin under her water glass.
When she was introduced, Alyssa went over to the podium with her cocktail napkin and Power Sander in hand, and looked out into a sea of faces. She smiled and said, “Gosh, those were amazing presentations. I was told that I should talk for two minutes, so I will.”
She then explained in her succinct and brief presentation that there were only three key points she wanted to make. She explained what they were and gave a few examples of each one. Alyssa ended her presentation with about fifteen seconds to spare and was rewarded with enthusiastic applause and a complimentary smile on the part of the moderator.

AN AWKWARD GRIP
Using your Power Sander with certain people may be counterintuitive. Expect some uneasiness. It may be challenging to imagine creating rapport with a person you don’t really like. Of course, if you had a great relationship with him or her, you wouldn’t need a Power Sander! Trying to create a high gloss where there are now pits and splinters requires both practice and, depending on the type of abrasive you are using, elbow grease.
Start small and see what happens.
Send a card or note (“Great to read about your continued success”).
Make a sincere and flattering observation (“That benefits communication letter was really clear and easy to understand”).
Smile as you pass in the hall.
Make eye contact.
Increase the extent and/or frequency of contact.
Make an empathic response (“You seem really annoyed with the recommendations”).
Ask for information (“Do you know anything about the difference in the Palm Pilots?”).
Ask for an opinion (“How do you think this trend will affect our department?”).
Go out of your way to include them (“Why don’t you join us/me?”).
Listen to what they have to say with 100 percent attention (take notes, nod encouragingly, ask leading questions).
Give them an article or a book they can use (“Saw this and you came to mind”).
Invite them to spend time with you (“I’d like to schedule some time to get your ideas and share some of mine”).
There will be times when, no matter what abrasive you use to create a silky smooth surface, the rough patches can’t be eliminated. Some surfaces will always have imperfections and some relationships will, too. Sanding metal can produce sparks, so don’t be surprised if some of your attempts seem to be annoying rather than appeasing. It can mean that you should use the tool at a slower speed. And your rapport will be tentative at best. You may never feel at ease, but if you’ve put your Safety Goggles on, your goal will stay clearly in your line of vision. Keep it in focus and remember that you use the Power Sander because it enables you to create the personal connection you need to get where you want to go.

REMOVE OR REMAIN
Will there be people you just can’t bring around? Situations that are simply untenable? I’m afraid so. They fall into two distinct categories: remove or remain. After several sessions of applying the Power Sander, you should determine if they fall into one or the other.
Whether you’re building a wall or walking the mall, you’ll come across people and situations that you don’t have to be involved with, and the sooner you recognize what goes into the “removal category,” the better. (For additional help with eliminating these, review the section concerning your Power Saw, page 143.) When you realize that no amount of sanding is going to make a difference and the person or situation isn’t an essential one, it makes sense to call it a day and move on.
There will be times, however, when you find yourself involved in circumstances or with individuals that can’t be cut out of your life. You will need to use your Power Sander enough to get through these encounters. People that end up in staying in the “remain category” might include your neighbors, coworkers, and relatives. You’ve got to live with them. With this group, use your Power Sander even if you can’t see any difference with the naked eye. Keep the focus on them and their feelings. When you least expect it, you may see the efforts of your labor. Even if you never discern results from your efforts, the practice has served to polish your skill with your Power Sander.

THE RIGHT TOOL IS HERE SOMEWHERE
I was driving my son home from an after-school activity, listening to him fume about the unfair treatment his class had received from a teacher. Although it wasn’t always convenient to chauffeur the kids around town, I viewed the time I spent driving my son and his friends to and from activities as an opportunity to use my Soldering Iron and strengthen our relationship without the usual distractions.
“She was being so unreasonable,” he complained.
“Maybe she was having a bad day,” I suggested.
He rolled his eyes. “Mom, really! She’s miserable and decided to take it out on us. It’s not our fault there are a lot of kids in the class.”
“Have you tried talking to her outside of class?” I asked.
“She’s never around. She’s the last one there in the morning and the first one to leave the parking lot after school. She just hates kids,” he proclaimed.
“I’m sure she doesn’t hate kids. Maybe . . .” I glanced over and saw my son looking out the window and tuning me out. I realized that he didn’t want help or alternative solutions.
“You don’t really want my help, do you?” I asked, quickly grabbing my Power Drill.
He looked over and smiled sheepishly. “Honestly—no! I just want to complain.”
“Oh! Okay. Go ahead then.”
He looked over at me, surprised and puzzled. “Really?”
“Take the next few minutes and vent away!”
“She’s a witch, Mom! She yells and screams at us. She complains about how overworked she is and how there are too many kids in her class. She can’t stand boys. She has a few pets in the class that really suck up to her.”
“What a hag,” I joined in. “Don’t you just wish you could go up to her and slap her?” With Power Sander in one hand and Soldering Iron in the other hand, I egged him on.
He smiled with excitement, “YEAH!”
“I’d hate to have that be part of my day. I’d have to come in and throw melted cheese on her head.”
“Yeah, YEAH!” He was really getting into it now. “Me too! I’d like to pour Hershey’s syrup on her head. And then throw peanuts at her. Or maybe spitballs. And they’d stick all over her.”
“Wouldn’t that be great!”
The conversation continued along these lines as we created ways to torture his tormentor. My son was grinning from ear to ear as we pulled into the driveway. “Thanks, Mom! That was great! It was exactly what I needed. I feel much better now. It’s out of my system.” With that, he leaned over and kissed my cheek, grabbed his book bag, and sauntered into the house.
My son didn’t need solutions; he needed soldering. By focusing on what he needed instead of my need to affirm an authority figure, I brought him out of his funk and the two of us closer together.
Punch List for Using the Power Sander
1. Identify rough areas between yourself and others, and focus on the outcome you want.
2. Focus on who you’re talking to, determine the impact, and act accordingly.
3. Take action that reflects their interests and feelings, not yours.
4. Practice inaction if you think doing nothing will produce a better result.
5. Find common ground.
6. Figure out what makes you laugh and/or relax, and plan for more social lubrication.
7. Pull a rabbit out of your hat by coming up with last-ditch ways to use your Power Sander.
8. If the situation is untenable, focus on the outcome that you want, and decide if the category is Remove or Remain.
9. Plan to sand enough to create the level of rapport you need.
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The Battery Pack with Recharger
REPLENISHING YOUR ENERGY
There are days when we yearn to be the Energizer Bunny personified, able to generate the energy to keep going and going and going. We want to be self-starters and show our bosses our initiative and ingenuity but stayed up too late putting the finishing touches on a diorama due for a fifth-grade social studies project.
And once we get started, after the breakfast meeting and the heated conference call, we slip away from work for an hour for our daughter’s school concert, return to a mountain of e-mails, and must prepare for the appreciation ceremony this evening. What will keep us going?
• Going back to school is a long-term energy drain; a mere glance at the course catalog overwhelms you.
• Reciprocating dinner invitations is important, but thinking about all of the things involved with having people over makes planning an evening seem daunting.
• A comprehensive orientation program is an enormous commitment that you know would benefit your employees, but even if you had creative energy to produce it, you don’t have the time to implement anything.
How can we tap into our own enthusiasm for a project and use that zeal to keep up the momentum? The ability to maintain our energy and replenish it when it’s depleted is a critical skill essential to our overall well-being.
DRAINAGE
Who doesn’t need power and vitality, especially nowadays when everybody has multiple priorities, responsibilities, and emergencies? Many of us find ourselves drained at the end of the day. We marvel at others who seem to zip by with a zest for life that moves them forward, while we puzzle over how to capture the secret of their energy.
I must admit that I admire those who sew and stencil, cook and clean, garden and greet, work and work out, chauffeur and dog walk, invest and surf the Internet. I also resent them. I observe their accomplishments and all I see is how I don’t measure up. I realize how much more I have to do, should do, want to do, and am too tired to get to.
The plain fact is that I don’t have an unlimited supply of energy and neither do you. I relearn this every time I skip a meal to stay on task and complete the job at hand, only to ravage my refrigerator on sight. I rediscover this when I go from meeting to meeting to meeting, then on to errand to car to bank, and then dash into the house, disrobing as I race through the rooms to get to the bathroom in time. I realize this when I remember the check that didn’t get deposited, the dry cleaning that didn’t get picked up, the empty carton of milk, and the unreturned phone message.
While we may not be able to unload all of life’s energy demands, there are ways to recharge and last a little longer.
If you have ever:
Taken a break
Stopped to change your activity for a while before returning to your task
Made time for a brief nap
Gotten into a hot bath with lights off, soft music playing, and candle burning
Stepped out to take a walk
Made time for a massage
Had a manicure, pedicure, or facial (and it wasn’t a special occasion), then you already possess the Battery Pack with Recharger.

WHEN AGE IS AN INTERFERING REALITY
Helen’s goal isn’t to last as long as the task requires, but to last as long as her life requires! Physically, that’s proving to be a large challenge. Her concern is that her body parts are going to wear out. Now in her forties, she wonders if she’ll be old before her time and, as a result, have a miserable life. Although she knows her fear is a bit exaggerated, it’s still a genuine fear for her. Helen looks at her swollen knees and inflamed wrists with concern. “I can’t compare myself to the Helen of fifteen years ago, even though I think I still do that. I know I didn’t have these medical problems then. Life required the ability to move easily and I took it for granted. When I was younger, I just did what I had to do. Now I have to think about it.”
I asked her how she adapted to the changes of aging, her joint problems, and the dim prognosis from her doctors, who predict a future without the ability to climb stairs and possible hip replacement.
“I try to manage my energy by knowing myself as well as my body. Some people can go three or four nights without sleep and still be creative. I walk into walls after one sleepless night. Some people can go up and down the stairs all day. I can make about three trips a day before my legs give out.”
Helen’s solutions have been creative. Her first priorities are now physical therapy and doctors’ appointments. She knows that without them her strength is further diminished. Getting together with friends who live farther away than a twenty-minute drive requires too much knee bending and ankle pressure while having people over to her home requires only a comfortable chair. Trips to huge department stores make shopping for diverse purchases much easier than meandering through the shopping malls. Work at the computer is less exhausting than walking through a parking lot and the hallways at an office. While she used to be out the door when her children were off to school, she now takes the morning to ease into her day.
We may have borrowed against our energy account when we were younger without having to pay much of a penalty. Maybe you could drink six mixed drinks, dance the night away, and still arrive at work looking bright-eyed and bushy-tailed. Perhaps you drove straight through from New York City to Florida on spring break and found it great fun. Now the thought of a six-hour road trip or attending work on no sleep is repellent.
We may not need our Battery Pack with Recharger until a time comes when we run out of energy midtask. Are you weary of being tired? Frustrated from running out of steam before getting to the end of the day? Resentful of the job you adore, the people you love, and the life you’ve built because they ask for more of you than you have to give?
We all reach a breaking point. There comes a time when you realize that you have to plan and think ahead about consequences. It’s not unusual to discover a bit of resistance to admitting that you’re aging. Sometimes you have to hit the wall and see some consequences before you’ll accept hard truths. You might have to fall asleep in a meeting to learn that you can’t stay up until three in the morning just because your dearest friend comes to town. Your hip may have to throb before you discover that you’re too old to slide into third base. You may have to pay a few speeding tickets before you figure out that attending two school events at the same time isn’t possible. At some point, you realize that you have to pace yourself.

