




easily hurt by others. As you interact with others, remember
this: Any time a person’s response is larger than the issue at
hand, the response is almost always about something else.

If you find yourself dealing with a hurting person, don’t
take it personally. Look beyond the person and the situation
for the problem. Try not to add to his or her hurt. Forgive
those who lash out at you, try to help them and move on.

The Hammer Principle
Psychologist Abraham Maslow observed, “If the only

tool you have is a hammer, you tend to see every problem
as a nail.” People require more judicious treatment than
that. When little things bother us, our primary objective
must be putting our personal agendas aside and building
relationships. When tempted to use overkill, the following
four Ts can help you temper your behavior:

Total Picture. If you come to conclusions long before
the problem has been detailed, you should listen, ask
questions, listen again, ask more questions, listen some
more and then respond.

Timing. Noted hostess and writer Lady Dorothy
Nevill observed, “The real art of conversation is not
only to say the right thing in the right place, but to leave
unsaid the wrong thing at the tempting moment.”

Tone. People often respond to our attitudes and
actions more than to our words. Many petty conflicts
occur because people use the wrong tone of voice.

Temperature. The size of a problem often changes
based on how it is handled. If the reaction is worse than
the action, the problem usually increases. If the reaction
is less than the action, the problem usually decreases.

The Elevator Principle
People can be the wind beneath our wings or the anchor

on our boat. People who add value to others almost always
do so intentionally. Adding value to others requires a person
to give of him- or herself. That rarely occurs by accident.

In relationships, receiving is easy. Giving is much more
difficult. We all want to be a positive influence in the
lives of others. If you want to lift people up and add

value to their lives, keep the following in mind:
� Lifters commit themselves to daily encouragement.
� Lifters know the little difference that separates hurt-

ing and helping.
� Lifters initiate the positive in a negative environment.
� Lifters understand life is not a dress rehearsal.  �

The Connection Question: Are
We Willing to Focus on Others?

All human beings possess a desire to connect with other
people. The need for connection is sometimes motivated
by the desire for love, but it can just as easily be prompted
by feelings of loneliness, the need for acceptance, the
quest for fulfillment or the desire to achieve in business.

To fulfill our desire for relationships, we must stop think-
ing about ourselves and begin focusing on the people with
whom we desire to build relationships. When you stop wor-
rying so much about yourself and start looking at others
and what they desire, you build a bridge to other people and
you become the kind of person others want to be around.

The Big Picture Principle
People who remain self-centered and self-serving will

always have a hard time getting along with others. To
help them break that pattern of living, they need to see
the big picture, which requires perspective, maturity and
responsibility. Here are some steps to follow:

Get out of your “own little world.” Go places you
have never gone, meet the kinds of people you do not
know, and do the things you have not done before.

Check your ego at the door. If your focus is always on
yourself, you’ll never be able to build positive relationships.

Understand what brings fulfillment. Ultimately, the
things that bring fulfillment involve others. A person who is
entirely self-focused will always feel restless and hungry
because he or she separates him- or herself from what’s
most important in life: people.

The Exchange Principle
Instead of putting others in their place, we must put

ourselves in their place. When we fail to see things from
the perspective of others, we fail in our relationships.

To become better at making the exchange, at seeing
things from another person’s perspective, do the following:

Leave “your place” and visit “their place.” Do what-
ever you can to change your perspective. Listen to peo-
ple’s concerns. Study their culture or profession. Read in
their areas of interest. Or literally visit their place.

Acknowledge that the other person has a valid view-
point. People’s belief systems and personal experiences are
diverse and complex, and even if you do work to see things
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(continued on page 4)

The Readiness Question:
Are We Prepared for Relationships?
(continued from page 2)

How to Develop a Softer Touch
� Let the past stay in the past.
� Ask yourself, Is my reaction part of the problem?
� Remember that actions are remembered long

after words are forgotten.
� Never let the situation mean more than the

relationship.
� Treat loved ones with unconditional love.
� Admit wrongs and ask forgiveness.



from another person’s point of view, there will still be dif-
ferences of opinion. Working to find the legitimacy of
another person’s point of view stretches your thinking.

