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INTRODUCTION 

THE NEED IS CLEAR     
 

“Soft skills” have proven to be critical in people management and professional 
development. Research continues to grow around Emotional Intelligence (EI) 
and its impact in the workplace.  
 
In reality, that’s just part of the puzzle since EI is only the awareness and 
management of self. Social Intelligence (SI) is possibly more important in the 
workplace as it’s the awareness of others and your relationship with them. 
  
Now, consider what kind of impact you could have by blending Social & 
Emotional Intelligence (SEI) with marketing expertise. The result is expanding 
your capabilities and influence to help yourself - and those you serve - thrive. It’s 
called SEIM™, Social & Emotional Intelligence Marketing. 
 

 

 

Sources 

COURSE OBJECTIVES 
 

1. Master all 20 SEIM™ competencies.  
2. Improve focus within you, your business, and your relationships with others. 
3. Better handle challenges and discover new opportunities within them.  
4. Making a paradigm shift to emotional marketing that encourages more 

meaningful connections with your audiences.  
 
 
SPECIAL THANKS 
Some of the following content is influenced by materials developed by the 
organization that certified me, The Institute of Social & Emotional Intelligence 
(ISEI™). Their generosity to share and support this course is greatly appreciated.  
  

https://www.dtssydney.com/blog/30_interesting_statistics_on_emotional_intelligence
https://www.isei.com/
https://www.isei.com/
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WHAT YOU LEARN 

SEIM™ COMPETENCIES 
 

While there is also offer SEIM™ Coaching and 
Management Courses offered, this one is geared 
towards overall SEIM™ Mastery for yourself or your 
marketing team. Its intent is to simplify the SEIM™ 
learning process through proven methods for evolving 
your marketing, communications…and maybe even 
yourself!  
 
 This is a practice and just like a muscle, it can grow or 
atrophy depending on how much you use it. This course 
covers a lot of material, as it should – individually, 
marketing and SEI are very dynamic realms so 
combining them will be no easy feat. If you stick with it, 
you’ll soon be baffled at how you ever accomplished 
anything before. 
 
As your organization continuously evolves, you are 
better able to not only maintain balance during the 
ebbs and flows but you can also discover opportunities  
during your struggles.  
 
Ultimately, developing and practicing the 20 competencies will help you focus 
your marketing on embodying your purpose, connecting with your audiences’ 
emotions, and proving your commitment to something bigger than yourself. 

 

 

 

 

 

It’s all about creating 

practical habits. After 

completing the course, 

commit to one month      

of practicing and you’ll     

see a noticeable and 

positive difference.   

     

     Kat Anstine 
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WHAT YOU GAIN 

 
EXPAND & INSPIRE 
 
Develop skills that will expand your abundance of support, success 
and appreciation every day while inspiring those around you to do 
the same. 
 
By learning to improve your awareness and management of yourself, 
your team and your audiences, the impact of your organization is 
limitless. 
 

                                                        
  Emotional Intelligence   Social Intelligence     Marketing Intelligence      

 
        
 
     

                                                             
      Practice Videos         Workbook          Scripts & Templates 
             

 

WHAT TO EXPECT 

 

  

 

 

 

 

COMPETENCIES 
 

You’ll learn all 20 SEIM™ 
competencies of Social & 

Emotional Intelligence 

ACTIVITIES 
 

Guided worksheets and 
practices to flex your new  

skills for mastery 

EXERCISES 
 

Guided exploration for 
navigating emotional 

marketing  

COURSES 
 

Master all, individual, or 
groups of competencies     

and skillsets 

SEIM™ 
MASTERY 
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EMOTIONAL SELF-AWARENESS | 1 of 20 

 

     

                 
 
 

 Regularly check in on your audiences’ feelings through surveys and focus groups. 
 Halfway through the year, schedule a half-time check-in on the state of your 

department and all marketing and communication. 
 If you find yourself veering toward informational more than experiential messaging, 

remind yourself to recenter around the audience perspectives. 
 Name the audiences’ emotions you are trying to embody and connect them specifically 

to a source or to a situation, concern, or issue. 
 “Listen” to what your team’s own emotions might be telling you during brainstorms. 

PEOPLE WITH THIS COMPETENCE 
 

✓ Know which emotions they are 
feeling and why 

✓ Realize, the moment, the links 
between their feelings and what 
they think, do and say 

✓ Are able to articulate their feelings 
and appropriately express them 

✓ Can tell, in the moment, when they 
are getting upset 

 
MARKETERS WITH THIS COMPETENCE 
 

✓ Know which emotions they are 
trying to embody 

✓ Understand how their organization 
improves lives 

✓ Portray situations and experiences 
more than simply providing 
information 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ May receive messages from their 
bodies such as chronic headaches, 
lower back pain, neck or shoulder 
pain, heart racing, sweaty palms, 
anxiety attacks or other signals, but 
generally don’t pay attention to 
these signals or connect them to 
their source, to what’s causing 
these physical symptoms 

✓ Ignore what their bodies might be 
trying to tell them 

✓ Get irritated, frustrated or angry 
easily, causing them to treat people 
in an abrasive way 

✓ Unaware if their actions align with 
personal goals and values 

✓ Often feel stressed and out of 
balance 

 
MARKETERS WITHOUT THIS COMPETENCE 
 

✓ Struggle to connect to intentional 
emotions 

✓ Only focus on the information 
✓ Fail to lead with WHY 
✓ Use heavy copy 

DEVELOPMENT TIPS 
 

 

WHAT 
 

Learn the emotions behind    
your mission, your audiences’ 
experiences and how to connect 
them and evoke action. 

HOW 
 

• Emotional inventory 
• Emotional audit 
• Emotional marketing and 

consistency 

WHY 
 

Make deeper connections 
that drive action, 
engagement, and loyalty.  
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 Recognize the importance of evoking emotion.  
 

 

SELF-AWARENESS EXERCISES  

 

EMOTIONAL INVENTORY 

▪ List as many emotions as you can describe. 
▪ Don’t worry if they seem to contradict each other…that is normal. We can be sad 

and happy at the same time). 
▪ Notice over the course of a day if there is much variation, or if you are repeating one 

feeling over and over. 
▪ Look for the same patterns over the course of several days and determine if there is a 

lot of variation or if you are repeating one feeling over and over. 
▪ If you are repeating one word over and over, you might try to go “below” that feeling – if 

you are repeatedly saying  
“I am angry” try to determine why by asking yourself, “Why” at least five times. I 
am angry because my boss yelled at me. Why does that make me angry? 
Because I feel disrespected. Why does that make me angry? Because I am a 
human being and I deserve to be treated with dignity and kindness. Why does 
lack of kindness make me angry? Because too many people in my life treat me 
that way . . . 

▪ Once you ask “Why” five or more times, look at the list of words again. You might be 
able to add another word to describe your feelings. Maybe you are angry AND sad…or 
excited AND scared. 

▪ Please consult a qualified therapist or counselor if you find that you have 
persistent feelings of sadness, anger or thoughts which scare you. 

 
 

Look at the list of emotions on the next few pages to help you complete this form. 
Use more than one word to describe your emotions if you can. If needed, adjust the 
statements to fit you more appropriately. 
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LIST OF EMOTIONS 

abandoned eager mean stuck demanding joyful unfocused 

abrasive elated melancholy stunned depressed perplexed unforgiving 

accused embarrassed mellow sullen desolate pity unlimited 

adventurous energetic misunderstood supported devastated playful unloved 

alert enthusiastic motivated supportive discouraged proud upbeat 

aloof envy needy suspicious disgusted pushy useless 

angry excited nervous sweaty disrespected quiet vengeful 

anticipation exhilarated nothing tender greedy rebellious vicious 

anxious explosive offended tense grieved receptive violent 

apathetic fearful open terrified happiness reckless visionary 

appreciated flexible oppressed threatened hard regret vulnerable 

appreciative focused optimistic timeless harmonious rejected wanton 

apprehensive forgiving outraged timid harsh remorse warm 

argumentative forgotten panic childlike hatred resentment weary 

arrogant frantic paralyzed clever heartbroken resilient whole 

ashamed free paranoid closed helpless resistant wicked 

attacked friendly patronizing cold hesitant respected willful 

aware frustrated peaceful compassionate hopeful righteous willing 

Balanced fulfilled serene complacent hopeless rigid wonderful 

betrayed furious shaky complete horrified rude worried 

blamed glowing shy compulsive hostility ruthless worthless 

blissful goofy silly conceited hot sad wounded 

boastful grateful skeptical confused humble scared Add more 

bored lazy sleepy connected hungry scheming  

calm left out snobbish considerate hyper secretive  

careless light spaced out contemptuous hysterical secure  

centered like a failure spoiled creative ignored selfish  

cheated livid still critical inhibited self-sufficient  

distressed loved stoic dead insecure tired  

dogmatic loving strange decisive invincible tranquil  

doomed mad stressed defensive invisible trapped  

doubtful manipulated strong defiant irrational uncertain  

drained manipulative stubborn delighted jealous uneasy  
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EMOTIONAL MOOD JOURNAL 

This exercise helps you describe your current emotional state. (Fill in the blanks below 
if what you are feeling is not listed.) Enter the number that best describes the 
intensity of each emotion starting right now for the next two weeks. Then answer 
the questions below. 
 

 
 

 

Questions: 

1. How is the emotion you feel most intensely influencing your thinking? 
2. What is making you feel this way? 
3. Does this emotion leave you feeling empowered or disempowered? 
4. How would you like to be feeling? 
5. What can you do to help you achieve your desired emotional state? 
6. How will you feel then? Really describe how you will feel when you shift your emotional 

state. Also, will this help you feel more empowered, more in charge? 
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TAKING STOCK OF YOUR EMOTIONS 

A Feelings Inventory 
Increase your Emotional Self Awareness, Discernment and Comprehension 
 

"Emotion" refers to the mental and physiological states characterized as feelings. It's often hard to put a 
name on what we're experiencing because it's likely that our brain is processing more than one reaction to 
our circumstances at any given time. Not only do feelings overlap and blend, but there are also hundreds of 
emotions humans experience, each with many gradations of intensity, that make emotional awareness a 
difficult skill to master. 
 

The more adept we are at discerning the force that is shaping our moods and mental status, the greater our 
ability to manage our behavior. We are able to choose a more constructive response. In the moment, your 
response is driven by intelligence rather than impulse.  

 
  

The goal is to give you the tools to respond 
rather than simply react. 

 

         The result is greater effectiveness, productivity, 
  and confidence.  

As you come to comprehend your own emotions and behavior, you 
increase your understanding of what drives the actions of those around 

you. With this knowledge, you can improve your relationships, and above 
all, your happiness. Social and emotional intelligence is a key factor to 

enhancing the quality of our lives. 
 

          Set reminders to check in throughout the day. 
For the next week, carry a watch or travel alarm with you, or set your cell 

phone or computer clock alarm to ring at several intervals throughout the 
day. At the times listed on the schedule, fill in the blanks with: 

     1) what you are doing, and who you are doing it with (working  
 alone, talking with family, attending a meeting, leading a meeting,    

   driving, eating with a friend, watching a movie alone, etc.),  
        2) the emotion(s) you are feeling in the moment                                                        

3) what your body is sensing at the moment, or what affect the                                                 
emotion is having on your body.  

 
 

Use the List of Emotions on page 6 to help you identify what you are feeling. Adjust the times to fit your 
schedule as exact times are not essential. It's more important to begin recognizing emotional patterns and 
determine what circumstances elicit specific responses throughout the day. It's also important to try to 
read what you are feeling in the moment instead of relying on memory. Social and emotional intelligence 
is the art of identifying your feelings at the time they occur so you can better understand behavior - yours, 
and others - and to learn how to rationally choose your responses. 
 

Remember: you are seeking to understand your feelings. You are not trying to change them with this 
exercise. They are not right or wrong and honesty is crucial. However, recognition alone can often diffuse 
or increase an emotional reaction. You may find that over time, the intensity of some moods decreases, 
while other sensations, hopefully the more pleasant ones, increase. That's why emotional intelligence 
helps in all aspects of your personal and professional growth.  

 

GOAL 

RESULT 

INSTRUCTIONS 



     SEIM™ Mastery Workbook 

© 2022 Bound for Growth® ALL RIGHTS RESERVED.                            12 

DAILY EMOTIONAL ASSESSMENT 
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THE EMOTIONAL AUDIT 

 

In his book Mindsight (2010), neuroscientist Daniel Siegel, M.D., states, “Our ability to pause before 
we react gives us the space of mind in which we can consider various options and then choose the 
appropriate ones.” 

 
This checklist is designed to provide “space of 
mind” and choose a response rather than 
simply, and impulsively reacting in 
emotionally-charged situations. 
 
In marketing, tensions can run high especially 
high due to the fast pace and putting our 
heart and soul in to creating something 
inspiring and effective. So, when there are 
internal or external boulders preventing our 
envisioned success and challenging every 
turn, it’s understandably difficult to keep a 
cool head.  
 
If you have a “pleaser” personality in 
marketing, try to remember that no one 
expects you to have answers or a response 
RIGHT NOW and it’s 100% acceptable to 
respond with, “Let me look into that” or “Let 
me get back to you on that.”  
 
 
While you are counting to 10 and taking a deep breath, ask yourself some key, strategic questions 
to stimulate the prefrontal cortex: 

 

 What am I feeling? (name the emotion and where you feel it in the body) 
 

 What am I thinking? 
 

 What do I want to have happen? 
 

 Am I getting in my own way? How might I sabotage the outcome if I act on 
impulse? 

 

 What do I need to do or say right now that will get me to the outcome I want? 
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EMOTIONAL MARKETING 

Much of today’s marketing is still information-focused, not having yet made the paradigm shift to 
emotionally-infused messaging. Here’s how to make that shift. Being thoughtful about who you 
invite to participate is important so when collaborating, they can pick up what you’re putting 
down. 

1.) Find Your WHY 
Simon Sinek explains this in The Golden Circles TEDTalk.   
It’s the perfect way to open your mind to discover your org’s WHY, 
HOW, WHAT, and specific emotions you need to tap into to attract 
those who believe what you believe.  To gain trust and loyalty, there 
must be a clear reason why they should take on your cause and 
consistently see you demonstrate your mission.  

 

2.) Associations 
Have some fun while drilling down to your brand attributes and 
emotions by imagining your org as a car, spokesperson or an animal. 
Get detailed in your thinking. The discussion is usually quite insightful. 

 

 

 

 
 

3.) Brand Pyramid 
This helps you clarify your WHY, HOW and WHAT by working from bottom, up. Starting with the 
Product/Service Attributes which can be most easily identified and articulate. 

ANIMAL 
• What traits to they have? 

• Fast like a cheetah? 

• Smart like a dolphin? 

• Proud and keen like an eagle? 

 CAR 
• Sedan, coupe, SUV? 

• What make/model? Why? 

• What features? Why?  

SPOKESPERSON 
• What traits does he/she/they have? 

• Confident/approachable-Alicia Keys? 

• Smart & humorous like Jon Stewart? 

• Authentic and insightful like Oprah? 

https://www.youtube.com/watch?v=fMOlfsR7SMQ
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EMOTIONAL MARKETING WORKSHEET 

After watching The Golden Circles TEDTalk., brainstorm as a team about the following using the 
Branding Words starter resource. Try to narrow it down to 5 words per column. 

 

             
  
 Yours:     ___________________     _____________________     ______________________    ___________________ 
 

                     ___________________     _____________________    _______________________   ___________________ 
 
                     ___________________     _____________________    _______________________   ___________________ 
 
                     ___________________     _____________________    _______________________   ___________________  
 
 
Emotions your audience(s) are experiencing:   ________________________   ____________________________ 
 
______________________     ________________________       _______________________  _____________________  
 
Emotions you’re trying to evoke:   _______________________________  _________________________________ 
     
______________________     ________________________       _______________________  _____________________ 

     
 Your car: __________________   Your spokesperson: ____________________ Your animal: ____________________  
 

 Shared attributes: _______________________   ___________________________ _____________________________ 
 

 _______________________   ___________________________   _____________________________ 

 

View your organization as a person, place and thing to explore your personality. 

https://www.youtube.com/watch?v=fMOlfsR7SMQ
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Focus on one section at a time starting with Product Attributes and work your way up. 

 
 

PRODUCT ATTRIBUTES (WHAT) 

 

FUNCTIONAL BENEFIT (HOW) 

 

CONSUMER BENEFIT (HOW) 

 

EMOTIONAL BENEFIT (HOW) 

 

BRAND ESSENCE (WHY) 

 

 

Positioning Statement and Promise. Use your promise and your WHY regularly and dynamically 
as the ultimate ruler for creative direction in all marketing and communication. 

 

 

 

To _________________________________________________, 

(Core User) 

_______________________________________________is the 

(Brand) 

________________________________________________that 

(Reference Point) 

____________________________________________________. 

(Brand Promise) 
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Messaging  
Strategize your key branding words and phrases that will help to maintain consistency. 

 

 

Brand Essence  

Brand Promise  

Personality  

Tagline  

 

 

Branding Words & Phrases 
 

     

     

     

     

 

Audience Breakdown 
 

Group Tone Emotional Benefits Calls-to-Action 
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BRAND COMPLIANCE CHECKLIST 

Use this checklist to review the elements that apply to your asset. 

 
 Messaging | Are you embodying your WHY, promise and personality? Are you relating to 
people’s emotions and demonstrating how you’re dedicated to serving them? Are you using 
impact words and phrases? 
 
 
 Logo | Do you have enough clear space around your logo? Are you using the correct logo 
artwork without blurriness or distortion? Is your logo following your Branding Guidelines?  
 
 
 Editorial styling/Brand | Is your copy in our brand voice?  

 
 

 Digital elements | Are you using calls-to-action (CTAs) correctly? (Buttons, links and links 
with carets) Are you using form fields, dropdowns and checkboxes correctly?  

 
 

 Graphical elements | Did you check the iconography index to see if this icon exists? Are 
your illustrations, infographics or diagrams used appropriately? 
 

 
 Imagery/Photography | Is your image/photo compliant with Brand Guidelines? Does 
your image/photo represent the product/device correctly?  
 

 
 Legibility | Is your copy and logo legible on the image/photo? 
 

 
 Layout | Is the layout you’re using appropriate for the asset type? Is your layout correctly 
aligned to the grid with the proper margin spacing?  
 

 
 Typography/Font | Are you using your brand font? Does your typeface have the proper 
leading and tracking? Is your typography following the correct hierarchy? 
 

 
 Color | Did you follow the color palette rules in our Brand Guide? 
 

 
 Motion | Do motion elements move in and out of the space correctly? Are you using the 

correct transitions? 
 

 
 Focus | Is it clear who the intended audience is, what the benefit is and does it tie to your 

WHY? 
 

 
 Simple | Is the copy concise with a clear CTA? 
 

 
 Tagging | Are all applicable business tags and hashtags included? 
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ACCURATE SELF-ASSESSMENT | 2 of 20 

 

 
 

 Create a culture where it’s safe for people to provide 
feedback and periodically conduct surveys, focus groups, etc. 
then accept feedback without becoming defensive 

 Take an assessment like Myers-Briggs, or a 360 multi-rater to know strengths and 
vulnerabilities 

 Maintain openness and commitment to ongoing learning, growth and improvement 
that allows others to try new things, and create a safe environment for moderate risk-
taking and failure 

 Be realistic in taking on new projects, setting new goals and establishing objectives 
 

PEOPLE WITH THIS COMPETENCE 
 

✓ Are reflective and learn from 
experience 

✓ Know their capabilities; know what 
they can do and what they can’t do 

✓ Are open to candid feedback, new 
perspectives, continuous learning 
and self-development 

✓ Ask for help from others who might 
have more experience, knowledge 
or ability 

✓ Have the ability to identify and 
target areas for improvement and 
change 

✓ Demonstrate a desire to learn and 
grow 

 
MARKETERS WITH THIS COMPETENCE 
 

✓ Invest in research own insights 
✓ Own up to mistakes  
✓ Over communicate in areas of 

weakness 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ More focused on being “right” no 
matter the cost 

✓ Fail to ask for feedback 
✓ Compete instead of cooperating 
✓ Exaggerate their own value and 

contribution 
✓ Set unrealistic, overly ambitious, 

and unattainable goals for 
themselves and others 

✓ Push themselves hard, often at the 
expense of other parts of their lives 

✓ Push others hard 
✓ Tend to micromanage and take 

over instead of delegating  
✓ Take credit for others’ efforts 
✓ Blame others for mistakes, even if 

they made them 
✓ Cannot admit mistakes or personal 

weaknesses 
✓ Can’t accept feedback or criticism 

 
MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Rely on “what we’ve always done”  
✓ Are aware of experience gaps but 

don’t help people navigate 
✓ Do not conduct staff and audience 

assessments  
✓ Trust their gut more than data 

 

PEOPLE WITH THIS 
COMPETENCEPEOPLE WITHOUT THIS 
COMPETENCE 
 

✓ More focused on being “right” no 
matter the cost 

✓ Fail to ask for feedback 
✓ Compete instead of cooperating 
✓ Exaggerate their own value and 

contribution 
✓ Set unrealistic, overly ambitious, 

and unattainable goals for 
themselves and others 

✓ Push themselves hard, often at the 
expense of other parts of their lives 

✓ Push others hard 

DEVELOPMENT TIPS 
 

 

WHAT 
 

Learn how to gain objective 
and honest feedback about 
your current efforts. 

HOW 
 

• Evaluate strengths and weaknesses 
• Asking for feedback 
• Marketing research 

WHY 
 

Know where you stand and 
the perceptions of your 
organization.   
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ACCURATE SELF-ASSESSMENT EXERCISES 
 

IDENTIFYING YOUR STRENGTHS AND WEAKNESSES 
 

It’s one of the hardest things to do in life – to be completely honest with ourselves about 
ourselves. It demands brutal truthfulness about our strengths and weaknesses, no matter how 
these revelations may make us feel. 
 
This worksheet may take several days or even weeks to complete, as it requires serious 
flection. Beginning with your strengths, make a list of five areas in which you excel, and 
prioritize from 1 to 5, with one being your greatest strength. You can have more than five (and 
you are encouraged to identify many more, but it is important to gain clarity about your Top 
5. These could be anything: being a great team member, being the best Mom or Dad in the 
entire state, writing first-rate sales copy, developing an impeccably accurate spreadsheet or 
killer graphs. 
 

1. Write down your strengths: 
 
 
 
 

2. Rank your Top 5 in the order of strength (with 1 being your greatest). 
• 1 –  

• 2 – 

• 3 –  

• 4 –  

• 5 –  
 

Now, do the same for weaknesses. Nobody’s perfect – sorry! Why is this important? Because 
these may become things you can delegate to others for whom they are strengths (well, maybe 
not being a mom or dad). But these are areas that will cause you to stall on your way to bigger 
and better things, or will cause you to stumble, or even wreck your plans before you can get 
them off the ground. 
 

3. Write down your weakness: 
 
 
 
 
4. Now, rank your Top 5 in the order of weakness (with 1 being your weakest). 

• 1 –  

• 2 –  

• 3 –  

• 4 –  

• 5 -  

 
Now, step back, take a good look, and make peace with reality. We all have good and bad points, 
and it’s important to accept them. Let’s figure out how to leverage your strengths and minimize 
your weaknesses. 
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1. How can you leverage your strengths? We have the responsibility to know ourselves and 
determine where and how we perform best. Then we do more of that (and transfer those skills 
and talents to other areas of our lives). For example, if you are really creative and have great 
interpersonal skills, perhaps you can leverage your skills and talents to help your favorite charity 
with their annual gala or silent auction (if one of your values is to contribute to your community).  

 
Review your strengths and determine if they help another team leader or as a mentor? Can your 
creative skills be put to use with kids in your community?  
 
 

2. How can you minimize your weaknesses? Are these areas that you can hire someone else? 
(e.g., to take care of your bookkeeping, design your website, organize or create your filing system, 
maintain your garden or landscaping, etc.) Alternatively, are there some ways you can eliminate 
any of these things from your life altogether? 
 

Remember: our greatest successes come from placing ourselves in a position where we can 
regularly express our strengths so they can meet with opportunities. We also find ourselves 
doing this for others – helping them to maximize their abilities. All of this leads to greater 
productivity and much greater career and life satisfaction. It all begins with knowing your 
strengths and weaknesses, an then effectively manage them. 

 

ASK FOR FEEDBACK 

It’s also important to look outside of ourselves for more objective feedback. Remember that 
this is helpful information for you – good or bad. 

 

 

 

 

 

 

 

 

 

 

Source: Marshall Goldsmith 
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ABRAHAM HICKS’S EMOTIONAL GUIDANCE SCALE 

 
The idea behind it is that while you can’t 
usually go from a low vibration to a high 
vibration right away, you can make small 
moves up the scale. Attainable better-
feeling thoughts and energy help you climb 
the scale to a joyful place. 
 

For Example: 

If you spent months planning a campaign 

that ended up not meeting expectations, 

you might feel insecure. You were asked 

how you feel about it. You might explain 

that you’re angry and worried about your job 

security. It may not feel like it but you’re 

actually moving up the emotional scale and 

even the tiniest of steps will provide some 

relief.  

Don’t stop there! Now ask yourself, what you 

learned from the project and what you 

enjoyed about it. You may realize that the 

creative process needs to be improved or 

that more clarifying questions need to be 

asked up front, so expectations are more 

likely to be met. This starts to move you into 

appreciation which can move your feeling 

up to passion. 

 

While it might now seem ideal to be feeling rage, it’s actually an impressive improvement if you were 

initially feeling guilty.  Recognize that moving just one emotion up is moving in the right direction so 

keep going.  
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MARKETING RESEARCH  

Brand Survey 
  
Surveys are an inexpensive way to cast a wide net to get a high number of responses. The 
downside is that all you have are questions that need to be intentionally drafted to elicit useful and 
insightful feedback. Prepare to receive some negative feedback and have thick skin. 

 
Existing Audiences  
Using your complete contact list, you can draft a brand survey to deploy to your existing 
members, donors, partners, etc. This can generally be done in house or with some coaching. 