REBUILDING YOUR RESERVES
Whether your fatigue is the by-product of age or simply a result of overtaxing yourself, you can renew your capacity for power and enthusiasm if you focus on a few simple, yet often elusive, guidelines:
IDENTIFY SITUATIONS AND PEOPLE THAT REQUIRE ADDITIONAL ENERGY. Be careful of the company you keep. Certain people fortify us, and, after time spent with them, we wonder why we don’t see them more often. Increase time with people who boost your enthusiasm. They are like a surge of energy. Avoid toxic personalities. People who make you nuts, cause your stomach to churn, or add to your stress are sapping your energy. Psychiatrist Judith Orloff, M.D., calls these people “energy vampires” because they can really drain you.
REVIEW YOUR CURRENT ENERGY LEVEL. Shape up for more energy. Pay attention to the essential basics that keep you healthy: a well-balanced diet, sufficient sleep, and moderate exercise. Remember to take breaks during your day to release tension brought on by a hectic schedule. Do some relaxed deep breathing. Get up and stretch a little throughout the day if you’re stuck at a desk.
PLAN FOR FATIGUE. Even the best Batteries don’t last forever. Do you want to stop working when your Batteries run out or when the job is done? Many of us wait until we fall over; that’s how we know we’re tired! The truth is, at this point in our lives we know how long we can sit in a meeting before we need a break. We are well aware of how long we can listen to Aunt Ida talk about her neighbors before we need some quiet. We know how late we can stay up before we need to be in bed. We need to listen to what we know and plan on how we’ll get through without running ourselves into the ground.
FIGURE OUT WHICH ROUTINES ENERGIZE AND WHICH DEPLETE. A great brainstorming session can work to our advantage and maximize our energy flow, while a fight with someone we respect can diminish it. Some events are out of our control, but many can be integrated into our day and become part of an energizing routine. If you know you need eight hours of sleep, make sure you get it! If being indoors all day saps your strength and humor, make a point of spending time outside, even if only for a few minutes at lunchtime. Know what generates those positive sparks and find ways to include these actions in your daily life. Schedule them as you would any other critical appointments.
FIGURE OUT WHERE YOU LOST CONTROL OF YOUR LIMITS. Know your recent history. Review the times you plowed ahead without respecting your energy limits. Cass knows that four hours of shoe shopping is too long to spend with her friend Mary. The last time she ignored her limit, she ended up almost dumping Mary at the mall. Now Cass recognizes that the trips need to be kept short or broken up with some time apart.
BE REALISTIC. Defining “too much” may require you to set and keep limits, and this may mean saying no to commitments and requests. A well-honed Tape Measure is a critical tool for this task. You may find you actually have to cancel commitments. It is perfectly acceptable to back out of most things if your Battery is dead. Be aware of how much and what kind of stress drains your energy level. A fresh set of batteries will fuel a flashlight for hours, but if you’re also using those batteries for your cordless drill and tape player, they aren’t going to last long. If there are too many energy drains in your week you’ll run down, too.
Lily’s day included a commute in city traffic, a consultation with a prospective pediatrician, allergy shots for her daughter, driving the Cub Scout car pool, a microwaved dinner for four, and a dash to the store for the materials needed for her son’s science class demonstration the next day. When she closed the garage door for the last time that evening, she was on the verge of collapse. Looking at her calendar for the following day revealed another just like this one had been. There is a good chance that, at the end of that day, she will once again be on the verge of complete exhaustion. Lily needs to pick up the phone right away and reschedule, delegate, or cancel.
MAKE SURE YOU HAVE FRESH BATTERIES ON HAND TO USE IF YOU NEED MORE ENERGY. Plan to do what refreshes you. When people ask me where I get my seemingly endless energy, I have to laugh. I know it isn’t limitless. I simply enjoy what I do, and it shows. Even though my work requires energy, I also get energized from the interaction with clients and program participants. Having passion for work and relationships that you enjoy will help fuel your day.
The same goes for personal time. If you find that being alone with the Sunday paper and a cup of coffee recharges you, make sure that happens. Start your day a little earlier to have the peace and quiet you need before your family begins their day. The sleep you give up will be offset by the pleasure of creating time for yourself.
You may need to renew your energy when you’re on the job, in the midst of a pile of work, or only halfway through your list of errands. For these times, a quick pick-me-up can do a world of wonders. Before logging off the computer after searching for hard-to-find data, click your mouse to visit a humorous Internet site. Take a break that allows you to wander into a colleague’s office for a soda break or a handful of M&M’s. Stop at the coffee shop for a chance to sit and sip.
Even though you might have the energy to keep on going and going, take a break now and then just for the fun of it. In fact, just knowing that you have a reward waiting for you can make your project list fly by. I tell women to put their rewards right on their to-do lists, to plan time for things that make them smile, such as playing with a pet, taking their kids to lunch, singing, calling an old friend, or taking a walk.
Big rewards are great motivators, too. After tackling a major project at the office or renovation at home, it’s fun to plan an outing, an afternoon of spa pampering, or an evening out to celebrate your accomplishments. Remember to reward others who have helped you meet your goals. Surprise your staff with rewards for tasks well done, under budget, or ahead of schedule. Make your child’s favorite dish as a show of appreciation for his or her efforts at school or to celebrate an improvement around the house.

DEFINE “MORE”
Imagine that you were told you could have everything you could carry out of a huge fourteen-floor department store. As you went up and down the aisles, you crammed your pockets and loaded up your arms with things you wanted. As you arrived on the higher floors, the merchandise became more expensive, so you went from full arms of items to overloaded arms.
Now imagine that the really alluring items are on the top floor. Your arms and pockets are overflowing; you’ve even managed to jam some smaller items into your socks and your bra! But you want more. What can you do?
Louise describes her life to me and it sounds a lot like this scenario. With all she’s got going on in her life, she’s still thinking about more. A daughter in high school, a son in junior high, a job she likes, elderly parents who are becoming more dependent on her for help, and the usual assortment of sports, homework, doctors, and dentists fill up her weeks with little room to spare. Her boss wants to recommend her for a seat on the board of a local community agency. It’s inviting. What can she do?
The answers to both the shopping spree and the board seat are the same. In order for there to be room for more, something has got to go.

DON’T DROP DEAD, DROP SOMETHING
Believe it or not, there are times when we can recharge our Batteries, catch our breath, and regroup, yet we don’t! It may seem ridiculous to think that women go and go and go until they drop from exhaustion, but it does happen. The reasons are as varied as the women who will attempt to justify them! For each reason we have for why we don’t manage our energy better, there’s an opportunity to plug in our Battery Recharger.
Claudia is overly optimistic. She thinks she can always handle one more thing than she really can.
When planning your day, write down everything you need to accomplish and then cross out one task or errand. Make it a top priority for another time.
Lenore is afraid, convinced that taking a break in the middle of things will eliminate the time she knows she’ll need at the end. She manages to squeeze in that last task, though it’s done poorly because she’s exhausted by the time she gets to it.
Taking a small break is a way to catch your breath and pace yourself. If taking a longer break feels like you’re wasting precious time, create two mini breaks, one more than a third of the way through your day and the other at two-thirds, each lasting just a few moments. Put your feet up, grab a cup of coffee or water, or listen to four songs on a favorite CD.
Doreen underestimates how long things take and how much effort they require.
Add 20 percent to whatever time you think a task will take. Add up the time allotted to each item on your list. If it goes over the limit you’ve set, out it goes. If you end up with extra time at the end of your day, think of it as a gift to yourself.
Driving like a demon through traffic, Ronnie never thinks ahead to estimate how long it takes to get from one place to another. She schedules things close together and then panics when there’s heavy traffic, an accident, or construction that requires a detour.
When traveling between tasks, appointments, or errands, budget an extra five minutes at either end. Plan for red lights, duck crossings, construction, school buses, and accidents. The reality is there will be traffic at rush hour! In addition, make sure you allow time for a leg stretch, a bathroom break, touching up your makeup, or a change of clothing, if needed.
CeCe has her agenda and assumes that everyone else will accommodate it. She’s always surprised when her children become fussy, employees have additional things they need to discuss, and her manager has another task to delegate.
Learn to respect the Battery capacity of others. Small children have the patience for two errands in a row, then they’ve had it. Older children are interested in their agenda more than anyone else’s. Employees need to be able to ask questions and not feel that the boss has no interest or patience. Managers will always delegate to you because it is the nature of the relationship.
Louisa hates to say no, and rarely does. She’s always ready to play, eager to go, and happy to be included. And she’s always tired the next day. Everyone pays for her good time the night before, because she’s short-tempered, unable to focus, and disorganized due to insufficient sleep and late-night partying.
Use your Tape Measure. While it’s great to be asked, you don’t need to accept every invitation. Think about the consequences and who is depending on you later.

WONDER WOMAN’S SUIT DOESN’T FIT YOU
Taking time to be more realistic about your stamina, exercising confidence over fear, making realistic estimates, planning ahead, using your Tape Measure, and assuming there may be problems may not be the way you usually operate. This is much easier said than done, especially when you want to be superhuman, your family and friends want you to be Wonder Woman, and your boss hopes you will be perfect.
We can’t forget about the competition, either. The competition? Yup. You know who the competition is. The woman who’s doing it better than you. She always has the energy. She’s never exhausted. She never looks frazzled, and she always can do one more thing. She’s a myth.
How can you adapt the Battery Pack and Recharger to fit your unique style? You must give yourself permission to pull it out of the toolbox and use it. Admit that you need backup. In fact, you require it. Not because you don’t have what it takes to get the job done, but because that is what it takes to get the job done well.
You need to have as much energy as the job, task, or day requires. If you’re unsure about the exact amount of stamina that will be needed, it’s good insurance to have extra on hand. To tailor this tool to your lifestyle, you may need to modify the way you approach your days. The goal is to feel so good about the result that you eagerly grab for your Battery Pack with Recharger rather than use it only when your stamina vanishes.
Here are some realistic responses that will help you conserve your energy:
	Unrealistic	Realistic
	“No problem. I can do that.”	“I need to be honest with you. It will be difficult to fit that in today.”
 “If I have time at the end of the day, I can add that to my list, but I won’t know until then. Will you be comfortable with that?”
 “This is a bad day for that, I’m afraid. I’m sorry.”
	“I can’t stop for lunch because I have too much to do today.”	“I can take a quick lunch break, but then I have to get right back to this.”
 “How about if we do three more of these, and then stop for a coffee break?”
 “I’m worried about getting all of this done by the deadline. How about if we take two short ten-minute breaks this afternoon?”
 “Let’s get halfway through the list. Then I’ll feel like I can breathe a little easier.”
	“This is much more work than I anticipated.”	“How much time do you think it will take to get this done? I’ll add 10 percent to that.”
 “Last time it was a third more time and effort. So let’s assume that might happen again.”
 “Let me break it up into smaller, more manageable steps.”
	“I didn’t count on this happening!”	“I had a cup of coffee, so I assume I’ll need a rest room.”
 “Add a few minutes for school buses.”
 “I don’t think I have enough gas. I’ll have to stop, so let me plan for that.”
 “If I’m late, I’m en route. Do you want my cell phone number, just in case?”
 “I’ve never been there before and don’t know that part of town well. I may get lost. Let me map out my route before I go.”
 “What will we do if the computer freezes up? I’ve seen that happen before.”
	“Great! Count me in.”	“I’d love to but I’m going to have to take a rain check.”
 “I’m flattered to be asked, but if I don’t get to bed, I’ll be of no use to anyone at the meeting tomorrow.”
 “You go ahead. I’ll join you the next time.”


You may not only need to say new things but also try new behaviors that may feel uncomfortable to you. In addition, if others are used to your doing everything until you drop, they may not be happy when you take on less for them.
Daily energy conservation is critical, but what about maintaining your energy over the long term? The planning of a Bar Mitzvah, wedding, major anniversary, or key birthday celebration is an enormous undertaking. The process can take many weeks and sometimes months of planning. By the fourth phone call to the third caterer on your list, you aren’t so excited anymore. How can you recharge?
• Celebrate each milestone—ordering the invitations, hiring the entertainment, choosing the location—with a cake tasting.
• Rather than get things done all at once, give yourself an “event-free” week, day, or weekend, and allow yourself a moratorium from event planning. (Don’t speak of it at all for a specified amount of time!)
• To focus on one thing at a time, assign a purpose to each week: one week is “your outfit” week; another is “centerpiece” week; yet another is “cake” week.
Just keep in mind that in order to replace depleted Batteries with fully charged ones, you must stop the machinery you’re operating! Your goal is to act on your own behalf and make sure that you can do it calmly. Incremental steps toward your goal may be easier for you to perform.
If you can’t come to a complete stop, pause.
If you can’t tell someone “no,” tell them “later.”
If you can’t do less, change the pace, variety, or length of time you work on something.
If it all must get done, add something enjoyable to the mix to lighten your spirit.
If you fall apart, don’t punish yourself. Sometimes we just guess wrong.
If you fall apart repeatedly, reread this chapter.
When you use your Battery Pack with Recharger, you may know you need more energy only when you run out. If you’re lying on the floor, collapsed in a heap, it’s a signal—a huge flashing red light—that you need to make your energy level a priority. This is valuable information. If you learn this lesson the first time, you won’t let your energy run dry before you need to recharge your Battery the next time.
Monique didn’t think she could continue at the pace she had created for herself. Her boss demanded it, however, and her family had come to expect it. When she threw the sugar canister across the kitchen floor in a rage, that was a signal that she was overstressed. A cold that dragged on and on for months was another signal. When she was so overwhelmed with the details of her job that she completely forgot to get gas and ran out on the highway, that, too, was evidence.
The norms we have created for how we go about our lives were erected over time and reinforced by others. They are very strong. You may have developed the habit of living intensely until your energy runs out. You may need to further customize this Power Tool, adding a few extra Batteries to get as far as you need to get. For the endurance required for the life you live, the goal is not to last until you drop to your knees in exhaustion. The objective is to get to the end with energy to spare.
You may want to take a victory lap!
Punch List for Using the Battery Pack with Recharger
1. Identify situations and people that require additional energy.
2. Review your current energy level.
3. Plan for fatigue.
4. Figure out which routines energize or deplete you.
5. Figure out where you went past your energy limits and why.
6. Use those experiences to change your routines.
7. Be realistic.
8. Make sure you have fresh Batteries on hand to use if you need more energy.
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The Voltage Meter
GETTING ACCURATE FEEDBACK
When people ask, “How are you doing?” we usually assume that they’re just inquiring as a matter of courtesy. They aren’t really interested in the details of our lives. The speedy response is “Fine,” the stressed-out response is “Don’t get me started,” and the overwhelmed response is “Puuulllleeeezzzz!”
It is, however, a good question for you to ask yourself. How are you doing? The ability to review the general wear and tear of your life every now and then is a skill you should use often. Yet, in the daily blur of hip-shooting responses and activities, unhurried introspection is as rare as an anvil. With your Voltage Meter, you’ll be able to answer the question of how you are doing with honesty and accuracy.
Using this Power Tool allows you to assess the feedback you get from others. How do you know when wires are crossed or broken? When you feel unhappy or think something has gone wrong, you need to get a reading to see if your guess is accurate. When someone else reacts in a way that surprises you, how do you assess what’s going on? You need to plug in your Voltage Meter and get information you can use.
SEEKING CURRENT INFORMATION
Hitting the big 3-0, 4-0 or 5-0 is often a time when we take stock, reevaluating the direction and focus of our lives. Major life events as predictable as a graduation from school or as unexpected as an accident can stimulate reflection, too. We can be jolted into self-review by the birth of a baby, the death of a loved one, the diagnosis of a life-changing medical condition, divorce, or the termination of a job. These are things that can push us into assessing where we are and if it’s where we want to be.
Even without key life events, we need to make regular assessments. After a presentation, a party you gave, or simply on a regular basis, like your annual checkup or twice-a-year visit to the dentist, calculating the current state of affairs can help to determine if you’re on track, in need of a minor adjustment, or require a complete renovation.

