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177

INDEX

accommodating space
71

accountability with rigour, for 
feedback fl ow 166–171
— go public 170–171
— make most of your peers

169–170
— position 168–169
— you are your own 

limitations 167–168
advice seeking 143–145
AI see Appreciative Inquiry
All About Me-ers 117–119
Always Righties 123–124
All in Night 136
ANTs see Automatic Negative 

Thoughts
apologies 60, 88–90
Appreciative Inquiry (AI) 

165
Atlassian 3–4

Automatic Negative Thoughts
(ANTs) 44

avoidance 71

balanced diet 145
Banerjee, Mamata 164
Banks, Andrew 3
Beck, Aaron 114
Black-and-White (B&W) 

Thinkers 119–120
Blamers 115–117
Blanchard, Ken 77
Board of Directors (BODs)

115–133
— All About Me-ers 117–119
— Always Righties 123–124
— Black-and-White (B&W)

Thinkers 119–120
— Blamers 115–117
— Catastrophisers and 

Minimisers (C&Ms) 122
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Board of Directors 
(BODs) (cont’d)
— Entitled, The 128–129
— Labellers 127–128
— lead to poor decision-

making 130–131
— lead to poor relationships

131–132
— Negative Thinkers 120–121
— Perfectionists 125–127
— Powerless, The 124–125
— thinking habits 129

BODs see Board of Directors
body language 73–74
Brown, Brené 144
business-to-business (B2B)

communication 24–26

Cameron, Jock 176
Cannon, Walter 78
Catastrophisers and Minimisers

(C&Ms) 122
CDs see cognitive distortions
change interventions 151–152 

see also driving change and
fi nding feedback fl ow
— do 151
— learn 151
— plan 151
— review 152
— rewire 152
— sustain 152

changing habits 149–152
Church, Matt 104
CLC see Corporate Leadership

Council
Cloud, Henry 167
C&Ms see Catastrophisers and

Minimisers
cognitive distortions (CDs) 58, 

114–115
collaborators 71

communication
— business-to-business (B2B)

24–26
— cost of poor 21–26
— human-to-human (H2H)

24–26
comparison 145–146
competing 71
compromising 71
confl ict 67–69

— attitude to 72–73
— Thomas-Kilmann confl ict

model 70–72
content trigger 140
conversation 27–35

— avoiding feedback, reasons
for 28–30

— body language for
73–74

— clarify what is at stake 
58–59

— confl ict and 67–69
— contribution identifi cation

59–60
— email 63
— face-to-face 63
— ideal method for

62–63
— location for 65–67
— mutual agendas 87
— negative feedback 34
— opinions and/or feelings

sharing 57–58
— person’s perspective

61–62
— positive feedback 34
— preparation for

53–75
— providing examples during 

56–57
— relationship to confl ict

70–73
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Index

— right place at right time 
64–67

— safety in 77–98
— state issue (purpose)

54–55
— yoursations and 45–47

Cook, Peter 152
Cooksey, Matthew 115
Corporate Leadership Council 

(CLC) 14
Crawshaw, Laura 38
Cribb, Gemma 47
Crucial Conversations 17, 77, 85
Csíkszentmihályi, Mihály 15

decision making, for feedback
fl ow 153–155
— believe and 154
— owning and 154
— understanding and 154

deliberate practice 158–159
delivery trigger 109, 141
Designing Matrix Organizations 

That Actually Work 10k
do work 175–178
drama triangle 104–107

— perpetrator 107
— rescuer 106–107
— victim 105–106

driving change and fi nding 
feedback fl ow 152–172
— accountability with rigour

166–171
— amplifi cation 165
— change or elimination 166
— educate with impact

155–160
— making decision 

153–155
— measurement 161–163
— structures 161–165

Drucker, Peter 3, 81, 175

educate with impact, for
feedback fl ow 155–160 see also
elements of training

Effective Apology 90
ego 110–111
elements of training 155–160

— design with intent 156–157
— facilitators 160
— set clear and measurable

objectives 155–156
— space for practice 157–159

email 63
employee engagement 21–23

— impacts 22
Entitled, The 128–129
entitlement mentality 128–129
Ericsson, K. Anders 159

face-to-face conversation 63
facilitators 160
facts

— honesty versus verbal
assassination 37–38

— opinions and 39–40
— rumination and 43–45
— silence and 47–48
— speculation and 40–43
— yoursations and 45–47
— your truth and 48–50

feedback see also conversation
— avoiding, reasons for 28–30
— confl ict and 67–69
— conversation 41
— fi xing 18–19
— fl ow 14–15, 152–172
— ideal method for 62–63
— identify your contribution 