  
Prospective Audiences 
This is where the budget dials up. Unlike existing audience, this is where you can identify 
your level of brand awareness. You essentially pay for responders who have opted in to take 
surveys in your area. This high quality, high dollar item can run around $12 per response. So, 
if you’re wanting 500 hundred responses (the minimum recommended), you’re looking at 
$6,000 without factoring any writing, project management, etc. time. 

 

 

Focus Groups 
 
While surveys give you significant insight, focus groups give you meaningful direction. This is an 
important distinction because they accomplish two completely different goals. The purpose of 
focus groups is to dig deep to not just get the answer but also how people arrive at their answer. 
It’s a great opportunity to test existing and/or new creative. Remember to have thick skin – people 
signed up to be critical and boy will they.  

 
Existing Audiences 
Once clarifying your various audience, invite selected participants from each to weigh in at 
scheduled focus group. One group of up to 10 participants is recommended to adequately 
probe while maintain a one hour session time. These can be in-person or virtually. Also, if 
you have a facility, there would be no rental fee. It’s best to have a 3rd party conduct these to 
gain as much objective feedback as possible.  
 
Prospective Audiences 
Once again, this is a high dollar item when you want focus group to be blind. Similar to 
prospective surveys, prospective focus group can also judge the level of brand awareness 
just on a much smaller scale. Keep in mind, that you’d be paying for participants who 
generally get paid $100+ each for their time. An off-site facility with 3rd party facilitator is also 
recommended for optimal objectiveness and openness.  
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Checklist            
 
Getting by and being efficient have a very different impacts on your overall effectiveness. Too many 
times, we keep doing what’s been done even though we know there’s a better way.  
Why? Because we know change makes things harder before they get easier. Rip off the band aid 
and honestly consider the following.  
 
Answer each score your organization on a scale of 1-10 (1= terrible or nonexistent and 10-always or yes 
and it’s awesome!). 

Answers    Done 

1 
Does your team and staff know your 
WHY and brand promise?  

 

 

2 
Does your M&C embody your WHY 
and evoke emotion? 

  

3 
Are you using audience stories and 
testimonials in your marketing? 

  

4 
Do you use a collaborative workspace 
to streamline communication and 
review/approval process? 

  

5 
Do you have existing social design and 
management accounts? If so, list >>>> 
If no, setup Free Canva and Nonprofit 
Discount via Hootsuite and check off. 

  

6 
Do you work a month ahead of time 
on social? 

  

7 
Do you meet with your team weekly to 
review all projects and timelines? 

  

8 
Are you pulling reports to know what’s 
working or not working? If so, list >>>> 
If not, setup Google Analytics to pull 
monthly report along with social and 
email accounts. 
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PERSONAL POWER | 3 of 20 
          

            
                 

 

 

 

 
 

 Make a list of the things you’ve accomplished  
 Identify the things you excel in, tap into the emotions associated with those strengths 
 Examine the causes of your lack of confidence or personal power 
 Seek out formal or informal training to strengthen efforts and boost your confidence 
 Take an assertiveness course or read a book on assertiveness 
 

 

PEOPLE WITH THIS COMPETENCE 
 

✓ Have a calm inner conviction about who 
they are and their ability to get the 
things they want and need in life 

✓ Believe they can set the direction of their 
lives, and do 

✓ Distinguish between the things they 
have control over in life and those they 
do not; and don’t stress over the latter 

✓ Define themselves from the inside out  
✓ More focused on attributes than labels 
✓ Make things happen 
✓ Feel in control of their lives 
✓ Know what they want and go after it 
✓ Are confident in themselves 
✓ Can speak their truth and give voice to 

their convictions 
 

MARKETERS WITH THIS COMPETENCE 
 

✓ Communicate with a strong sense 
of WHY, mission and purpose 

✓ Take necessary action and inspire 
others to do the same 

✓ Focus more on what and problems 
than the WHY and solutions 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ Avoid confrontations with people, even 
to get a problem resolved or when the 
confrontation might be best in the long 
run. 

✓ Have difficulty speaking truth  
✓ Lack confidence in their own judgment 
✓ Avoid going to the heart of an issue 
✓ Hesitate to try new things 
✓ Have difficulty defending their ideas 
✓ Avoid challenges, give in too readily 
✓ Question their own ability; often feel 

powerless 
✓ Don’t take risks or chances, even 

moderate ones 
✓ Are unable to set boundaries or demand 

respectful treatment from others 
 

MARKETERS WITHOUT THIS COMPETENCE 
 

✓ Don’t commit to strategy and 
reactively jump from idea to idea 

✓ Focus more on what than WHY 
✓ Don’t take the initiative to change 

what isn’t working 
✓ Have been “doing it the way we’ve 

always done it”. 
✓ Don’t address problems 
✓ Don’t understand that results take 

time and ups and downs are 
expected 

✓ Don’t ask for what is needed 

DEVELOPMENT TIPS 
 

 

WHAT 
 

Gaining strength and 
confidence in your capabilities, 
capacity, and strategy. 

HOW 
 

• Assess achievements and tie 
them to feelings 

• Saying no 
• Enforcing positive behaviors 

WHY 
 

Being empowered to take a 
stand, trust the process, and 
find ways to solve problems.  
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PERSONAL POWER EXERCISES 

 

ACHIEVEMENT AND SUCCESS LOG 

Personal power is about our sense of being capable, being confident in the world. It’s the belief 
that we can solve the problems life presents, and conviction in our own ability to succeed. 
Personal power is important because it unleashes our ability to convey our ideas and solutions in 
an assured manner. It gives us and others confidence in our ability to solve problems and 
achieve results. 
 
There’s nothing like success for boosting our self-confidence, so take some time now to identify 
your successes. Give yourself permission to take pride in them and make a sincere effort to 
recapture and re-experience the emotions you felt when you had your successes. 
 
Successes & Achievements in My Life 

At different points in my life and 
in different activities and roles Achievement/Success 

How I felt about this 
achievement/success 

Early in my Career   
 

As my career progressed   
 

In my important relationships 
(significant other, family) 

  
 

With my children   

With my hobbies and other 
interests (musical skills, crafts, 
computer skills, handy work) 

  
 
 

With sports and physical activities 
(mountain climbing, tennis 
working out, races I’ve run or 
walked) 

  
 
 
 

With volunteer activities 
 
 

  
 

As I continue to grow   

Other 
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DEVELOPING THE POWER OF BELIEF 

Belief in yourself and your purpose, is critical in your success. 
According to The Magic of Thinking Big by David J. Schwartz, 
there are 3 main guides for strengthening your power of belief. 

1. Think success, don’t think failure. When faced with a 
difficult situation, think, “We’ll figure this out”, instead of, 
“We’ll probably never figure this out”. When opportunity 
appears think, “I can do it” and never “I can’t.”  

2. Remind yourself regularly that you are better than you 
think you are. We’re all more crucial about ourselves than 
others. Success doesn’t require super intellect and it’s not 
based on luck. Success people and organizations have 
developed belief in what they do. Never sell yourself short. 

3. Believe Big. The size of your success is determined by the 
size of your belief. Thinking little goals gets you little 
achievement.  

 

SAYING “YES” BY SAYING “NO” 
Setting boundaries provides structure for you and those you interact with. The stress that comes 
along with saying, “YES” all of the time will catch up with you at some point. Reflect on what you and 
your team needs to be your best.  

By saying “no” to:                                                 I am saying “yes” to: 
 

_________________________________________           ___________________________________________ 

 

_________________________________________           ___________________________________________    

 

_________________________________________           ___________________________________________ 

 

_________________________________________           ___________________________________________ 

 

By saying “yes” to:           I am saying “no” to 

 

_________________________________________           ___________________________________________ 

 

_________________________________________           ___________________________________________ 

 

_________________________________________           ___________________________________________ 

 

_________________________________________           ___________________________________________ 

 

_________________________________________           ___________________________________________ 

 

 
 

When we merge inspiration, 

service, and belief, we 

operate at our highest level 

and can accomplish the 

unimaginable with our 

marketing.     

 Kat Anstine 
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INSTRUCTIONS FOR KNEE-JERK NOTEBOOK EXERCISE 
 
This next worksheet is designed to help us be mindful of our “hot buttons,” those triggers 
which cause a “knee-jerk” reaction and allow us to plan a better response. 

 

 

 

 
 

 

  

 

 

 

 

 

 

            Trigger 
 
 
 
 
 

Write down those 
incidents that trigger a 

negative reaction for you 
– traffic, tyrant boss, etc. 

These triggers could also 
be events that cause you 

to act on impulse, for 
example, seeing a 75 

percent off sale which 
may cause impulse 

buying, or other events 
which cause impulse 

eating or alcohol over-
consumption. Just 
make a list of all the 

triggers you may 
experience in your life. 

(You may need to make 
extra copies of the 

worksheet!) 
 

What I Feel in My Body  
 
 
 
 
 

Now write down what 
you feel physically in 

your body. For the 
example of a sale, 
perhaps you feel 

excitement, your heart 
racing. In a slow check-

out lane, particularly  
if you are in a hurry, 

perhaps you feel tense, 
you notice your hands 

clenching tightly around 
the cart   handle, etc. 

 

My Self Talk 
 
 
 
 
 

Write down what you’re 
telling yourself, i.e., “I’ve 

been working long 
hours and I deserve to 
indulge myself in this 

purchase,” or “It’s Friday, 
let’s order another 
bottle of wine, we 

deserve it for making it 
through the week.” 

 

My Reaction 

Now write down your 
reaction when you feel 
these things and hear 

your self-talk. For 
example, your reaction 

might be to make a 
large purchase, or snap 
at the check-out clerk, 

or eat the entire dessert. 
 

How I Feel 

Describe how you feel 
emotionally an hour or a 
day after your reaction.  
For example, you might 

feel like “Geez, I don’t 
know what I was 

thinking.” or “Man, do I 
feel stupid and 

embarrassed.  Do you 
think anyone will 

remember on Monday?” 

Damage Done 

Think through and write 
out the cost of reacting to 
the trigger. “I totally blew 

my budget again.  I’m 
never going to pay down 
all this credit card debt if I 

can’t walk on by these 
stupid sales.”  Or, “I wonder 
what effect the lampshade 

incident will have on my 
chances for that 

promotion.” 
 

A Better Response 

You get the idea. What 
would be a better 

choice, a better way to 
respond, and do I know 
the difference between 

a reaction and a 
response? 

How I’ll Feel When I Choose a 
Better Response? 

Great! Proud! I can DO this! 
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BEHAVIORAL SELF-CONTROL | 4 of 20 

 

                                
                        

 

 

 

 

 

 Practice self-awareness  
 List out possible, “hot topics”, concerning comments and past reactions that need to be 

handled with care, including appropriate responses 
 Remember, in the moment, to the necessary time to evaluate and choose a strategic 

response when issues come up in the future 
 Ask yourself if “the next big thing” or “quick fix” delivers on your long-term strategy 
 During difficult times, make a list of what could be learned or improved upon 

 

 

 

PEOPLE WITH THIS COMPETENCE 
 

✓ Manage their impulsive feelings and 
distressing emotions well 

✓ Stay composed, positive, and 
unflappable even in trying moments 

✓ Restrain negative reactions 
✓ Think clearly and stay focused under 

pressure 
✓ Maintain their stamina and performance 

in emotionally-charged situations 
✓ Choose not to escalate a problem when 

attacked, provoked, or aggressively 
confronted by another 

✓ When faced with hostility or opposition, 
remain “cool under pressure” 

 
MARKETERS WITH THIS COMPETENCE 
 

✓ Commit to a long-term strategy 
✓ Can publicly address public concerns 

and questions  
✓ Have social guidelines in place 
✓ When addressing a change, focus on 

insights and opportunities 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ React impulsively 
✓ Get involved in inappropriate 

situations because they can’t resist 
the temptation 

✓ Respond to problems in a non-
constructive way 

✓ Are quick to anger 
✓ Tend to be defensive 
✓ May become angry, depressed 

 
 
 
 
 
 

MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Have difficulty committing to a 
long-term strategy  

✓ Chase immediate gratification or 
the “the next big thing” 

✓ When addressing a change, focus 
on problems and frustrations 
without tying it to the mission and 
purpose  

✓ Do not respond publicly to public 
concerns with humility and 
patience 

✓ Don’t manage social comments in a 
consistent manner 

DEVELOPMENT TIPS 

WHAT 
 

Learn how and when to (and 
when not to communicate 
various information.  

HOW 
 

• Identify triggers 
• Tie behaviors to emotions 
• Connect reactions to benefits 

WHY 
 

Balance committing to a 
strategy that addresses 
concerns with mindfulness. 
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BEHAVIORAL SELF-CONTROL EXERCISES 
 

KNEE-JERK NOTEBOOK / KNOWING MY HOT BUTTONS 
When you notice you are triggered, take a moment to reflect on the experience. 
 

Behavioral Self Control Worksheet  

 

Trigger What I Feel 

in My Body 

My Self Talk My Reaction How I Feel 

After I React 

Damage 

Done 

A Better 

Response 

How I’ll Feel 

Then 
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INTEGRITY | 5 of 20 
 

                                                                                                                                                                                            

 

 

 

 
 

 
 

 Know your mission, purpose, values, and promise, have them visibly written down. know 
why you feel most strongly about, and review them often 

 Periodically, reflecting on if your behavior is consistent with your values 
 Ask yourself what you need to do differently to live more genuinely and be true to your 

mission, purpose, values, and promise 
 Find new ways you can tell your and your audiences’ truth 

 

PEOPLE WITH THIS COMPETENCE 
 

✓ Act ethically and are above reproach 
✓ Do what’s right, even if it’s not rewarding 
✓ Build trust through their reliability and 

authenticity 
✓ Admit their own mistakes and confront 

unethical actions in others 
✓ Maintain an authentic openness with 

others about their values, beliefs, feelings, 
and actions 

✓ Take tough, principled stands even if they 
are unpopular 

✓ Keep their word, commitments and 
promises 

✓ Are honest and give true, accurate 
information 

✓ Treat all people fairly, no matter their place 
in the organization or community 

 
 

 

MARKETERS WITH THIS COMPETENCE 
 

✓ Are honest and trustworthy in all 
communication 

✓ Are genuine in their desire to serve  
✓ Admit mistakes and make amends 

PEOPLE WITHOUT THIS 
COMPETENCE 
 

✓ Haven’t sorted out their own 
opinions and feelings of what’s right 
and what's wrong 

✓ Do what is most expedient rather 
than what is right 

✓ Show little independence of thought 
– are easily influenced by others 

✓ Tend to respond to the needs of the 
moment and don’t challenge the 
way things are done, even if they go 
against their established values 

 
 

MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Don’t consistently demonstrate 
mission in words and actions  

✓ Only communicate what is beneficial 
to the organization 

✓ Take credit when credit is undue 
✓ Overtly use audience for 

organization’s gain 
✓ Gloss over mistakes 
✓ Don’t follow through on promises 
✓ Treat people unfairly based on their 

place in the organization or 
community 

 

PEOPLE WITHOUT THIS 
COMPETENCE 
 

✓ Haven’t sorted out their own 
opinions and feelings of what’s right 
and what's wrong 

✓ Do what is most expedient rather 
than what is right 

✓ Show little independence of thought 
– are easily influenced by others 

✓ Tend to respond to the needs of the 
moment and don’t challenge the 
way things are done, even if they go 
against their established values 

 
 
 
 

DEVELOPMENT TIPS 
 

 

WHAT 
 

Learn what it takes to be 
honest, genuine and stand up 
for what you believe in.  

HOW 
 

• Integrity inventory 
• Clarifying and prioritizing 

your values 
• Creating an action plan 

WHY 
 

Maintaining a consistent and 
united front in what you 
believe and what’s right. 
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INTEGRITY EXERCISES 
 

INTEGRITY INVENTORY 
 

Name     Date     

This completely confidential form is designed to help you gain clarity on various aspects of 
your integrity. Please complete the self-assessment portion, and then complete it again 
from the perspective of others with whom you associate closely. Please be honest. No one 
will see this but you. 

 
Step 1: Place a check-mark in one of the boxes on the right, with “5” being “I do this ALWAYS,” 
“4” being “almost always,” 3 being “often,” “2” being “occasionally,” and “1” being “I seldom do 
this.” And remember, 5 – “always” -- means “always”!! 

 

Aspects of Integrity 1 2 3 4 5 

If I commit to something, I follow through on that commitment.      

I am truthful at all times.      

I treat people fairly, no matter their place in society or in the organization.      

I am open with others about my values and beliefs, but without being overbearing 
or preachy. 

     

I take the tough, principled stand without hesitation, even if it’s not popular.      

I readily admit my mistakes.      

I give true, accurate information in all encounters. I never bend the truth.      

I do what’s right, even if it’s not personally rewarding.      

I know my values and I live by them at all times.      

I “walk the talk” – I demonstrate high ethical standards in everything I do.      

I always follow through on my stated intentions.      

My actions are trustworthy in all my interactions.      

I treat all people with respect, both in my face-to-face interactions AND behind their 
backs. 

     

I accept accountability for my actions.      

I give credit to others when deserved. I never present others’ work or ideas as my 
own. 

     

I take a stand for what’s right, even when opposed.      

I act in accordance with my own stated values, beliefs and principles.      

I carry out the spirit as well as the letter of formal and informal contracts and 
agreements. 

     

I tell the truth without “beating around the bush.”      

I accept conflict as inevitable whenever two or more people are together, and I don’t 
avoid it, but rather I seek to resolve it to the 
benefit of all. I embrace the negative and resolve it. 
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Step 2. How would others rate you on these same items? Remember to be honest. You 
are the only person who will see this. 

 
Dr. Henry Cloud in his book, Integrity: The Courage to Meet the Demands of Reality, states 
that integrity is “the key to success.” He continues, “A person with integrity has the – often 
rare – ability to pull everything together, to make it all happen no matter how challenging 
the circumstances.” Integrity defines our character, and our character can help us achieve 
everything we would like to in our lives, or it can prevent us from being all we want or could 
be. People with integrity “finish well.” 
 
How do others see you and your level of integrity? Same 1 to 5 scoring system as on the 
previous page. 

Aspects of Integrity – People would say: 1 2 3 4 5 

If I commit to something, I follow through.      

I am truthful at all times.      

I treat people fairly, no matter their place in society or in the organization.      

I am open with others about my values and beliefs, but without 
being overbearing. 

     

I take the tough, principled stand without hesitation, even if it’s not 
popular. 

     

I admit my mistakes.      

I give true, accurate information in all encounters. I never bend the 
truth. 

     

I do what’s right, even if it’s not personally rewarding.      

I know my values and I live by them at all times.      

I “walk the walk” – I demonstrate high ethical standards in everything I 
do. 

     

I always follow through on my stated intentions.      

My actions are trustworthy.      

I treat all people with respect at all times.      

I accept accountability for my actions.      

I give credit to others when deserved. I never present others’ work 
or ideas as my own. 

     

I take a stand for what’s right, even when opposed.      

I act in accordance with my own stated values, beliefs and principles.      

I carry out the spirit as well as the letter of formal and informal contracts 
and agreements. 

     

I tell the truth without “beating around the bush.”      

I accept conflict as inevitable whenever two or more people are together, 
and I don’t avoid it, but rather I seek to resolve it to the benefit of all. I 
embrace the negative and seek to resolve it. 
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CLARIFYING YOUR MOST IMPORTANT VALUES 

The objective of this exercise is to help you clarify your values or beliefs. Your personal values 
are the inner rules (standards, principles) you use to make choices and to run your life. Some 
are more important to you than others. By selecting and prioritizing your most important 
values, you will make better decisions and develop more effective relationships. 
 

Since our values and beliefs change over time, often after reflection or certain events in our lives, 
it is useful to review and review and consider our values and beliefs regularly. Being mindful of 
your values requires periodic reflection about your beliefs and their importance to you at this 
point in your life. 
 

On the next page we present a list of values, beliefs, or personal characteristics for your 
consideration, along with steps to help you identify which are most important to you as 
guiding principles in your life. 
 

You may find it useful to determine degrees of importance by considering whether you would 
be upset or elated if your present state or condition in life would change if you could no longer 
act on a particular value. You might at times find it helpful to consider two values at a time, 
asking yourself about the relative importance of one over the other. 
 

Identify fifteen or so values that are most important to you and mark them with an asterisk or 
highlight or circle them. 

 

1. From this list, identify the seven that are the most important to you and list under A- G. 
 

2. On the next page, follow the instructions to prioritize each of the seven with “1” being the 
most important value to you to “7” being the least important of these seven most 
important values. 

 
3. Answer the reality check (Ideal vs. Actual Value). 
 

4. Complete the action plan. 
 

5. Once you’ve completed all Personal and Interpersonal exercises, repeat the 
process from your organization’s Marketing perspective. 
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List of Values, Beliefs or Desirable Characteristics 
 
Accomplishment 

 
Courage 

 
Integrity 

 
Responsibility 

Achievement Courteousness Intellect Restrained 

Advancement Creativity Involvement Risk 

Adventure Dependability Imagination Salvation 

Affection Discipline Joy Security 

Affectionate Economic security Learning Self-control 

Affiliation Education Leisure Self-reliance 

Ambition Effectiveness Logic Self-respect 

Artistic expression Equality Love Sincerity 

Assisting others Exciting life Loving Spirituality 

Authority Fairness Loyalty Stability 

Autonomy Fame Mature love Status 

Balance Family happiness National security Success 

Beauty Family security Nature Symbolism 

Belonging Forgiving Obedience Taking risks 

Broad or open- Free choice Order Teamwork 

Mindedness Freedom Peace Tidiness 

Caring Friendship Personal Tenderness 

Challenge Fun development Tolerance 

Cheerfulness Generosity Pleasure Tradition 

Cleanliness Genuineness Politeness Tranquility 

Comfortable life Happiness Power Variety 

Companionship Health Prestige Wealth 

Competent Helpfulness Pride Winning 

Competitiveness Honesty Quality Wisdom 

Contribution Independence Rationality Others? 

Conformity Influence Recognition  

Contentedness Inner harmony Reliable  

Control Improving society Religion  

Cooperation Innovativeness Respect  
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PRIORITIZING YOUR MOST IMPORTANT VALUES 

Please list your seven most important values on the lines below in any order. Don’t be 
concerned with the order for now; just list the seven values, one on each line. 
 
 
1.  _ 
 
2.  _ 
 
3.  _ 

 
4.  _ 
 
5.  _ 
 
6.  _ 
 
7.  _ 

 
 

This next exercise will help you clearly rank your values in their order of importance to you. 
Compare each of your values to each of the others. As you look at the first pair of values and 
decide which one is more important to you and circle that letter. Continue comparing each value 
with the others until each pairing has been compared and one of them circled. Then count up 
the total number of As circled, Bs circled, and so on and write those numbers in the appropriate 
blanks in the Total column at the right. The letter most circled identifies your highest priority. 
 

 

 
 1 2 3 4 5     
             2 3 4 5 6

  
2 2 2 2 2 
3 4 5 6 7 

 
3 3 3 3 

4 5 6
 G 

4 4 4 
5 6 7 

 
5 5  
6 7 

 
6  

              7 

Total 
 

  1s 
 

 
  2s 

 
  3s 

 
  4s 

 
  5s 

 
  6s 

 
 7s 

 
 
 
Total ____________  
         (should be 21)
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ACTION PLAN 

 

Personal Action Plan 
 

LIST YOUR TOP SEVEN PERSONAL VALUES HERE: 

 
   
                     
1.                           _______          ______ 

 
2.                            _______          ______ 

 
3.                           _______          ______ 

 
4.                           _______          ______ 

 
5.                           _______          ______ 

 
6.                           _______          ______ 

 
7.                           _______          ______ 

 

 

REALITY CHECK: IDEAL VERSUS ACTUAL VALUES – TIME & MONEY TEST 

Sometimes the values we think we embrace are actually different from those we live by. 
We may discover that some outside influence, such as family, religion, or employer, has a 
value priority that we think we “should” have, but it is not really a strong value for us. We 
call these ideal values rather than actual values. One way to determine your actual values 
is to apply the time and money test. 

 
Look at each of the values listed above and ask yourself: “How much time do I spend each 
week trying to acquire or increase this value?” If you feel comfortable with the amount of 
time you devote to building that value into your life, place a plus mark (+) in the appropriate 
column; if not, give it a minus (-).  
 
After completing the time column, continue in the same way with the money column, 
marking a + if you are satisfied and a - if you are dissatisfied with the amount of money you 
spend trying to acquire or increase this value. 

 
Note: This exercise may be difficult for some of the more intangible values, such as integrity, 
but do your best to complete it. Ask yourself, for example: “Have I spent the time or money 
necessary to meet a promise I’ve made?” or “Am I satisfied with how I am living this value?” 
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Based on the time and money test, list which of your values are: 

 

              Actual Values                   Ideal Values 

 

_________________________________   ____________________________________ 

 

_________________________________   ____________________________________ 

 

_________________________________   ____________________________________ 

 

_________________________________   ____________________________________ 

 

1. If you placed mostly pluses by your top values, you are probably satisfied with how you live 
your values. List one or two actions you could take to continue to “live by your own values”: 

o   

o   

o  

  
2. If you placed mostly minuses by your values, then you may be dissatisfied with how you are 

currently investing your time and money, or you may have selected values that are not really 
important to you. List several actions you can take to really live your values or make a 
commitment to review your value priorities and select others that are more meaningful to 
you. 

o  

o   

o  
 
3. List any of your top values that might conflict with each other (for example, adventure and 

stability). Write down the ways this may explain any intrapersonal conflict. How can you 
resolve this dilemma? 

o   

o  

o   

 
 

 

 

 
 
PERSONAL ACTION PLAN 
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Compare your top seven values with those of a family member, significant other, or work 
colleague. Make a list of your similar values and your different values. 

 

Similar Values Different Values 

_________________________________   ____________________________________ 

 

_________________________________   ____________________________________ 

 

_________________________________   ____________________________________ 

 

_________________________________   ____________________________________ 
 

Discuss how these values, similarities and differences affect your personal or working 
relationship. What can you do to capitalize on the similarities and to respect and honor the 
differences? Discuss and write down several action ideas for an enhanced personal or working 
relationship 
 

 

 

 

 

 
WORK ACTION PLAN 
 
Review the values list again and check the seven values you believe are most important in your 
workplace. Compare these values to your top seven personal values. Write down any conflicts 
that exist between the two lists and the tension that may produce for you. 
 