GET A REALITY CHECK
Sometimes you know something is amiss but you can’t figure out where the loose wire is amid the tangle. When this happens, you need a reality check. A trusted friend, mentor, boss, or spouse can be a good sounding board. If you can’t get a good reading on your Voltage Meter, ask someone else to take a look. When you hear what they have to say, you can determine how accurate you are and how correct they are. You may have to get a few other readings before you can make a decision.
Wires that are hidden by solid walls can become loose, tangled, or broken. A Voltage Meter gives you information about those problems by providing a reading of the electrical energy flow. With a Voltage Meter in your capable hands, you can obtain the information that will help you reconcile your conflicting thoughts and feelings.
Do you wonder about your Voltage Meter’s ability to obtain information? If you’ve ever:
• Asked someone’s opinion about something you’ve done or said
• Assessed your strengths and talents
• Used your network to help you get information or solve problems
• Been introspective about areas for your development
• Called a friend for a reality check then you already possess a working Voltage Meter.
How does the Voltage Meter obtain data on your internal wiring? It couples your own observations with feedback from others. When people share their observations and impressions with you, it helps you appraise your abilities or the lack of them. The goal is to align things internally so that your strength and power can flow freely.

DATA TO WORK WITH
Want information about yourself from other people? It’s amazingly simple to obtain. All you have to do is ask! The problem is that people whom you don’t respect, trust, or think are too bright are often eager to impart their opinions and counsel. In fact, most people, some of whom you wouldn’t rely on for a recipe for ice, seem more than willing to provide insight, observations, and advice. How do you get a reliable reading?
It can be scary to ask for information about yourself, but if you don’t overcome this fear, you aren’t going to grow. I often suggest that women first ask themselves the question: “What’s the worst thing I could hear?” and examine their worst-case scenario. You could even confess “I’m afraid you’re going to tell me . . .” Once you prepare for the worst thing they could possibly say (“You need to lose weight.” “You are not manager material.” “I don’t like you.”), you’ll be prepared for anything they might say. The most important thing is to ask someone you trust. Choose someone who can be both candid and caring.
How can you insure that the feedback you get is as close to the truth as possible? Before you buy anyone’s version of the truth, use the rule of a good newspaper reporter and go to another source. If the second person’s feedback is totally different, get a third opinion. Remember that the information you are getting is one person’s perception of reality.
Throughout our lives, we receive information from others about ourselves. It’s called feedback. It can be given directly or indirectly and received positively or negatively. If we’re lucky, the feedback helps us learn something about ourselves. Sometimes it hurts our feelings and does little to improve things. In fact, sometimes feedback can make things worse and damage the relationship we have with the person who gave us the observation.
No one can tell you how you are. By the same token, you can’t tell anyone what he or she sees. You probably know that giving feedback correctly requires skills and awareness, but you may be less aware of the importance of knowing how to receive it. This is a critical skill. Asking for feedback is essential for taking stock and assessing strengths, as well as for reviewing areas for development or adjustment. Receiving feedback isn’t always easy.

TOO MUCH INFORMATION
When you think you’ve had enough data, you should call a halt to the free flow of information. Attempting to absorb more feedback than you can handle, regardless of what someone wants to give you, is like trying to put three batteries into a space designed for two.
Is there a polite way to say “Stop” so that you aren’t overwhelmed by a laundry list of complaints or things to work on? See if these phrases work for you:
• “I’m sure there are many things I need to be aware of. I was hoping you’d give me the top two.”
• “Hang on! Before you continue, I need to give some thought to what you’ve already told me.”
• “This feels a bit overwhelming. I need to sort through this. Let me get back to you later.”
It’s impossible to change to meet everyone’s expectations, and the situation becomes compounded as more and more people give you feedback. A single act can generate a huge amount of feedback from people who observe it. A loud exclamation could be viewed as appropriately angry by one person, overly harsh by another, and merely uncouth by a third. Each person will see it from a unique perspective.
Think of feedback as a pair of work gloves. You wear them to protect your hands when working with rough or hot materials, sharp edges, and broken glass, and when unloading materials or cleaning up. You don’t wear them when handling most tools because your tool might slip from your grasp, twist around, and injure you. Or a cutting edge can catch on the glove and drag your hand along with it. Gloves are good to have, but their usefulness depends on what you’re doing and planning to do, how they fit, and what material they’re made from.

WHAT YOU SEE DEPENDS ON WHERE YOU ARE
While I was walking through the halls at a client’s office, Matt, a manager there, asked if I had a minute. He gestured for me to take a seat.
“I have a concern and I’m hoping you can help me,” he said. “Julie is a terrific assistant but she really needs some assertiveness training. I never know when she’s getting angry until she bursts into tears. She has good ideas but getting them from her is like pulling teeth. Can she be included in your next training session?”
I agreed that she seemed to be a good candidate and his support would be great encouragement. Julie attended the next session of “Proactive Communication” that I conducted at the company. A few weeks later, I was back in the office building and passed Matt in the hall. He smiled and came over.
“Hey, I’ve got to thank you. Julie is really being more assertive and I think our relationship is much more productive as a result. She’s clear about her limits now and lets me know what she’s thinking before it becomes a big problem. And she offers her thoughts and ideas and some of them really are fine improvements.”
I was pleased to hear that Matt had seen results and was coaching Julie along. It’s rewarding when people let me know the results of applying new interpersonal techniques and strategies I’ve suggested.
Several months later Matt was promoted, and Lionel moved into Matt’s job. When I saw Lionel in the lobby, I congratulated him on his recent promotion. He motioned for me to come closer.
“Listen, I really need your help. I’ve inherited Matt’s assistant, Julie, and she really needs some training. I’m finding her to be pretty aggressive. She always makes sure to tell me when she’s overloaded or frustrated. She’s constantly trying to push her ideas on me. I think she needs to learn how to tone it down.”
Different manager, different data, same Julie. When I asked her if she could meet with me for a cup of coffee, she eagerly accepted.
“Matt wanted me to be more assertive. Lionel wants me to shut up! I can’t seem to get it right!” She sighed. “What am I supposed to do?”
“It seems to me that what worked with Matt won’t work with Lionel. You may have to make some adjustments,” I said.
“I have to change—again?”
“You made adjustments to improve your relationship with Matt and the outcome was a good one. Now Lionel is in that position. It looks as if some adjustments are going to be needed to obtain a good outcome with him.”
“Do you think I need to change my behavior?” Julie asked me pointedly.
I laughed. “Me? I’m not the manager! But a good question to ask yourself is, What are the consequences of maintaining my current behavior?”
Julie’s Voltage Meter was getting a reading from Lionel that her communication needed adjusting. She must decide if it’s worthwhile to make the modification.

NEWS YOU CAN USE
Ed Koch, ex-mayor of New York City, used to ask his constituents, “How am I doing?” He always seemed to be checking his Voltage Meter for the most current reading. How can you get information you can trust, and in doses you can handle?
Have You Noticed?
If you ask your friend if she thinks you are annoying, she may come to your defense and assure you that you are not. But that may not be useful information. A better way to probe for clarity might be to ask, “Have you noticed any times when I might have annoyed other people but might not have known it?”
Don’t Telegraph the Answer
Don’t point out what you’re looking for ahead of time, because it will bias the answer you get:
YOU: I want to be a take-charge person who can survive conflict. How do you see me?
THEM: Well, I think you are good at handling conflict and love to take charge of things.
Avoid Yes or No Questions
Leading questions are the kind that can be answered with a yes or a no. They don’t give you as much information as you can get by asking nonleading questions:
“Can you give me some examples where I’ve demonstrated this skill?”
“What is your take about her reaction?”
“How would you interpret my situation?”
“What can I do to improve this?”
“What would be a realistic goal?”
“How can I improve things?”
How to Get a Reality Check
Describe the situation with as much detail as necessary. Then tell the listener that you’re looking for a reality check. You’re really asking if your assessment of things is off base or on target. The reason you’re going to an outside source? When you’re too close to a situation, feelings can cloud good judgment. You want to hear from someone who isn’t embroiled in the situation.
Patty worked with Ed as her manager for almost ten years. Without fail, every six months or so, they would get together for a feedback session. At some point in their dialogue, as they talked about areas where Patty could improve, tears would well up in her eyes. But it was Ed who would fall apart! Seeing her so upset was traumatic for him. Invariably, he would rush to end their discussion and pull the plug on Patty’s Voltage Meter.
The daughter of a chemistry professor, Patty knew that what was happening was triggered automatically. Her body had a biological reaction to the chemical explosion that was going on inside. When she tensed, she teared up. She stressed to Ed that she was experiencing a biological reaction, and it shouldn’t be taken personally. As the only female manager in a technical area, getting developmental feedback was critical for her success.
“Ed,” she told him, “I can’t stop this. These tears are going to happen, and we need to be adult about it and just prepare for it. It doesn’t make me any less of a manager, but sometimes I feel that it does, because I react differently from my male counterparts.”
Patty urged Ed to not personalize her teariness. She suggested that he simply reach into his drawer and pull out a box of tissues. It took him a few years to really feel comfortable about it, but over time, he kept a ready supply of tissues in his desk drawer.
Whether improvement feedback is given to a man or a woman, each is feeling the same way inside. The difference is that each may manifest it differently on the outside. Don’t shortchange the experience by not getting the feedback because it causes discomfort on either side of the table.
These following guidelines are helpful if you need to improve your ability to obtain useful feedback:
Ask for Specifics
Make sure you ask for specificity in feedback. Feedback isn’t legitimate if it cannot be clearly demonstrated by an observable behavior. For example, if someone says “You’re very arrogant,” a suitable response would be “What exactly have I said or done to cause you to think that?” If that response is countered with “I don’t know; I just experience you that way,” then forget the accusation. Without specific examples, the feedback is too vague to act on. You cannot change your behavior just to meet everyone’s personal likes or expectations.
The more specific the feedback is, the more useful it is. Being told that you are a “good manager” is nice but it doesn’t really tell you much. It’s more useful to be told, “Your management ability is impressive. The people you hire into your department are terrific contributors to their project teams.” Being described as “kind” is pretty general, but being told that “you always take time out to make sure people feel special by saying ‘hello’ or asking about their family” lets you know exactly what you do that makes “kind” an apt description. Ask for specific examples of what people mean. Rather than simply accept that people will give you information too vague to be useful, request the detail you need to really understand exactly what you’re doing and the impact it’s having.
Focus on Actions, Not Attitudes
What people see is how you behave. They may never know why you behave as you do. You may not even be aware of why you do some of the things you do. Don’t accept labels or pseudopsychiatric assessments from people. You want “just the facts,” which include what they saw and how they felt about what they saw.
Clay tells Holly she is aggressive. He maintains that she is acting on her desire to assert more power over men. What is important information here is that she waves papers in his face all the time. It could be that Holly is aggressive. Perhaps she thinks it’s the only way to get Clay’s attention. It may be that she’s using a behavior that works in other situations. Holly might want to affirm and display her power. Or, it could be that Holly has a very demonstrative and quirky sense of humor. Clay can only guess about “why” Holly behaves as she does. Everyone is better served if they stick to what Holly actually does and how Clay reacts to it.
Determine the Appropriate Time and Place
Wait too long to get information and either you can’t remember what the person delivering the information is talking about, you don’t care, or it’s too late to use it. Too soon and you feel like the painter is trying to apply the first coat of paint before you’ve put on the primer. There are times when the difference between criticism and advice is often just a difference in timing.
Negative, unconstructive criticism overpowers all other feedback. Regardless of what is said, what you hear is “I don’t like this, change it.” It’s also been my experience that advice not asked for is rarely taken. It doesn’t mean it isn’t good advice. It simply means that, if you didn’t ask for it, you won’t be very receptive to it. Manage the timing and location to improve your receptivity.
Don’t take feedback on the fly, as you’re running out the door or down the hall. Stop and suggest that you’re really interested in what the person has to say and want to schedule a time to call or meet and talk about things.
A good practice to adhere to is the twenty-four- to forty-eight-hour window. Getting feedback too soon can hit you before you’re ready to focus on the information. If too much time has gone by, the data loses its impact. Asking for feedback one or two days after something has occurred gives you some time for some distance, but things are still fresh in the minds of those involved.
There are exceptions:
• If the situation has provoked a lot of anger, wait before asking for feedback. An emotional delivery can sometimes obstruct the delivery of good information. If you’re the emotional one, you won’t be receptive even to helpful feedback.
• If there are other people around, you might want to wait. While some people enjoy being praised in front of others, some don’t. And no one likes to be told how to improve when there’s an audience.
• If other information is required, it may take some time to gather it. Don’t delay, though. The longer it takes to get feedback, the less useful it is.
Keep It to One Issue
A laundry list of observations that sound more like complaints or things you could improve upon is unlikely to be absorbed easily or well. Ask for the most important piece of information. Or tell the person providing you with the feedback that you can’t absorb any more “help” right now.
Get the Effect
Ask about the impact the listener thinks your behavior has on him or her, on others, and for you. You’ll never really know the impact of your behavior if you don’t ask. Then simply listen.
Emma has a very abrupt manner of speaking. Her clipped speech, direct manner, and apparent lack of humor put many people off. Katie asked Emma if she’d done anything to offend her. Emma was puzzled until Katie told Emma about how she presented herself and the impact it had on her. Emma found it helpful and assured Katie that she enjoyed her company very much. Once Emma understands the impact she has on others, she can clear up any misunderstanding (if there is one), alter her speech patterns (if she wants to and can), or do nothing at all.
Avoid a Referendum
Don’t take a comprehensive survey just so you can locate an opinion that you like or find a view of things that matches your own. The people you’re trusting for your reality check should be honest, practical, and smart. Hopefully, that’s why you selected them in the first place. Trust your wise judgment about choosing the best people to provide you with the feedback and perspective you’re seeking. You need to know which friends can be depended upon to answer the tough questions. If the feedback requires tact, those in short supply will avoid giving you honest responses because they don’t want the relationship to suffer.