Check your attitude. It is always easy to see both sides
of an issue about which we are not particularly concerned.
It is much harder when we have a vested interest in it.
When that’s the case, we are often more concerned with
getting our way than connecting with others.

Ask others what they would do in your situation. The
key to the exchange principle is empathy. When you have
empathy with others’ points of view, it becomes much easi-
er to connect with them because they know that you care.

The Learning Principle
Each person we meet has the potential to teach us

something. All of us can learn things in unlikely places
and from unlikely people. But that’s only true if we have
the right attitude. If you have a teachable attitude, you
will be positioned well to learn from others. Then all you
will need to do is to take the following five steps:

1. Make Learning Your Passion. Management expert
Philip Crosby notes, “There is a theory of human behavior
that says people subconsciously retard their own intellectu-
al growth. They come to rely on cliches and habits. Once
they reach the age of their own personal comfort with the
world, they stop learning and their mind runs on idle for
the rest of their days. They may progress organizationally,
they may be ambitious and eager, and they may even work
night and day. But they learn no more.” If you desire to
keep growing, you cannot sit back in a comfort zone.

2. Value People. People don’t learn from people they
don’t value.

3. Develop Relationships With Growth Potential. Find
people who are especially likely to help you grow: experts
in your field, creative thinkers who stretch you mentally,
and achievers who inspire you to go to the next level.

4. Identify People’s Uniqueness and Strengths.
Philosopher and poet Ralph Waldo Emerson remarked, “I
have never met a man who was not my superior in some
particular.” People grow best in their areas of strength —
and can learn the most from another person’s area of
strength. For that reason, you can’t be indiscriminate in
choosing the people you seek out to teach you.

5. Ask Questions. Learning begins with listening. The
best way to learn is to watch others and ask questions.

The Charisma Principle
People are interested in the person who is interested

in them. According to Dale Carnegie, “You can make
more friends in two months by becoming interested in

other people than you can in two years by trying to get
other people interested in you.” Carnegie’s teachings in
How to Win Friends and Influence People include:

� Become genuinely interested in other people.
People don’t care how much you know until they know
how much you care.

� Smile. If you want to draw others to you, light up
your face with a smile.

� Remember names. A person’s name is the sweetest
and most important sound to that person.

� Be a good listener. Encourage others to talk about
themselves.

� Talk in terms of the other person’s interests.
Treat others the way they want to be treated.

� Make the other person feel important. Become
sincerely interested in others.

The Number 10 Principle
All people have potential. Everyone you meet can be a

10. Believing in people usually brings out the best in
them. If people believe in themselves, they can reach their
potential and become the individuals they were created to
be. If you’ve been hurt or disappointed in the past, don’t
let that negatively color your attitude in the future.

Philosopher and poet Johann Wolfgang von Goethe said,
“Treat a man as he appears to be and you make him worse.
But treat a man as if he already were what he potentially
could be, and you make him what he should be.”

The Confrontation Principle
Caring for people should precede confronting people.

Conflict is like cancer: Early detection increases the pos-
sibility of a healthy outcome. While intellectually it’s
simple to resolve conflict, emotionally it can be difficult.
It requires honesty, humility and dedication to the rela-
tionship. Take these steps when confronting someone:

� Confront a person only if you care about that
person. It is more productive to go into a confrontation
keeping the other person’s interests in mind.

� Meet together as soon as possible. Putting off con-
frontation only causes the situation to fester.

� First seek understanding, not necessarily agree-
ment. The person who gives an opinion before he or
she understands is human, but the person who gives a
judgment before he or she understands is a fool.

� Outline the issue. Be positive, describe your per-
ceptions, state how this situation makes you feel, and
explain why this is important to you.

� Encourage a response.
� Agree to an action plan that clearly identifies the

issue and spells out concrete steps that will be taken.
The action plan should include a commitment by both
parties to put the issue to rest once resolved.  �
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The Connection Question:
Are We Willing to Focus on Others?
(continued from page 3)
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The Trust Question:
Can We Build Mutual Trust?