WORKPLACE VS. PERSONAL 

Values Conflicts Tension Produced 

_________________________________   ____________________________________ 

 

_________________________________   ____________________________________ 
 
Consider whether your job fits your values and what atmosphere will best harmonize with your 
values. List any actions you can take to minimize any workplace values conflicts or to change your 
job or environment to be more compatible with your personal values. 
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INNOVATION & CREATIVITY | 6 of 20 

 

      

                       

 Use feelings, hunches, intuition when brainstorming 
 Use your senses to generate ideas, options, and possibilities 
without editing, when approaching a challenge or change 

 Ask yourself “what if” questions  
 Take time off, take a break, be in nature to clear your head to make space for inspiration 
 Clear your physical space and declutter  
 Be curious in all things; if something strikes a spark of interest, follow it 
 Explore your polarity – that is, explore the opposite  
 Allow yourself to be surprised by something every day 

 

INNOVATION & CREATIVITY EXERCISES 

PEOPLE WITH THIS COMPETENCE 
 

✓ Seek out fresh ideas from a wide variety 
of sources 

✓ Are open to and consider new and 
original solutions to problems 

✓ Ask lots of questions to generate new 
ideas; encourage others to brainstorm & 
think out loud 

✓ Take fresh perspectives and risks in their 
thinking 

✓ Question accepted practices, patterns, 
and assumptions 

✓ Strive to find new ways of doing things; 
strive to see things newly; are curious 

✓ Are flexible and adaptable; view “failure” 
as “feedback 

 
MARKETERS WITH THIS COMPETENCE 
 

✓ Have a clear vision of the brand essence 
and image of the organization 

✓ Follow their competition and 
organizations that inspire them 

✓ Strategically test new ideas 
✓ Conduct team brainstorms  
✓ Research what is / is not working   

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ Worry and become anxious when they 
have to shift priorities or deal with 
change 

✓ Don’t explore hunches 
✓ Respond negatively to new situations 

and complain 
✓ Are inflexible in how they see things 
✓ Are hesitant to take on new challenges 
✓ Can’t change track when confronted 

with changing circumstances 
✓ Are uncomfortable with being stagnant 

 
 
 
 
 
 
 
MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Don’t ask if something can be better 
✓ Don’t brainstorm and try new things 
✓ Fail to communicate audience benefits 

in a unique way 
✓ Skip competitive and brand research  
✓ Struggle to adjust when things change 
✓ Fail to make brainstorming a priority 
✓ Focus more on checking boxes than 

exploring new ideas 
 

 
 

 
 
 
 
 
 
MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Don’t ask if something can be better 
✓ Don’t brainstorm and try new things 
✓ Fail to communicate audience benefits 

in a unique way 
✓ Skip competitive and brand research  
✓ Struggle to adjust when things change 

 

DEVELOPMENT TIPS 
 

 

WHAT 
 

Learn how to use your 
strengths and audiences’ 
experiences to stand out. 

HOW 
 

• Evaluate your creative 
• Use feedback and research to 

inform creative evolution 

WHY 
 

Differentiate yourself from 
your competition and stand 
out in the marketplace.  
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WARM UP 

You are in a room with floors and walls made of wood. There is no furniture in the room except for 
a large fish tank right in the middle. At the bottom of that fish tank is a diamond worth five million 
dollars. There are sleeping guards in every corner. If there is any loud noise, they will wake up and 
arrest you. All you have to do is retrieve the diamond from the bottom of the fish tank. 

Oh, and the fish tank is full of flesh-eating piranha fish. You have with you the following items: 
 

1. A wad of cotton 
2. A hammer 
3. A straw 
4. A cup 
5. A steel canister 
6. A side of beef 
7. A stack of paper plates 
8. A towel 
9. A baseball bat 

 

Working in pairs/small teams write down all the ways you can think of to retrieve the diamond 
without waking the guards or getting your arm chewed off. 
 

 

 

EVOLVING CREATIVE 

Practical Example 

It’s your first day on the job and you have been put in charge of evolving your new organization’s 
marketing creative (below). 

 
Remember that you are the ultimate decision-maker throughout the entire effort, so consider 
the following. 

1. What is the first thing you would do? 
2. What questions would you ask? 
3. If this example is the only thing to go off of, what is your general takeaway? 

a. How could it be more interesting? 
b. How would you go about making it more innovative? 

 

Creative Process 
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If you’re not in marketing, you probably don’t know 
there’s a creative process. There’s frequently the 
assumption that you can just “whip something up”. 
The biggest favor you can do yourself is to fight for 
the creative process. And you will have to fight for it 
over and over and over. 

Every corner you think you’re cutting, is literally 
reducing the effectiveness of the piece bit by bit.  

When leading brainstorming sessions, always ask 
participants to research ahead of time and come 
prepared with ideas. When that’s a habitual 
practice, you know you’re optimizing your efforts. 
 

Creative Evolution Process 

Crafting your brand story then telling it in a simple, meaningful, and dynamic way, is where you 
want to end up. When your marketing isn’t measuring up to that, it’s time to step back and 
evaluate it with fresh eyes. 
 
If you have experience evolving creative, you’ll likely handle it in-house but many organizations 
realize the additional process and workload is too much, and outsource it.  
 
Either way, effective marketing evolution follows this process. It can be scaled up to rebrands or 
down to back a campaign or program promotion so there is no excuse not to do it. 
 
Overall, always research, ask, craft, envision and personalize.  

 
 
 
 

 

 

 

 

 

 

 

INITIATIVE & DRIVE | 7 of 20 

WHAT 
 

Learn how to streamline while 
staying open to ideas and 
insights while managing 

HOW 
 

• Overcoming procrastination 
• Organizing project intake 
• Set goals and expectations 

WHY 
 

Leveraging motivation and 
looking for opportunities 
during challenges helps you 
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 Overcome procrastination by “chunk it down” into manageable pieces to mobilize and start 

PEOPLE WITH THIS COMPETENCE 
 

✓ Are ready to seize or create opportunities 
rather than simply wait 

✓ Pursue goals beyond what’s required or 
expected of them 

✓ Cut through red tape and bend the rules 
when necessary to get the job done 

✓ Mobilize others through unusual, 
enterprising efforts 

✓ Act before being forced to by external 
circumstances 

✓ Want more from their job than a 
paycheck, and more from life as well 

✓ Consistently strive to do more, be more, 
and experience new heights 

✓ Are results-oriented, with a high drive to 
meet their objectives and standards 

✓ Set “stretch goals” -- challenging yet 
reachable 

✓ Take moderate, calculated risks 
✓ Pursue information to reduce 

uncertainty and find ways to do better 
✓ Learn how to improve their performance 

 

MARKETERS WITH THIS COMPETENCE 
 

✓ When an opportunity to improve arises, 
they ruminate about possible solutions 

✓ Understand how their organization 
improves lives 

✓ Don’t assume they find out 
✓ Monitor progress and goals each month 
✓ Will project expectations  
✓ Research and brainstorm to manage 

what/ifs 
✓ Ask for what they need to succeed 
✓ Lead all communication with WHY, 

mission and purpose 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ Procrastinate and fall behind 
✓ Need direction to get things done 
✓ Tend to resist work outside their 

immediate areas of responsibility – have a 
“that’s not my job” mentality 

✓ React to events rather than be proactive, 
and as a result, often find themselves 
operating in crisis mode 

✓ Give up easily 
✓ Do not plan ahead 
✓ Postpone decisions, miss opportunities 

and tend to be overly cautious, tentative 
and unwilling to take risks 

✓ Tend to avoid firm standards of 
performance, whether actively and 
overtly  

✓ Work without regard to expectations and 
do not push themselves 

✓ Often do the minimum to get by 
✓ Don’t take goals seriously, set easy goals 

or impossible goals (so they can say “I told 
you so”) 

✓ Don’t rock the boat  
✓ May get the work done but don’t 

demonstrate an interest in working 
independently to an internal standard of 
excellence 
 

MARKETERS WITHOUT THIS 
COMPETENCE 

 

✓ Wait until the last minute and generally 
skips strategy 

✓ Don’t ask clarifying questions 
✓ Don’t offer to help find a way  
✓ Miss opportunities because of rushing 
✓ Are unaware of goals and progress in 

achieving them 
✓ Don’t think through how something will 

play out 
✓ Use only existing knowledge and 

resources  
✓ Separate themselves from the problem 

DEVELOPMENT TIPS 
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 Focus on how you could do something rather than on why or how you can’t  
 Examine what’s holding you back –A drive for perfection?  
 Ask more questions  
 Use strong calls-to-action (CTA’s) on assets 
 Block time for a task and see how far you get 
 Do the worst part of a job first and get it out of the way – the rest will be a breeze 
 Regularly check in on your audiences’ feelings through surveys and focus groups.  
 Halfway through the year, schedule a half-time check in on your emotional state of your 

department and all communication. 
 If you find yourself veering toward informational more than experiential marketing and 

communications remind yourself to recenter around the audience perspectives. 
 Name the audiences’ emotions you are trying to embody and connect them specifically to a 

source or to a situation, concern, or issue. 
 “Listen” to what your team’s own emotions might be telling you during brainstorms. 
 Recognize the importance of evoking emotion.  

 
 

INITIATIVE EXERCISE 
 

20 QUESTIONS FOR OVERCOMING PROCRASTINATION 

1 In what areas of your life or work do you 
tend to procrastinate the most? Prioritize 
them (1, 2, 3, etc.) in terms of those you 
most want to change. 

 

2 What will happen if you can master 
procrastination in these areas (list the 
benefits of overcoming procrastination for 
each of your top 3)? 

 

3 What activities do you normally substitute 
for the priority activity that you postpone? 
How much value do you derive from these 
procrastination activities? 

 

4 What do you tell yourself to justify putting 
off the activities you identified in #1 above? 

 

5 What alternative message(s) can you 
give yourself when you start making up 
diversionary excuses to not do 
something? 

 

6 What emotions do you experience when 
you procrastinate on those priority 
activities? 

 

7 What are the consequences – what 
do you lose – as a result of 
procrastination in your priority areas? 

 

8 What future problems would you 
eliminate by breaking through your 
procrastination habit(s)? (What 
problems would you avoid?) 

 

9 What would you gain by breaking your 
procrastination habit(s)? (More time 
with family and friends? Relief from 
stress? A competitive advantage? Less 
guilt? More control? 
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10 What have you found in the past that has 
worked in countering procrastination? 

 

11 When you have broken through the 
procrastination in the past, how long were 
you able to maintain your productivity 
before returning to procrastination? What 
do you think caused the setback(s)? 

 

12 Taking your #1 priority from response to 
question #1, write out your goal below. 
Be as specific as possible (timeframes, 
goals and success metrics)? 

 

13 What steps do you need to take to achieve 
this goal? Please list them and note any 
support/resources needed for this. 

 

14 When and how will you start? How can 
you motivate and mobilize yourself and 
others for action? Block off time for this 
now. 

 

15 How will you feel once you get going?  

16 Taking your #2 and #3 priorities from the 
list you created, please repeat steps 11 – 13. 

 

17 How can you maintain your momentum 
once you get started on these actions, 
steps and/or activities? 

 

18 How will you avoid getting sidetracked? 
What messages might you start hearing 
from yourself, and how can you counter 
them so you can keep making progress 
toward your goal(s)? What activities might 
you start noticing yourself gravitating 
toward which divert you from your goal? 
How can you keep going toward your 
goal(s)? What other procrastination 
impulses might you experience and how 
will you overcome them? 

 

19 How can you minimize distractions? How 
can you manage unexpected non-priority 
interruptions that distract you from the 
time you set aside to focus on your 
priorities? 

 

20 How will you reward yourself for making 
good progress toward your goal(s)? 
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PROJECT INTAKE FORM 

If you currently don’t have a formal process for 
intaking marketing requests, set this up 
immediately.  

It addresses issues like:  

✓ Not having control over your queue 

✓ Not having a single point of contact 

✓ Not getting clarifications up front 

✓ Not keeping a realistic schedule 

 

 

Best practice is for all requests 
to be submitted to one person 
or through a project 
management system that 
notifies a single point of contact 
(POC). This way it can be 
checked to ensure everything 
has been provided and to follow 
up with any clarifying questions 
before the project is assigned.  

It’s best to also establish a 
minimum turnaround time for: 

 Confirming request has 
been received (within 24-
48 hours) 

 Completing the request 
once it’s been accepted 
and assigned (3-5 days) 

 Be clear that more 
complex projects can 
take longer, and you will 
confirm the turnaround 
time when the project is 
accepted 

 

 

 

 

Example 
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WEEKLY PROJECT TRACKER 

Maintaining a simple way to stay on track – check deadlines and proactively identify foreseeable 
challenges. Ideally, you’d do this as a team and meet weekly to review together but it’s also 
helpful to do on your own. Allow more time (max 1 hr.) when meeting as a team. 

 

Team Example: 

Make this your own. You adjust freely. You don’t even need color coding or resources links, but 
why not? Whatever you do, just use it. 

Developing this one habit can be a game changer in marketing operations and internal 
communication. 

 

 

 

 

 

 

          

 

 

 

 

 

CALL-TO-ACTION 

Audience actions, whether clicking a button or calling phone number, must be clear and 
interesting to the audience you’re trying to engage. This is central to your messaging strategy, 
further detailed in the Communication section.  

 
  

 

 

 

Stay on track 

15 minutes a week 
is all you need to 

become more 
proactive 
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SMART GUIDELINES 

 

Specific 

• Clearly describe what will be accomplished and how 
• Address the five W’s – who, what, when, where and why 
• Focus on results and outcomes that are clear and concise 

• Use action verbs – design, develop, implement, produce, etc. 
• Example: resolve accounting discrepancies within 48 hours 

 
 
 
 
 

Measurable 

• Describe the criteria used to evaluate success: (Quantity, Quality, Cycle 

Time, Productivity, Cost Effectiveness, Time to Completion) 
• Should include numeric or descriptive measures that define quantity, 

quality, cost, etc. 
• Define how success will be measured, e.g., observable actions, quantity, 

quality, cycle time, efficiency, and/or flexibility to measure outcomes (not 

activities) 

• Example: secure pledges from ten new donors each week 

 
 
 
 
 

Attainable 

• The objective is stretching, but also within reason for the individual’s ability 

and performance constraints 

• Must be within the individual’s control, influence and authority 

• Feasible, achievable with available resources and within the timeframe 

originally outlined 

• Identify needed resources, information, personnel, finances, work 

environment to attain the goal 

• Example: Obtain XYZ professional certification within two years 

 
 
 
 

Relevant 

• Strong link to the individual’s or organization’s vision and values, 
objectives and goals; or the mission of the team, department and 
ultimately the organization. 

• Describe why the goal is important. What happens if it is not 

achieved? What happens if it is? 
• Example: Develop and implement a diversity recruitment plan that increases 

the number of diversity candidates by ten percent 

 
 
 
 
 

Timed 

• State the time frame associated with the objective; identify a definite target 
date for completion and/or dates for specific action steps that are important 
for achieving the goal 

• Identify calendar milestones, check-in dates, frequency of meetings or 

frequency of checking metrics or measures of success 
• Example: Check the fire alarms and emergency lighting in all buildings every 

six months 

 

 

 

 

 

 

ACTION PLAN 
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INSTRUCTIONS: Write out the goal, establish a measurable outcome for the goal, 
develop an in-depth task and action plan for the next 12 months. List any future tasks that 
will be done after the next 12 months. It’s important to be as specific as possible. 
 

Goal  __________________________________________________________ Completion Date __________ 

Objective  _________________________________________________________________________________ 

Action Items  Steps to 

Complete 

Resources / Info 

Needed 

People 

Needed 

Start 

Date 

End 

Date 

Success 

Indicator 

       

       

       

       
 

GOALS 

Team Member Goal Metric Frequency Target 

     

     

     

     

     

     

     

     

     

     

     

     

 

 

 

 

IMPLEMENTATION PLAN 
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These are very similar to the structure of the project tracker but are generally for more complex 
projects, like a website, media production, and rebrands. It’s best to schedule a recurring meeting 
to check progress and address questions or concerns. Here’s a simple example. 

Task Start 
Date 

End 
Date 

Owner Notes/Links to Resources 

     
     
     
     
     
     
     
     
     
     
     
     
     
     
     
     
     

 

Gantt Chart 

A more dynamic option is to use a Gantt Chart It incorporates a calendar component for viewing 
the overall timeline. 

 

REALISTIC OPTIMISM | 8 of 20 

WHAT 
 

Learn how to maintain 
momentum and forward your 
mission despite challenges. 

HOW 
 

• Learned optimism 
• Recognizing adversity 
• Shifting perspectives and 

outcomes 

WHY 
 

Motivating your audiences 
and showing how you’re 
providing solutions proves 
you care. 
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 Notice when you veer towards the WHAT and away from feelings, without judgement 
 Write out a list of possible opportunities that could come from challenges 
 Keep desired audience emotions, motivation, and benefits somewhere visible  
 Use the 1 mo./yr. check –imagine a year from now and how much the problem will 

matter  
 Establish impact words and phrases connect and inspire 

REALISTICS OPTIMISM EXERCISES 

 

PEOPLE WITH THIS COMPETENCE 
 

✓ See obstacles as temporary challenges to 
overcome 

✓ Have a self-talk style with an outlook of 
expecting success 

✓ Believe they can and will succeed 
✓ Apply this belief to all they do, not just to a 

single task 
✓ Operate from a mindset of success rather 

than fear of failure 
✓ See success as a function of people’s 

motivation and ability 
✓ Are unfazed by defeat, and when 

confronted with it try harder 
✓ Do not see setbacks as a personal flaw 
✓ Enjoy better health; and may even live 

longer, according to recent research 
 
MARKETERS WITH THIS COMPETENCE 
 

✓ When faced with an undesirable 
circumstance, can find motivation  

✓ Look for opportunities in challenges 
✓ Communicate optimism that 

acknowledges challenges 
✓ Use emotional and practical messaging 

focused on improving life 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ Expect the worst 
✓ See setbacks as pervasive, always 

present and indicative of their entire life 
✓ Give up more easily 
✓ Are prone to depression; their health can 

suffer 
✓ Believe bad events will last a long time 

and that misfortune is their own fault 
✓ Attribute success to luck rather than 

their own capabilities 
✓ Feel helpless most of the time 

 
 
 
 

 
MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Fail to see opportunities in challenges 
and failures 

✓ Focus communication on facts and 
information rather than inspiring with 
WHY, mission and promise 

✓ Internalize problems and take personally   

DEVELOPMENT TIPS 
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LEARNED OPTIMISM 

(From Learned Optimism, by Martin Seligman, Ph.D.) 

If you manage your mental response to adversity, you can cope with setbacks much better. The 
main tool for changing your interpretations of adversity is disputation and you can practice this. 
When you find yourself down or anxious or angry, ask what you are saying to yourself.  
 
Sometimes the thought will turn out to be accurate; when this is so, concentrate on the ways 
you can alter the situation and prevent adversity from becoming a disaster. Usually, your 
negative beliefs are distortion so challenge them. Don’t let them run the show.  
 
Learned optimism is easy to maintain once you start. Once you get into the habit of disputing 
negative beliefs, your daily life will run much better, and you will feel much happier. Let’s begin. 
 

Create an ABC record 

A = adversity, B = belief, C = consequence 
 

Example 1: 

A. You and your significant other have a fight. 
B. You think “I never do anything right.” 
C. You feel (or do) _________________________________ 

 

 

Example 2: 

A. You and your significant other have a fight. 
B. You think, “She (or he) was in an awful mood.” 
C. You feel (or do)   ________________________________ 

 

 

Example 3: 

A. You and your significant other have a fight. 
B. You think, “This is a misunderstanding, and I am                    

good at clearing up misunderstandings.” 
C. You feel (or do)  ___________________________________ 

 

 

 
Keep an ABC diary for the next day or two, just long enough for you to record five ABCs from 
your own life. To do this, tune in on the perpetual dialogue that takes place in your mind. 
Be objective – just record our description of what happened, not your evaluation of it. So, if you 

ADVERSITY JOURNAL 
 

 

You might think, “I never do anything 
right.” (Permanent, pervasive, personal) You 
might feel depressed or sad and not try to 
do anything to heal the breach.  

 

You might think, “He was in an awful 
mood”. (Temporary and external) You will be 
angry, a little dejection, and only temporary 
immobility. When the mood clears, you’ll 
probably do something to make up.  

 
 

You might think, “I can always clear up 
misunderstandings,” you will act to make up 
and you soon will feel pretty good and full of 
energy. 
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have an argument with your spouse, you might write down that he was unhappy with 
something you said or did. Record that. But do not record, “he was unfair” under “Adversity” – 
that’s an inference and should be recorded under “Belief.” Your beliefs are how you interpret the 
adversity. 
 
Be sure to separate thoughts from feelings. Feelings go under “Consequences.” “I feel 
incompetent” is belief and can be evaluated. “I feel sad” expresses a feeling. I doesn’t make sense 
to check the accuracy of “I feel sad” – if you feel sad, you are sad. 
 
In the “Consequences” section record our feelings and what you did. Did you feel sad, anxious, 
joyful, guilty, or whatever? Often you will feel more than one thing. Write down as many feelings 

and actions as you are aware of. What did you then do? “I had no energy,” or “I made a plan to 
get him to apologize,” or “I went to bed” are all consequent actions. 

 
Example Part 1 
 
Adversity: My husband was supposed to give the kids their bath and put them to bed but when I 
got home from my meeting, they were all glued to the TV. 
 
Belief: Why can’t he do what I ask him? Is it such a hard thing to give them their bath and put 
them to bed? Now I’m going to look like the heavy when I break up their little party. 
 
Consequences: I was really angry with Jack and started yelling without first giving him a chance 
to explain. I walked into the room and snapped off the TV without even a ‘hello” first. I looked like 
the heavy. 
 
Adversity: I decided to join a gym, and when I walked into the place I saw nothing but firm, 
toned bodies all around me. 
 
Belief: What am I doing here? I look like a beached whale compared to these people! I should get 
out of here while I still have my dignity. 
 
Consequences: I felt totally self-conscious and ended up leaving after 15 minutes. 
 
Now it’s your turn. Over the next couple of days, record five ABC sequences from your life. Use 
the form on the next page (and make additional copies if necessary). 
 

Adversity:  

Belief:  

Consequence  

Adversity:  

Belief:  

Consequence  

“Sometimes adversity is what you 
need to face in order to become 

successful.” –  Zig Ziglar 
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Example Part 2 
 
Adversity: I threw a dinner party to celebrate a new friend’s birthday, and she barely touched 
her food. 
 

 
Belief: The food was awful. I’m a lousy cook. I might as well forget getting to know her any 

better. I’m lucky she didn’t get up and leave in the middle of dinner. 
 
Consequence: I felt really disappointed and angry with myself. I was so embarrassed about my 
cooking that I wanted to avoid her for the rest of the night. Obviously, things didn’t go as I’d 
hoped. 
 
Disputation: This is ridiculous. I know the food wasn’t awful [evidence]. She may not have 
eaten very much, but everyone else did [evidence]. There could be a hundred reasons why she 
didn’t eat much [alternatives]. She could be on a diet, she might not have been feeling well, 
she might just have a small appetite [alternatives]. Even though she didn’t eat much, she did 
seem to enjoy the dinner [evidence]. She told some funny stories, and she seemed to be 
relaxed if she was repulsed by me or the food [evidence and alternative]. 
 
Energization: I didn’t feel nearly as embarrassed or angry, and I realized that if I avoided her, 
then I really would hurt my chances of getting to know her better. Basically, I was able to relax 
and not let my imagination ruin the evening for me. 
 
 
 
 
 
Okay, now you do it in your daily life over the next week. Don’t seek out adversity, but as it 
comes along, tune in carefully to your internal dialogue. When you hear the negative beliefs, 
dispute them. Beat them into the ground. Then record the ABCDE. 

Adversity:  

Belief:  

Consequence  

Adversity:  

Belief:  

Consequence  
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Adversity:  

Belief:  

Consequence  

Disruption  

Energization  

Adversity:  

Belief:  

Consequence  

Disruption  

Energization  

Adversity:  

Belief:  

Consequence  

Disruption  

Energization  
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PUTTING IT IN PERSPECTIVE 

This tool allows you to create more accurate thinking regarding an event or situation resulting 
in greater personal resilience. The first step is to write down your beliefs regarding the event or 
situation: 
 
1. What is the worst thing that can happen?  It is important to remember the items that 

you can really be sure about. The rest is guesswork. 
 

 

2. Assess the probability of the worst case – how likely is it to happen? 
 

 

3. What is one thing I can do to help stop the worst thing from happening?  It’s important 
to break free of the chain of future-threat beliefs. It is in your best interest to establish 
what’s most likely to happen and take steps to prepare for it. Think outside the box. 

 

 

4. Alternatively, what is the best thing that can happen? What does it take to climb out of a 
future-threat rut? It’s critically important to create best-case scenarios. This will help you 
move beyond the worst-case scenario. 

 

 

5. Be creative and wildly optimistic - what is one thing I can do to make the best thing 
happen?  Once you have the worst- and best- case scenarios in place as a frame it is easier 
for you to locate the most likely outcomes. 

 

 

6. What is the most likely thing that will happen?  Write down your solution strategies; 
devise two or three ways that you can fix the real problems that stem from your 
adversity.  