TAKING FEEDBACK WELL
When receiving feedback, many of us tend to argue about, disown, or attempt to justify the information.
“I didn’t say that.”
“That’s not what I meant.”
“You don’t understand what I was trying to do.”
These statements try to convince the people giving the feedback that they didn’t see or observe what they claim. However, you need to understand that the observer—whether manager, peer, friend, employee, or family member—is relating what he or she experienced as a result of your behavior. There is nothing wrong with having different viewpoints. The purpose of feedback is to get a new view or to increase awareness. If you argue over what other people saw or felt and they back down, you can lose valuable information. Trust that the particular way they heard, experienced, or understood something was true and accurate for them. Rather than question their feelings, try to determine if you think those feelings are warranted, and what, if anything, you think you should do about them.
The appropriate response, as a rule of thumb, is to say “thank you” when you’re the recipient of feedback—even when you don’t like what you’ve heard. It is also fitting, of course, to ask for clarification or more detail on any issue. The whole reason for getting feedback is to help you get information about yourself from someone else’s viewpoint. This isn’t nearly as easy as it sounds!
After presentations, there are times when a person might ask if he or she can give me feedback immediately. The underlying message telegraphed in the tone of voice tells me it won’t be high praise. People rarely ask for permission to tell you how wonderful you are! I work hard to practice what I preach. I try to be open to receiving feedback, even when it isn’t asked for. I encourage people to provide me with data and, as a result, I get information:
“Your hair moves too much.”
“You held my interest the entire time.”
“You sound too confident.”
“You have incredible energy and enthusiasm.”
“You should have told that person he was wrong.”
“You didn’t look at me enough.”
“You laughed too much.”
“Too many examples.”
“Not enough examples.”
“You are wrong about your opinion.”
“You gave me a lot to think about.”
My response is always the same: “Thank you so much for telling me. I appreciate your candor. Is there anything else?”
Sometimes I take a huge breath first. Sometimes I take it afterward. There are times when I wish I had said, “Actually, this isn’t a good time for me, though I do want to hear what you have to say. Could we talk tomorrow?” And there are times when I’m thinking, “No, I really don’t want to hear what you want to tell me. Go away.”
After you say “thank you,” you can decide later on if:
You need more information, details, and examples.
You will apologize if the impact caused problems or discomfort.
You don’t care enough to do anything about it.
You need to think about it for a while.

NOT-SO-OLD GIRLS’ NETWORK
As unique as we are, there is universality within the female experience that creates a bond. We have faced many of the same problems, on the job and in the home, and have information that can be extremely useful.
A female network of relationships can provide resources in a wide variety of areas. Cultivating informal relationships is a way to expand your contacts and learn about experiences, events, opinions, and opportunities in a vast array of topic areas. Obtaining names, gaining information, and creating a database of people to draw on will help us expand our network of feedback providers.
Young girls typically develop networks by sharing secrets and confidences. As grown women, we can become isolated simply by not wanting to appear too girlish by hunkering down together to share information. Sometimes we experience a gentle reprimand, said in a joking way but with a veiled and serious undertone:
“You always have to go to the ladies’ room in pairs.”
“Are you on the phone with her again?”
“Didn’t you just see her today?”
“Are you two still talking about that?”
The relationships you come to depend on for candid measurement and reliable data are precious. Women tell me that friends, colleagues, sisters, cousins, mentors, professional associates, managers, mothers, and teachers all provide a vital flow of informational power. Your network of relationships can be a brace that helps you hold a tool firmly or a reflective lens that helps you see how others see you. Even if you’re not ready for the information, the women in your life can act as the support you need on the way to finding your own way.
Faith threw a huge party for her fiftieth birthday. To create the celebration the way she envisioned it required months of saving money, meticulous planning, and the coordination of a cantankerous caterer and a facetious florist. She managed to create an intimate, personal, lively gala with many unique elements. When the last of the party decorations was put away, Faith called a few of her friends to find out what had worked and what hadn’t. Faith urged her friends to give her honest feedback. The following year, she was planning to give her parents a golden wedding anniversary party. She wanted to replicate what had worked and improve where it was needed.
Her friend Mary Ann provided specific examples of what she felt didn’t work, such as the difficult flow of people from room to room and the bar’s being too small for the number of people who were trying to get drinks. She explained the impact that it had on her, which helped Faith understand why it was a problem. Mary Ann also suggested ways that the problem could be avoided. Having wine and soft drinks at one location and mixed drinks at another might create less of a line and also avoid a glut of people in one area.
As Faith talks with other friends and gathers data, she may discover that there are some trends that emerge. If several people mention that guests didn’t flow from room to room easily, then Faith can determine some ways to deal with that. If only one or two people mention it, she can decide that it wasn’t really a problem for most of her guests.
Faith can ask about the specifics she is most concerned about. She had wanted to talk about how each guest meant something to her, so Faith had prepared a gentle “roasting” of her family and friends, rather than getting teased about her age by them. She can ask if people were bored by her presentation, charmed to be mentioned, or annoyed at her comments. This way she can figure out if her speech worked for everyone at the party, for some, or just for her.
Punch List for Using the Voltage Meter
1. Periodically examine yourself for general wear and tear.
2. Conduct an assessment one to two days after an event.
3. Ask for feedback.
4. Get news you can use.
5. Keep feedback specific, action-focused, well-timed, and limited to one issue.
6. Don’t forget to say “thank you.”
7. Remember that feedback is someone else’s take on things; don’t look only for corroboration or validation.
8. Get a reality check from a trusted source.
9. Plug into your network.
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Duct Tape
PLANNING FOR PLAN B
When I started my business, I went to the Small Business Development Center at the University of Pennsylvania’s Wharton School for guidance and direction. I had read a lot of business books about consultants, entrepreneurs, working from home, and issues specific to women in business. I knew I needed a better understanding of what would be required as I created my consulting practice. I talked to several business owners, many of whom were enjoying great success and a few whose companies had tanked. As I gathered information about what I would need to do to create the kind of company I envisioned, I discovered that I needed to plan for both failure and success.
Planning for success was what most of my potential partners, colleagues, and competitors spent their time doing. I heard the dreams of a certain style of furniture for the office, an early retirement in a warmer climate, the IPO, the latest technology, the cell phone, the Web site with the spectacular eye-grabbing logo, and the recognition. Little planning was actually done to anticipate potential problems and develop alternative plans should those problems ever become a reality. No one talked about how much money should be saved to create a safety net if it took six months or longer to snag the first client. I couldn’t find someone who would tell me where they were cutting back to insure that they didn’t feel a financial pinch or whether they were developing other options if things didn’t work out.
When we hope for the best outcome, we are simply displaying a good measure of confidence. But when things don’t go as planned, not having options or a backup plan can leave you with a mess on your hands and no way to clean it up. My advice? Always bring along a roll of Duct Tape.
DUCT TAPE HAS POWER AND VERSATILITY
When your Power Tools work exactly as you’ve predicted and practiced, it’s great. That is the goal. However, there will be times when people don’t respond as you thought they would. Even with the best strategy and time spent on “what if” planning, you can be caught off guard. If things don’t go as you’d hoped, you don’t have to throw up your hands and toss down the tool. With Duct Tape in your toolbox, you have the ability to keep things together. When things aren’t working, change something. Test the results and change again.
For each potential problem, create at least three very clear, alternative Duct Tape tactics. Remember, you’ve used every tool and strategy you had planned to use, and nothing is working.
If my idea at the meeting is ignored:
I will repeat the idea again.
I will ask someone’s reaction to my idea.
I will fine tune my original idea in the following way . . .
If people continue to ask me about my husband’s illness, a subject I’ve decided is off-limits:
I will pretend I didn’t hear them.
I will change the subject by asking them about their vacation plans.
I will excuse myself by going to the bathroom.
If during a parent-teacher conference, it becomes clear that the feedback is motivated more by the teacher’s dislike for my child than his academic performance or classroom behavior:
I will grit my teeth, listen and leave.
I will change the subject to the school’s recent building renovations.
I will tell the teacher that there will be things that I need to discuss with the principal.
Since Duct Tape comes with no instructions, it doesn’t limit your creativity! So pull out your Duct Tape, rip off a piece, and:
REPLACE. Substitute one thing for another. (Replace quiet for talk or whispering for yelling.)
REVISE. Rearrange the order of things, and continue to customize. (Can’t come to a solution? Have a discussion. Start with something small and work up to the harder things, or get the hardest thing done first, then follow up with smaller, less important issues.)
REMOVE. Eliminate some thing or someone from the scene. (Leave or take a break.)
REPEAT. Try again. Sometimes you need to use a Power Tool two or three times to really get the job done. (After saying “Your services are no longer required” three times, there isn’t much room for discussion or confusion.)
MIX. Combine options, possibilities, and behaviors in new ways. (Send a funny note that includes an apology.)
MODIFY. Adapt to the reality of what is happening. (If someone is intent on lecturing you, stop trying to make it a conversation.)
STALL. Tell the other person, “I need to call you back” or “We’ll have to talk about this another time.”
If you have ever:
• Just smiled, regardless of the turmoil you were feeling inside
• Said “thank you” to an undeserving party
• Stared silently, saying nothing at all
• Apologized by simply saying “I’m sorry” without following it up with an opera
• Distracted someone or changed the subject (“Oh, before I forget . . .”)
• Eaten while someone talked, so you wouldn’t talk
• Suggested a delay (“Let me get back to you.”) then you already possess Duct Tape.