Philosopher and poet Ralph Waldo Emerson said,
“The glory of friendship is not the outstretched hand,
not the kindly smile, nor the joy of companionship; it is
the spiritual inspiration that comes to one when you dis-
cover that someone else believes in you and is willing to
trust you with a friendship.”

Why do many personal and business relationships fall
apart? The reasons for such breakdowns are many, but
the cause that outweighs all others is broken trust.

The Bedrock Principle
In his book, On Becoming a Leader, Warren Bennis

says, “Integrity is the basis of trust, which is not so
much an ingredient of leadership as it is a product. It is
the one quality that cannot be acquired, but must be
earned. It is given by co-workers and followers, and
without it, the leader can’t function.”

That can be said not only of leaders and followers, but
also of all relationships. Developing trust is like con-
structing a building. It takes time, and it must be done
one piece at a time. As in construction, it’s much quick-
er and easier to tear something down than it is to build it
up. But if the foundation is strong, there is a good
chance that what is built upon it will stand.

If you desire to build your trustworthiness — and as a
result, your relationships — remember:

Trust begins with yourself. If you are not honest
with yourself, you will not be capable of honesty with
others. Self-deception is the enemy of relationships.

Trust cannot be compartmentalized. Many people
today try to compartmentalize their lives. They believe
that they can cut corners or compromise their values in
one area of life and it won’t affect another area. But
character doesn’t work that way. And neither does trust.

Trust works like a bank account. Mike Abrashoff,
author of It’s Your Ship, states, “Trust is like a bank
account — you have got to keep making deposits if you
want it to grow. On occasion, things will go wrong, and
you will have to make a withdrawal. Meanwhile, it is
sitting in the bank earning interest.”

The Situation Principle
Never let the situation mean more than the relationship. It

is more rewarding to resolve a situation than to dissolve a
relationship. Any time a person puts the situation ahead of
the relationship, it happens for one reason: loss of perspec-
tive. People are always more important than mere things.
Our property, our position and our agenda are transitory.

Whenever we experience a rough time in a relationship,
we need to remind ourselves of why that relationship is
significant to us in the first place. Also, we must keep in

mind that there is a big difference between a situation
that occurs once and one that occurs again and again.

The Bob Principle
If Bob has problems with Bill, and Bob has problems

with Fred, and Bob has problems with Sue, and Bob has
problems with Jane, and Bob has problems with Sam, then
Bob is usually the problem.

Every problem starter is like a fire lighter. And each of us
is like a person carrying two buckets. One is filled with
water and the other with gasoline. When we see a problem
fire being lit, we can choose to douse it with water and put
it out, or we can throw gasoline on it and make it worse.

If you have someone who creates and spreads problems,
respond with a positive comment, show your concern for
the person being criticized, and encourage steps toward res-
olution. Not everyone will respond positively to your sug-
gestions. But if you have a strong connection with a Bob
or you are in a position of authority with him, then ask
him to THINK before he speaks using this acronym:

T Is it true?
H Is it helpful?
I Is it inspiring?
N Is it necessary?
K Is it kind?

If he can answer yes to all of these questions, then it’s
appropriate for him to proceed.

The Approachability Principle
Being at ease with ourselves helps others be at ease with

us. People miss many opportunities for connection and the
chance to build deeper relationships because they do not
make themselves approachable. Approachable people usu-
ally exhibit the following seven characteristics:

1. Personal warmth. Approachable people truly like
people. To be approachable, you need to generate per-
sonal warmth toward the people you meet.

2. Appreciation for the differences in people.
Approachable people appreciate people for who they are
and what they have to offer.

3. Consistency of mood. Approachable people are even-
keeled and predictable. You know what you’ll get because
they are basically the same every time you see them.

4. Sensitivity toward people’s feelings. Although
approachable people are emotionally steady, they might not
expect others to be that way. They tune in to the moods and
feelings of others, and then adjust how they relate to them.

5. Understanding of human weaknesses and exposure
of their own. Approachable people are honest about their
abilities and shortcomings. They are willing to be told not
what they want to hear but what they need to hear.

6. Ability to forgive easily and quickly ask for for-

(continued on page 6)
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ing. Oft-quoted Arnold Glasgow stated, “You get the
chicken by hatching the egg, not smashing it.” In the
long run, you will find that patience with people is ben-
eficial to you. But you may not see a return right away.