 

 

7. What can I do to handle the most likely thing if it happens? What steps can you take to 
handle the most likely outcome? Work on zeroing in on the most likely outcome, the 
solution may be more obvious. 
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RESILIENCE & AGILITY | 9 of 20 

 
                                    

       

PEOPLE WITH THIS COMPETENCE 
 

✓ Know how to cope in spite of setbacks, 
barriers, or limited resources 

✓ Are willing and able to overcome 
obstacles to get what they want 

✓ Bounce back from adversity and 
disappointments 

✓ Are flexible and adaptable 
✓ See setbacks as temporary and failures 

as isolated and short term 
✓ Manage changing situations and 

transitions with ease 
✓ Examine situations from all perspectives 
✓ Anticipate the need for change before it 

is imposed 
✓ Strategically embrace change 
✓ Are willing to rethink their assumptions 
✓ Are adaptable, flexible and respond 

rapidly in the face of change 
✓ Learn from experience 
✓ Adjust their approach to meet the 

demands of ever-changing situations 
 

MARKETERS WITH THIS COMPETENCE 
 

✓ Look for learning opportunities during 
times of struggle 

✓ Take time to react and recenter 
✓ Research and ask questions 
✓ Let go of what cannot be controlled 
✓ Proactively communicate how to 

navigate and improve 
✓ Know which emotions they are trying to 

embody 
✓ Understand how their organization 

improves lives 
✓ Portray situations and experiences more 

than simply providing information 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ See failure as permanent 
✓ Demonstrate inflexible thinking 
✓ Tend to dwell in the past, get “stuck” in 

the past and can’t move forward 
✓ Experience a great deal of negative “self-

talk” (“what were you thinking?” or “you’ll 
never come back from this one”) 

✓ Unable to see another perspective 
✓ Deny, ignore, and/or resist change as it 

occurs around them 
✓ Are unwilling to explore or be open to the 

new possibilities that change may bring 
✓ Lack the ability to anticipate and adapt to 

change 
✓ Blame others for changing circumstances 
✓ Maintain an inflexible attitude in the face 

of change 
 

MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Ignore other ways of doing things 
✓ Only rely on existing knowledge and 

resources 
✓ Focus on what cannot be controlled 
✓ Throw up their hands or say it can’t be 

done 
✓ Get stuck on problems rather than 

exploring solutions 
✓ Focus communication on facts and 

information rather than inspiring with 
WHY, mission and promise 

✓ Resist reframing or considering other 
perspectives  

✓ Continue to do what they’ve always done 
✓ Use defensive communication 
✓ Fail to take ownership of problematic 

situations 
✓ Don’t proactively communicate changes 

and what to expect 
✓ Fail to help other navigate  

WHAT 
 

Learn how to view challenges 
and grow from them while 
staying flexible.   

HOW 
 

• Address self-talk 
• Recognizing hindrances 
• Reframing your mindset 

WHY 
 

Take challenges in stride and 
adjust your tactics based on 
data and insights. 
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 Practice healthy living – we can’t be resilient if we’re lacking sleep, are stressed, or 
malnourished 

 Build in periods of rest, play, wonder, and renewal so you can face life’s inevitable 
struggles with strength 

 Write down benefits and learning opportunities during problem situations 
 Use the 1 mo./yr. check–imagine a year from now and how much the problem will matter  
 Seek support from mentors or other professionals you trust 
 Read books on resilience and biographies of resilient people to learn from 
 Acknowledge the normal response to change - denial, resistance, exploration, and 

new beginnings and commit to keeping an open mind toward change  
 Ask questions, seek out information, maintain a “big- picture” view  
 Anticipate changes before they occur, and brainstorm possible approaches to dealing 

with change 
 Separate what you want to happen from what will or is happening 
 Recognize what is within your control and what isn’t, and focus on what you can control 
 Seek out people who can provide you with support during transitions 
 Be willing to try out new ideas and question long-held assumptions 

 
 

 

RESILIENCE & AGILITY EXERCISES 

 

PUTTING IT IN PERSPECTIVE 

This tool allows you to create more accurate thinking regarding an event or situation resulting 
in greater personal resilience. The first step is to write down your beliefs regarding the event or 
situation: 
 

1. What is the worst thing that can happen?  It is important to remember the items that you 
can really be sure about. The rest is guesswork. 

2. Assess the probability of the worst case – how likely is it to happen? 
3. What is one thing I can do to help stop the worst thing from happening?  It’s important 

to break free of the chain of future-threat beliefs. It is in your best interest to establish 
what’s most likely to happen and take steps to prepare for it. Think outside the box. 

4. Alternatively, and in addition, what is the best thing that can happen? What does it take 
to climb out of a future-threat rut? It’s critically important to create best-case scenarios. 
This will help you move beyond the worst-case scenarios. 

5. Be creative and wildly optimistic - what is one thing I can do to make the best thing 
happen?  Once you have the worst- and best- case scenarios in place as a frame it is easier 
for you to locate the most likely outcomes. 

6. What is the most likely thing that will happen?  Write down your solution strategies; 
devise two or three ways that you can fix the real problems that stem from your adversity. 

7. What can I do to handle the most likely thing if it happens? What steps can you take to 
handle the most likely outcome? Work on zeroing in on the most likely outcome, the solution 
may be more obvious. 

 

DEVELOPMENT TIPS 
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A RESILIENT MINDSET 
 
In order to become or remain resilient, it’s important to understand our own thoughts, feelings, 
and behaviors. Do they contribute to our resilience or make it more difficult? Once we understand 
how our thoughts, feelings, and actions impact us, we are better able to make positive changes.  
 
 

HINDRANCES 

Check the ones that you believe apply to your thinking.  Think about what you can do differently to 
change the behavior or thinking pattern.  Do you engage in . . .  

 Filtering: Do you take the negative details and magnify them while filtering out all positive 
aspects of a situation? 

 Polarized Thinking: Do you have a tendency to look at things as black or white, good or bad? For 
example, do you tend to think you have to be perfect or you're a failure? That 

 there is no middle ground? 
 Overgeneralization: Do you come to a conclusion based on a single incident? If 

something bad happens, do you expect it to happen over and over again? 
 Mind Reading: Do you tend to make assumptions about what people are feeling and why they act 

the way they do? Do you tend to divine how people feel about you? 
 Catastrophizing: Do you expect the worst? Do you tend to anticipate disaster? Do you notice 

or hear about a problem and immediately start to think about the "what ifs? “What if tragedy 
strikes?” “What if it happens to me (or my family, etc.)?” 

 Personalization: Do you have a tendency to think that everything people do or say is some kind 
of reaction to you? And do you tend to compare yourself to others, trying to 

 determine who’s smarter, better looking, earns more, etc.? 
 Control Fallacies: Do you tend to feel you are controlled by external circumstances? If so, you 

are helpless, a victim of fate. On the other hand, do you tend to feel immense 
 internal control? If so, you feel responsible for the pain and happiness of everyone around you. 

Both are control fallacies. What’s realistic? 
 Fallacy of Fairness: Do you feel resentful because you think you know what is fair and 
 right but other people don't agree with you? 
 Blaming: Do you hold other people responsible for your pain and struggles, or take the other 

tack and blame yourself for every problem or reversal? Neither thought pattern 
 supports a resilient mindset. 
 Should's: Do you have a list of rules about how you and other people should act? Do people who 

break the rules anger you? And do you feel guilty when you violate the rules? 
 Fallacy of Change: Do you expect other people to change to suit you if you “help them” 
 enough? Is it possible you feel that people need to change because your happiness seems to 

depend on them? 
 Being Right: Do you continually try to prove that you are right? Is being wrong 
 unthinkable? Do you tend to go to any length to demonstrate your “rightness”? 
 Heaven's Reward Fallacy: Do you expect all your sacrifice and self-denial to pay off, as if there was 

someone keeping score? Do you feel bitter when the reward doesn't come? 
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CHANGING YOUR MINDSET 

Write examples of your behavior in these situations and how you can change it to support a more 
resilient mindset. 

▪ Worrying about situations you can't control 
▪ Failing to see choices, or having “tunnel vision” 
▪ Being a “professional procrastinator” 
▪ Expecting perfection of yourself and/or others 
▪ Resisting change through inflexibility and rigidity 
▪ Turning all situations into competitions where someone has to win and someone has 

to lose 
▪ Focusing on faults rather than strengths, or being self-critical 
▪ Failing to set limits or say “No” 
▪ Taking poor care of yourself (not getting enough sleep or poor eating habits, 

stopping exercise, drinking/smoking more when stressed.) 
▪ Expecting all problems should be neatly resolved 

 

What’s the one behavior you think you can start working on changing right away? How will you do 
that? 

 

PERSONAL 

Behavior           Change Tactic  

___________________      _______________________ 
Source: ISEI and adapted from:  The Resilience Factor:  7 Essential Skills for Overcoming Life’s Inevitable 
Obstacles, by Karen Reivich, Ph.D., and Andrew Shatte, Ph.D.  

 

STEPS TO EMOTIONALLY HEALTHY SELF-TALK 

 
Throughout each day, events occur that trigger thoughts and emotions in all of us. Some are 
pleasant and some generate negative thoughts and emotions. For example, occasionally we’ll 
hear ourselves think “What an idiot!” as someone cuts in front of us on the highway with no 
warning. And often we’ll let the incident, and the attendant thoughts and emotions go as we 
apply the brake and allow room for the aggressive driver to be on his way. 
 
There are many other times, however, when these internal conversations play an important part in 
defining and shaping our emotional state, and our emotional experience of life. For example, 
Susan’s boss just admonished her publicly in a staff meeting for a new idea for enhancing 
customer responsiveness saying, “That’s the most harebrained idea you’ve come up with yet! If 
you’d just stick to what you’re supposed to be doing around here, everything will be just fine.” 
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Her internal dialogue can go to, “What a jerk.  He’s the most obnoxious, pig-headed fool on the 
planet.  I hate working for this man. I hate working here.  It’s time for me to move on.” While 
she needs to listen to these emotions (and perhaps she should move on), these thoughts will only 
perpetuate her anger and her misery in the job.  Suppose she chooses some different internal 
dialogue, “It never works to spring a new idea on Joe in a staff meeting.  He’s not good with new ideas 
until he’s had a chance to think through them. In fact, he’s not good with new ideas unless they are his 
own.  He has to feel as if he came up with it.  I know it’s a good idea, and I’ll just take it up with him later 
when we can meet privately.” The result of this internal dialogue is constructive and helps reduce 
her anger and resentment. 

 

STEPS TO EMOTIONALLY-HEALTHY SELF-TALK: 
 
STEP 1: Tune in to your spontaneous thoughts, emotions and reactions 

They are useful and instructive, although we need to carefully examine what’s happening. 
Spontaneous thoughts usually share these characteristics: 

▪ They can be irrational (i.e., “I’d like nothing more than to walk in his office and hand in my 
resignation” or worse, “I’d like to kill this guy.”) Our spontaneous thoughts are uncensored, 
and the intensity of our thoughts reflect the intensity of our emotions. Obviously, we would 
never seriously consider killing anyone, or even quit our jobs on the spot, but these 
thoughts just pop out in response to the rush of emotional reaction, and we need to stop 
and consider whether there’s any logic to them. 
 

▪ They are usually overly general and we often believe them. (i.e., “He never listens to me” or 
“He’s always so disrespectful.”) After a while, these thoughts come into our heads so often 
we simply accept as truth that “he never listens,” when in fact, he might listen under 
certain circumstances. 

 
▪ They are often cryptic, and expressed as a kind of “shorthand,” as in “Jerk” or “Idiot.” 

 
▪ They tend to trigger other automatic thoughts. What starts as “What a jerk” leads to “I hate 

my job.” This not only perpetuates and exacerbates your feelings of anger, but it makes it 
more difficult to shut off those thoughts. Your thoughts cascade forth like dominoes. 

 
▪ Spontaneous thoughts can lead to distorted thinking, leading to other irrational thoughts. 

“This guy’s a jerk.  I hate working for him.  I hate working here,” may lead to the following: “I’m 
going to quit.  What if they fire me first?  What if I can’t find another job? The family needs this 
income.  We’ll have to sell the house.  The kids won’t go to college. We’ll lose everything.”  See 
how unproductive this can be? 
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Tips for Avoiding Distorted, or Emotionally-Unhealthy Thinking 
 

▪ Don’t over-generalize. Statements like “He never listens to me” reinforce our thinking that 
this always applies and can result in lowered self-esteem. It’s more accurate to say 
“sometimes” instead of “never”, and it allows you to take the initiative to change the 
situation this time. 
 

▪ Stay away from destructive labeling. “Jerk” and “Idiot” terminology keeps you in a frame 
of mind that the situation is irrevocably bad, and there’s nothing you can do to fix it. In 
reality, there may be times when your boss has been quite open to your ideas and 
supportive of you and your ideas to upper management. 

 
▪ Avoid mind reading and making assumptions. We often don’t know what another person’s 

motives or intentions are. It’s easy to see what unnecessary anxiety is caused by thinking 
your boss is going to fire you or doesn’t respect your ideas. Hold off on drawing conclusions 
until you have a chance to gather more information.  Asking directly is sometimes a good 
way to get information, “You seemed dissatisfied with my performance this morning during 
the staff meeting.  Is this the case?” 
 

▪ Don’t have rules about how others should act. This is what Plato called the “ought 
motive”, as in “My boss ought to have apologized to me for how he treated me in the 
meeting” or “My boss ought to get coaching in Emotional Intelligence.” While it’s true your 
boss is sorely lacking in Emotional Intelligence, by having rules for how he should act, you 
set yourself up for a great deal of disappointment and anger in life, because people often 
don’t behave as we expect or want, or to a standard we hold for ourselves. We become 
convinced that injustice is being perpetrated. Not only that: such distorted thinking 
interferes with our ability to understand the other person (and understanding others is a 
key ingredient of developing good relationships with them) because we see the other 
person only from our own perspective. By recognizing that others are different, knowing 
that they have their own sets of rules, and being flexible and allowing for other people’s 
ways of doing things, we automatically stay away from such words as ought, should and 
must. 
 

▪ Don’t inflate the significance of the event. Your boss did appear annoyed and perhaps 
even a little angry in the meeting, and his behavior was disappointing, but you are 
unlikely to be fired, lose the house, or lose the kids. The situation is far from a disaster, and 
you probably have the ability to turn it around. Avoid magnifying the intensity of the event 
many times over, as this will result in more intense negative emotions and 
unhealthy emotional self-talk. 
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STEP 2: Develop Constructive Inner Dialogue 

Up until now, we’ve been discussing spontaneous thoughts. Now let’s turn to constructive inner 
dialogue. Inner dialogue is not spontaneous; it’s deliberate and productive. By observing and 
then turning off the spontaneous thoughts as soon as possible, and by learning how to have 
effective, constructive inner dialogue, you can help defuse the effects of stressful situations in your 
life. Here’s how: 
 

▪ First, acknowledge the emotion. It’s real. You own it. It’s telling you something 
important, and you need to deal with it, albeit constructively. 
 

▪ Second, restate the generalization. So “He never listens to me” becomes more accurately 
“If I talk with him privately, he’ll listen to this idea.  It’s a good one.  I’ll bring the facts and 
figures.  He’s listened before when presented with the data.” 

▪ Next, turn the destructive labeling into a thought specific to that situation, so “He’s such a 
jerk, I want to just quit” becomes “Yes, he was really a jerk in this meeting, but there have 
been times when he’s spoken up on my behalf and on behalf of my ideas.  I’ll have to go back 
to those techniques.” Acknowledging your boss’ positive attributes makes it easier for you 
to be solution-oriented. 

▪ Avoid mind-reading and making assumptions, and just ask directly.  So, “He’s not happy 
with my performance,” becomes “Perhaps he’s not happy with my performance in this 
instance, or perhaps something else is going on.  I think I’ll just ask him.” 

▪ Don’t inflate the significance of the event, but engage in some constructive inner 
dialogue instead.  “Okay, this thinking is getting out of hand.  Let’s keep it in perspective.  He 
may be having a tough day.  He’s been supportive in the past.  I know this is a good idea, one 
that can save the company tens of thousands of dollars, and I have the data to back that up.  I 
think I’ll see if I can get on his calendar later in the day or the week and bring the information 
to him then.” 

 

Your constructive inner dialogue can also take the form of constructive affirmations or even 
questions, as in: 
 

▪ I know I do good work, and I’ve had lots of good ideas in the past. 
▪ I know this idea is a sound one, and I have the data to back this up. 
▪ I don’t need to stoop to his level, and I don’t need to get defensive. 
▪ I need to remember that he’s been supportive of my ideas in the past. 
▪ I wonder what’s up with him today that he reacted so harshly? 
▪ I wonder why I let my thoughts get so carried away that I would actually think of quitting? 

Usually, I like this job! 
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ARE YOU AGILE? 

Personality agility means being comfortable with change and ambiguity, adapting well to new 
challenges, shifting gears readily, and being able to make decisions and take action even when all 
the information is not yet available or when we don’t have the total picture. Especially since COVID 
reared its ugly head, organizations have had to adapt to survive.  
 
Instructions 
Read each statement and determine how frequently you perform the action or demonstrate the 
behaviors that make for a person with strong personal agility. On a scale of 1 to 5 (always to never) 
rate your actions and behavior. 
 
  Self 

 

Action/Behavior 
1 

Always 

2 

Almost Always 

3 

Sometimes 

4 

Almost Never 

5 

Never 

1.  I find it easy to operate out of my comfort zone.      
2.  I am comfortable with change.      
3.  It’s okay when things are “up in the air.”      
4.  I readily embrace new ideas and concepts.      
5.  I quickly make decisions and solve problems even when there’s not 

enough information. 
     

6.  I shift gears quickly when things change.      
7.  I don’t go around cursing change or let change put me in a bad 

mood. 
     

8.  I like to learn new skills and new ways of doing things.      
9.  I can take action without having the complete picture.      
10. I readily embrace shifting priorities.      
11. I am comfortable if I have to do things differently than they’ve always 

been done. 
     

12. People would view me as someone who is curious and interested in 
new ways of doing things. 

     

13. I am comfortable working with people who are different from me in 
their thinking and problem- solving. 

     

14. I anticipate change and respond readily.      
15. I can juggle multiple demands with ease (and a smile).      
16. I am comfortable with risk and uncertainty.      
17. I tend to be an early adopter (of technology as well as of ideas and 

new ways of doing things). 
     

18. I adjust quickly to the need for change, even if the facts available to 
me are limited. 

     

19. I happily re-arrange my schedule to make sure new priorities and 
deadlines are met. 

     

20. I am comfortable with chaos and complexity.      

    
 

 

Total Score  _____________________________ 
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Organizational  
 
 

Action/Behavior 
1 

Always 

2 

Almost Always 

3 

Sometimes 

4 

Almost Never 

5 

Never 

1.  We find it easy to operate out of our comfort zone.      
2.  We are comfortable with change.      
3.  It’s okay when things are “up in the air.”      
4.  We readily embrace new ideas and concepts.      
5.  We quickly make decisions and solve problems even 

when there’s not enough information. 
     

6.   We shift gears quickly when things change.      
7.   We don’t go around cursing change or let change put me 

in a bad mood. 
     

8.   We like to learn new skills and new ways of doing things.      
9.   We can take action without having the complete picture.      
10.  We readily embrace shifting priorities.      
11.  We are comfortable if I have to do things differently than 

they’ve always been done. 
     

12.  People would view us as being curious and interested in 
new ways of doing things. 

     

13.  We  are comfortable working with people who are 
different from us in their thinking and problem- solving. 

     

14. We anticipate change and respond readily.      
15. We can juggle multiple demands with ease (and a smile).      
16. We are comfortable with risk and uncertainty.      
17. We tend to be an early adopter (of technology as well as of 

ideas and new ways of doing things). 
     

18. We adjust quickly to the need for change, even if the facts 
available to us are limited. 

     

19. We happily re-arrange our schedule to make sure new 
priorities and deadlines are met. 

     

20. We are comfortable with chaos and complexity.      
 

    

 
 

Total Score  _____________________________ 
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STRESS MANAGEMENT | 10 of 20 

 

                                                                                                                                                       
 

 Recognize that stress is a part of daily life and think of it as a chance 
to grow 

 Become aware – in the moment - of your reactions to stress and choose a healthier response 
 Expect change; learn to anticipate and tolerate uncertainty 
 Find a relaxation technique that works for you and practice it regularly 
 Seek support from others and talk to someone you trust 
 Speak up for yourself and others 
 Be healthy and exercise regularly 
 Plan ahead but try not to control everything 

 

PEOPLE WITH THIS COMPETENCE 
 

✓ Are immediately aware of their feelings 
of rising stress 

✓ Know that stress in life is inevitable and 
can calm themselves and deal with it 
productively 

✓ Are able to influence stressful events 
and act to improve the immediate 
situation 

✓ Have the ability to maintain composure 
and control aggressive, hostile and 
irresponsible behavior 

✓ Know when to push back hard and 
when to let go 

✓ Have developed a high tolerance for 
frustration and “don’t sweat the small 
stuff” 

 

MARKETERS WITH THIS COMPETENCE 
 

✓ Communicate with empathy and proof 
of trying to solve the situation 

✓ Remain calm and nonreactive 
✓ Portray the improvement of situations 

and experiences more than simply 
providing information 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ Don’t realize stress is our reaction to 
external events, not the event itself 

✓ Develop somatic (bodily) responses to 
stress (anxiety, tension, nervous 
laughter, dry mouth, scared, moody, 
irritable) 

✓ Are unable to concentrate 
✓ Tend to worry about the future 
✓ Act impulsively 
✓ Have a low frustration tolerance and 

engage in unpredictable, sometimes 
explosive, abusive, or self-defeating 
behavior 

 
MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Struggle to stay focused on the 
long-term strategy and goals 

✓ Fail to be empathetic towards 
others 

✓ Don’t demonstrate how they are 
part of the solution in 
communication 

✓ Focus on the what without the 
WHY 

✓ Are inconsistent with their values, 
mission, and promise 

✓ Proactively communicate what to 
expect  

✓ Overcommunicate any potential 
hurdles 

DEVELOPMENT TIPS 

WHAT 
 

Learn how to better manage 
stressful situations internally 
and for your audiences.  

HOW 
 

• Realize the impact of stress 
• Develop reduction techniques 
• Create an action plan 

WHY 
 

Addressing audience 
challenges by providing 
solutions or enjoyment.  
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STRESS MANAGEMENT EXERCISES 

 

STRESS SYMPTOM CHECKLIST 

Below are symptoms people experience when exposed to stress. If you have experienced a 
symptom in the past two weeks, rate the severity of discomfort from that symptom by entering a 
number next to that particular symptom using a scale of 1 to 5, with 1 being slight discomfort, 3 being 
moderate, and 5 being extreme discomfort. Under each symptom, write down your Top 3 symptoms. 

 

               Physical Symptoms    Behavioral Symptoms 
   

____ Headaches  ____ Back pain   ____ Excessive smoking       ____Driving too fast 

____ Indigestion ____ Tight neck/shoulders ____ Bossiness                        ____Grinding teeth 

____ Stomach aches ____ Racing heart  ____ Over/under eating        ____Over drinking 

____ Sweaty palms ____ Shallow breathing  ____Critical of others             ____Unable to finish 

____ Cold hands/feet ____ Restlessness  ____Short-tempered              ____Nail biting 

____ Dizziness  ____ Ringing in ears  ____Procrastination               ____Fidgety 

____ Easily Fatigued ____ Constipation  ____Over/under sleeping 

____ Muscle tension ____ Diarrhea    

 

Top 3       Top 3 
1. _____________________________________  1.   _____________________________________ 

2. ______________________________________  2.  _____________________________________ 

3. _____________________________________  3.  _____________________________________ 

  
 

                 Cognitive Symptoms    Top 3: 

____ Unclear thinking     ____Pessimism         1.   ________________________________  

____ Forgetfulness              ____ Constant worry  2.   ________________________________  

____ Lack of creativity      ____ Loss of humor  3.   ________________________________  

____ Expecting too much      ____Being self-critical 

____ Unable to make decisions  ____ Trouble concentrating 
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ASSESSMENT OF STRESSFUL LIFE EVENTS 

The following is an assessment of stressful life events based on the research done by Drs. 
Holmes and Rahe*. It is designed to assess possible health risks, based on the things that have 
happened in your life in the last year. Below are a variety of possible ‘normal’ yet stressful life 
events. Add up the numbers on the right of each event that has occurred in your life in the last 
12 months. 
 

Below 150 - 30% chance of illness or accident within 2 years Between 50 - 300 - 51% chance of 
illness or accident Over 300 - 80% chance of illness or accident.  

 

These predictions are not absolute. Health changes are the result of many different factors, including how significant 
those life events are to you, your personal capacity to cope with stress and life changes, and the available support 
through family, work, and friends. However, taking this quiz can give you some insight into potential risks to your health 
and well-being so you can take measures to take care of yourself.  

Ref: Holmes & Rahe (1967) Journal of Psychosomatic Research, 11:213-219. 

Change to a different line of work 36 
 

 
 

Major increase in fights with spouse 

35 
 

 
 

Taking on a mortgage 31 
 

 
 

Foreclosure on a mortgage or loan 30 
 

 
 

Major change in responsibility at work 29 
 

 
 
 

Son or daughter leaving home 29 
 

 
 

In-Law troubles 29 
 

 
 

Outstanding personal achievement 28 
 

 
 

Spouse begins to cease work 
outside of home 

26 
 

 
 

 
Go back to school 26 

 

 
 

Major change in living condition 

(rebuilding, remodeling) 

25 
 

 
 

 
Revision of personal habits 24 

 

 
 

Troubles with superior, boss 23 
 

 
 

Major change in working hours/conditions 20 
 

 
 

 Change in residence 20 
 

 
 

Change to a new school 20 
 

 
 

Major change in number of family 

get-togethers 

15 
 

 
 
 Major change in eating 

habits 
15 

 

 
 

Vacation 13 
 

 
 

Christmas or holiday 
observance 

12 
 

 
 

Minor violations of the law 11 
 

 
 

Death of a Child or Spouse: 100 
 

 
 

Divorce 73 
 

 
 

Marital Separation 65 
 

 
 

Detention in jail or institution 63 
 

 
 Death of a close family member 63 
 

 
 

Major personal injury or illness 53 
 

 
 

Marriage 50 
 

 
 Being fired at work 47 
 

 
 

Marital reconciliation 45 
 

 
 

Retirement 45 
 

 
 

Major change in health or behavior of a family 

member 

44 
 

 
 

 
Pregnancy 40 

 

 
 

Sexual Difficulty 40 
 

 
 Gaining a new family member through birth, 

adoption or remarriage 

39 
 

 
 

 
 

Major business readjustments 39 
 

 
 Major change in financial state 38 
 

 
 Death of a close friend: 37 
 

 
 

Major change in usual type and/or amount of 

recreation 

19 
 

 
 
 

Major change in church activities 19 
 

 
 

Major change in social activities 18 
 

 
 

Purchasing a new car, or other big purchase 17 
 

 
 
 Major change in sleeping habits 16 
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STRESS MANAGEMENT & STRESS REDUCTION TECHNIQUES 

  

ACTION PLAN & COMMITMENT TO STRESS MANAGEMENT & REDUCTION 

Directions: Fill in the following spaces to create your own plan of action for when you return to 
work. With awareness comes responsibility – by becoming more aware you can make better 
decisions for yourself, your co-workers, and the communities you serve. 
 