STRATEGIC BACKUP
Duct Tape has a wide variety of uses, such as holding things together, repairing a break or rip, or keeping a tear from growing larger. Duct Tape has a reputation as a crude fix for almost everything, and you may feel like you’re cheating when you use it, since you’re not using refined, job-specific tools. But slapping on a piece of Duct Tape isn’t meant to be a permanent solution. It’s a strategic “do-something” when nothing else is working. Rather than giving in or giving up, Duct Tape allows you to keep things together until you have a chance to create a better alternative. Opportunities that may call for Duct Tape include:
Escape
When you see that you’re hitting your head against the wall, it makes sense to stop! Not getting the results you want, or running real fast and getting nowhere, are signals to take a step back. You can’t be creative when you’re too focused on what isn’t working. Telling people that you need to go “clear your head” will allow you to take time out and regroup.
The beauty of Duct Tape is that it’s almost like a strategic time-out. It allows you to regroup. Anytime you are caught off guard—when the tool you chose isn’t working, when your emotions are jamming your thought process, or when you panic—this is the tool you should reach for. Don’t shoot from the hip or try to wing it. That can create more problems than the one you’re dealing with. Just grab your Duct Tape, slap on a piece, and go regroup.
Judy found herself on the phone being scolded by her mother. She had called to tell her mother about her daughter Laura’s latest achievement—competing in a statewide track meet. She was proud of Laura’s accomplishments and thought her parents would be, too. Instead, she was stunned as her mother admonished Judy.
“Judy, if you aren’t careful, Laura’s grades are going to plummet. She’s competing in this meet. And didn’t you tell me she was also in the school play? And she has her piano, too. You’re letting her do too many things. It’s going to backfire on you.”
Judy didn’t know what to say. She was shocked at her mother’s reaction. Taken by complete surprise, she wasn’t thinking of any tools or her toolbox. Her mind had gone completely blank. She was feeling anger and defensiveness rise up within her. But she knew that Duct Tape would allow her to hold it together until she could think of something. She pulled out her Duct Tape and said to her mother, “Hey, can I call you back in twenty minutes? Something just came up and I have to deal with it. Okay?”
Judy’s mother, taken by surprise herself at this request, agreed.
Judy took advantage of the twenty-minute reprieve and thought about what she would say when she called her mother back. She dialed the number and when the voice on the other end came on, Judy began.
“Hi, Mom. I wanted to call and tell you that Laura will be competing in the statewide track meet this weekend.”
Judy’s mother was confused. “What!? You already told me that.”
“I know,” Judy replied. “But you didn’t react the way I had hoped, so I thought I’d try it again!”
Both Judy and her mother laughed at this.
“Honey, I am pleased, but I’m also worried. Laura is doing so much.” This led into a more reasonable conversation between two adults about raising children.
This simple technique is an elegant use of Duct Tape. It can be modified gracefully into a variety of applications. After the twenty-minute break, you can start anew with a new strategy and a Power Tool in your grasp:
Power Drill: “Hi. Sorry I had to get off the phone before. I was wondering, though. Did you call me just to vent about Robert, or do you want my help? If you just want to yell, you can have ten minutes. If you want my help, then I’ll try my best. I just need to know what the purpose is of this call.”
Electrical Sensor: “Hi. It’s me again. I thought we needed a break. Neither of us seemed to be listening to the other. I do understand how you feel about this problem. I’m just worried that you’re going to do something drastic.”
Voltage Meter: “It’s me again. I had to get off. You really said some harsh things. I felt like you were beating me up. Are you angry with me?”
Tape Measure: “Hi. I’m back. I don’t want to talk about what’s going on at work. If that’s what you want to talk about, then I’m sorry. Should we hang up and try again later?”
“Anything Else?”
There are times when you should be asking questions instead of giving information. You need to stop talking. Ask if there’s anything else you should know. Then close your mouth and listen. Thank the speaker for his or her honesty and the information, and then depart. Mull it over at a later time and see what you can pick up from the information.
In Chris’s position as chief financial officer, she saw an entire division of her company as a financial drain on the firm, yet when she presented the information, the rest of the executive team looked at her like she was speaking another language. She didn’t understand how things that looked absolutely clear to her looked absolutely and clearly wrongheaded to others. Surrounded by smart men, she couldn’t imagine why they didn’t see what she did.
“Historically, I would just pack up the tent and depart. Why bother beating my head against a wall and irritating my colleagues? I was suggesting that we divest an entire division. Was there just an emotional wish not to cut, which is a common shortcoming to strategic planning? Was I able to see things that were in other people’s blind spots, or did I have the blind spot?”
Chris realized that her presentation of the financials wasn’t working at all. She told me that her Duct Tape helped her avoid throwing away the whole idea.
“I devoted an entire executive meeting to saying this is why I conclude what I do. I told them, ‘These are the things that I know that get me to this conclusion. You don’t know these things. And you know other things that I don’t know. It would be a good use of our time to examine why we see things so completely differently. Let’s not just sweep it under the rug.’
“It wasn’t completely effective, but it did force the entire executive team not to simply walk away over a difference of opinion. It allowed us to explore how a roomful of smart people with the same information answered the question, ‘What is it that you see that I don’t see, or see differently?’
“It was useful to examine how, if we eliminated that division, it would hurt the company. The division wasn’t doing what it was originally created to do, and I was more aware of that than my colleagues. We were going through great competition and cost-cutting, and it really felt to me like it was time to get out of this part of the business. Ultimately, that’s exactly what we did.
“What made me pull out the Duct Tape this time rather than simply give up? I was 99 percent certain that this was the right thing to do and every day we didn’t do it, we were losing money. It really needed to be dealt with. I guess when nothing else would work, I pulled out the Duct Tape as my last resort.”
“I’m Sorry”
When a tormentor is beating you up, your immediate goal is to get them to stop. If you say, “I’m so sorry. I’m doing the best I can,” it can take the wind out of a bully’s sails. It rarely makes sense to continue beating up on someone when they have conceded the fight. It can stop the pounding you’re getting and give you a breather.
Rowena and her sister-in-law Michele were reviewing the plans for the upcoming family reunion. Michele was both fussy and overbearing, and although they had divided up the responsibilities associated with coordinating a weekend involving almost one hundred relatives, no one had completed them to her satisfaction.
Rowena had coordinated all of the meals and every detail had been taken care of. Yet when Michele reviewed some of the choices, she was, predictably, dissatisfied.
“I thought we had agreed that Friday night would be a pasta buffet?”
“We did, but then decided not to bother since we didn’t really know what times people would be arriving for the weekend. It seemed easier to have food you could serve whenever people arrived, rather than things that you had to keep hot,” Rowena explained.
“That’s not what we decided.” Michele’s irritation was escalating.
“What I thought we decided was that I could decide.”
“Not a picnic. This will be everyone’s first impression. Do you want them to think they’re in for a cheesy weekend? Don’t be stupid.”
“No, of course not! I don’t want people to think that. I thought . . .” Rowena wanted to explain herself and was feeling a little defensive.
“You really aren’t thinking. I hate to think about what you’ve arranged for the other meals, if this is what you did for the first one.”
Michele was ramping up her browbeating, and Rowena wanted to avoid repeating this type of conversation for every meal. Explaining seemed only to invite more of Michele’s anger and Rowena was desperate to head it off at the pass. Tearing off a piece of Duct Tape, she said, “I’m sorry, Michele. I’m doing the best I can.”
Michele looked up and abruptly stopped speaking. She looked thoughtful. “Yes, I suppose you are. I just wish you would have touched base with me before the details were all final.”
They moved on to another aspect of the reunion weekend. Rowena softly let out a sigh of relief. She hadn’t convinced Michele that her menu planning was satisfactory, but she’d avoided being tormented through a review of every meal for the entire weekend.
“What Do You Think?”
When you’re being roundly criticized, the goal is to stop what feels like verbal abuse. Suggest that others provide you with advice. Saying, “Tell me what you think I should do” can redirect the person who is barking disapproval and encourage him or her to shift from browbeating you to directing you. Although it may seem like you’re relinquishing your power, it allows you to maneuver the situation.
Tracey had worked for several weeks on a project that she presented to an entire level of managers. There was significant resistance to going from traditional top-down decision making to collaborative team problem solving, and Tracey and her presentation of the project rollout were met with tremendous opposition. After sitting in the back and observing, Tracey’s boss ended the meeting. When everyone had left, he suggested a quick meeting with her. As soon as the door closed, he began his disapproving analysis.
“What a disaster! You weren’t supposed to create problems, Tracey, you were supposed to sell them on this new approach. Couldn’t you see how angry they were getting?”
“Well—” Tracey started to say, but was quickly cut off.
“You’ve created a mess. You managed to move things three steps backward! Now they’re resistant, suspicious, and mad.” He threw the presentation folder on the desk.
“People are always resistant to things that are new, especially when it comes as a surprise, and—”
Tracey’s boss cut her off again, blasting out his words. “You were supposed to sell it. You were supposed to help persuade them and promote this as a positive thing. What you did was create a problem we didn’t have before.”
Tracey realized a few things at once. She knew that people often were initially resistant to new company directions. She knew that follow-up sessions could address questions and concerns that people had. She also knew that her boss was very unhappy with her and about to go off on a tear and vent his anger at her unless she could redirect the conversation. “Tell me how you think I should handle this,” she said.
Her boss looked thoughtful, and Tracey saw his anger begin to recede. The rest of the meeting was spent talking more about strategies to deal with the anger and resistance of the workforce that needed to be managed and less about his disapproval of Tracey.
Repeat
When you’re stuck, you can simply repeat the statement. It doesn’t matter if it’s your statement or theirs. If it’s yours, repeating the statement or question allows you time to think before you respond and it can serve to reinforce your point. Three times is often all that’s required to drive the point home. This is a great piece of Duct Tape for a Tape Measure that’s coming apart!
Judy wanted Tina to buy a watch for their father’s birthday that was well beyond what they had agreed they would spend.
TINA: I don’t think that’s a good idea.
JUDY: Don’t be like that. Dad will love this.
TINA: I don’t think that’s a good idea.
JUDY: You always say that at first. I know this is more expensive, but it’s so much nicer. It really is perfect. Dad will just love it.
TINA: I don’t think that’s a good idea.
JUDY: Are you sure? You really don’t want to make Dad happy?
TINA: I do want to make Dad happy. I also want to stay within our budget.
You can also repeat the speaker’s statement by turning it into a question. This technique often invites others to expand on their point or hear it as it sounds to you.
THEM: When are you going to quit your job?
YOU: When am I going to quit my job?
THEM: Yeah, I thought you were going to finally leave that place.
YOU: Oh, you thought I was going to quit my job?
THEM: Well, you don’t seem happy with it.
YOU: You thought I’d quit my job?
THEM: Forget I said anything.
“Thanks”
Once you realize that you’re being lectured to and not engaged in a genuine, two-way conversation, the goal is to get to the end as quickly as possible. When using techniques such as being polite, nodding your head, smiling, and saying okay to encourage the other person to continue talking, your goal is to get them to say their piece faster so that it will be over! If you want to speed up things and get to the end quickly, don’t interrupt or create conversation. Just allow an open line for one-way communication. Chances are pretty good that they want to talk to you and not with you.
Mindy wanted to talk with the vice president in her division about the possibility of job sharing, but when she broached the topic, the VP launched into a lecture about how the company was not interested in being cutting edge or breaking the traditional model of how employees worked. Mindy was eager to make her case, which she thought was well planned. She had hoped for a dialogue that would allow her to use Power Tools like her Power Drill to get more information, her Voltage Meter to get a reality check about her own value in the company, and her Demolition Hammer to bash an old tradition that seemed outdated. It never happened.
The VP barely took a breath and continued a lecture about dues paying and being known for adding value, rather than creating a customized position. Mindy realized that it was the longest no she might ever endure. In her hopes to speed things to a quick end, she didn’t try to say anything but waited until the sermon that was intended as a refusal was over and then simply said, “Okay, thanks.” This allowed her to regroup and rethink her strategy.
“What Do You Want?”
Some people are convinced that anyone could do what you’re doing better than you, because it seems to be so easy. Ask them, “What is it that you really want from me?” It will allow you to stop trying to come up with the magical solution and get information from them. Once you flip roles, they can see that your job may not be so easy after all.
Eve was having a difficult meeting with her daughter Colleen’s teacher. Although the purpose of the meeting was supposed to be about Colleen and her problems in the classroom, Eve was getting the distinct impression that the teacher’s frustration was really with her, and that she had some definite ideas about what Eve should be doing. Eve finally found an opening in the conversation and asked, “What is it that you really want from me? If you were Colleen’s mom, what would you do?”
Once Eve had that information, she could talk about the things the teacher mentioned that she had already done that hadn’t seemed to work with her daughter, as well as get some new ideas of things to try. This Duct Tape also helped the teacher see what it might be like for Eve at home.

A SET OF THREE
What if you really have no idea what to do next? Sometimes, when working with a client, Terry isn’t sure about the best way to proceed. She is looking for the client to make a decision and the client is looking to her for guidance. She doesn’t want to steer them toward something that they don’t really want and have it backfire on her later. Terry also doesn’t want to provide them with an alternative they may want, but that she feels won’t work. When working with a prospect, she often generates a variety of alternatives for consideration.
Keep a list of options handy for those times when your mind goes blank. Rather than maintain an empty space that could be filled with someone else’s agenda, be ready to present three ideas, any one of which you could live with. You can then ask the other person for a reaction to those suggestions. Most of us have several ideas about what to do, but we think we have to offer a single, best answer. That’s what stops us from saying anything. Rather than say nothing, say a few things! Terry can suggest submitting a proposal that captures the essence of the options discussed, a meeting with more of the critical stakeholders involved, or a date to begin working together.
She might be unsure of what to do next, or not like the alternative her client offered. Instead of saying, “I’m having a hard time figuring out what your priorities are. I’m not sure what you want me to focus on,” Terry can say, “Rather than doing that, these are the three things I’m thinking of: A, B, and C. Tell me what you think of those ideas.”

HOLDING IT TOGETHER
On rare occasions, breaking out the Duct Tape can create some problems. Your silence may be viewed as agreement, your escape seen as cowardice. The other person may increase his or her activity, volume, or insistence.
Keep in mind that, regardless of the type, style, color, or length of Duct Tape you choose to use, the goal is to hold it together until you can figure out something better. You might need a more appropriate tool or a different strategy. Perhaps more power with the tool you were using or more practice is required. Don’t panic and throw in the towel.
For those people who don’t alter their responses regardless of the type of Power Tool or amount of power you use, Duct Tape will always come in handy. Out in the world, there lives the person who:
Doesn’t see the humor
Can’t be optimistic
Thinks others are idiots (or just treats you that way)
Has a hidden agenda
Holds grudges forever
Takes things personally
Hoards information
Makes everything a competition
Doesn’t like you
For these reasons, and for all the reasons that catch you off guard, there is Duct Tape.

IT DOESN’T HAVE TO BE PERFECT
Duct Tape may be the only Power Tool whose use doesn’t require that your words or action feel and sound like you. This is your emergency escape clause—the tool that allows you to flee so you can return when you’re better prepared. You grab this tool because things aren’t working well. The best type of Duct Tape is any one that’s handy.
You may discover that your temporary solution of applying Duct Tape works well enough to become your permanent remedy. But if it feels like you need a solution with more holding power, you’re going to have to develop some viable alternatives.

BACK TO THE DRAWING BOARD
With Duct Tape allowing you the breathing space, you now have the chance to review your strategy and revise your approach. You were caught by surprise, but now have additional information to use. Focus on what you want to accomplish, and explore what additional power tools and strategies you can try in light of your recent experience.
Don’t be too hard on yourself if you have been caught off your guard. It’s impossible to predict the future with one hundred percent accuracy. Even if you have taken the time to create a strategy using several of your power tools, people can and will surprise you.
Punch List for Using Duct Tape
1. Review your past behavior and history in light of your goals and strategies.
2. For all your objectives and strategies, answer the question, “What’s the worst that can happen?”
3. For each potential problem, create at least three very clear, alternative Duct Tape tactics (I will say . . . ; I will do . . .).
4. Plan to use Duct Tape.
5. Practice your lines.
6. Always have some Duct Tape with you.
7. Determine if your solution will be temporary or permanent.
8. If you need to go back to the drawing board, use the new information you now have.
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Get a Grip
USE YOUR TOOLS
To use our Power Tools well, we need to understand our personal priorities. What matters more: your personal relationships with family and friends, your work, your interaction with the community? You can usually get another job. Can you easily get another spouse? Another child? Another mother?
Sometimes we experience a case of misplaced loyalty and misguided priorities. Loyalty is a value that conveys faithfulness and allegiance. Many of us are loyal to the concept that we have to put work above everything else. But loyalty to the boss and the company is something you need to review periodically. Do they still deserve your undying loyalty? What about job loyalty versus family loyalty? In this arena, it’s very important to be clear, so that when you make decisions it’s less of a struggle. If you are giving 100 percent loyalty to the workplace, what damage will be done if you redistribute 25 percent loyalty to friends or 25 percent to your family? Will people notice a 25 percent drop in loyalty at work?
WHICH TOOL, WHEN, AND WHY
Power Tools that aren’t used and protected will fall into poor condition. If they get rusty, they will need to be oiled and cleaned in order to regain their effectiveness. If you get rusty, you’ll need to handle your tools until they feel comfortable again in your hands, and you gain confidence in your ability to use them. You may have to roll with the punches and improvise a bit.
With a little practice, you will become incredibly adept at figuring out which Power Tool will help you accomplish your goal and when to grab it.
• Some Power Tools may need to be used before others. It’s a good idea to put on your Safety Goggles first. Once you have a desired goal or result in mind, you are more likely to develop strategies that will lead you to it.
• Sometimes, by using one tool, you will develop an understanding of the tool you need next. When you plug in your Electrical Sensor and pick up signals, the information can lead to your using another tool.
• There might be a few tools that aren’t in adequate shape to do the job at hand. You may need a great deal of practice and some customization before your Power Sander works well enough to find as much humor as you would like in certain situations.
• You may have to keep a particular tool in your hands and practice using it for a while before you see the desired result. If you use your Tape Measure and it’s ignored, it may mean that you need to articulate your limits more loudly, more clearly, or more often.
• You may need to use certain Power Tools along with others to access their full power. When your Electrical Sensor is sending you information that puts you on the alert, apply your Power Drill to ask more questions and reveal what’s going on. If some questions create tension, grab your Power Sander to keep the relationship smooth.