59–60
— leaders and 16–18
— location for 65–67
— matrix structures and 10–11
— negative 34
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feedback see also
conversation (cont’d)
— people 1–4
— people noise 4–6
— performance reviews 11–14
— positive 34
— preparation for 53–75
— relationship to confl ict 70–73
— right place at right time

64–67
— state issue (purpose) 54–55
— time poverty 7–9

feed the good wolf see
unhappiness vs. happiness

Ferriss, Tim 1
Fierce Conversations 53
fi ght behaviours

— belittling 81
— causing harm 80–81
— dominating 81
— intimidating 81
— passive aggressive 81

fi xing feedback 18–19
fl ight behaviours

— disguising 82
— evading 82
— passive agreement 82
— retracting 82

get healthy 145
going public 172
gratitude 142–143

— ways to increase 143

Happy for No Reason 140
Heffernan, Margaret 68
The 7 Hidden Reasons Employees 

Leave: How to Recognize the 
Subtle Signs and Act Before It’s 
Too Late 23

honesty versus verbal 
assassination 37–38

The 4-Hour Workweek 1k
human-to-human (H2H)

communication 24–26

iceberg syndrome 100–101
identity trigger 141
‘identity’ trigger 108
insight see stay in your lane

Jobs, Steve 67

Karpman, Stephen 104
Khan, Sal 157
Kolb, David 156

Labellers 127–128
Laird, James 138
Lama, Dalai 48, 117, 178
Lazar, Sara 141
leaders 16–18
leadership 16
look for gift 140–141

Maslow, Abraham 103
matrix structures 10–11
measurement, for feedback fl ow 

161–163
— assess and improve 

164–165
— decide what to measure

163
— report back 163–164

meditation 141–142
Morgan, Geoff 2–3
mutual agendas 87

negative feedback 34
Negative Thinkers 120–121
opinions, facts and

39–40
Orton, Tim 162
Outliers 159
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Index

owning your stuff 99–112
— drama triangle, beware of 

104–107
— driving needs 103
— ego 110–111
— pride and humility 111
— thoughts and feelings 102
— values and beliefs 102
— why we don’t receive well? 

108–110
— your behaviours 101
— your physicality 101–102
— your words 101

Paine, Thomas 95
passive agreement 48
people 1–4
people noise 4–6

— dealing with 6
perfectionism 125–127
Perfectionists 125–127
performance reviews 11–14
Peters, Tom 165
planning structure, conversation

— clarify what is at stake 
58–59

— contribution identifi cation
59–60

— opinions and/or feelings 
sharing 57–58

— person’s perspective
61–62

— providing examples
56–57

— state issue (purpose)
54–55

positive feedback 34
positive people, community of 

138–139
Powerless, The 124–125
practice 157

— vs. deliberate practice 158

RAS see reticular activating 
system

recognise and replace your
thinking, learn to 137

regretitis 27
relationship trigger 108, 140
resistance 178
reticular activating system (RAS)

137
righties 123–124
Robbennolt, Jennifer 89
rumination syndrome 43
Rutherford, Mike 25

safety in conversation 77–98
— apologies and 88–90
— ask what is going on 91–92
— comments about do and 

don’ts 90–91
— emotional 78–80
— fi ght or fl ight 78–80
— fi ght response 80–81
— fl ight response 81–82
— gain agreement 91
— make silence your friend

92–93
— no agreement = no point

86–88
— no respect = no point 85–86
— physical 78–80
— restore, techniques to 88–94
— self-manage 83–84
— stalling 94–95
— stress management 95–97
— summarising 92
— validate feelings 93–94

Schweitzer, Albert 176
self-awareness 99
shit sandwich 54
silence, facts and 47–48
Sinek, Simon 85
Smart Work 7k
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smiling 138
— benefi ts to 138

speculation 40–43
stalling 94–95
stay in your lane 135–137
Steiner, Claude 107
stress management 95–97
structure, for feedback fl ow 

161–165

Thanks for the Feedback 108k
Thomas-Kilmann confl ict model

70–72
— accommodating space 71
— avoidance 71
— collaborators 71
— competing 71
— compromising 71

time poverty 7–9

training 149–150 see also
elements of training

truth trigger 108

unhappiness vs. happiness
140

verbal assassination versus
honesty 37–38

Wales, Jimmy 25
The War of Art 177

yoga 141–142
yoursations, conversation and

45–47
Yves Morieux 25

Zappos 3