Under “Organizational” write what your organization is committed to doing to help reduce and 
manage your audiences’ stress. This could be incorporating practical tips in your social media and 
blog strategy. You could volunteer to serve in areas of need.  
 
Self      

The stress symptoms I most need to notice 
and pay attention to are: 

  

My stress triggers include the following 
(situations and people): 

  

A better way to deal with each of these 
will be to (list the stress management 
techniques you will use here): 

  

How will you remember to engage in 
stress management in the moment, at 
the onset of feeling stressed? 

  

 

Organizational 
How will you communicate your awareness 
of their stress and what triggers it? 

  

What specific commitments will you 
communicate to the community? 

  

How will you remember to engage with 
them to demonstrate action? 

  

• Visualization - (visualize yourself on the beach or 
some other enjoyable place) 

• Breathing Exercises 
• Progressive Relaxation 
• Listen to music and/or relaxation tapes (you can 

buy them or record your own)  
• Refute irrational ideas (is what you just told 

yourself really true?) 
• Various spiritual or religious practices 

(prayer, reflection, meditation, 
contemplation)  

• Practice gratitude (and try to forgive) 
• Avoid people and situations that cause stress (to 

the extent possible) 
• Pare down your “to-do” list  
• Call a good friend or find other ways to connect      

with others (share your feelings)  
•  
•  

 

• Engage in realistic goal setting and time 
management 

• Ask the recipient of directive emails confirms receipt 
• Practice assertiveness and boundary setting (learn 

to say “no”)  
• Stop trying to control the uncontrollable 
• Keep your sense of humor 
• Practice good nutrition – eating a healthy 

diet makes us better prepared to cope with 
stress  

• Get enough sleep 
• Sweat the stress out through exercise (take a run or 

walk, stretch, do yoga, lift weights) 
• HeartMath Techniques (www.Heartmath.org) 
• Make time for fun and relaxation. - Take a hot bath, 

get a massage, play with a pet, work in your 
garden, curl up with a good book 
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INTENTIONALITY | 11 of 20 

 

         

 
 

 Schedule frequent check-ins or post-mortems to reflect and ask, “What do we ideally 
want to have happen here?” 

 Schedule an annual reflection period (Oct is best) to set intentions then go after it 
 Recognize cues that signify getting distracted from your goals and intentions 
 Prioritize strategic planning to know what success means and what it looks like 
 Solicit help and support as needed to your intentions to fruition 
 Create and utilize a checklist for keeping communication, clear, simple and consistent  

 
 

 

PEOPLE WITH THIS COMPETENCE 
 

✓ Make decisions and act in a manner 
consistent with their goals and values 

✓ Manage distractions and keep focused 
on their objectives 

✓ Make a consistent effort to bring about 
the things they want to make happen 

✓ Are clear about what they want to 
make happen in their lives, in their 
careers or particular situation 

✓ Act deliberately to achieve the 
outcomes they want 

 
MARKETERS WITH THIS COMPETENCE 
 

✓ Demonstrate consistency of purpose 
and mission 

✓ Relay the WHY and embody what 
success looks like 

✓ Keep messaging clear, simple and 
consistent 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ Fail to set goals and adhere to them 
✓ Allow themselves to be tossed about 

by the prevailing winds of life or the 
day 

✓ Allow themselves to become 
distracted from what they ideally 
want to achieve, whether that’s their 
ideal life, finding their ideal position 
or career, or being intentional and 

✓ deliberate in choosing friends or a 
mate in life 

✓ Are unclear about the outcomes 
they seek, and fail to plan to achieve 
specified outcomes 

 
MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Fail to lead with WHY 
✓ Do not tie communication back to 

the mission 
✓ Spend a significant amount of time 

chasing the “next big thing” 
✓ Put less emphasis on benefits and 

purpose and more on what you do 
✓ Put less focus on strategy so are 

more reactive than proactive 

DEVELOPMENT TIPS 
 

 

WHAT 
 

Learn to demonstrate 
consistency of purpose and 
mission. 

HOW 
 

• Intentionality inventory 
• Setting intentions for your 

team and marketing impact  

WHY 
 

Setting clear and consistent 
intentions makes it easier for 
your team and audience to 
get behind. 
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INTENTIONALITY EXERCISES 

 

INTENTIONALITY INVENTORY 

You may use this form to identify the intentions that are currently most important for you personally 
and organizationally. Place a checkmark in the column that signifies the level of importance of each 
item for you at this moment, with 1 being “relatively unimportant at this time” and 5 being “very 
important.” Add your own or additional intentions in the spaces provided.  
 
Try not to have more than three “5’s” at any one time. The key to intentionality is focus so focusing 
on too many priority intentions dilutes our effectiveness at being intentional. For each “5”, write a 
paragraph (or several) that describes your intention in explicit detail. 
 
Remember, this is simply a snapshot in time, a reflection of where you are now. You may wish to do 
this exercise annually (or even quarterly) as priorities and circumstances change. 
 
  Self 

My intentions at this moment are to be: 1 2 3 4 5 

- physically fit and healthy      

- financially independent (or successful, or solvent)      

- a great and loving (spouse, mother, father, sister, brother, daughter, 

son, friend, partner – you name it) 

     

- an effective communicator      

- a better listener      

- well-respected in my (community, profession, work 

environment) 

     

- well-educated (well-read, degreed, a “Renaissance Man or 

Woman”) 

     

- a world traveler (or adventurer)      

- a successful writer (author, poet, playwright)      

- a successful artist (painter, sculptor, photographer, other)      

- a successful musician (or composer)      

- a visionary leader      

- an effective manager (executive, supervisor, coach, mentor, teacher, 

spiritual leader, HR director – you name it) 

     

- a better team player (team leader)      

- a successful businessperson      

- a masterful coach      

- more grounded, centered      

- living with greater ease and simplicity      

-      

-      

-      

-      
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Organizational 
 

Now consider from your organization’s marketing perspective. Add freely. 

Our intentions at this moment are to be: 1 2 3 4 5 

- consistent with our brand      

- independent and doing more in-house      

- an effective communicator      

- a better listener      

- well-respected in my (community, profession, work environment)      

- a community resource       

  - more efficient in our operations      

- more knowledgeable about our audiences      

- lead by more data-driven decisions      

- more professional in our photos and videos      

- an educator within the community      

- more strategic in our marketing plans      

- a more collaborative team      

 - more engaging on social media      

-      

-      

-      

-      

-      

-      

-      

-      

 

SET YOUR INTENTIONS FOR THE NEXT YEAR 

While it’s good to do this anytime, from an astrological perspective, it’s optimal to do in alignment 
with the Fall Harvest in October. Try to be as specific as possible.  

1.   

2.   

3.   

4.   

5.   
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EMPATHY | 12 of 20 

 

          

     
 Listening is the key to empathy. Listen deeply for more than the other person’s words 

trying to key into the other person’s needs  
 Identify underlying concerns that are not explicitly stated by others  
 Hear the emotions that accompany an expressed statement 
 Ask meaningful questions and listen while seeing things from their perspective 
 Acknowledge what you think you’ve heard in communication by repeating back, 

and recognize the emotions being felt by the audience 
 Withhold your judgments; when tempted to criticize or dismiss the opinions of another, 

stop. Step back and consider, on an emotional level as well as a cognitive level, what the 
other person may be experiencing and what merits another’s point of view may have. 

 

PEOPLE WITH THIS COMPETENCE 
 

✓ Are attentive to and able to attune to a 
wide range of emotional signals 

✓ Listen for and sense the felt, but unspoken 
emotions in a person or group 

✓ Show sensitivity to and understand others’ 
perspectives and feelings – they can “walk 
a mile in the other persons moccasins” 

✓ Are able to help the other person or the 
group based on an accurate 
understanding of 

✓ their needs and feelings 
 
MARKETERS WITH THIS COMPETENCE 
 

✓ Ask good questions 
✓ Actively listen 
✓ Demonstrate understanding challenges 

and helping to create/offer solutions 
✓ Use emotional messaging to connect with 

audiences 

PEOPLE WITHOUT THIS 
COMPETENCE 
 

✓ Stereotype others 
✓ Show no understanding, or 

misunderstand, or are surprised by 
others’ feelings or actions 

✓ Often come into conflict 
✓ Cannot “read” people and what 

they are thinking and feeling. 
✓ Tend to act without considering 

how others might feel about 
something 

✓ Come across as indifferent or 
uncaring 
 

MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Avoid difficult situation 
✓ Make little to no effort to ask 

questions and actively listen  
✓ Fail to consider other perspectives 
✓ Focus mostly on what you do 

instead of WHY 
✓ Fail to acknowledge audience 

challenges and demonstrating 
efforts to help 

DEVELOPMENT TIPS 
 

 

WHAT 
 

Learn how to understand and 
share the feelings of another 
in an authentic way. 

HOW 
 

• Distinguishing empathy from 
similar traits.  

• Improving listening 
• Communicating at all levels 

WHY 
 

Empathetic messaging 
demonstrates that you care.  
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EMPATHY EXERCISES 

DISTINCTION 

 
 
 
 
 
 
 
 
 
 

3 Stages of Empathetic Maturity (Olsen, 2001) 

 

Stage 1 – This most primitive pattern and not common in adults. Persons at this stage see others as 
fundamentally different from themselves. The rationale for another's actions, feelings, or thoughts 
are not experienced as having human relevance in the sense that one’s own rationale does. Those 
operating at this stage perceive mutuality with others concretely. 
 

Stage 2 – People at Stage 2 hold that their own rationale for behavior is valid for everyone. 
Therefore, reasons for behaviors and feelings are legitimate only to the degree they coincide with 
the person at Stage 2. Unlike Stage 1, the Stage 2 person sees others like him or her so long as they 
make sense of their world the same way. Therefore, positive regard for a sufferer perceived to be 
participating in negative behaviors is difficult for the Stage 2 person unless the behavior is 
explicable from his or her point of view. An example of such negative behavior would be AIDS as 
the result of sex practices not condoned by the Stage 2 observer. If the Stage 2 person believes the 
sufferer is responsible for the behavior, he or she will have no empathy. If the Stage 2 person can 
detect an acceptable reason why the sufferer is not actually responsible, for example, illness 
resulting from blood transfusion, beyond the sufferer's control, then empathy emerges. Whether 
empathy and compassion occurs depends on the individual’s value judgments and understanding 
of what caused the suffering. Most of society operates at Stage 2. 
 

Stage 3 – At this stage, empathy occurs prior to and without regard for any judgment about the 
person's behavior. The other is perceived as human in the same way the self is experienced as 
human. The perception of another person as responsible for a problem no longer has the power to 
hinder the development of empathy. If the sufferer is seen as responsible, there is no longer any 
need to mitigate that responsibility as a method for allowing empathy.  

 

 

 

 

 

 

Sympathy 

“I’m sorry for 
your sadness, I 

wish I could 
help. 

Pity 

“Things are 
bad for you; 
you seem as 
though you 
need help.” 

Emotional 
Cognition 

“You feel sad 
and now I feel 

sad.” 

Empathy 

“You feel 
your 

sadness.” 

Apathy 

“I don’t care 
how you 

feel” 

Telepathy 

“I read your 
sadness 

without you 
expressing it 
to me in any 
normal way.” 
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COMMUNICATING AT ALL LEVELS 

There are four levels of communication: superficial, fact, thought, and feeling. With some people, 
you never get past the first two levels – the superficial level and the level of simply discussing facts. 
To increase your skills of empathy, you want to reach that last level and share your feelings with 
others more openly so that they will in turn open up to you. This appropriate self-disclosure also 
increases others’ trust in you, improving communication overall. 
 

Directions:  Break into groups of four. Each person should have this worksheet. You will fill out the 
first line asking for a superficial comment. You will then pass your paper to the person on your right, 
while getting a new worksheet from the person on your left. Fill in line two where you will write 
down a fact. Continue passing the worksheets until all four lines are filled and your original paper 
comes back to you. See the examples to get the idea but make up new statements. 
 

1. Superficial statement  
(e.g., “Hi, how are you?”) 

 

2. State a fact   
(e.g., “I have a cold.”) 

 

3. Express a thought   
(e.g., “I think there’s something going around.”) 

 

4. Share a feeling  
 

Read others’ comments on your sheet and see if you agree with their categorization. Offer your best 
examples to the trainer for a group list on the flip chart. Consider how switching levels of 
communication can help others to manage their emotions. For example, if someone is very angry, it 
may help to switch from feelings to facts. 
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WHAT ARE WE LISTENING FOR?  
What is the other person’s emotional state? What are they feeling? Check those which apply. 

 Agitated  

 Angry 

 Envious  

 Excited 

 Mellow  

 Misunderstood 

 Skeptical  

 Spaced out 

 Anxious 

 Apathetic 

 Exhilarated 

 Explosive 

 Motivated 

 Needy 

 Stoic 

 Strange 

 Appreciative 

 Apprehensive 

 Fearful 

 Focused 

 Nervous 

 Nothing 

 Stressed 

 Strong 

 Argumentative 

 Arrogant  

 Ashamed 

 Forgiving 

 Forgotten  

 Frantic 

 Offended 

 Open  

 Oppressed 

 Stubborn 

 Stuck  

 Sullen 

 Attached 

 Betrayed  

 Blamed 

 Free 

 Friendly  

 Frustrated 

 Optimistic 

 Outraged  

 Panicked 

 Supported  

 Suspicious 

 Tender 

  

  

 Blissful 

 Boastful 

 Fulfilled 

 Furious 

 Paralyzed 

 Paranoid 

 Tense 

 Terrified 

 Threatened  

Timid 
 Bored 

 Calm  

 Centered 

 Grateful 

 Happy 

 Harmonious 

 Patronized 

 Peaceful  

 Perplexed 

 Tired 

 Tranquil 

 Trapped 

 Closed 

 Cold 

 Harsh 

 Hatred 

 Pity (or pitied) 

 Playful 
 Uncertain  

 Uneasy 

 Compassionate 

 Complacent 

 Compulsive 

 Heartbroken 

 Helpless  

 Hesitant 

 Proud 

 Pushy  

 Quiet 

 Unfocused 

 Unforgiving 

 Unloved 

 Confused 

 Contemptuous 

 Hopeful 

 Hopeless 

 Rebellious 

 Receptive 
 Upbeat  

 Useless 
 Creative 

 Critical 

 Decisive 

 Horrified 

 Hostile  

 Humble 

 Reckless 

 Regret 

  Rejected 

 Vengeful 

 Vicious  

 Violent 

 Defensive 

 Defiant 

 Delighted 

 Hysterical 

 Ignored  

 Inhibited 

 Remorse 

 Resentment  

 Resilient 

 Vulnerable 

 Warm 

 Weary 

 Demanding 

 Depressed 

 Insecure 

 Invisible 

 Resistant 

 Respected 
 Whole  

 Willful 
 Devastated 

 Discouraged 

 Disgusted 

 Irrational 

 Jealous  

 Joyful 

 Righteous 

 Rigid  

 Ruthless 

 Wonderful 

 Worried 

 Worthless 

 Disrespected 

 Distressed 

 Left out 

 Like a failure 

 Sad 

 Scared 

 Wounded 

 Doubtful 

 Drained  

 Eager 

 Livid 

 Loved (or loving)  

 Mad 

 Secretive 

 Secure  

 Selfish 

 

 Elated 

 Embarrassed 

Energetic 

 Manipulated 

 Manipulative  

 Mean 

 Self-sufficient 

 Serene  

 Shaky 

 

 Enthusiastic  Melancholy  Shy  
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SITUATIONAL/ORGANIZATIONAL AWARENESS | 13 of 20 

 
 

 

            
                

 

 

 
 
 

 
 Treat this like empathy on steroids. Pay attention to your and your audiences’ lifestyle and to 

social and work settings  
 Know the history of your social and community groups, as well as your workplace or 

organization (or particular department or team) 
 Listen carefully to how audiences’ and colleagues describe as effective and ineffective 
 Celebrate success (audiences, staff, supporter)  
 Encourage informal conversations to gain other perspectives 
 Recognize the informal structures, procedures and practices that support getting things 

done 
 Create opportunities for your audiences and supporters to interact and learn from leaders in 

the community, social group, or work organization  

PEOPLE WITH THIS COMPETENCE 
 

✓ Accurately read key power relationships 
✓ Detect crucial social networks 
✓ Understand the political forces at work in 

social and business settings, including the 
community, gatherings of family and friends, 
the workplace, in organizations 

✓ Accurately read values and unspoken rules 
within various social and work situations 

✓ Understand and make use of both formal and 
informal power structures and dynamics. 

✓ Are effective at influencing social, family, 
community and organizational events 

✓ Don’t violate social, family, community and 
organizational norms 

 

MARKETERS WITH THIS COMPETENCE 
 

✓ Know which emotions they are trying to 
embody 

✓ Understand how their organization improves 
lives 

✓ Portray situations and experiences more than 
simply providing information 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ Struggle in various social settings 
✓ Unwittingly offend social, family, 

community and organizational norms 
✓ Make mistakes due to misunderstanding 

social, family, community and 
organizational dynamics 

✓ structures 
✓ Act in ways that are not appropriate in the 

organization, the community, the 
neighborhood, the workplace, the family, 
etc. 
 

 
MARKETERS WITHOUT THIS 

COMPETENCE 
 

✓ Fail to recognize social & political 
dynamics 

✓ Struggle to know how to best 
communicate and what/when to say it  

✓ Struggle to consider different 
perspectives and work within norms  

✓ Tend to under communicate 
✓ Act in ways that are not appropriate in the 

organization, the community, the 
neighborhood, the workplace, the family, 
etc. 

DEVELOPMENT TIPS 

WHAT 
 

Learn how to read various 
situations and group dynamics 
to accomplish goals. 

HOW 
 

• Interview your team 
• Take stock of hurdles 
• Survey team and audiences 

WHY 
 

Navigate nuances and 
barriers to progress and 
success. 
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SITUATIONAL/ORGANIZATIONAL AWARENESS EXERCISES 
 

 

INTERVIEW YOUR TEAM 

If you lead a team, you can enhance the emotional intelligence of the team as a whole – at the level 
of the individuals on the team, at the level of team “mood”, and at the level of how the team relates 
to other parts of the organization or the world. “Tuning into” or enhancing your awareness of your 
team’s emotions is best done by conducting interviews with each individual team member using the 
questions below. 
 
Allow at least an hour to complete this. Your role is primarily to listen. Introduce the conversation by 
telling team members that you are interested in learning more about them, their goals, and their 
outlook on how things are working on the team, so you can better support them in achieving their 
goals. Ask permission to take notes. And then listen as hard as you can. 
 

1. What brought you to work here? What do you enjoy about your work? What would you like to do more of? 
 

2. What do you enjoy most about being on this team? What’s working for you? What’s not? 
 

3. Who do you enjoy working with? Who do you find more difficult? 
 

4. Are there skills or talents you would like to use more of in your work? What are they? 
 

5. Are there skills or talents you would like to develop or grow in? How can I support you? 
 

6. What do you see are your greatest strengths? What do you do best? 
 

7. What are your career goals for two years out? How can I support you in achieving those goals? 
 

8. When you are feeling frustrated or angry, do you let the team know? How can I know when you are not 100 
percent behind a team initiative or decision? 

 

9. Do you ever feel disappointed or frustrated? Do you let me know when that happens? How can I know when 
you’re feeling that way and how can I help when that happens? 

 

10. Do you and I get together often enough to discuss how things are going? How frequently should we be getting 
together? 

 

11. Can I count on you to speak up during team meetings when someone “crosses the line” or behaves 
inappropriately? Do you need some urging from me, or will you just call out the inappropriate behavior? Can I 
count on you to do this with me as well? 

 

12. What motivates you? 
 

13. Are you okay with public acknowledgement of a job well done, or do you feel embarrassed when I acknowledge 
you publicly? When you really do great work, what’s the best way for me to acknowledge that (and you)? 

 

14. Is there anything else you would like me to know about you and/or your interactions with me or with other team 
members? 
 

15. Is there anything else I can do to support you or make you feel more effective or productive in your work here? 
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SITUATIONAL/ORGANIZATIONAL INVENTORY  
 

 

How well do we… 
1 

Very Well 

2 

Well 

3 

Somewhat 

4 

Not Well 

5 

Not at all 

1. Know the personality of key decision-makers?      
2. Know what causes hang-ups in review/approval processes?      
3.  Meet deadlines?      
4. Keep all team members informed of budgets, reports, etc.      
5. Make strategic decisions, not just the quickest/easiest option?      

 
Total Score     

 
 
List the Top 1-2 areas you can improve that will have the most emotional impact for each audience. 
 
Audience 1: _____________________________ 

1.   
2.   

Audience 2: ____________________________ 
1.  
2.   

Audience 3: ____________________________ 
1.   
2.   

 

 

 

 

 

 

 

 

 

 

SURVEY EXAMPLE QUESTIONS: 

• What specific challenges are putting an extra burden on your 
_________? (members/donors) 

• How could our products/services better help during those times? 
(partners, members/donors) 

• How respected, valued and informed do you feel on this team? (staff) 
• In what ways do you wish you were more informed? (all) 
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CELEBRATING DIVERSITY – 14 of 20 

 

        

 

PEOPLE WITH THIS COMPETENCE 
 

✓ Relate to individuals of all backgrounds, 
ethnicities, races, personal identification etc. 

✓ Look for ways to celebrate others 
✓ Ask questions, listen well, seek mutual 

understanding, and welcome sharing of 
information fully 

✓ Foster open communication and stay 
receptive others’ ideas 

✓ Communicate in a respectful manner 
✓ Listen to feedback without becoming 

defensive 
✓ Clearly demonstrate how they serve  
✓ Give others the tools necessary to be 

successful and improve 
✓ Look for ways to improve others’ lives 
✓ Find ways to learn more about their 

audiences’ lifestyles and needs to be the best 
possible resources 

✓ Show a genuine personal interest in helping 
friends, colleagues, employees, and others 
improve 

✓ Understand the goals, strengths, and 
weaknesses of others 

✓ Give timely and constructive feedback so 
people can find their way to excellence 

✓ Provide others with knowledgeable support 
and meaningful, often “stretch” assignments 

✓ Foster long-term learning and development 
of others 

 

MARKETERS WITH THIS COMPETENCE 
 

✓ Use diverse experiences and imagery to tell 
their brand story 

✓ Address difficult situation in a meaningful 
way 

✓ Create ways to engage with diverse groups 
and ask for feedback  

✓ Look for new ways to lift up their audiences  
✓ Give others the tools necessary to be 

successful and improve 
✓ Look for ways to improve others’ lives 
✓ Find ways to learn more about their 

audiences’ lifestyles and needs to be the best 
possible resources 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ Are difficult to connect with, are 
unapproachable   

✓ Don’t listen, interrupt, and find fault with what 
those with other experiences say 

✓ Fail to consider other perspectives 
✓ Lack consideration and tact when expressing 

differing opinions 
✓ Fail to ask the opinion of diverse groups 
✓ Are unwilling to change their opinions 
✓ Are unable to establish rapport with diverse 

groups of people. 
✓ Focus on their own objectives rather than 

others’ needs 
✓ Speak poorly of others 
✓ Refuse to take a stand on behalf of another 

person 
✓ Fail to provide extra help when needed 
✓ “Pass the buck” 
✓ Fail to provide the necessary feedback 

intended to help others learn and grow 
✓ Refuse to delegate and give others the 

opportunities for stretch assignments and 
growth 

✓ Are unwilling to spend time with people who 
need their help the most 

 

MARKETERS WITHOUT THIS 
COMPETENCE 
 
✓ Use singular experiences and imagery to 

represent inclusion 
✓ Fail to communicate in a manner that 

connects with various groups 
✓ Avoid asking question or engaging in diverse 

and difficult conversations 
✓ Tend to grow only one or two audience groups 
✓ Mostly message from their perspective and 

what they are doing  
✓ Keep doing the same things  
✓ Resist being part of the bigger conversation 

and spending hands-on time in the 
community 

✓ Avoid taking responsibility to do better 
✓ Notice others struggling but don’t act to help 
✓ Only inform instead of converse 
✓ Fail to take the opportunity to demonstrate 

their mission and show they are invested in 
success. 

WHAT 
 

Learn how to recognize our 
differences and demonstrate 
openness.  

HOW 
 

• Emotional inventory 
• Emotional audit 
• Emotional marketing and 

consistency 

WHY 
 

Show how we are best with 
diverse talents, ideas, and 
backgrounds.  



 

 

 

     SEIM™ Mastery Workbook 
 

© 2022 Bound for Growth® ALL RIGHTS RESERVED.                            81 

 
 
 
 
 
 
 
 
 
 
 

 

 Approach all people in a positive open and welcoming manner 
 Build bridges of understanding and cooperation; seek out common interests and goals and 

speak to those 
 Ask a lot of open-ended, unbiased, neutral questions that lead the conversation in a positive 

direction 
 Seek first to understand what the other person is saying, ask questions to clarify; repeat back 

and paraphrase what you think you heard; convey that you have heard them  
 Conduct research to better understand who makes up your audiences and what their 

preferences are 
 Maintain composure, keep your communication constructive, convey your intent to help 

and support and not diminish, put down or make the other person wrong 
 Look for opportunities to be helpful, to be of service, to others 
 Anticipate and be aware of the needs of others 
 Plan ahead and be proactive in meet people’s needs if possible 
 Create a culture and image of service by modeling the behavior and sharing it with others 
 Ask questions to understand another’s needs; act on or agree to a course of action 
 Under-promise and over-deliver; do more than expected 
 Follow through; check to ensure satisfaction 
 Take the time to talk to individuals about their goals, aspirations, and things they want to 

learn and do better 
 Make feedback as constructive and non-evaluative of the person or group to focus on the 

situation, not the individual 
 Acknowledge and recognize progress often 
 Take the time to talk to individuals about their goals, aspirations, and things they want to 

learn and do better 
 These conversations should occur regularly, and with employees, not only at the annual 

review time 
 Make feedback as constructive and non-evaluative of the person or group to focus on the 

situation, not the individual 
 Acknowledge and recognize progress often 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

DEVELOPMENT TIPS 
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CELEBRATING DIVERSITY EXERCISES 

 

4 LAYERS OF DIVERSITY 

Diversity is an extremely dynamic practice, consisting up of four different layers for each personality or 
individual. Let’s zoom in to explore the Internal layers then zoom out to the External and Organizational 
dimensions. 