WHY WAIT WHEN YOU CAN START NOW?
Jill discovered opportunities to use her Electrical Sensor, Power Drill, and Demolition Hammer while she was learning about them.
After Jill and I had talked about her wanting to move her career forward in her company, an opportunity arose. With a new CEO at the helm, there was a reshuffling of the vice presidents in Jill’s organization and the top slot in her department was available. She made an appointment with the president and told him that she wanted to be considered for the position. He said he would mull it over through the weekend and talk with her on Monday.
Monday came and Jill caught up with the president after an update meeting and walked him back to his office. She repeated her desire to be considered for the top slot in her department and was told that the company would be conducting an outside search to fill the position. They had a few reasons for choosing to pursue an external candidate: a desire for someone with fresh ideas, a person who was tough and could say no, and the fact that no one at the organization’s senior level had volunteered her name.
Jill was rocked off her feet. She had just come off a year as the president of her professional association, winning accolades and recognition as a cutting-edge leader in the region. She had a newly minted MBA from one of the top programs in the country, paid for through the company’s tuition reimbursement program. She had negotiated contracts all over the world for her firm, involving difficult international and legal negotiations. The data that Jill had and the reasons she had been given didn’t match up at all. It felt like being hit over the head with a hammer. Her gut was in an uproar, and this time her Electrical Sensor was keenly reading her response. Jill moved quickly past her frustration about her inability to advance further in her career to action and anger. She tried to make her case, but the meeting was clearly not a discussion. She left the office feeling dismayed and distressed.
We all can be shocked into insight, and this was Jill’s jolt. The twenty-three years of obeying the corporate rules of the game, which she thought everyone else had been playing by, had failed her. She wanted to contact an attorney. She wanted to quit. But what she did was reach into her toolbox. She grabbed her Power Drill. With her tool in hand, she went to the people she trusted to be candid with her, asked a lot of precise questions, and got a lot of answers. The information she obtained revealed that people had indeed suggested her name for consideration. While they didn’t know her well, they knew she was a high-ranking person in the department worth considering. Since she’d had no opportunity for visibility, however, they couldn’t know what her contributions had been and therefore couldn’t trumpet them to the president.
Jill told me that one of the things that turned her from astonishment to action had been our conversation about Power Tools. She had avoided using her Power Tools with the CEO and vice presidents in her company. When they chose to ignore her, she simply waited, allowing their disregard to continue. She never pushed back, rocked the boat, or attracted any attention. The result was that her behavior was keeping her away from what she wanted: access to the top level. She seized her Demolition Hammer and used it to break down the norm she had so strongly adhered to: My work will speak for itself. Her work, exceptional though it might have been, wasn’t speaking loudly enough.
Jill set to work outlining in a letter to the president her qualifications for the position. She added that, as a woman over the age of forty with many years of exceptional performance ratings, the organization was appearing to take a significant legal risk by not considering her as a strong candidate for this position. All of her words seemed to disappear easily when she spoke them, so perhaps the written word would have more impact. She sent the correspondence and waited.
A few days and several meetings later, Jill sent me an e-mail announcing her promotion! I was elated for her and called to schedule a celebratory lunch. As she told me how the story unfolded, she admitted that things had changed forever.
“I’m delighted at the outcome, though eventually I may still have to leave,” she said. “But it will be on my terms. I think I can find a place that’s a better fit for me. I was so infuriated at myself when I realized how I was leaving my Power Tools behind every time I went to the executive suite. I had to manipulate the system and, even though I didn’t want to, I know now that I can do that. I can push back, stand firm, and put things in writing. That’s what it takes to get the attention I have always deserved.”

GRAB ONE TOOL TO START
Joy is an executive with an insurance company where she has worked for the last fourteen years. Many of the firm’s policies and practices are outmoded. She came up with a new position and process that she felt the company could definitely use. She refined the idea, wrote up the proposal, and submitted it to one level. It snaked through the chain of command, getting approval and input from various levels and parts of the company. She sent it to the corporate vice president in charge of the department after checking to see if there was interest in her idea. She felt empowered and excited as she pulled out her Demolition Hammer, the one tool that she knew would knock down the assumption that her firm was old-fashioned and rigid. Even after her long history with the company, she could experience the revelation and euphoria that comes with demolishing old assumptions. She had her Power Tool well in hand at work.
Home was a different place and a different situation. With a sixteen-year-old daughter, it took what seemed like a much longer time to smash the communication barrier that was outdated and foolish. Joy continued to tell her daughter, “This is what you need to do,” long past the age when dictating parental desires and the punishment that would follow if those desires were ignored carried any weight. When her daughter responded one day, “You can punish me if you want, but it doesn’t motivate me,” Joy realized that her daughter was giving her a commonsense message.
It was an astounding shock when Joy realized that the Demolition Hammer she had used so successfully at work was lying idle at home. She made the connection, realizing that she was going to have to smash through the communication barrier at home in much the same way she had wielded the tool at work. Demanding certain behaviors of her daughter now made no sense. Once she identified the Power Tool she needed and recalled her previous success with it, Joy was well on her way to bringing her Demolition Hammer home with her.
Many of us, like Joy, use Power Tools creatively at work but leave them in the office at the end of the day. You can take a tool from the office halls to your front hall and be just as creative with your solutions. There is a tool to assist you in demolishing both assumptions about organizations and assumptions about the people you live with. Like Joy, you will learn how to use your Power Tools to see through organizational levels and generational levels, turning barriers into mere bumps in the road.

THAT’S TOOLS, NOT TOOL
Susan has made a commitment to attend a monthly community event that includes the participation of her teenage children. Although the kids didn’t want to go, she has already made a promise to attend and felt compelled to keep her word. The meeting takes ninety minutes and the children make every second of it painful. They audibly complain, slump in their seats, whine about how boring it is, and disrupt other participants. Toward the end of the meeting, Susan finds herself bargaining for their cooperation and promising a reward if they just behave. She is angry at their conduct, feels at fault for having made a poor decision, and is embarrassed at their selfish and disrespectful behavior.
TOOLS TO USE
• Safety Goggles: A picture of her goal shared with the children is a good way to explain to them why Susan made the commitment in the first place and what she saw as the result of their attendance. Her objective is not to make them miserable but to have them be more involved in the community. Once she is clear about what the objective is, she can also provide useful information about what she doesn’t want as part of the goal, including “I expect you to behave, be respectful, not complain, and not whine for the ninety minutes we are in this meeting.”
• Electrical Sensor: Have there been clues in their history that indicate that the children act up when they’re asked to participate in something that isn’t their choice? Are they often unmanageable? Once she felt the pull in her gut that sent the message that this was going to be a downhill slide, Susan could have paid attention to it rather than simply hope it would all magically go away.
• Tape Measure: Susan can be clear about what her limits are by telling the kids that whining, moping, and complaining are unacceptable behaviors. If she doesn’t realize that this is necessary until after the crankiness has started, she can still pull them into a secluded corner and calmly tell them her expectations and standards before they return to their seats.
• Power Drill: Good questions for Susan to ask at the first sign of disrespect are: “Do I ask you to attend too many of these events?” “Am I being unreasonable to ask for ninety minutes of good behavior?” “Can you recall any favors I have done for you that I did in spite of the fact that you knew I didn’t want to do them?” “What else would you be doing right now?” “Can you do that later?”
• Power Sander: Being told to do something usually brings rough edges to the surface for most people, especially children and particularly teenagers. Reminding the children that this is an opportunity to show others the contributions teenagers can make can illustrate Susan’s pride in their becoming teenagers.
• Soldering Iron: Occasional reminders of how proud she is when the children rise to the occasion and behave with a more adultlike presence can forge the expectation.

INFORMATION, NOT INVITATION
Kathy provides her clients with advance notice when she will be out of the office for an extended period of time in the form of a memo. Most of them are happy to have the advance notice and plan accordingly. Elaine, however, sees the memo as a signal to present Kathy with six hours of work to complete before she leaves. Each time Kathy informs her that she will be unavailable for any period of time, Elaine quickly compiles hours of work for Kathy to squeeze into her day. Kathy is irritated because the memo is not supposed to be an invitation to overload her schedule.
TOOLS TO USE
• Safety Goggles: Communicating her objective for the memo would provide Elaine with the same reasoning that Kathy has intended. Kathy can inform her that the memo is to let her know when she will be out of reach so she won’t wonder where Kathy has gone. She doesn’t want Elaine to panic and rush work through because Kathy already has a full workload.
• Electrical Sensor: After a few reactions to the memos from Elaine, Kathy should see a pattern forming. Elaine seems to get alarmed when Kathy isn’t available, even for a brief period of time. Kathy’s anger and frustration at being inundated at the last minute with work based on fear rather than real need is a response she should pay attention to.
• Power Sander: Kathy can develop rapport and smooth some of Elaine’s panic by telling her how much she enjoys working with her. She can also reassure Elaine that she plans to continue her responsiveness.
• Tape Measure: Kathy needs to be clear about her limits when it comes to shutting down the office and leaving town. She needs to identify her boundaries in terms of how many additional hours she is willing to work after having completed the work that was planned.
• Voltage Meter: Kathy can ask for feedback from her other clients to see if the memo creates problems for them. Is it just Elaine or are others feeling “abandoned”? Do people appreciate advance notice about her immediate availability?
• Demolition Hammer: A Fear List may help Kathy figure out why she’s taking this extra work on at the last minute. Does she think Elaine will complain to others about her work? Is she afraid that Elaine will take her projects to someone else?