Understand that it takes time to build good relation-
ships. Relationships of any depth take time. The more peo-
ple involved in the relational circle, the longer it takes.

Practice the exchange principle. Each of us thinks our
circumstances warrant special consideration — people
should be extra patient with us. Instead, put yourself in the
other person’s place and be extra patient with him or her.

Realize that people have and create problems. When
you decide to develop a relationship with another person,
it’s a package deal. You don’t get to take only the good
stuff and reject the bad. Try to give others the same kind
of grace you’d like to receive for your shortcomings.

Identify areas where people need patience with
you. It’s a good idea for us to know what ours are.

The Celebration Principle
The true test of relationships is not only how loyal we

are when friends fail, but how thrilled we are when they
succeed. Everyone identifies with failure. The problem is
that because people so readily identify with failure, they
sometimes have a hard time connecting with success. And
if they don’t identify with success, they may resent it.

Frequently the very same qualities that prevent people
from achieving success — emotional insecurity, a scarci-
ty mind-set, petty jealousy and the like — prevent them
from celebrating others’ successes. They constantly com-
pare themselves to others and find themselves wanting.

How do you learn to celebrate with others instead of
ignoring or undermining them? Realize it’s not a compe-
tition. You must be willing to look at things from other
people’s point of view. When they achieve something that
is important to them, celebrate with enthusiasm.
Celebrate successes others don’t yet see. Sometimes peo-
ple make great strides and aren’t even aware of it.

The High Road Principle
We go to a higher level when we treat others better

than they treat us. If you’re slinging mud, you’re losing
ground. There are really only three roads we can travel
when it comes to dealing with others. We can take the
low road where we treat others worse than they treat us.
We can take the middle road where we treat others the
same as they treat us. Or we can take the high road and
treat others better than they treat us.

The low road damages relationships and alienates others
from us. The middle road may not drive people away from

us, but it won’t attract them to us either; it is reactive rather
than proactive and allows others to set the agenda for our
lives. The high road helps to create positive relationships
and attracts others to us; it sets a positive agenda with oth-
ers that even negative people find difficult to undermine.

High roaders understand that it’s not what happens to you
but what happens in you that really matters. Newscaster
David Brinkley observed, “A successful man is one who
can lay a firm foundation with the bricks others have
thrown at him.” They commit to traveling the high road
continually. Nearly anyone can be kind in the face of
unkindness every once in a while: It’s more difficult to sus-
tain a high road attitude all the time. High roaders recognize
their own need for grace, and extend it to others.

High roaders set higher standards for themselves than
others would. They make excellence their goal. They care
more than others think is wise. They risk more than oth-
ers think is safe. They dream more than others think is
practical. They expect more than others think is possible.
And they work more than others think is necessary.  �

The Synergy Question: Can We
Create a Win-Win Relationship?

Some relationships add value to both parties, and that is
rewarding. When both parties enter into a relationship with
an investment mind-set — after having connected and built
trust with each other — a win-win relationship can result.

The wonderful thing about win-win relationships is that
they can be forged in every area of life and in all kinds of
relationships: between husbands and wives, parents and
children, friends and neighbors, and bosses and employees.
If both parties sustain a giving attitude and both are having
their needs met, then the relationship can become some-
thing truly special.

In the long run, lopsided relationships don’t last. If one
person is doing all the giving and the other is doing all the
receiving, the giver will eventually become worn out. And
ironically the taker will become dissatisfied because that
person will feel he or she is not receiving enough. The only
way to build a positive, long-lasting, synergistic relationship
is to make sure everybody wins!

The Boomerang Principle
When we help others, we help ourselves. Those who

invest in others give and then receive. They believe that
success comes from being helpful, caring and construc-
tive. They desire to make everything and everyone they
touch better, and they understand the best way to accom-
plish that is to give of themselves. To enrich the world and
become someone who invests in others, you must:

Think “others first.” Good, healthy, growing relation-
ships begin with the ability to put other people first. Begin

(continued on page 8)

The Investment Question:
Are We Willing to Invest in Others?
(continued from page 6)