 

 

 

 

 

 

 

 

 

 

 

DIVERSITY & INCLUSION                
SELF-ASSESSMENT 

The National Association of Colleges and 
Employers (NACE) provides a comprehensive 
self-assessment to help foster and support 
individual and organizational diversity and 
inclusion in all facets. Embracing and deriving 
value from the variety of views that diverse 
organizations and individuals bring to a task at 
hand, creates a supportive learning environment 
with an open communication of diverse 
perspectives and realities. 

 

Download Assessment 

*Source: National Association of Colleges and 
Employers 

 

 

 

1. Layer 1 – Personality 
These are the characteristic that make you 
uniquely you but not tied to your external 
appearance or categorizations. 
 

2. Layer 2 – Internal 
Think of these as how you would fill out form at 
the doctor or other intake forms. This also includes 
how you identify with yourself and others. 
 

3. Layer 3 – External 
This dimension extends to your background, 
experiences, and your experiences/affiliations with 
others.   
 

4. Layer 4 – Organizational 
The furthest extension here (although we could 
keep extend out to Community, National and 
Human dimensions) encompasses our political 
and organizational opinions and our relation to 
work and coworkers.  

https://www.naceweb.org/career-development/organizational-structure/diversity-and-inclusion-self-assessment/
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GENUINE LISTENING 
 

We’ve already done significant work on listening, but it’s the most important and powerful skill 
for all relationship management. It’s important to hear it all in order to know where and how to 
find an opening.  

Phrasing examples: 
▪ “Let me tell you what I heard underneath all this . . .” 
▪ “Hmmm.  Sounds like you’re (feeling, missing, . . .)” 
▪ “Wow.  You’ve said a lot.  What I’m getting is . . .” 

 

STRATEGIC QUESTIONS 
 

Asking great questions is a very powerful way to evoke productive thinking in a person. Smart questions 
are designed to stimulate learning and discovery. In some cases, they can be used to help you help 
others “sell themselves”.   
 

Smart questions are respectful. We ask them for the right reasons and with the right intentions, 
questions for which the team member, manager, client or donor may not have an answer (or may not 
want to answer).  
 
How to ask discovery questions: 

▪ Break the habit of only making statements 
▪ Formulate questions that invite exploration/expanded thinking/solutions 
▪ Ask open-ended, neutral, respectful questions 
▪ Develop your own list of questions (a list is provided below to get you started) 
▪ Practice, practice, practice 

 

Phrasing examples: 
▪ “What action will you take?” 
▪ “What’s the first step you could take?” 
▪ “What do you want to have happen?” 
▪ “What impact is your present behavior having on your (team, organization, coworkers, direct 

reports, family)?” 
▪ “What have you already tried?” 
▪ “What have you seen others do that might work here?” 
▪ “What are other choices?” 
▪ “What’s the right (or ethical) thing to do here?” 
▪ “If you knew you couldn’t fail, what would you do?” 

 

 
 
 

Listen for: 
▪ What’s being said 
▪ What’s not being said 
▪ What’s incongruent (what 

doesn’t seem to add up) 
▪ What’s needed, valued, missing 
▪ Their goals and what’s 

motivating them 
▪ Their strengths and the 

resources they have within them 
 

How to listen: 
▪ Set aside your own agenda (let go of that inner clamor) 
▪ Listen for what’s being said and not said 
▪ Notice what you’ve heard 
▪ Say what you heard to verify (paraphrase, summarize) 
▪ Avoid making assumptions (clarify, ask questions to fully 

understand) 
▪ Avoid thinking about what you will say in response 
▪ Synthesize your understanding; tell the client what you 

heard and why it matters. 
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PROVIDING POSITIVE AND CONSTRUCTIVE FEEDBACK 
 

Feedback is more than saying “thanks” or “nice job.” Vaguely worded feedback has little value. Here are a 
few more tips for providing effective feedback: 
 

▪ Be specific. Identify specific actions and describe why they were (or were not) effective. 
Be sincere and genuine with positive feedback; clearly explain which actions should be repeated and 
why. Be specific with constructive feedback as well and use the information you collected during the 
observation. Compare performance to the goals and expectations that were jointly established so direct 
reports can see what adjustments they need to make. 

▪ Be descriptive, not judgmental. Describe the behavior or performance that went well or that needs 
improvement. Focus on the person’s behavior or actions, not the person. Don’t judge. 

▪ Be timely. Provide feedback when things are fresh. The facts will be current and people will be better 
able to recall details. 

▪ Offer suggestions for alternative behavior. This helps direct reports know what to do with the 
feedback. Help them develop plans to improve performance. 

▪ Be courageous yet compassionate. Get to the point. State why you are having the conversation. 
Describe what you know. Be honest. At the same time, do no harm. Be aware of your intentions and 
never give feedback to hurt or injure the other person (or to “take him down a peg or two”). Frame your 
feedback so that it affirms their talents and who they are. At the same time, create a vision of what’s 
possible in order to stretch them to new heights. Ask yourself, what’s in this for them? 

▪ Be sincere and honest. Speak your truth in a way that is genuine for you. Empty praise is obvious, 
demeaning and insulting. Be yourself. Ask or tell what kind of feedback is needed. 

▪ Provide a balance between positive feedback and constructive feedback. If possible, try to tip the 
scale more to positive feedback. This will be perceived as sincere if it is balanced with suggestions for 
improvement. 

▪ Don’t guess at motives. First, don’t base your feedback on assumptions or guesses. 
Second, don’t make excuses for people. This weakens your feedback and sounds as if you are timid or 
don’t believe in what you’re saying. Talk about actions, behaviors, and performance, not motives. 

▪ Avoid using words like always and never. These absolutes demoralize people. They may make people 
angry and defensive and thus unable to hear the feedback. It’s probably not true that they “always” or 
“never” do something. 

▪ Prepare. Think about what needs to be said and how you will say it. 
▪ Provide choices and suggestions for improvement. As you conclude your feedback, let people know 

that they have some options and that they can use this as an opportunity to improve performance. 
Provide suggestions for different alternatives. 

▪ Make it ongoing. Feedback is a process of offering useful information for continuous improvement. 
By its very nature it requires regularity. 

 
 

PRACTICING SERVICE ORIENTATION 
1. Being available. It means being there and showing up. It means answering the phone, turning your 

full attention away from the screen, putting the phone, and turning toward the person standing in 
your doorway. It means being available when she wants “to talk.” 

2. Being helpful, even if there is no immediate reward for it.  Consider what is important to another 
and helping them achieve it. I dentify and anticipate another’s needs and help find solutions. 

3. Going above and beyond. Give more than expected. 
4. Making others feel important, appreciated and respected. Listen when someone tells you what 

they want and need.  
5. Greeting others in a friendly and courteous manner. Say good morning with a genuine smile when 

you see others. Help create a welcoming experience with eye contact, smiling, and asking “how can I 
help you today?” People prefer to interact with people who are cheerful, smile and are sincere in 
being of service. 

6. Having a “YES attitude.” A “yes” attitude encompasses all these points. Custom needs? No 
problem. Expedited service? No problem (IF it can be done – don’t promise and then not deliver 
– see below). 

7.  Making promises you can keep. Reliability and follow-through is one of the keys to any good 
relationship. Make sure you keep your promises – all of them. Think before making any promise – 
because nothing destroys trust and relationships more than a broken one. 
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MARKETING DIVERSITY INVENTORY  

Your approach to also needs to be staff and audience-focused. So, it’s important to find out how well you’re 
doing and learn about ways you can improve.  Set a brainstorming meeting to explore this with those who 
oversee DEI and those who are passionate about continually growing your impact in this area. 

 

How often do we… 
1 

Always 

2 

Almost Always 

3 

Sometimes 

4 

Almost Never 

5 

Never 

1. Ask our staff about how well we’re celebrating diversity?      
2. Ask our staff about other opportunities to celebrate?      
3. Ask our donors/members about how we’re doing with inclusive 

marketing? 
     

4. Ask our audiences how we can improve?      
5. Use diverse ages, races, relationships within our marketing and 

communications? 
     

6. Recognize and celebrate groups individually?      
7. Ask our staff about service opportunities?      
8. Ask our staff about what motivates and inspires them?      
9. Ask our donors/members what they need that we can help with      
10. Ask our audiences about the service work they are involved with?      
11. Hold periodic volunteer and community service projects?      
12. Share our service projects in social and eNewsletter?      
13. Share our service projects in press releases?      

 

 
Brainstorm the Top 2 areas you can improve that will have the most emotional impact for each. 
  

 

 

 

 

 

 

 

 

 

 

SURVEY EXAMPLE QUESTIONS: 

• What do you need that we could help to fulfill? (Partners, members/donors) 
• What service projects are you involved with that we could also participate in? (Partners, 

members/donors) 
• How do you prefer to be rewarded? (staff) 
• What types of volunteer work would you enjoy most? (staff)  
• How inclusive do you feel our marketing is on a scale from 1-10 (1 being not celebrating diversity at all and 

10 being we are very diverse. 
• If you’ve come in-clinic in the last 3 months, how heard and respected did you feel?  
• How can we better celebrate diversity? (all) 
• Of the ways we’ve celebrated diversity, which has meant the most to you?  
 

Self 
  
1.   

 

2.  
 

Organizational 
  
1.   

 

2.  
 

Audience 1 
  
1.   

 

2.  
 

Audience 3 
  
3.   

 

4.  
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COMMUNICATION | 15 of 20 

 

        

 
 
 

PEOPLE WITH THIS COMPETENCE 
 

✓ Are effective in give-and-take, registering 
emotional cues in attuning their message 

✓ Deal with difficult issues straightforwardly 
✓ Listen well, seek mutual understanding, and 

welcome sharing of information fully 
✓ Foster open communication and stay receptive 

to bad news as well as good 
✓ Communicate clearly, and in a logical, organized 

manner 
✓ Speak effectively in front of large groups 
✓ Listen to feedback without becoming defensive 
✓ Know what is expected in social situations, and 

pick up on social signals 
✓ Take a genuine interest in other people, who 

they are, what they do, and how they think 
✓ Listen for what’s not being said as much as what 

is; for understanding, without interrupting or 
judgment 

✓ Ask far more open-ended, clarifying questions  
✓ Meet people where they are so they can smooth 

interactions, even nonverbally 
✓ Demonstrate the ability to build and mend 

relationships 
✓ Understand and respect lifestyle, cultural, 

religious, gender and socioeconomic differences 
✓ Know others’ communication styles and relate to 

others using the optimal approach 
✓ Understand and use diplomacy and tact with 

others 
✓ Can match and mirror cues from others to 

demonstrate understanding, listening and to 
build rapport 

✓ Have the ability to diffuse high-tension situations 
with ease 

 

MARKETERS WITH THIS COMPETENCE 
 

✓ Create opportunities to ask and listen 
✓ Address difficult situations in a meaningful way 
✓ Thank others for feedback whether good, bad, or 

ugly 
✓ Ask good questions and actively listen 
✓ Demonstrate their understanding of norms by 

incorporating into communication 
✓ Practice learning from relationships and making 

a conscious effort to improve them. 
✓ Include other perspectives in marketing 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ Fail to listen, interrupt, and find fault with what 
others say 

✓ Are difficult to connect with and are 
unapproachable 

✓ Tend to communicate with ridicule, threats, or 
emotional outbursts 

✓ Lack consideration and tact when expressing 
opinions 

✓ Fail to ask others for their opinions 
✓ May express their ideas or opinions in a 

dogmatic manner 
✓ Are unable to establish rapport with others 
✓ May devalue others and dismiss their 

contributions, demonstrating a lack of respect 
✓ Fail to listen and instantly jump in with their 

opinions, solutions, and conclusions 
✓ Are overly directive and sharply reactive 

toward others 
✓ Are unable to “read” other people and don’t 

take the time to build rapport 
 

 

MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Struggle to now if the intended message 
is being received 

✓ Fail to communicate important or helpful 
information in a timely manner 

✓ Avoid asking question or engaging in 
difficult conversation 

✓ Fail to incorporate various perspectives 
into their marketing and communication 

✓ Tend to be avoided by colleagues, 
audiences, vendors, etc. 

✓ Talk before listening 
✓ Fail to ask for feedback and considering 

other perspectives 
✓ Don’t understand the importance of finding 

understanding and commonalities 
✓ Fail to demonstrate that they have listened, 

learned and doing their best to help 
✓ Focus communication on their perspective, 

needs and benefits 

WHAT 
 

Learn how to connect with 
others by asking, listening, 
and offering solutions. 

HOW 
 

• Active listening 
• Reading personalities 
• Message structuring 
• Content management 

WHY 
 

Sharing how you’ve asked, 
listened, and acted proves 
you care that intended 
messages are received.   
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 Approach people in a positive manner; be open to and verbally welcome their ideas and 
opinions 

 Build bridges of understanding and cooperation; seek out common interests and goals and 
speak to those 

 Customize your communication to the needs of other individuals  
 Be mindful of the brand guidelines, tone and checklist when drafting copy. If necessary, keep 

reference materials displayed where you can see it for quick access. 
 Ask a lot of open-ended, unbiased, neutral questions that lead the conversation in a positive 

direction 
 Seek first to understand what the other person is saying, ask questions to clarify; repeat 

back and paraphrase what you think you heard; convey that you have heard them  
 Maintain composure, keep your communication constructive, convey your intent to help 

and support and not diminish, put down or make the other person wrong 
 Communicate clearly and completely; plan your messages ahead of time to ensure the 

best delivery and reception 
 Express appreciation often and with genuine sincerity 
 See first to understand 
 Learn to and “read” others to enhance your ability to approach others appropriately  
 Pay attention to the people you relate with, and use the approach that’s best for them 
 Take a 360 that measures interpersonal skills, or ask for honest feedback from others 
 Take a course or read a book on listening and learn to truly listen  
 Pay attention to how people respond to you. Do they look uncomfortable? Do they back up, 

check their watch, fidget, and look away for a way to escape? 
 Share information and “why behind the what” to convey your thought process. 
 Manage your non-verbals. People respond more positively to those who are smiling and calm, 

who nod, who use a pleasant tone, not too rapidly or forcefully, whose body language and 
face indicate an openness, individuals who appear relaxed and welcoming. 
 

 

 

 

 

 

 

 

 

 

 

 

DEVELOPMENT TIPS 
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COMMUNICATION EXERCISES 
 

ARE YOU A GOOD LISTENER? 

Excellent communication starts with being an excellent listener. One of the greatest gifts we can give 
another is to truly listen. In fact, the ability to set aside our own inner mental clamor and truly listen to the 
other person is the #1 way to improve communication. Practice mindfulness to stay fully present. 
 
 

Relationships with others – spouses, relatives, children, friends, and colleagues – can be vastly improved 
(and even repaired) by honing our listening skills. People yearn to be understood. Listening bridges the 
space between us much more so than talking. Don’t be afraid to ask or request what type of feedback is 
needed. The following survey will help you assess and build upon your ability to listen, thus becoming a 
better communicator. 
 

Instructions: Determine how frequently you perform the action or demonstrate the behaviors that make 
for a good listener. On a scale of 1 to 5 (always to never) rate your actions and behavior. 
 
 

 
Self  
 

While the other person is speaking,  1 

Always 

2 

Almost Always 

3 

 Occasionally 

4 

 Almost Never 

5 

Never 

1.  I do not interrupt the other person or talk over them.      
2.  I face the other person, giving them my full attention.      
3.  I do not “multitask” while listening.      
4.  I do not think about and plan what I am going to say in response.      
5.  I listen for what they are truly trying to communicate.      
6.  I repeat back or paraphrase what I think they’ve said before 

making my response. 
     

7.  I listen for tone of voice (angry, sad, happy, etc.).      
8.  I observe body language when listening.      
9.  I ask questions to clarify my understanding of what the other 

person is saying. 
     

10. I exhibit an open mind and a willingness to have my own opinions 
changed as a result of the conversation. 

     

11. I listen without finding fault.      
12. I demonstrate genuine interest in what the other person has to say 

through appropriate head- nodding and responses such as “I see,” 
and “I think I understand.” 

     

13. I maintain appropriate eye contact with the speaker.      
14. I encourage the other person to continue speaking until they have 

expressed themselves fully. 
     

15. I ask questions to check my understanding.       
16. I summarize the other person’s thoughts, ideas and feelings.      
17. I quiet my own racing mind so I can truly hear what the other 

person is saying. 
     

18. I never assume what the other person will say and finish their 
statements for them. 

     

19. I demonstrate patience in hearing others out.      
20. I listen without reacting emotionally.      

 

Total Score     

 

Personal Score  

1 - 20 Your ability to listen is high. 
21 – 40 Your ability to listen is moderately high. 
41 – 60 Your ability to listen is moderate. 
61 - 80 Your ability to listen has room for improvement. 
81 – 100 Your ability to listen needs improvement. 
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Organizational 
 
 

Action/Behavior How often do we… 
1 

Always 

2 

Almost Always 

3 

 Occasionally 

4 

 Almost Never 

5 

Never 

1. Create opportunities to engage in direct dialogue with those we 
serve? 

     

2. Ask for feedback on social or email?      
3. Deploy awareness, brand, and donor surveys?      
4.  Ask for pushback in strategic and brainstorming meetings?      
5.  Send small gift or personal note to those who provide feedback?      
6.  Use your feedback in your communications and brand story?      
7.  Lead with your audience’s emotional benefits because you have 

asked and know their perceptions, feelings and needs? 
     

8. Ask clarifying questions within in your team?      
9. Encourage team members to continue speaking until they have 

expressed themselves fully? 
     

 

 
 
 
 
 

 

READING PERSONALITIES 

Your approach will influence the outcome of your interactions within your team and in the 
communities you serve. We’ve already discovered our audience’s personalities, so this means more 
for your interactions with your team, leaders and other staff members.   

 

 
  

 

 

Organizational  Score 
1 -26 Your ability to listen is high. 
27 - 31 Your ability to listen is moderately high. 
32 - 35 Your ability to listen is moderate. 
36 - 40 Your ability to listen has room for improvement. 
41 - 45 Your ability to listen needs improvement. 

 What is your personality? 

 Identify who you know that may 
be a D, I, C, and S. 

 Consider the best way to 
communicate with each. 

 Create a strategy for best 
interacting with each. 
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ASK FOR FEEDBACK  

Much of what we’ve done thus far rolls into Situational/Organizational awareness. The best way to 
know is by asking. Internal surveys to your existing team, leaders, board, volunteers, etc. provides 
valuable insight and new ideas.   
 
 

COMMUNICATION MARKETING STRATEGY 

Coming off of your Brand Exercises and Research findings (surveys, focus groups), you should have 
initial brand words, phrases, promise, WHY>HOW>WHAT to lay the foundation of your overall 
content and targeted messaging. 
 

Now, we’ll start bringing it into to form with process. First thing’s first, how committed are you to 
Inbound Marketing? If you’re not intentional about educating and inspiring through recurring 
classes, webinars, white papers, case studies, etc., you’re limiting your exposure and making your 
content marketing more focused and streamlined. 
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MESSAGING STRUCTURE 

Overarching Brand Story (Example) 
 
We’re all about providing hope that transforms. We do this by offering innovative, holistic 
mental health support through a dedicated and compassionate staff who helps those suffering 
with poor mental health with reliable, safe and trustworthy resources when needed, making 
them feel validated, confident and in control of their healing. We promise to empower them 
with responsive support and hope as they navigate their unique journey.  
 

Brand Essence Hope that transforms 

Brand Promise To empower you with responsive support and hope as you navigate your unique journey. 

Tagline Choose hope. 
 

Personality Attributes Feelings Differentiators 

Friendly Reliable Validated Dedicated 

Helpful Sincere Empowered Compassionate 

Empathetic Innovative Confident Convenient 

Caring Competent 
  

 

 

Impact Words/Phrases 
 

reliance  well-being person-centered access nurturing reliance and well-being 

proven specialized peer-led safe space safe and inclusive community 

understand promise enhance quality of life foster connection 

 
 
Audiences 
 

Group Tone Emotional Benefits Calls-to-Action 

Client (We) care, (you) matter, 
(we) hear, (we) see 

Empowered, resilient, connected, 
validated, capable, optimistic 

Connect now, Get help, 
Take control 

Support Trustworthy Relief, trust, optimistic, grateful Get help, Give hope. 

Partners Mission-focused Fulfilled, involved, inspired, optimistic Join our cause, Give hope, 
Let’s join forces 
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Messaging Components & Flow 
 

1. WHY/Mission-led Statement -  “Your well-being is important to us…” 
2. Supporting Statement - “...so our _____ team will meet you where you are…” 
3. Emotional benefit - “connected and validated…” 
4. Call-to-Action - “Take the first step...”  

 

Audience Versioning  
 

By personalizing the message (image and copy) to our audiences, we expect connection and 
engagement to increase. One message or overarching campaign can apply to multiple audiences 
so in those cases, you create versions that personalize the image, copy, CTA, etc.   
 
(Example) 
 

EXAMPLE V1 - Awareness  V2 - Client V3 - Family V4 - Partner 

Copy Anxiety affects us 
all but not always 
in the same way.  

You can feel 
optimistic and 
grateful even 
when you’re 
having high 
anxiety by... 

We know that family 
members of those 
struggling with 
mental health are 
also likely to have 
elevated anxiety as 
well... 

Most of us 
experience anxiety 
from time to time. 
You can be a hero 
to those struggling 
the most by...  

Image Grid of photos w/ 
different people & 
center block 
w/anxiety 
statement or stat. 

One photo from 
grid   

One photo from grid Grid of photos w/ 
different people & 
center block - You 
can be THEIR hero.  

CTA Donate to help us 
help them.  

Find out how Register now Learn more 

 
It’s critical that when you have multiple audiences for a practical post or service reminder, we 
speak directly to the benefits for each. If there is a complete overlap in benefits, we’ll “dial up” our 
understanding of their collective needs or feelings.   
 

 

 

 

 

 

 

 

“A client and their family members can have very different perspectives 
but likely experience the same feelings. Here are some ways  

to better take control of your anxiety...” 
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CONTENT MANAGEMENT PROCESS 

Most nonprofits are working on social and email content week to week and some day to day. If 
you’re one, you are likely reacting to reactionary leaders so while the thought of working ahead a 
month is a dream world, you can slowly turn that ship around.  
 
Leverage Is Key 
Change is hard and sometime this is true more so for leaders. They are usually tied to many other 
departments and processes so one change can be involved to adjust. This is important because 
you’ll want to carefully select about 5 individuals (some of them leaders) into your content curation 
and design process.  
 
Examples: 

• We spend a lot of time reviewing content on a daily basis and could increase efficiency and 
become more strategic by doing it monthly. 

• By helping to come up with content topics, we’ll cover more areas of interest. 
• Do get interrupted daily or weekly to work on content? 
• Would you prefer to work only 3 hrs. over one week? (except for designer/writer)   
• Once we work through it the first month, it starts to become a habit. 

 
 

 
 

Templates in Library 
• Topics Doc 
• Content Calendar 

 
Link to Hootsuite Nonprofit Discount 

Link to Free Canva Account 
 
 
 
 

https://www.hootsuite.com/about/hootgiving
https://www.canva.com/pricing/
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15 WAYS TO IMPROVE 

Become easier to be around and better at facilitating conversation between you, your team, your other 
staff members, and external communication. 
 

 
 
 

Smile. 
Few people want to be around 
someone who always seems 
grumpy. A smile invites contact 
and puts people at ease. The 
positive energy you radiate will 
make you feel better and draw 
others to you. 

 
 
 

Express gratitude. 
Identify something you 
appreciate in another person and 
let them know. If you let others 
know that they are appreciated, 
they’ll want to give you their best. 
 

 
 
 

Take a genuine interest in 
others. 
Be other-oriented by taking an 
interest in what’s going on in their 
lives. Acknowledge their happy 
milestones and accomplishments, 
inquire about the family, and 
express concern and sympathy for 
difficult situations. 

 
 
 

Make appropriate eye contact 
and address people by their 
first names. 
Pretty basic, but it sometimes 
amazes me how difficult it is for 
some people to maintain a 
comfortable amount of eye 
contact. Please like hearing 
their name but don’t overdo it or 
it will come off as insincere. 

 
 
 

 

Practice active and patient 
listening. 
To actively listen is to 
demonstrate that you truly hear 
and understand another’s point 
of view. Be patient and hear them 
out. Don’t finish others’ 
sentences (it’s rude). Experts 
recommend listening 80% of the 
time and only talking 20%. 

 
 
 

Be gentle. 
People respond to gentleness 
more than they do to harshness. 
Avoid attacks, threats, and 
judgmental statements. No 
“make-wrongs,” no put-downs, no 
name calling, no guilt trips, no 
subtle threats. Be sensitive to 
others. Everyone has been 
through something difficult. 

 
 
 
 

Bring people together. 
Do you part to create an 
environment that encourages 
others to come together. If 
people see you as someone solid 
and fair, someone who brings 
people together, they will grow 
to trust you. 

 
 
 

Resolve conflicts. 
Learn how to be an effective 
mediator and diffuse situations 
and relieve tension when others 
are tense, upset or angry. By 
taking on this role, you garner 
respect. 

 
 
 

Use humor. Try to be lighthearted 
and don’t be afraid to use humor. 
Most people are drawn to a person 
that can make them laugh. Use 
your sense of humor as an 
effective tool to lower barriers. 

 
 
 

See it from their side. 
Stephen Covey said, “Seek first 
to understand before seeking to 
be understood.” Put yourself in 
the other person’s place and 
understand how they feel. Try to 
view situations and responses 
from their perspective, and 
verbally acknowledge 

 
 

Help people. 
When someone is struggling in 
some way, do something to help. 
Sometimes just offering to help 
is all another person needs. Try to 
do this as immediately as 
possible, like opening a door or 
offering to send an email or 
setting up a training room. 