DISTRESS
There are times when the anxiety, tension, and pressure are more intense than usual. During these stressful periods we become less flexible and resourceful, not more so. Our ability to be adaptable and creative disappears when worry and fear enter the picture. This is when Power Tool practice pays off and mastery is revealed. Now is the time when the skilled tool handler rises to the occasion and can access tremendous power.
Karyn’s mother died when she was ten years old, so she developed her survival skills early. She had a tough, rebellious adolescence and was married and pregnant at sixteen. By the time she was twenty-five, she was divorced and employed with a good job and good prospects. At the age of twenty-nine, she remarried and was building a large net worth with her new husband. When Karyn was in her midthirties, she and her husband lost all of their holdings, including their house, and endured an extensive IRS audit of all of their possessions. Karyn was horrified and thought that things couldn’t get much worse. She learned how limited an imagination can be when the following year her daughter Bonnie was struck by a drunk driver and spent the next two years in a hospital with severe brain injuries.
The Power Tools she had used since she was a little girl were the coping mechanisms that kicked in so automatically that they felt instinctive:
• Safety Goggles: When Karyn saw her daughter with her head shaved and tubes sticking out from every conceivable location, she felt that the doctors needed to know what she looked like so she brought in her high school picture and put it next to the bed. They needed to have the vision of the girl who was hit, not the girl lying in the hospital bed. She made a sign that read “My name is Bonnie. Please address me by name” and pasted it over the bed. The vision Karyn had of her daughter before the accident was the one she wanted to share with everyone involved in her care.
• Electrical Sensor: Karyn quickly picked up on clues from the hospital staff that the uninformed parent was at a disadvantage, often ignored or given only vague information. Although distraught and unable to focus on reading, she made it a point to take out every book she could find on traumatic brain injury from the library and she stacked them on the bedside table. Everyone in the hospital thought that Karyn was reading these books and they dealt with her as if she were knowledgeable and informed. She also saw that the medical staff treated parents who appeared overwhelmed as if they were unable to handle communication, so Karyn made it a point to get her nails done, have her hair cut, and put her makeup on so that the image she presented to the world was capable and composed.
• Battery Pack with Recharger: Karyn knew she had to make sure her marriage stayed intact while she was helping her daughter through a crisis. She certainly couldn’t spend twelve hours a day, seven days a week at her daughter’s bedside and still have time and energy to maintain an emotionally strong marriage. So, regardless of how torn she might have felt, she spent one day each week with her husband. It helped replenish her emotionally and allowed her to return to the hospital with renewed strength. This behavior served double duty as her Soldering Iron, allowing her to keep the bond between husband and wife vital during a difficult time.
• Power Drill: Karyn sat down with her husband and their accountant, asked the hard questions, and got good data about their financial situation. Once she saw the numbers in black and white, she and her husband were able to create a plan that would get their finances back on track. Karyn learned that it would include putting the 6,500-square-foot, nine-bedroom money pit of a house they were refurbishing up for sale and moving into an affordable place.
• Tape Measure: Karyn set limits on her spending so that she could stop accruing debt. She cut up the credit cards and learned to enjoy walks in the park rather than crawls through the malls.
• Soldering Iron: Karyn let people do things for her. She accepted their offers to drive her to and from the hospital, plant flowers in her garden, and make meals to keep in her freezer.
• Demolition Hammer: Karyn didn’t focus on thinking about how difficult things had been. She wasn’t interested in being depressed and bitter. She kept a positive, upbeat outlook. She replaced regret with the joy she found in her life. Her daughter’s return to consciousness, relearning simple skills, and coming home were all sources of great exhilaration.
Karyn has learned to pay attention to the here and now, putting one foot firmly in front of the other. She still has plans, dreams, and a vision of what she wants her future to be. She has kept her focus on her own goal of returning to college by taking one or two classes each semester. She has worked toward independence for her daughter by locating a small apartment on a bus route close to home. With her Safety Goggles firmly in place, she is clear about those two important goals and has faith that she will achieve them.
Melanie had been romantically involved with a man for a few years. Their lives were intertwined professionally and personally. When he married another woman, she experienced what she describes now as a “complete meltdown.” She looks back on what was then a deep depression that lasted almost a decade.
This was a woman who had previously used her Power Tools with great dexterity and skill. Melanie had lived a joyous life, practically sliding on a well-sanded, highly polished surface. Everyone she knew could tell that something wasn’t right. Melanie was still able to use her Power Tools. She just ran them at a lower energy level. In fact, she relied on them to keep her life moving forward through the difficult period, regardless of how long it lasted.
• Melanie continued to use her Soldering Iron to get together with friends and colleagues from work, but not as often and in smaller numbers. Rather than host large dinner parties, she rarely had more than one or two people over.
• Her Demolition Hammer helped her revise expectations to accept a more subdued persona for the time being.
• Her Tape Measure worked well to create limits about how much and to whom she was willing to confide.
• Her Power Saw allowed her to cut away people and places that held her back from moving forward, because they served as a reminder of the relationship.
• Her Voltage Meter provided much needed feedback from close friends, and she often asked them how she seemed.
• Even when emotions or memories overwhelmed her and she felt her composure slipping away, her Duct Tape offered her a poised response. Melanie’s tools, like yours, are owned, not rented.
To provide a platform for success, you need to give some thought to your specific situation, the people involved, what success will look or feel like, and the potential problems that might occur. When given the opportunity, you can seize your Power Tools and use them with amazing dexterity, creativity, and success. But hesitating to use your tools is like waiting to leap off a diving board; too much thought means you’re thinking about doing something rather than doing it! Don’t think too long about using your Power Tools. You will get better with practice, I promise. But interpersonal effectiveness requires action. Stop waiting. Get a grip. Use your Power Tools.
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Mastery
NAILING IT DOWN
We’ve all heard the saying, “Practice makes perfect.” If that were true, a chapter on mastery wouldn’t be necessary, right?
Practice, however, does not always make perfect when it comes to using your Power Tools. Practice makes for preparation. Practice means that your Power Tools are always available to you and feel comfortable in your hands. Practice means you have developed a strong sense of comfort and competence with the contents of your toolbox. Practice means that you’re proficient with your Power Tools. That’s great. But it’s not enough.
ALWAYS USE SAFE WORK HABITS
When using Power Tools, keep these guidelines in mind, which come straight from shop class:
• Keep your mind on your work. Avoid distractions. Concentrating on using your Power Tool of choice well will require getting and keeping your focus and not allowing anything to distract you from the task at hand. Once you decide to plug in and power up, your eyes and attention need to stay on what you’re doing. Forget about doing it perfectly. It will get better with practice.
To insure that your mind is on the job, instead of forcing yourself to ignore what may come into your line of vision or within earshot, keep well-meaning friends, children, and pets out of the way when you’re using Power Tools. They could cause an accident by distracting you or getting in your way. No need to be harsh or demanding. Simply and calmly state that you need to give your task full attention now in order to give them your full attention later.
So, if you want uninterrupted quiet time to put on your Safety Goggles and flesh out your new goal of taking on the leadership of the volunteer drivers for Meals on Wheels, you’ll need to tell other people that you require complete privacy for a specific period of time.
• Work at a comfortable pace. You have a tempo that works for you when you’re at your best. Your optimal pace is a very personal aspect of performance. If you operate your Power Tools too slowly, you’ll feel stilted and phony. If you operate your tools at a hurried pace, you’ll feel rushed and out of control. Practice enough so that you discover your best rate of speed and work at that pace.
The image that always comes to my mind when I explain this concept in my workshops is the immortal scene from I Love Lucy where Lucy and Ethel are working in the candy factory. At first the conveyor belt is going slowly. Lucy and Ethel have plenty of time to chat as they wrap each candy in its wrapper and send it on its way. By the end of the scene, the candy on the conveyor belt is whizzing by. Lucy and Ethel are stuffing the candy with and without paper wrappers into their pockets and their mouths in a desperate but futile effort to keep up with the increasing speed of incoming candy. There was a certain point in that scene when the candy was passing them at the best possible speed for wrapping, sending it on its way, and being ready to grab the next piece. That was Lucy and Ethel’s optimal pace. They missed theirs, but don’t you miss out on yours.
• Stop before you get tired. There are times when you get a Power Tool in your hand and you’re committed to getting the job done no matter what it takes. While the commitment to completion is terrific, you could be getting in your own way. Some tasks will take longer than anticipated. They may require several attempts before success is in view. Doing anything to the point of weariness is defeating the very purpose of what you’ve set out to do. Stop before your exhaustion results in a mistake or major damage.
Know the signs of fatigue. If you feel frustration slipping into your mind and tension creeping into your arms, you need to take a break. Lower back pain can mean you’ve been standing or stooping too long at the workbench, and it can signal stress and emotional weariness in your dealings with others. Daydreaming means your mind is sliding off your task.
Using your Tape Measure to see the signs of dysfunction in others can take a lot out of you. You are trying to set limits in the face of anxiety and fear. When applying tactics to maneuver around a dicey situation like your manager’s temper tantrum, your neighbor’s inquisition, or obsequious come-ons from an unprofessional colleague, before you lose your energy, focus, and patience, think about stopping to come back at things another day. Realign your approach with your Battery Pack and Recharger.
• Tools are dangerous if used improperly. Every Power Tool, when handled incorrectly, can be hazardous. Too much sanding and you’re a “brown nose.” Too much drilling and you’re nosy. Too much recharging and you’re procrastinating. The goal of learning to use your Power Tools well is to recognize and enhance your power—not to abuse it or manipulate others.
• Be careful to use the right tool for the job; never force a tool to work beyond its capacity or your ability. Each tool has a purpose and a limit. Your ability will continue to increase the more your practice with your Power Tools. If you build a birdhouse, it doesn’t mean you’re now qualified to build a vacation home. There are incremental steps on the way from nailing a hook into a wall to building a closet, and from having an occasional cup of coffee to enjoying a deeply enriching relationship.
If you are unsure about your ability, test yourself in a small, safe environment first. If you can get your coworkers’ attention when describing your vision for the new layout for the office, you have a better chance of obtaining your boss’s interest. If your brother responds favorably to your new limit of not talking about your financial situation, you could be encouraged about your stubborn sister’s reaction.
• Be properly grounded. All power tools need to be plugged into a grounded outlet. This avoids electrical shortages, surges, and shocks. You need to be properly grounded as well. The desire for power is exciting and alluring, but needs to be grounded in reality.
Since not all outlets are grounded, you need to check your power source. Make sure you have done a thorough job of knowing the limits of the situation. Someone who is abusing substances, or is mentally or emotionally unbalanced, or is sending your Warning Radar off the charts may respond better to medical or psychological help than to Power Tools. If your mother has a history of never listening to you, it is possible that, no matter how skilled you are, she won’t listen now. You tell her no one in your house eats chocolate, and she brings fudge brownies for dessert. Assuring her that you don’t want to have a glass of wine, she orders you both merlot at lunch. You can drill away with the most skilled questions, worthy of the best investigative reporter, but it won’t provide you with better information. You can sand away until there is a blinding gloss, but it won’t create a feeling of ease.
• Don’t operate a tool if you are angry or under the influence. Power Tools can get away from you. If you’re angry, you’re feeling and reacting more than thinking. If you feel like pulling out the Demolition Hammer to use on a coworker after a few gin and tonics at the company holiday celebration, you’re not in complete control.
Your goal is to be more powerful in every area of your life. If you pick up a tool and you aren’t at your best, the results of using your tool won’t be the best, either.
• Mentally run through the procedures for using a tool before switching it on. Know what you plan to do. Run through your Punch List. Review the steps in the process. You should be mentally narrating the very scenario you’re experiencing. Don’t underestimate the power of positive thinking and creating a successful image in your mind. While it’s critical to have Duct Tape for Plan B’s and “what if” scenarios, you still need a vision of how things will go when tools work as planned.
First identify the goal and then create a plan. Recognize that there may be detours and barriers to achieving your goal. You must envision the end result so that you can determine and develop the skills you need. This can prevent the panic that you may experience if you encounter the unexpected.
• If you’re interrupted while using a Power Tool, finish the operation you’re working on and switch the tool off before responding. Sometimes, no matter how well you plan things, something will come up, and you’ll be interrupted. A response you didn’t anticipate. A reaction or a feeling that hits you like a shock from an exposed wire. Something that disrupts the flow or intrudes on the discussion.
Don’t hurry up and rush through to completion. Finish what you can calmly, then shut off the switch, put down the tool, and take it up later. If the phone rings while you’re using your Power Drill in a discussion with your daughter about the history exam that has her so upset, allow the phone to ring and get the conversation to a logical resting place. Assure your daughter that this topic and her feelings are important, and ask the caller if you can return the call later.
• Sharpen or replace anything dull or damaged as soon as possible. There will be times when the blade on your Power Saw becomes dull or a drill bit from your Power Drill is damaged. Safety Goggles can crack and you can run out of Duct Tape. These things can result from poor planning, more effort required than you realized at first, a harder surface than you anticipated, and even insufficient practice. Plan B’s are great for keeping things together temporarily. A permanent plan that will allow you to move forward and get some closure, however, may require you to go back to the workbench and sharpen your blade. You may have to memorize exact phrasing so that your limit of not lending money stays firmly in place. The cynical humor you enjoy with your friends may have to be smoothed into an occasional wry observation with the director who wants your input. A good night’s sleep may not be enough to get you through the week where the end-of-the-quarter report coincides with your brother’s surprise visit and your cat’s giving birth to kittens. You might have to work in some extra Battery power in the form of a massage or a nap. The brief phone calls on the fly and the hastily typed e-mails may be too little to make up for not having seen your best friend in almost six months. A girls-only Sunday brunch may be in order. Do it as soon as possible. Stay on the job until it’s done to your satisfaction.
• Don’t be overconfident or you’ll become careless and cause an accident. No matter how skilled you are, you will be surprised. Accidents happen to the most skilled drivers. Always practice. Always run through your Punch List. Always have an ample supply of Duct Tape. Ask “What if . . .” automatically as you apply every Power Tool. There is always a person or a situation you have yet to come upon, a new combination of things that puts a different spin on the situation or your reaction. Confidence is great. Overconfidence leads to arrogance, which can end up in disaster.

HIRING A CONTRACTOR
If you find you need some outside help using or learning to master your Power Tools, you have some options.
Consider hiring a contractor. Your contractor of choice could be a support group whose regular meetings could help build your confidence in wielding your Power Tools. A group of women who understand these concepts and help each other identify the tools that can be used can serve as excellent contractors. A weekly opportunity to have a “Tool Talk” is a great way to have several different perspectives that provide support, possibilities, and an automatic opportunity to use your Voltage Meter and get a reality check.

PRACTICE, NOT PERFECTION
Although you may groan when asked to learn, relearn, update, and practice using your Power Tools, there is every indication that practice improves performance. Practice is the time you set aside, grab, steal, and use to get better at working with your Power Tools. Practice is the investment of time you make for the reward of the desirable outcome.
There is a wall we all hit when we get to the limit of our ability and potential. Limits, however, should be tested repeatedly to determine if that wall is made of concrete or papier-mâché. Remember that Edison tried several hundred times before perfecting the incandescent lightbulb. He considered the suboptimal attempts successful examples of what didn’t work, not as failures. Make sure those limits are real.
Am I saying that you can do anything? Nope. I have no idea what you are capable of doing. But what I do know is that sometimes the difference between success and less is the person who tried one more time. The goal is improvement, not perfection.

GET READY TO MOVE FORWARD WITH A PLAN
A good plan for increasing the likelihood of seizing your Power Tool is to change “I should” to “I want to” and then change it yet again to “I will.” If you cannot change an “I should” statement to “I want to,” drop the statement completely and move on to a more productive area!
ANALYZE THE GAP BETWEEN WHERE YOU ARE NOW AND WHERE YOU WANT TO BE.
For example:
TAPE MEASURE
I should know what my limits are when it comes to how many commitments I can agree to.
I want to communicate my boundaries before people smash right through them.
I will tell others where my limits are and hold them firmly in place.
SAFETY GOGGLES
I should know what my goal is before I try to attain it.
I want to communicate my objective so others can help me achieve it.
I will be clear about the end result so I can sell the idea to the people I need on board.
POWER DRILL
I should ask questions to get information.
I want to know more about things.
I will be more curious and pose questions tactfully.
DUCT TAPE
I should not be caught off guard.
I want to be better prepared
I will create backup plans, just in case I need them.
PLAN A ROUTE BY DECIDING ON THE STEPS AND MILESTONES.
What is the situation and what tool or tools does it call for?
What is stopping you from using this tool?
How can you get this tool in your hand?
How and where can you practice?
Do you need to create some smaller steps to insure your success?
What will you do first?
What will you do next?
What do you think will happen? What will you do then?
Could anything else happen? What would you do then?
Manage every project by making sure that you have the resources needed for achievement. Make sure that you are communicating well and providing the needed support for anyone else who may be involved in your success. What do you need to get from “should” to “want to” to “will”?
Do you need to:
Practice
Customize
Identify other situations where the tool has been used successfully
Reflect
Hire a contractor
Just try something

AIM HIGH—AS IF
To maximize your chances of success when you use your Power Tools, think positively. People with higher aspirations are bigger winners regardless of whether they actually have more power or ability. Sometimes power is mainly a matter of perception, not fact. Positive expectancy means saying to yourself, “I know what I’m doing and I have the confidence to use my Power Tools well.” Aim high and you’ll get closer to your goal. Aim low and you’ll never know how much closer you might have gotten.
Let’s review some key points:
• You have the power.
• Your tools are portable.
• You can take them with you wherever you go.
• Practice improves performance.
• You may have to customize your tools to suit your style.
• Your Power Tools will feel more comfortable in your hands with use.
• Tools help you stay in charge of who you are and where you’re going.
After every training program or presentation I’ve given, there are always women who want to know about more specific applications. “What about this?” they ask. “I have a situation that’s unique.” “I’m not sure what to do in this circumstance.” The truth is, a book can’t cover every imaginable scenario. Though it might be fun, I can’t go everywhere you go and coach you with each new opportunity you encounter. And I continue to learn new applications for Power Tools as well. But I can assure you that at least one of your Power Tools will move you forward. And more than likely, you’ll find several that can help you attain success.
I began this book by talking about how men and women are wired differently. I’m often asked, “Haven’t we come further than this?” And I share the following story:
Monica had been a client of mine for several years. She felt that many of the women in her department weren’t accessing their talents and capabilities, so she contacted me to conduct a program on Power Tools. A positive, upbeat, senior-level professional for a major pharmaceutical company, Monica was eager to provide the women in her organization with coaching, support, and direction.
She asked a fellow manager if he wanted to send some of the women in his department, suggesting that a program that helped employees realize unrecognized potential would be beneficial to the entire organization. He responded that he “didn’t want to start trouble,” so she went ahead and included only her own department.
During the breaks in the program, the women left the training room and their male coworkers met them with sniggering comments like “Are you feeling more powerful yet?” and “Are you going to hit me now?” The participants simply shrugged them off.
At the break after lunch, Monica’s manager, Jay, pulled her into his office. “What’s going on in there?” he demanded. “Almost every guy in our department has come into my office complaining about the male bashing going on in your women-only program.”
Monica slid from surprise to fury with amazing speed. She ran into the training room, grabbed a participant manual, and returned to Jay’s office. Handing the material to him, she made a suggestion that he review the material so she could discuss it with him at the next break. She didn’t want to fly off the handle and point out that, after five years of lack of interest in the training topics she provided for her staff, this was the first indication she had ever seen that he cared at all.
Although she wasn’t aware of it at the time, she had automatically used a few Power Tools!
Some of Monica’s Power Tools were in her hands the minute she provided Jay with the participant manual. Her Electrical Sensor was turned on immediately, revealing the clues in Jay’s words and manner. She could tell he was upset. He didn’t like the complaints and he didn’t like not knowing what the program was about. She shared her Safety Goggles, knowing that the materials would highlight the goals of employee development contained in the program. She had expertly wielded her Power Sander, knowing that an immediate action would send the message that she was responsive to his concern. And she had ripped off a substantial piece of Duct Tape that would hold things together until the next break in the program.
When Monica returned to the training room, groups of two were brainstorming situations that were ripe for using Power Tools. Each group would discuss what tools might be most effective and how they might be deployed. As we went around the room, Monica was barely able to contain her stress. She said, “I really need your help with a situation I’m dealing with right now,” and related what had been happening outside the training room that day.
The group was both alarmed and amused! Male bashing? The discussion had been about accessing power, tapping into unrealized potential, expressing opinions with confidence, and understanding the Power Tool metaphor! Men hadn’t been the topic of any discussion, other than to note that they probably would not be having the trouble the participants were having in recognizing and using their power!
The room buzzed with astonishment. Had the situation been reversed, the women might not have even noticed that there was an all-male meeting going on, let alone think that they were the topic of the discussion. Were the men threatened at the prospect of their female colleagues’ using tools to be more influential? Did they think that there was a finite amount of power and that, if women coworkers had more, then the men in the department would have less? Was this really an issue? Hadn’t they come further than this?
I focused the group on the task at hand: identifying the tools Monica could use for her imminent meeting with her boss. The energy and concentration in the room increased from soft buzz to steady hum to palpable whirr as the women plugged into the power within reach. When Monica left the training room, her toolbox contained:
• Safety Goggles. She had a clear vision of what the objective of the training program was and felt it would be in line with Jay’s goals for the division: to promote the development of the staff and increase their skill base. She also wanted to hear his vision to get an understanding of how he viewed the big picture.
• Power Sander. If Jay suddenly had employees stopping by his office to complain, he would be annoyed at the cause. Monica needed to address the rough patch in their relationship by expressing her confidence in his leadership, belief in their professional relationship, and her desire to work this through.
• Soldering Iron. Monica may need to do a little soldering to insure a durable bond. Spending more time with her boss could encourage discussions about staff development to come up more casually. Spending more time with her staff would provide her with more information about how they viewed their needs.
• Power Drill. When people are upset, a knee-jerk response for Monica and many of the other participants is to simply make it better and smooth things over quickly before fully understanding the underlying dynamics. Asking questions such as “What specifically were your concerns? Do you think the people who brought their concerns to your attention were angry? Upset? Worried? Did you find yourself questioning my judgment? Have I ever given you cause for that before?” would help uncover what the real issues were that needed to be addressed and resolved.
• Electrical Sensor. Monica’s history with Jay revealed helpful clues. His initial reactions to work surprises are usually negative. After time and review, however, Jay often does a turnaround. He might do so here.
In addition, reducing the tension between them may be necessary. Without being too flip or sarcastic, Monica can poke a little fun at the situation by telling Jay, “We’re not a radical militant sewing circle.” She could sound a little amused and surprised that the males on the staff stopped by his office when the whole department had been too busy this past month to have a department meeting. She might find the Electrical Sensor a useful tool if she needs to use the Soldering Iron and Demolition Hammer more than she thought was necessary.
• Demolition Hammer. Monica might have to examine her assumptions about managers, using this tool to smash through Neanderthal tendencies and speed up the cycle of evolution.
• Duct Tape. If Jay is really angry, Monica can just say that she’s sorry that he’s so upset and come back another time for a fuller discussion.
Annoyed and nervous, Monica was also feeling powerful and equipped for the work at hand. She returned from her meeting with Jay to report:
1. He thought the program looked like a great idea and was pleased that she had gone ahead with it.
2. He would have liked to have known about the training program and hoped that in the future he would be kept in the loop.
3. He wondered why other managers hadn’t been asked to send some of their employees to the program. He was planning on sending the material over to a few of Monica’s colleagues with the suggestion that they follow her example. (Monica hadn’t told Jay that she had made this offer to a fellow manager and he’d refused.)
If you leave this book on your desk or your bedside table, you may find that you get some raised eyebrows from men. They may tease you about the title, express their suspicions about the topic, and suggest that the whole concept is goofy. As far as we all may have come, it could happen. Just don’t let anyone else stop you from working with your Power Tools to achieve the things that are important to you.

DON’T JUST READ
A book like this can point you in a promising direction. By making you aware of ideas and conscious of what you’re doing, it can help you learn. However, a book can’t make you more skillful. That’s up to you. Reading a pamphlet on the Royal Canadian Air Force Exercises won’t make you fit! Reading The Joy of Sex won’t make you a better lover! Reading about Power Tools is no different.
There are many roads to your future. While they may not lead to what you had originally planned, you may end up meeting your expectations, or maybe even exceeding them. To find these paths, you need patience, practice, and a commitment to use your Power Tools.
I’d love to hear about your Power Tools. I want to know what Power Tools you are using, which ones you’ve rediscovered, and if there are new Power Tools you’ve added to your toolbox. Write to me through my Web site at 
www.powertoolsforwomen.com. It would be great to share the expertise and growing confidence that Power Tools will give you. Now is the time to start in on the most important home-improvement project in your home—you. So plug in and power up.


APPENDIX
POWER TOOL SELF-ASSESSMENT
Think about how you behave in your personal life. As you answer the questions, choose the number next to each statement that best describes you. Then, think about how you behave at work. Answer all the questions again, from a work frame of reference, with the number next to each statement that best describes you.
If you are not currently employed outside the home, think of that domain of your life as Public rather than Work.
	 	4—Always	3—Usually	2—Sometimes	 1—Seldom	0—Never
	 	Personal
Life	Work/
Public Life	 		
	A.	————	————	1. When I get started on something,
I know where I want to end up.		
	 	————	————	2. I take the time necessary to
visualize a goal I want to achieve.		
	 	————	————	3. I make sure the people I need to
help me accomplish my goals are
clued in to what those goals are.		
	Subtotal	————	————	 		
	B.	————	————	1. I let my instincts guide me
in decision making.		
	 	————	————	2. Just because things follow
conventional logic doesn’t
mean I’ll do them.		
	 	————	————	3. I can sense when something is “unsaid.”		
	Subtotal	————	————	 		
	C.	————	————	1. I am often a rule breaker.		
	 	————	————	2. I often try things outside my comfort zone.		
	 	————	————	3. Taking a risk usually brings me a reward.		
	Subtotal	————	————	 		
	D.	————	————	1. I set limits and stick to them.		
	 	————	————	2. I rarely give in to pressure from others.		
	 	————	————	3. People know I mean what I say.		
	Subtotal	————	————	 		
	E.	————	————	1. I end relationships.		
	 	————	————	2. Rather than wait around hoping for
 things to improve, I detach from
negative people or situations.		
	 	————	————	3. In declining circumstances, I either
 mentally or physically move on.		
	Subtotal	————	————	 		
	F.	————	————	1. I ask a lot of questions.		
	 	————	————	2. Sometimes I say nothing,
 waiting for more information.		
	 	————	————	3. If I need information, I do
 the research and get it.		
	Subtotal	————	————	 		
	G.	————	————	1. I keep in touch with
 people on a routine basis.		
	 	————	————	2. I send people things for no reason.		
	 	————	————	3. I initiate contact as much
 as others contact me.		
	Subtotal	————	————	 		
	H.	————	————	1. I can get along with most people.		
	 	————	————	2. People I don’t like, never 
see my true feelings.		
	 	————	————	3. I can find something to talk about
 with people, no matter who they are.		
	Subtotal	————	————	 		
	I.	————	————	1. I have plenty of energy to
get me through the day.		
	 	————	————	2. I’m usually up for doing something.		
	 	————	————	3. I am cheerful and smiling.		
	Subtotal	————	————	 		
	J.	————	————	1. I ask for feedback.		
	 	————	————	2. I check with people I trust to 
get their opinions and reactions.		
	 	————	————	3. I think about what I want to 
do before I change something.		
	Subtotal	————	————	 		
	K.	————	————	1. I always have a plan of action
 if things don’t go as intended.		
	 	————	————	2. I think about alternatives, in case 
I have to settle for less than I want.		
	 	————	————	3. I’m prepared for surprises.		
	Subtotal	————	————	 		
	Grand
Total	————	————	Sum of all Subtotals		


The grand total indicates the extent that you are using all of the Power Tools in your toolbox. The lowest possible score for either Work/Public Life or Personal Life is 0. The highest possible score for either Work/Public Life or Personal Life is 132. Where do you fit?
0–28: You look as if you are Power Tool-less
It doesn’t look as though you use any tools anywhere! What stops you from using your power and taking care of yourself? You need to start somewhere and get some success under your belt. Once you see what you can accomplish, you will be encouraged to do more.
29–56: Your Power Tools look new and unused
You are not really comfortable using your Power Tools. What gets in the way of grabbing a Power Tool? Can you create a plan to change that? Select a Power Tool and look for ways to practice and customize it. Who can you talk to for support?
57–84: Occasionally handy with a Power Tool
You’ve got some tool talent. Build on those and add some other Power Tools. Choose a Power Tool that you think would make a big impact on a situation or relationship. Practice until you are sick of talking about it (or others are tired of listening to you), and then go out and make things happen.
85–112: A Power Tool User
You look like a woman who has a good grasp of her Power Tools. Use your successes to build your confidence. Develop even more advanced ways to use your Power Tools. Choose one or two situations where you want to improve the outcome or develop a relationship, and create a strategy for success.
113–132: A Power Tool Master
You know how to use your Power Tools and you integrate their operation with your own personal style. Continue to use your tools and look for ways to employ them in accomplishing your goals.
Review the 11 Subtotals in both the Work/Public Life and Personal Life columns. A low score indicates a priority for progress.
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If the lowest score was in:
	 	 	 	 	Check Which Domain	 	
	 	 	 	 	Work/
Public Life	Personal
Life	 
	A	Then start with chapter	3	And focus on using your Safety Goggles in	 	 	Create your vision of success
	B	Then start with chapter	4	And focus on using your Electrical sensor in	 	 	Follow your intuition
	C	Then start with chapter	5	And focus on using your Demolition Hammer in	 	 	Break some rules
	D	Then start with chapter	6	And focus on using your Tape Measure in	 	 	Set strong limits
	E	Then start with chapter	7	And focus on using your Power Saw in	 	 	Cut away the relationships and situations that hold you back.
	F	Then start with chapter	8	And focus on using your Power Drill in	 	 	Get the right information
	G	Then start with chapter	9	And focus on using your Soldering Iron in	 	 	Make and maintain strong interpersonal connections
	H	Then start with chapter	10	And focus on using your Power Sander in	 	 	Get schmoozing
	I	Then start with chapter	11	And focus on using your Battery Pack with Recharger in	 	 	Replenish your energy
	J	Then start with chapter	12	And focus on using your Voltage Meter in	 	 	Get accurate information
	K	Then start with chapter	13	And focus on using your Duct Tape in	 	 	Have a back-up plan


The lower the score, the higher the priority. This may be the best place to focus your energy. You could see a major improvement by dealing with this first.
Compare the Subtotal scores in Work/Public Life with the scores in Personal Life:
• If they are both low in both areas—You don’t know where your Power Tools are!
• If one is low and the other is high—You can use this Power Tool, but you forget to take it with you.
• If they are both high—You are a proficient Power Tool user, ready to access your personal strength wherever you are.
Look at the Grand Total for each area overall:
• If you have higher scores in Personal Life than Work/Public Life, you are not being as effective there as you can be.
• If your scores are higher at Work/Public Life than they are in Personal Life, you are not being as effective there as you can be.
• If your scores are low in both domains, you may not be as happy and fulfilled as you could be.
• If your scores are high in both domains, you have a good handle on accessing your power and using it appropriately.
note: There will be relationships and situations when you choose not to use your Power Tools. Using your Power Saw may not make sense when you are talking about a job that fits your current lifestyle or your husband’s sister. In those situations consider:
• Is choosing not to use a particular Power Tool in a specific situation a conscious choice?
• Is what you win worth as much or more than what you lose?
• Are you comfortable giving up your power?
• Does this behavior allow you to attain your goal?
If your answer is “yes”, then don’t worry too much about not using a specific Power Tool in a particular situation. You’ve created a situational solution. But giving up your power should be a conscious choice that works as part of an overall strategy to achieve your goal, and not as a default behavior.
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