 
 

Don't complain. There is nothing 
worse than a chronic complainer 
or whiner. If you simply have to 
vent about something, save it for 
your diary. If you must verbalize 
your grievances, vent to your 
personal friends and family, and 
keep it short. Spare those around 
you, or else you’ll get a bad 
reputation. 

 
 
 

No apologies. 
Apologize when apologies are 
warranted. Don’t overly 
apologize. Apologizing when you 
are not in the wrong will reduce 
your effectiveness over time. 

 
 
 

Validate others.            
Treat them and their expertise 
and ideas with respect. Validate 
their feelings, their values, their 
efforts, their wants. Ask for and 
validate, or at least acknowledge, 
their opinions. 

 
 

Be aware of body language and 
tone. 
Being aware of others’ signals 
(and your own) is an essential 
interpersonal skill. Body language 
and tone let our emotions show 
through, and we need to be 
careful not to allow our feelings of 
anger, frustration and impatience 
come through in non-verbal (or 
verbal) ways. 
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CONFLICT MANAGEMENT | 16 of 20 

 

      

 
 When in conflict or heated discussion, become self-aware, in the moment, and focus on the 

issues rather than personal matters. “Separate the people from the problem” 
 Ask: what can I say or do to make this a more productive conversation or experience? 
 Address situations as they arise because issues linger, and hard feelings can build 
 Evaluate all perspectives and avoid putting up walls 
 Clarify your intent in negotiations; deliver your message calmly and with no put-downs 
 Be creative, brainstorm, invent options for mutual gain (“expand the pie”) 
 Insist on using data or some objective criteria to reach resolution, not emotion 
 Be aware of the other person’s emotions in the conflict – if they feel angry or fearful    

respond compassionately  
 Bring in a neutral third party if the conflict cannot be resolved 

 

PEOPLE WITH THIS COMPETENCE 
 

✓ Are able to handle difficult individuals 
and groups of people and tense 
situations with diplomacy and tact 

✓ Spot potential conflict, bring 
disagreements into the open, and help 
de-escalate 

✓ Encourage debate and open discussion 
✓ Draw out all parties, understand the 

differing perspectives, and find a 
common ideal that everyone can 
endorse 

✓ Orchestrate win-win solutions 
 
MARKETERS WITH THIS COMPETENCE 
 

✓ Take on challenges head on, especially in 
communication 

✓ Understands the key pain points and 
motivation for all constituencies 

✓ Promotes the sharing of information to 
encourages and encourages cooperation 

 

✓ Are able to handle difficult individuals 
and groups of people and tense 
situations with diplomacy and tact 

✓ Spot potential conflict, bring 
disagreements into the open, and help 
de-escalate 

✓ Encourage debate and open discussion 
✓ Draw out all parties, understand the 

differing perspectives, and find a 
common ideal that everyone can 
endorse 

✓ Orchestrate win-win solutions 
 
MARKETERS WITH THIS COMPETENCE 
 

✓ Take on challenges head on, especially in 
communication 

✓ Understands the key pain points and 
motivation for all constituencies 

✓ Promotes the sharing of information to 
encourages and encourages cooperation 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ Tend to avoid conflict 
✓ Lack consideration and tact when voicing 

disagreement and can present their 
arguments in a way that creates hostility 

✓ Fail to listen to others’ points of view when 
disagreement arises 

✓ Only see things from their perspective and 
struggle to find common ground 

✓ Tend to see others as “opponents” 
✓ Fail to see what part they may play in 

creating a problem; blame the problem 
and the conflict on others 

 
MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Avoid taking ownership of problems that 
their audiences may be experiencing   

✓ Focus more on the problem than finding 
possible solutions 

✓ Encourage closed conversations and 
discredit questions, and concerns  

DEVELOPMENT TIPS 
 

 

WHAT 
 

Learn how to quickly resolve 
conflict with proactive and 
productive methods. 

HOW 
 

• Evaluate conflict styles 
• Questions to ask yourself 
• Marketing conflict techniques  

WHY 
 

Minimizing disruptions 
internally and externally 
helps ensure a smooth 
experience.   
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CONFLICT MANAGEMENT EXERCISES 
 

CONFLICT STYLE ASSESSMENT 

This questionnaire contains 35 statements. For each statement, indicate the extent to which you 
feel that statement is descriptive of you by using the following seven-point scale: 
 
 
 
 
 

1.  = You strongly disagree with this statement. 
2.  = You disagree with this statement. 
3.  = You slightly disagree with this statement. 
4.  = You neither agree nor disagree with this statement. 
5.  = You slightly agree with this statement. 
6.  = You agree with this statement. 
7.  = You strongly agree with this statement. 
 

There are no right or wrong answers and you will not be asked to share your responses.  This 
survey is helpful only to the extent that your responses accurately represent your characteristic 
behavior or attitudes. When facing conflicts with another person, I typically do the following things: 

Rating 
   1. I avoid the person. 
   2. I change the subject to a neutral topic. 
   3. I try to understand the other person’s point of view. 
   4. I try to turn the conflict into a joke. 
   5. I listen to the other’s feelings. 
   6. I admit that I am wrong, even if I do not believe I am. 
   7. I give in. 
   8. I demand more than I would actually settle for. 
   9. I use my power to prevent the other from reaching his or her goal. 
   10.   I try to find out specifically what we agree and disagree on. 
   11       I try to reach a compromise. 
   12.   I pretend to agree. 
   13.   I move towards problem solving as best I can. 
   14.   I get another person to decide who is right. 
   15.   I suggest a way in which both I and the other gain something. 
   16.   I threaten the other party. 
   17.   I fight it out. 
   18.   I try to clarify what the other’s goals are. 
   19.   I complain until I get my way. 
   20.   I give in, but let the other person know how much I am suffering. 
   21.   I apologize. 
   22.  I give up some points in exchange for others. 
   23.  I get the best deal I can no matter what. 
   24.  I postpone discussing the issues. 
   25.  I look for a middle ground. 
   26.  I avoid hurting the other’s feelings. 
   27.  I get everything out in the open. 
 28.  I sacrifice my interests for the relationship. 
   29.  I split the difference between our positions. 
   30.  I try to accommodate the other person’s needs by giving up on some things that  
                             are less important to me. 
   31.  I let the other party take responsibility for finding a solution. 
   32.  I try to stress the points on which we agree. 
   33.  I try to get the other person to settle for a compromise. 
   34.  I try to convince the other person of the logic of my arguments. 
   35.  I try to meet the objectives of the other person. 
 

 



 

 

 

     SEIM™ Mastery Workbook 
 

© 2022 Bound for Growth® ALL RIGHTS RESERVED.                            97 

Conflict Style Scoring Table 

Statement Score 
3    
5    

10    
13    
18    
27    
32    

Total: Collaborative 

Collaborative. The collaborator’s approach to conflict is to 
manage it by maintaining interpersonal relationships and 
ensuring that both parties to the conflict achieve their personal 
goals. This attitude towards conflict is one in which the 
individual acts not only on behalf of his or her self-interest but on 
behalf of the opposing party’s interests as well. Recognizing that 
a conflict exists, the collaborator utilizes appropriate conflict 
management methods to manage the situation. This is a 
cooperative “win-win” approach which requires time, energy and 
creativity. 

Statement Score 
11    
15    
22    
25    
29    

30    
33    

Total: Compromising 

Compromising. This approach assumes that a win-win solution 
is not possible. The compromiser adopts a negotiating stance 
which involves a little bit of winning and a little bit of losing, both 
with respect to the goals and the relationships of the parties 
involved. Persuasion and manipulation dominate this style. The 
objective is to find some expedient, mutually acceptable solution 
which partially satisfies both parties. Both parties win a little 
and lose a little. 

Statement Score 
 6                       
 7                      _ 
20                    _ 
21                      
26      
28     
35      
Total: ___________Accommodating 

Accommodating. The accommodator’s approach to conflict 
involves maintaining the interpersonal relationship at all costs, 
with little or no concern for the personal goals of the parties 
involved. Giving in, appeasing and avoiding conflict are viewed as 
ways of protecting the relationship. 
The accommodator yields and thus loses, allowing the other 
party to win. 

Statement Score 
8     
9     
16     
17     
19     
23     
34     
Total: ____________ Competitive 

Competitive/Controlling.  The competitor’s approach to conflict 
is to take the necessary steps to ensure that his or her personal 
goals are met, whatever the cost to the relationship. Conflict is 
viewed as a win or lose proposition, with winning somehow 
equated with self-worth, status and/or competence. This is a 
power- oriented approach in which you use whatever power 
seems appropriate to defend a position which you believe is 
correct or simply attempt to win. 

Statement Score 
1                         
2                        
4       
12       
14       
24       
31       

Total: _________________Avoiding 
 

Avoiding. The avoider views conflict as something to be shunned 
at all costs. A central theme of this style is evasiveness, which 
results in a high degree of frustration for all parties involved.  
Personal goals are usually not met, nor is the interpersonal 
relationship maintained. This style might take the form of 
diplomatically diverting an issue, postponing an issue until a 
better time, or simply withdrawing from a threatening situation. It 
is a leave or lose-win posture, in which the avoider’s stance is to 
leave and thereby lose, allowing the other party to win. 
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QUESTIONS TO ASK YOURSELF WHEN SORTING THROUGH A CONFLICT 

1. How did I behave? (non-verbal behavior including stance, gestures, tone of voice 
facial expressions) 

2. Was there anything I did to contribute to the conflict, what I can do differently? 

3. What did I say? 

4. How did I feel? (about self, other person, interaction, relationship) 

5. What were my thoughts? 

6. What were my judgments and opinions? (attitudes about right and wrong, 
fairness responsibility) 

7. What did I expect to happen? 

8. What was and is my goal? 

9. What do I want to happen? 

10. What result am I looking for, searching for? 

11. Who does this person remind me of? 

12. What earlier experience does this situation remind me of? 

13. What old pattern or “tape” did I get hooked by? 

14. Why do I care? 

15. What is my investment? What is at stake? 

16. What do I need to express now? (to that person, to myself) 

17. What do I now need to acknowledge to myself—but not necessarily to the other person? 

18. What do I now need to say to optimally manage this conflict? 

19. What do I now need to do to optimally manage this conflict? 

20. What do I now need to believe (about myself and the other person) to optimally 
manage this conflict? 

 

 

 

 

 

JOURNEY MAP 
 

Carefully walk through each 
and every step your 

audiences make through 
each touchpoint to identify 
any hiccups that could be 
problematic or frustrating.  

ADDRESS IT 
 

When you are aware of a 
consistent problem or 

challenge, address it. Create a 
FAQ page, send a message to 

those affected and/or be 
proactive by adding an alert 

the website or form. 

SET SOCIAL GUIDELINES 
 

Anticipate possible 
questions, concerns and 

comments that have/could 
occur on social media. Then 

draft careful responses 
establish when staff needs 

to be notified to reach out or 
respond. 

TIPS FOR MANAGING CONFLICT IN MARKETING & COMMUNICATION 
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INSPIRATIONAL LEADERSHIP | 17 of 20 

 

       
 

 

 

 Develop a clear vision for the future of the initiative, the group or the organization 
 Articulate that vision in a way that inspires, motivates, mobilizes others to want to achieve it 
 Get creative – come up with new perspectives, and breakthrough ideas 
 Know what you admire in a leader, develop your own personal definition of meaningful, inspired 

leadership, and model the way 
 Openly discuss high-level issues with your team or group, seek substantive input from others, share 

credit, create opportunities for ownership in the vision  
 Think big-picture, match the individual’s talents, skills, experiences and aspirations with the task 

/opportunity to avoid micromanaging, and give capable team and group members latitude to 
move things forward 

 Maintain your credibility and integrity at all times or you will not be given the opportunity to lead 

PEOPLE WITH THIS COMPETENCE 
 

✓ Articulate and stimulate enthusiasm for a 
clear, compelling vision 

✓ Have the ability to bring people together 
and step forward to lead as needed 

✓ Create a sense of belonging in a group in 
a way that makes people feel they are 
part of something larger than 
themselves 

✓ Look for ways to improve and inspire a 
shared vision  

✓ Articulate a sense of common purpose 
beyond the basic tasks and everything 
fun and exciting 

 

MARKETERS WITH THIS COMPETENCE 
 

✓ Tell a compelling story 
✓ Connect to emotions and inspire action  
✓ Make people feel like they belong are 

heard and matter 
✓ Consistently look for ways to bring 

people together and improve lives 

PEOPLE WITHOUT THIS 
COMPETENCE 
 

✓ Do not have a clear vision for the future 
of the team, organization, or audiences 

✓ Fail to maintain a long-term view of the 
organization and audiences and future 
needs and opportunities 

✓ Fail to build coalitions; sometimes work 
against the group 

✓ Cannot arouse a passion in others for a 
common goal or direction 

✓ Ignore others as a source of support 
✓ Are often overly opinionated 
✓ Fail to see the value and importance of 

getting others on board to accomplish 
a goal or task 

 
MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Mostly focus on the information and fail 
to lead with WHY 

✓ Use heavy copy 
✓ Fail to communicate the mission, 

promise, and tell a brand story 
✓ Generally, don’t ask for help 

DEVELOPMENT TIPS 
 

 

WHAT 
 

Learn how to inspire others to 
get behind your mission and 
vision. 

HOW 
 

• Inspirational inventory 
• Make small steps that matter 
• Create alignment systems 

WHY 
 

Inspire people to support 
you rather than just using 
your services.  
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INSPIRATIONAL LEADERSHIP EXERCISES 
 

INSPIRATIONAL LEADERSHIP CHECKLIST 

You don’t need to have a “manager” or “director” role to provide inspirational leadership to your 
team. An inspirational leader is defined as one who arouses enthusiasm for a clear and elevating 
picture of a better future. The inspirational leader articulates a compelling and motivating vision 
that guides and mobilizes individuals and groups. 

According to research by Zenger Folkman, the leadership quality “inspires and motivates to high 
performance” is the most powerful predictor of extraordinary leadership. In addition, this 
same leadership competency of “inspiring and motivating” is directly linked to high employee 
engagement, the psychological bond between an employee, the work, and the work environment. 
 
Those who inspire and motivate followers see new behaviors, outcomes, attitudes, and emotions. 
Inspirational leadership has been directly linked to business outcomes, such as: 

 

 
 
Review the checklist and check which ones you are currently using. 
 

 Set stretch goals by reviewing direct reports’ work assignments and checking as to 
whether they find the work challenging and fulfilling. 

 Create a collaborative vision and direction to establish organizational alignment and 
connection. 

 Communicate frequently, passionately, and enthusiastically. 
 Develop people through training, new job assignments, and increasingly challenging work 

experiences. 
 Model the collaborative team player, one who strives to put the team’s or the 

organization’s interests before personal interests. 
 Foster innovation by encouraging people to propose new ideas, fresh approaches and 

calculated risks. Are there actions you need to develop and refine to further enhance your 
inspirational leadership skills?   
 
 

SMALL WAYS TO HAVE A BIG IMPACT 

• Suggest a brainstorm to work through anything that has the team confused. 
• Spend 10 minutes finding some thought-starters for an upcoming project launch. 
• Set a team goal with a fun team reward. 
• Be a positive example for others in having fun and trusting the process.   

 

 

 

Higher 

productivity 

More 

confidence 
Optimism  

& hope 

Initiative More 

responsible 

Greater 

enthusiasm 

More 

resiliency 
Increased 

engagement 
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VISION PLAN 
 

STEP 1 – DEFINE YOUR PERSONAL VISION 

My “Big Purpose” in Life: Define what you see as your primary purpose in life. In your 
reflections, consider: 
▪ What originally attracted you to this line of work? 
▪ What makes you feel passionate about what you are doing? 
▪ What is the single most important accomplishment for you to 

achieve in your lifetime? 
▪ What difference do you want to make in this world? 
▪ What do you see as your life’s work? 
▪ What do you want to be most remembered for 

accomplishing? 
▪ What do you need to have accomplished at the end of your 

time to be able to look back and say, “I am truly proud of what 
I’ve done with my life?” 

 
STEP 2 – CLARIFY YOUR VALUES 
Values comprise those concepts and ideas that are most important to us. They are deep-seated, pervasive 
standards that influence almost every aspect of our lives: our moral judgments, our responses to others, our 
commitments to personal and organizational goals, and how we go about our work and relate to one 
another. Values powerfully influence thinking and action in the organization and, ultimately, the choice of 
vision. Here are a few examples of values: 
 
▪ The ultimate job of management is to serve the front line employees delivering the service, not the 

other way around. Management should work to eliminate barriers that impede front-line excellence, 
not create them. 

▪ Risk-taking in the name of innovation is encouraged in this organization; mistakes are seen as a fair 
price to pay for learning and innovation. 

▪ We do business through honest and truthful dialogue; there is no recrimination for 
straight talk. 

▪ People at all levels of the organization respect the fact that there is life beyond work. 
 
List your values below; values that define who you are as an individual and as a leader (if applicable):  
 
1.    
2.    
3.    
4    
5.    
6.    
7.    
8..    
9.    
10.    
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STEP 3 – DEFINE YOUR ORGANIZATION’S VISION 
 
The Core Purpose of 
This Organization: 

Define what you see as your organization’s core purpose. It’s 
Possible this is also your WHY. As you reflect, consider these 
questions: 
▪ What value does your organization provide to society? 
▪ What is your organization’s unique position in its industry? 
▪ What does success look like for your organization? 
▪ What are your values and the values held by other key 

individuals in your organization? 
▪ Who are your most critical and most important stakeholders? 
▪ What are their major interests and expectations? 

 
STEP 4 – COMMUNICATE YOUR VISION 
A vision is little more than an empty dream until it is widely shared and accepted. Only then 
does it acquire the force necessary to change an organization and move it in the intended 
direction. 
 
As previously discussed in the Communication competency, the key to communicating your vision 
is connecting with people in a meaningful way to encourage them to embrace a new perspective 
about what is important and why. The key to gaining widespread commitment to a new vision is 
to present it in such a way that people will want to participate and will freely choose to do so.   

This is accomplished by ensuring your message is communicated regularly, frequently and 
consistently, ensuring your vision is clear to everyone with whom you come in contact, and 
particularly the employees within the organization but also all constituencies. To help them avoid 
distractions and increase their productivity, employees must understand not only what they 
should be doing, but how their work supports the bigger picture and why it’s important to the 
success of the organization. 
 

STEP 5 – ESTABLISH SYSTEMS FOR ALIGNMENT 
Organizational alignment means creating a culture in which the organization’s day-to-day 
strategies, work practices and activities support and are consistent with the organization’s stated 
vision, mission and values. Misaligned organizations, like cars out of alignment, can develop serious 
problems. They are hard to steer and don’t respond well to changes in direction. To successfully 
implement the organization’s vision, all the vital elements of the organization and all of its people 
must be aligned and headed in the same direction. 
 
Identify the actions you can set in motion today to ensure organizational communication 
alignment with the new vision: 

 
1.    
2.    
3.    
4    
5.    
6.    
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CATALYZING CHANGE | 18 of 20 

 

         

 

PEOPLE WITH THIS COMPETENCE 
 

✓ Recognize the need for change, take 
ownership of change initiatives and remove 
barriers to change 

✓ Challenge the status quo; stand up to 
opposition and resistance 

✓ Champion the change and enlist others in its 
pursuit, making a compelling argument for 
the change 

✓ Model the change expected of others 
✓ Give people detailed advance information 

about possible future changes 
✓ Demonstrate the mental agility to consider 

new approaches 
✓ Are skilled at winning people over 
✓ In presentations, appeal to the listener 
✓ Use complex strategies like indirect influence 

to build consensus and support 
✓ Are masterful storytellers, grabbing the 

attention of others and imparting 
information that grabs attention and makes 
people want to hear more 

✓ Orchestrate dramatic events to effectively 
make a point 

✓ Are able to persuade, convince or impact 
others to get them to support their agenda 

 

MARKETERS WITH THIS COMPETENCE 
 

✓ Stay tuned into the status of the industry and 
what’s coming 

✓ Stand up for trying new things  
✓ Share knowledge to inform and compel 

action 
✓ Are good examples to others 
✓ Use impact words/phrases that evoke 

emotion 
✓ Facilitate brainstorming and collaboration 
✓ Paint a clear meaningful picture in 

marketing and communication 
✓ Inspire action and mission advocacy 

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ Are happy with the status quo; do not 
recognize the need for change 

✓ Have a vocabulary that often includes the 
“way we’ve always done things around 
here” 

✓ Overtly and covertly resist change 
✓ Fails to prepare for the future, especially in 

communication 
✓ Lacks the ability to maintain an open mind 

about change and what it might bring 
✓ Work independently and at times, against 

the group or other individuals 
✓ Do not leave a positive or memorable 

impression 
✓ Are ineffective in persuading or convincing 

others of a common vision and direction 
✓ Do not respond to their audience, even 

tend to alienate 
✓ Are unable to successfully defend their 

ideas if challenged 
✓ Fail to inspire confidence or earn respect 
✓ Come across as opinionated and dull 

 
MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Push back against trying new things 
✓ Fail to see fresh opportunities that could 

further the mission and demonstrate your 
WHY 

✓ Are more focused on barriers than finding 
solutions  

✓ Fail to inspire 
✓ Don’t find out what motivates others 
✓ Fail to lead with WHY  
✓ Focus communication more on 

information and what you do instead 
✓ Fail to consider and communicate why 

someone should care and what you’re 
doing to help or solve a problem 

✓ Don’t prioritize storytelling and 
gathering/using feedback and 
testimonials to help tell their story 

WHAT 
 

Learn the emotions behind 
your mission, your audiences’ 
emotions and how to connect 
them and evoke action. 

HOW 
 

• Emotional inventory 
• Emotional audit 
• Emotional marketing & 

consistency 

WHY 
 

Make deeper connections 
that drive action, 
engagement, and loyalty.  
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 Identify influence opportunities; discuss influencing strategies with others (especially 
those who are skilled at influence); listen and be open to learning new approaches to 
communicating with others about these opportunities 

 Learn how to develop a rapport with others so they will be more open to your 
communications 

 Know when to be assertive, when to make suggestions and when to ask questions 
 Identify what motivates your audience and supporters and tailor message that appeals to 

them 
 Be clear about what exactly you want to influence, and plan your messages ahead of time 
 Develop ways of expressing what you want to say at key points in an influencing 

conversation 
 Frame your messages to appeal to and make sense to the other person 
 Consider in advance what some objections might be, and how you might overcome them 
 Use data, statistics, and endorsements from credible sources to help make your case 

 
 

CATALYZING CHANGE EXERCISES 
 

MOTIVATING FOR CHANGE 

Change is hard for everyone, at least a bit, but it’s necessary for ongoing success and growth. As 
you continually help yourselves and others take the leap, consider this process.  

Once again, your approach will determine how challenging the change is. Anxiety and frustration 
can run high for your you staff when you’re changing an internal process or for your 
donor/member when a service is changing. 

Over-communication is always best practice, so people are kept informed as you move 
through the change. It’s critical that you remind people of the (eventual) benefits for it. 

Be honest and transparent that things will get a little harder before they get easier. It will 
take some extra effort but will pay off in the long run.  

If internal changes are occurring, identify a change supporter on your team and encourage them 
to help reinforce optimism during the change. There will likely be a spectrum of responses on your 
team so knowing who your “feet-dragger” is and talking with them 1-on-1 will be helpful. It may be 
helpful to offer some sort of reward once you’re on the other side. 

Expect pushback along the way, even when things start to improve. It’s likely because someone 
may not like the extra work of change and will ask, this is good enough, right? Stick with it and 
soon you’ll be wondering how you ever did it before? 

Establish expectations for the team or audience and ask for a lot of questions. That’s right: ask 
them for questions and concerns. This can be a great feedback loop as you progress, monitor, 
adjust, progress and so on. 

 

 

 

DEVELOPMENT TIPS 
 

 



 

 

 

     SEIM™ Mastery Workbook 
 

© 2022 Bound for Growth® ALL RIGHTS RESERVED.                            105 

 
Source: John Kotter, Leading Change, Harvard Business School Press, 1996 

       

6 PRINCIPLES OF PERSUASION 

Source: from Dr. Robert Cialdini, Author of Influence:  Science and Practice 
 

Reciprocation – People feel obliged to give back to others who have given to them. 
▪ Reciprocation is activated by gifts and concessions. 
▪ Reciprocity is amplified when the gifts are significant, personalized, and unexpected. 
▪ In marketing terms, this could be a gift, raffle, promotional discount or special offer.  

Liking – People prefer to say “yes” to those they know and like. 
▪ Liking is activated by similarity, praise and cooperation. 
▪ Liking is amplified by liking the one you’re with. 
▪ In marketing terms, people support and buy from who they like. Everything they see and 

experience needs to be likable, not just informative.  

Consensus – People decide what is appropriate for them to do in a situation by examining what 
others are doing.  
▪ Consensus is activated by evidence of how others are thinking, feeling or acting 
▪ Consensus is amplified by evidence from many others, similar others, and by uncertainty. 
▪ In marketing terms, using “proof points” to show that what you offer is well-received by 

others. Examples include an impressive statistic about your impact, celebrating an award.  

Authority – People rely on those with superior knowledge or wisdom for guidance on how to 
respond. 
▪ Authority is activated by trappings (the cues of authority). 
▪ Authority is amplified by establishing credibility – demonstrating expertise and 

trustworthiness. 
▪ In marketing terms, testimonials and stories are great for establishing credibility. These can 

be from the population you serve, business partnerships, sponsors, etc. If your cause deals 
with human services, sharing stories of the individual’s family members can be very 
powerful.  

Consistency – Once people make a choice or take a stand, they will encounter personal and 
interpersonal pressure to behave consistently with what they have previously said or done. 
▪ Consistency is activated by commitments; prior choices or stands. 
▪ Consistency is amplified by commitments that are active, public, and voluntary. 
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▪ In marketing terms, annual reports, impact/end-of-year letters and donation reports can 
continue to remind people of their impact on your shared mission.  

Scarcity – Opportunities appear more valuable when they are less available or “fear of loss” 
▪ Scarcity is activated by information suggesting that something is rare or dwindling in 

availability. 
▪ Scarcity is amplified by loss framing, competition or exclusive information. 
▪ In marketing terms, creating an exclusive offer for a certain group or making some 

available for a limited time can evoke action. 
 

HONING YOUR INFLUENCE SKILLS 

 
 
 
 
 
 
 
 
 
A few tips 
 

1. Use consultation – Get others to participate in the decisions and changes. People own what they 
help create. 

2. Use rational persuasion – Use logic, facts, data, particularly if the person (or people) you are 
working with like facts and data. 

3. Use inspirational appeals – Build enthusiasm by appealing to others’ emotions, ideals or values 
(for example, to be the best or for the good of the community or the organization). Excitement 
and passion can rally support to a cause. 

4. Know your coalitions and enlist others in supporting your efforts to influence. 

5. Develop a communication strategy that makes your message more readily acceptable. For 
example, make sure there’s something in it for the other party if possible. Plan ahead to make 
agreement, implementation and approvals smoother. 

6. Ask for the help you need. It’s okay to ask, and people often want to help. They just need to be 
asked. Express your needs and your vision for what needs to be done and enlist and encourage 
others to join you. What is your vision for success? What role do you see others playing in that 
success, in that vision? Be clear about what you want and ask others to join in and assist you. 

7. Seek first to understand – This age-old maxim was made popular by Stephen Covey in his book, 
The Seven Habits of Highly Effective People, and is quite powerful when applied to influencing. 
what you’ve heard them say, so they know they’ve been heard. You both gain benefits. You 
might get some good ideas, and they will appreciate the respect you demonstrate by asking 
them. 

8. Develop relationships with everyone, at every level both inside and outside the organization. 
People support the ideas of people they know and like. Keep those relationships alive. You never 
know when they might come in handy. 

9. Hone the ability to tell a story. The best stories are about personal and group identity. Stories 
inspire, motivate, and mobilize. 

10. Appreciate support – thank people and be grateful for their support and aid. 

11. Acknowledgement goes a long way toward sustaining your influence. 

Manage and 

lead more 

effectively 

Navigate your 

goals more 

directly 

Gain 

confidence 

and results 

Improving Your 

Influencing  

Skills to 
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STRATEGIC MARKETING PLAN 
 

Humans like to have a clear understanding of what 
and how. It’s simply how we’re wired. While some may 
be able to trust leadership and the direction, most 
people need to have a clear foundation and path laid 
out to fully buy-in to the vision and goals.  
 
A strategic marketing plan: 

• Creates focus 
• Provide a sense of ease 
• Projects implementation 
• Develop a monitoring system 
• Holds team members accountable 
• Reports outcomes 

 
 

MANAGING YOUR MANAGER 

Unless you’ve never reported to someone else, you’ve probably been at the mercy of a leader. If 
you key into their behaviors and motivations, it’s easier to help them help you. 
 
Years ago, I had a very unique, particular, and hard-driving leader. We’ll call him Harry. I quickly 
and inadvertently became his #2 by noticing his consistencies and responses in various situations. 
Some of them were so noticeable, to me anyway, that I started to compile a list. This list went on to 
help the team and became part of our new hiring training. It even got a laugh out of Harry.  
 
Not all leaders are as dynamic as Harry but no doubt they have some tendencies and preferences. 
Knowing those helps you approach and motivate action when needed. 
 

1. Ask which decisions you should make vs. with his input vs. his decision  
2. Let him know what is preventing you from getting something done quickly  
3. Come with a possible solution(s) to hurdles or challenges 
4. Get to the point with just enough backstory for him to understand  
5. When he puts his hand up, stop talking 
6. If he grunts, it’s not good and you need to go another direction 
7. If he says, “you need to understand...” you’ve gone in an undesirable direction and get ready for a 

conversation 
8. If he switches to speaking to you softly, you’ve misunderstood him and he’s trying to explain in a 

different way 
9. If you’ve presented options and on one he says, “let's come back to that/this” he’s not a fan and 

there’s really no need to come back to it 
10. Sometimes he gets riled up…just listen because he’s most likely venting 
11. If he says, “follow my lead…” do just that 
12. Prior to any meeting he’s leading (Board meetings, staff meetings, client meetings, etc.) he’ll be 

in a zone with his “game face” on.  He’ll most likely be quiet and speed walking.  This is his 
process…don’t take it personal and wait until after the meeting to go to him for anything (unless 
it’s urgent) 

13. If you are talking to someone and Harry says he needs you, if you are not finished and if it 
doesn’t seem urgent, ask him if you can have 5 minutes to finish your conversation.  If not, tell 
the other person you will circle back with them later. 
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TEAMWORK & COLLABORATION | 19 of 20 

 

        

 
 Seek out opportunities to work with others; take a genuine interest in learning more about 

their work and how you can support them 
 Keep others informed of your work, timelines and priorities 
 Share success and resources with others 
 Publicly credit those who have done well  
 Solicit others’ points of view, particularly quiet members 
 Avoid taking control of the agenda or dominating team meetings and community 

discussions 
 Bring conflict out into the open and encourage all to resolve it 
 Treat others with courtesy and respect; demonstrate trust in others 

PEOPLE WITH THIS COMPETENCE 
 

✓ Enjoy working cooperatively with others 
✓ Draw all members of a group into active 

and enthusiastic participation 
✓ Build team identity and commitment 
✓ Protect the group and its reputation; 

share credit 
✓ Share plans, information, and resources 
✓ Put team goals before individual goals 
✓ Interacts well with all different 

personalities and work styles on the team 
✓ Demonstrates trust in, and respect for, all 

team members 
 

MARKETERS WITH THIS COMPETENCE 
 

✓ Involve others when possible 
✓ Inspire others and share success 
✓ Communicate in a way that is respectful 

to all involved 
✓ Unifies with a clear mission and path for 

everyone to play an important role   

PEOPLE WITHOUT THIS COMPETENCE 
 

✓ Prefer working alone; do not coordinate 
their efforts with others 

✓ Fail to take on their fair share of the 
team’s responsibilities 

✓ Withhold information and help from 
others  

✓ Undermine or discount team decisions 
outside the team 

✓ Avoid conflict and the opportunity to 
resolve differences directly 

✓ Tend to view the team as an obstacle to 
getting work done 

✓ Fail to abide by norms and standards 
✓ Fail to support the decisions of the team 

 
MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Fail to show a sense of purpose or desire 
for group success 

✓ Fail to lead with WHY and focus heavily 
on what you do 

✓ Avoid emotional messaging and struggle 
to find common ground that unites 

✓ More intent on their needs than those of 
others 

DEVELOPMENT TIPS 
 

 

WHAT 
 

Learn how to create a safe 
space to get the most out of 
your team. 

HOW 
 

• Team assessment 
• Building norms & agreements 
• Sharing success 

WHY 
 

More ideas and perspectives 
are better than one when 
devising creative strategies 
and accomplishing goals. 
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TEAMWORK & COLLABORATION EXERCISES 

 

TEAM ASSESSMENT 

Read each performance statement carefully. Indicate the extent to which you agree or 
disagree with each statement based on your own experience working with your team by 
circling the appropriate rating point. 
 

Performance Statement Strongly 

Disagree 

Strongly 

Agree 

1.  Our team has a shared sense of team purpose. 1 2 3 4 5 
2.  Team members have clearly defined roles and responsibilities. 1 2 3 4 5 
3.  Our team receives the support, information, and cooperation 

we need from other teams. 
1 2 3 4 5 

4.  Other teams consistently honor their commitment to us. 1 2 3 4 5 
5.  Team members have one shared vision of team and 

organizational success. 
1 2 3 4 5 

6.  Our team deals with disagreement constructively. 1 2 3 4 5 
7.  Our team has a clear and effective decision making process 1 2 3 4 5 
8.  Our team has a clearly defined charter and strategic plan 1 2 3 4 5 
9.  Our team encourages the expression of different points of 

view. 
1 2 3 4 5 

10. The team has developed agreements for conducting our work, 
including performance standards and work/life balance needs. 

1 2 3 4 5 

11. Our team has a clear understanding of its performance 
targets (measures of success). 

1 2 3 4 5 

12. Our team has an effective process for monitoring progress 
on performance objectives. 

1 2 3 4 5 

13. Our team develops innovative solutions to problems. 1 2 3 4 5 
14. Our team acknowledges conflicts and deals with them as 

they arise. 
1 2 3 4 5 

15. Our team conducts effective meetings that are worthwhile. 1 2 3 4 5 
16. Our team has a clear and elevating goal(s). 1 2 3 4 5 
17. Team members are unified behind that goal(s). 1 2 3 4 5 
18. Team members are committed to the team’s goals. 1 2 3 4 5 
19. The team climate is collaborative and supportive. 1 2 3 4 5 
20. The leadership of our team can be characterized as being 

“principled”. 
1 2 3 4 5 
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BUILDING NORMS & AGREEMENTS 

An inspirational leader is defined as one who arouses enthusiasm 
Step 1: Each member of your team is to individually rank each of the 12 “Team Agreements for 
Successful Teamwork” listed below. (#1 is most important, #12 least). Place your responses in 
the first column under “Your Ranking.”. Do not discuss the items until each member has 
finished the individual ranking. 
 
Step 2: After everyone has finished the individual ranking, rank order the 12 items as a team. 
Use the second column—“Team Ranking”— record your responses. Once discussion begins, do 
not change your individual rankings. You will have 25 minutes for the team discussion. 
 

 Your 
Ranking 

Team 
Ranking 

1. If we must be late or absent, we will inform the team facilitator, 
liaison, or a team member at least a day in advance. 

  

2. We will always come to meetings prepared to work on the 
agenda that we will receive before the meeting. Our preparation 
and research will be complete, and we will be ready to discuss the 
issues on the agenda. 

  

3. We will always respect the opinions and feelings of all individuals. 
Each member has equal participation in our meetings. When 
discussing team business, members should expect to contribute to 
discussions and be listened to with respect. 

  

4. We will always avoid blaming people for the shortcomings of our 
team. If our team somehow fails to do its tasks properly, we will 
examine our team process and attempt to improve it. If individuals 
are having trouble meeting their commitments, the team will 
support them in every possible way. 

  

5. Members will support the decisions of the team after they are made. 
Undermining team decisions or second-guessing and bad- mouthing 
the team and its work outside the team setting to nonmembers is 
unacceptable behavior. 

  

6. Members will live up to their team commitments, recognizing 
that failure to do so affects the whole team’s progress. When in 
jeopardy of not meeting their obligations, members will notify the 
team in time for other members to take supportive actions. 

  

7. When faced with a decision, we will first decide how to make the 
decision. Our general rule is to (1) state the problem, (2) discuss 
different ideas, (3) examine the benefits and risks associated with 
different approaches, and (4) select an approach we can all 
support. 
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SHARED SUCCESS 

Collaboration is everything in marketing or any form of 
communication.  

Yes, it’s possible to be the only one bringing great ideas to life. If you 
are a one-person M & C team, find at least one or two other people 
you trust to give you constructive, honest feedback.  

In a team environment, I’ve frequently come across those who 
collaborate very little. Let’s be clear, sending something over email 
and asking for everyone’s feedback is only partial collaboration.  

Especially when dealing with creative (and in marketing that’s sort 
of our thing), meetings are critical. F2F dialogue (virtual too) is the 
only way to push and pull on ideas and each other to deliver your 
absolute best. 

 

• Have fun with it and go for it.  

• Keep brainstorming sessions limited to an hour. 

• Make sure each idea has some pushback. 

• Encourage shoutouts during meetings and via email 

• Share what’s working and explore what isn’t. 

• Incorporate sharable success into upcoming content. 

 

 

 

 

 

 

 

 

 

 

 

Communication is not 

about saying what we 

think. 

Communication is 

ensuring others hear 

what we mean. 

     

    Simon Sinek 
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BUILDING BONDS & TRUST | 20 of 20 

        
 

 

 

 

 

 

 

 

PEOPLE WITH THIS COMPETENCE 
 

✓ Cultivate and maintain extensive networks 
to exchange ideas and rally support 

✓ Seek out relationships that are mutually 
beneficial 

✓ Build rapport and keep others in the loop 
✓ Make and maintain personal friendships 

among work associates and community 
✓ Respect and earn the trust of people 

Appreciate individual differences in 
perspective and background 

✓ Know who to contact to get answers or get 
things done 

✓ Share information, including about themselves 
(appropriate self-disclosure) 

✓ Are willing to be influenced; are able to change 
their minds as a result of talking with others 

✓ Treat people fairly, consistently and with 
respect 

✓ Genuinely care about others 
✓ Maintain high standards of personal integrity 
✓ Behave in accordance with their expressed 

beliefs, values and commitments 
✓ Deliver on their promises and commitments 
 
MARKETERS WITH THIS COMPETENCE 
 

✓ Get to know their team and all 
constituencies 

✓ Communicate frequently and openly 
✓ Celebrate different perspectives and 

individuality 
✓ Are honest, trustworthy, and resilient 
✓ Are open to personal conversation when 

appropriate 
✓ Ask questions and want to hear what others 

think 
✓ Prioritize fairness and respect 
✓ Follow through and fulfill promises 
✓ Communicate in accordance with established 

norms and expectations 

PEOPLE WITHOUT THIS 
COMPETENCE 
 

✓ Have difficulty relating to higher 
management, direct reports, peers, 
colleagues, and community 

✓ Fail to recognize or respond to the 
needs and concerns of others 

✓ Easily let go or sever relationships under 
difficult or heated circumstances 

✓ View others as competitors and 
struggle to be collaborative 

✓ Are ineffective in getting answers or 
projects / tasks completed because 
there are limited people within the 
organization to whom they can turn 

✓ Are unable to establish open, candid, 
trusting relationships 

✓ Have developed a reputation for lacking 
integrity 

✓ Make promises they are not able or do 
not intend to keep 

✓ Behave erratically and treat people 
poorly 

✓ Undermine others for their own gain 
 

 
MARKETERS WITHOUT THIS 
COMPETENCE 
 

✓ Mostly concerned about getting 
information out rather than getting to 
know constituencies 

✓ Fail to work through or help others 
navigate challenges and tough times 

✓ Avoid considering or incorporating 
other perspectives  

✓ Avoid personal conversations  
✓ Lack consistency in their behaviors and 

beliefs 
✓ Throw others under the bus  
✓ Lack consistency in communication 

and connecting content to mission and 
purpose 

✓ Do not practice what they preach 

WHAT 
 

Learn how to nurture a 
growing network that can 
grow into trusting 
relationships. 

HOW 
 

• Relationship mapping 
• Expanding influence 
• Journey mapping 

WHY 
 

Loyalty only occurs after 
you’ve established bonds 
and trust.  
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It takes a long time to build trust, and only an instant to destroy it. All of the following must be 
practiced on a regular, consistent basis if you wish to build trust: 

 Build personal relationships with others through listening carefully to what’s on their minds 
and in their hearts 

 Always deliver on your commitments, don’t make a habit of canceling 
 Be accessible 
 Never knowingly mislead or lie 
 Consciously articulate and demonstrate your leadership values, principles and ethic in the 

actions you take and the decisions you make 
 Admit your mistakes or your part in them 
 Protect the interests of those who are not present and those with less power than you 
 Analyze how your relationships with others impact your success 
 Ask for feedback on what blocks or hinders your effectiveness at building relationships 
 Meet informally with others as an opportunity to learn more about them and how you 

might help them 
 Look for ways to help others or improve their lives 
 Ask for their assistance or counsel when you need advice or support 
 Notice when you’re too task-focused and detail-oriented and focus on people as well 
 Attend activities to interact with others  
 Develop relationships in your industry and community by attending conferences and 

networking events 
 

 

BUILDING BONDS EXERCISES 
 

RELATIONSHIP MAPPING 

Use this method to analyze your relationships in the workplace to identify areas of opportunity and 
develop a plan for further building your network and building bonds.  
 

Step 1 Identify those individuals within your circle of influence. Expand the table as needed to 
accommodate the number of individuals in your circle. 

 
Step 2 

Assess their level of influence within the organization from highest to lowest (use 1 as lowest and then 
increase the number to accommodate the number of individuals identified in Step 1.) 

 
 
 

Step 3 

Identify the opinion of relationship: 

 Strong supporter 

 Supporter 

 Neutral 

 Views me as adding limited value 

 Openly hostile 
 
 
 

Step 4 

 Evaluate the strength of the relationship: 

 Strong long-standing relationship 

 Strong working relationship 

 Average working relationship 

 Developing relationship 

 Weak/strained relationship; communication difficult 

 
 
 

DEVELOPMENT TIPS 
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Use the following table to capture your current relationships. 
  

Name and Title 
 

Level of Influence 
Opinion of 

Relationship 
Strength of 

Relationship 
1.     

2.     

3.     

4.     

5.     

6.     

7.     

8.     

9.     

10.     

11.     

12.     

13.     

14.     

15.     

16.     

17     

 
 
Use these symbols to map your personal work relationships. 
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Example 

 
 
Now, create a second map repurposed for your external network - development, marketing 
communications groups. 
 
With your relationships mapped, you can now focus on relationship building.  

✓ Identify who you would like to add to your map, when, why and how.  
✓ Use existing relationships for introductions to individuals you feel might be beneficial in 

your network.  
✓ Consider which individuals would be the most beneficial to you and your goals. LinkedIn 

can be a great tool in expanding your connection and help you to build bonds.  
✓ Remember: building bonds is reciprocal. Think about how you can support others and 

what you can offer them to nurture their relationships.  
 
 

 

 

 

 

 

 

 

 

1. Talk straight and keep their word 

2. Deliver results 

3. Make and keep commitments 

4. Listen and understand first 

5. Demonstrate concern, respect and caring 

6. Create transparency through being open and authentic 

7. Make it right when they’re wrong 

8. Demonstrate loyalty to the absent 

9. Continuously improve and seek out feedback 

10. Tackle issues head-on 

11. Clarify and renegotiate expectations 

12. Create and expect accountability 

13. Extend trust to others 

High Trust Leaders >> 
Source: Stephen M.R. Coveys  
The Speed of Trust  
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EXPANDING MY CIRCLE OF INFLUENCE 

Use the table to plan how you will continue to build relationships and bonds. When listing 
personal working relationships put SELF in the Group column. 
 
 Name//Title 

Company 
 

Group  Level of 
Influence 

Opinion of 
Relationship 

Strength of 
Relationship 

1.      

2.      

3.      

4.      

5.      

6.      

7.      

8.      

9.      

10.      

11.      

12.      

13.      

14.      

15.      

16.      

17.      

18.      

19.      

20.      

21.      

22.      
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JOURNEY MAPPING 

Since you’ve got some mapping 
momentum, there’s one last 
organizational exercise.to help you 
evaluate each of your audiences’ 
touchpoints.  There are many 
reasons to do it. 
 
 

Example: 

 

 

IMPLEMENTATION 

Organize a list of all assets detailing the touchpoint and everything that needs to be addressed. A 
touchpoint is an interaction with your brand. It’s your website, social, email, in-person, etc. If you 
want to be extra efficient, build this out with links to creative and references. I personally love a 
good MASTER file – the keeper of all-things – with timelines, dropdowns and color-coding — but 
you do you.  

 

 
 
 
 
 
 
 
 
 
 
 
 
 

Find gaps in 

communication 

List assets 

needing 

updating/fixing 

Gain 

confidence 

and results 

Deepen 

attraction and 

retention 

To truly evolve your marketing, you must make protecting 

the brand and alignment top priority. Reference 

your Brand Guide frequently to ensure you’re clearly and 

consistently telling your story in a meaningful way.   
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Basic Example 
 
Touchpoint  Asset Name  Task (new to 

be developed vs. 
update existing) 

Details Link 
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TRUST MAKERS & BREAKERS CHECKLIST 

Trust means that others have the confidence that you are consistent in your words and 
actions, have the best interest of others, demonstrate respect and value for other’s talents, 
skills, and experience, and that you add value in relationships.  
 
Carefully crafted annual surveys are a are a great way to keep a gauge on trust and loyalty.  
 

 
 

 

 

Trust Makers 

 
 

 

 

Trust Breakers 

Learn about people’s personal and 
professional lives, interests, and 
aspirations. 

Fail to deliver on commitments. 

Share your personal and professional 
information about your life, interests and 
aspirations. 

Withhold information. 

Ask about others’ feelings and thoughts 
regarding a particular situation. 

Look out for one’s own best interests over 
the interests of others. 

Share your feelings and thoughts 
regarding a particular situation. 

Betray a confidence. 

Ask the rationale for actions and 
decisions. 

Take credit for others’ work. 

Share your rationale for actions and 
decisions. 

Blame others for mistakes. 

Ask others for their thought process. Jump to conclusions without checking 
facts. 

Share your thought process. Knowingly mislead or lie to protect yourself. 

Check for understanding. Say one thing and do another. 

Express appreciation for others. Constantly double check the work of 
others. 
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BUILDING TRUST SURVEY 
 

Trust means that others have the confidence that you are consistent in your words and actions, 
have the best interest of others, demonstrate respect and value for other’s talents, skills, and 
experience, and that you add value in relationships. The following survey will help you assess 
your ability to build trust. 
 

Read each statement and determine how frequently you perform the actions or demonstrate the 
behaviors that will instill confidence and trust in you. On a scale of 1 to 5 (always to never) rate 
your actions and behavior. 
 
Self 
 

 

Action/Behavior 1 
Always 

2 
Almost 
Always 

3 
Occasion 

ally 

4 
Almost 
Never 

5 
Never 

1.  I share my thoughts, feelings and decision-making rationale.      
2.  I am able to establish trusting relationships.      
3.  I am open to others’ ideas and willing to be influenced by others.      
4.  I treat people with respect.      
5.  I am able to influence others as a result of talking with them.      
6.  I have developed a reputation for integrity.      
7.  I treat people fairly.      
8.  I say what I believe rather than what I think people want to hear.      
9.  I strive to behave consistently with my expressed beliefs and 
values. 

     

10. I practice what I preach.      
11. I focus on solving problems rather than blaming others.      
12. I admit my own mistakes.      
13. I deliver on promises and commitments.      
14. I ask others for their opinions.      
15. I listen to people’s thoughts, feelings, and 
concerns. 

     
16. I solicit feedback about my performance.      
17. I acknowledge the contributions of others.      
18. When there is a problem, I work directly with the 
individuals involved to resolve it. 

     
19. I treat people consistently.      
20. I follow through on the things I commit to do.      

                                        Total Score  _______ 

Building Trust Scoring 

1 – 20 Your ability to build trust is high. 

21 – 40 Your ability to build trust is moderately high. 

41 – 60 Your ability to build trust is moderate. 

61 – 80 Your ability to build trust has room for improvement. 

81 –100 Your ability to build trust needs improvement. 
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Organizational 
 

 

Action/Behavior 1 
Always 

2 
Almost 
Always 

3 
Occasionally 

4 
Almost 
Never 

5 
Never 

1.  We share my thoughts, feelings and decision-making rationale.      
2. We are able to establish trusting relationships.      
3  We are open to others’ ideas and willing to be influenced by 
others. 

     
4. We treat people with respect.      
5.  We are able to influence others as a result of talking with them.      
6.  We have developed a reputation for integrity.      
7.  We treat people fairly.      
8.  We say what I believe.      
9.  We strive to behave consistently with my expressed beliefs and 
values. 

     

10. We practice what we preach.      
11. We focus on solving problems rather than blaming others.      
12. We admit our mistakes.      
13. We deliver on promises and commitments.      
14. We ask others for their opinions.      
15. We listen to people’s thoughts, feelings, and concerns.      
16. We solicit feedback about our performance.      
17. We acknowledge the contributions of others.      
18. When there is a problem, we accept accountability and work 
directly with the individuals involved to resolve it. 

     

19. We treat people consistently.      
20. We follow through on the things we commit to do.      

                                        Total Score  _______ 

Building Trust Scoring 

1 – 20 Your ability to build trust is high. 

21 – 40 Your ability to build trust is moderately high. 

41 – 60 Your ability to build trust is moderate. 

61 – 80 Your ability to build trust has room for improvement. 

81 – 100 Your ability to build trust needs improvement. 

 

 

 

 

 

 

 

 

 

Congrats! 

You finished your course exercises.   

What’s next? 
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STRATEGIZE 
LEVEL SET 
During the course, if you developed a Strategic Marketing Plan, assess major adjustments in 
your process, and begin delegating and scheduling implementation.  

If you didn’t develop a Strategic Marketing Plan during the course, identify the action items 
you’re wanting to incorporate. Assess any adjustments to your current process, and schedule 
implementation. 

Either way, hold a separate hourly meeting to check status, collaborate and troubleshoot 
throughout the process.  
 

REMINDERS 
Until practices become a habit, do yourself a favor and set up mechanisms to nudge you in the 
right direction. These can be calendar reminders, management system notifications, marketing 
calendar, budget calendar, etc. Use whatever tools you need to stay on track. 
 

CHECKLISTS 
Several checklists are included in the exercises while others can be found in the Resource 
Library. Especially when incorporating or changing a process, use a simple checklist until you no 
longer need to reference it. Feel free to also create your own checklists as well.  
 

TRACKING 
Assign tracking mechanisms to your marketing initiatives to monitor performance. Examples of 
these are Google Analytics (website), email reports, management system and time reports, 
Hootsuite/Spout or other social reporting, unique URL’s, submission forms, etc.  
 

MANAGE EXPECTATIONS 
NOTICE WHAT’S WORKING 
Some areas will be easier or faster to develop than others. Keep track of the positive changes 
you notice. Setup tracking mechanisms to monitor lift and report performance on a monthly or 
quarterly basis. See if you can gain more traction through data insights. 
 

NOTICE WHAT’S NOT WORKING 
In areas that are more dynamic, try to be patient. It’s easy to start tweaking things before they 
have a chance to develop. Especially when adding or changing marketing components, allow 2-
3 months then make data-driven decisions. 
 

ADAPTIVE LEARNING 
Only with data can you actually peer into how your individual initiatives and overall marketing is 
performing. Remind yourself and others that you can only do your best with the data, tools and 
knowledge you have at the time – and that will ebb and flow throughout the year.  

Incorporating SEIM™      

Into Your Workplace 


