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IMPORTANT
To begin — Please save this workbook
to your desktop or in another location.
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How to Use This Interactive Workbook

How can you get the most out of this interactive workbook? Research has shown that the more ways
you interact with learning material, the deeper your learning will be.

Nightingale-Conant has created a cutting-edge learning system that involves listening to the audio,
reading the ideas in the workbook, and writing your ideas and thoughts down.

In fact, this workbook is designed so that you can fill in your answers right inside this document.
By the end, you’ll have your own personal success system.

For each session, we recommend the following:

� Preview the section of the workbook that corresponds with the audio session, paying
particular attention to the exercises.

� Listen to the audio session at least once.
� Complete the exercises right in this workbook.

In addition to the exercises and questions, we’ve created two exciting elements to this program. The
first is called Undercover Agent, where you’ll experiment with some of the techniques you learn and
see what effect it has.

Also, there is a section after each session called Field Observation, which is an exercise for you that
takes place out in the world, where you can apply the techniques you’ve learned in the program.

Don’t just listen to this program — devour it! Strategies don’t work unless you use them. Test and
use the strategies that make sense to you, consistently, over time — until they become habits. Listen
to the program more than once. Listen for the key ideas that you can use to impact your attitudes,
actions, and results. True change takes focus and repetition.

Let’s get started!
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Nonverbal communication is anything
that communicates that is not a word.

CD1 – The Four Ways to Influence

Because your behavior so powerfully influences others, you need to think first and foremost about
everything that you do each day. In the following spaces, describe your current use of nonverbal
behavior.

Are you an “on time” person or are you more flexible in your use of time?

Do you consciously think about how you look or present yourself? What about outside of work?

What is your handshake like? Have you practiced your handshake to convey a specific image?

What kind of clothing do you wear? Do you think of what your clothing looks like when you’re not
at work?

How would you describe how your nonverbal communication affects and influences other people?
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Comfort/Discomfort

We are constantly transmitting to each other information about comfort and discomfort. Now this
is important because one of the keys that unleash this hidden power that we all have is the ability
to observe.

In the following graphic, which face looks the least comfortable to you? Which face looks more
honest?

The face with the fuller lips is the most comfortable.
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In these photos, the hands are projecting low confidence or discomfort.

By focusing on comfort and discomfort we begin to sense the world around us in a different way.
We become more sensitive.
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Your product may have a shelf life,
but psychological comfort does not.
Psychological comfort is something

that will stay with you and will stay with
other people for a very long time.

It never has a shelf life.



The Four Ways to Influence

1. From a Distance

Because we’re constantly observing each other, things such as grooming, posture, dress, attitude,
manners, diplomacy, and how you skillfully handle things suddenly become very important. There
is nothing about our behavior or our presence or our presentation that we can take for granted. The
minute we come into contact with other people we have to remind ourselves that they are looking at
us for information. They are assessing us. They’re looking for clues to what kind of person we are.
This is your “curbside appeal.”

What is your curbside appeal? What does your image say about what it’s like to interact with you?

Undercover Agent Exercise

Experiment with some new things to enhance your curbside appeal. Maybe change your manner of
dress. Be more friendly and engaging to strangers you meet at the mall or your local coffee place.
What can you do differently? Experiment with some new things and see how people react differently
to you. What does this do to their level of comfort or discomfort? Write your observations here:

YOUR HIDDEN POWER J O E N A V A R R O
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How you’re perceived will determine
how people will deal with you.



2. Touch

The second opportunity to influence others is when we first touch each other. In many situations, this
is the handshake. Here are some considerations when it comes to shaking hands.

Strength: A firm handshake is a sign of dominance and aggression. A flaccid handshake is an
indication of shyness. Women who have a strong handshake are indicating that they are open to new
experiences. The same correlation isn’t true for men. Superiors tend to have firmer handshakes than
their subordinates, and friends exert equal pressure when shaking hands.

Duration: A quick handshake indicates a lack of interest or enthusiasm. A slightly longer than normal
handshake is a sign of dominance.

The best suggestion is to always shake the hand with the same amount of pressure as the person with
whom you’re shaking hands. And in some cultures that’s going to be very light. Other cultures have
very strong, very vigorous handshakes. And yet in other parts there may not be any handshakes at all
but rather a touch on the elbow, or something along those lines. Other countries will actually
embrace instead of give handshakes.

Undercover Agent Exercise

Test these theories out on your friends and co-workers. Vary your handshake and see what the reac-
tion is. See what happens when you shake for longer or shorter than normal. Vary the strength of
your handshake or play with eye contact. Go in for a hug instead of a handshake. Experiment to see
what the different reactions are to your different touches. Write your observations here:

YOUR HIDDEN POWER J O E N A V A R R O
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3. Transmit information

The third opportunity we have to influence others is by the way we transmit information. And if you
remember that, then you won’t leave anything to chance; you’ll actually think about what you have
to do to prepare — whether it’s the receptionist, whether it’s something that’s going on in the parking
lot or in the elevator or in the hallway — so that these become opportunities to communicate to
others something powerful, something positive about yourself.

Similarly, we can influence others by thinking about how they like to receive information. Do they
want concise, bullet-pointed information, or do they want the whole background as well?

Undercover Agent Exercise

For the next 24 hours, test this theory out. Practice mirroring the communication styles of some
people and see if they feel more psychologically comfortable with you. With others, use the opposite
style and see what happens. Write your observations here:

YOUR HIDDEN POWER J O E N A V A R R O
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4. Terminate and Leave

The fourth way we can influence others is by how we terminate the interaction and leave. We should
leave each meeting in anticipation of the next meeting. Even if you know this is only going to be a
one-time meeting, always think about the possibility that there may be more meetings.

Think about your last meeting with your boss. How did you terminate and leave that meeting?

Your spouse? How was your last meeting with your spouse left?

What was the last thing you said to your children? What was your attitude?

The last time you went for fast food or coffee, how did you terminate that interaction and leave?
What was your departing attitude?

The minute you begin to change your attitude two things, two powerful things, will happen. You
yourself will begin to change and how other people treat you will begin to change. And when you
have a positive attitude, you yourself will become more confident. And others will sense that
confidence, and you will feel that they sense that confidence, and they will want to associate with
you because we love people, we literally love people who have these positive attitudes.

YOUR HIDDEN POWER J O E N A V A R R O
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Field Observation Exercise One

In your first Field Observation Exercise, take a look at a prominent figure. It could be a politician
or an athlete or a business leader. Observe the behaviors that are associated with comfort and
confidence. What are the ways that this person nonverbally communicates success, comfort, and
confidence? What is the person’s curbside appeal? Write your observations here:

YOUR HIDDEN POWER J O E N A V A R R O
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CD2 – The Four Imperatives®

The Four Imperatives

The Four Imperatives assure us that success in life is influenced by: the ability to observe and
communicate effectively with others both verbally and nonverbally; the ability to create psychological
comfort for others; and the willingness to move to action, which lets others know that we get it and
that we care.

YOUR HIDDEN POWER J O E N A V A R R O
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Things That Affect Observation and Communication

Age and experience, exposure and knowledge, travel, culture, and ethnicity all affect how we
communicate and how we observe. Someone who grows up on an island sees things differently than
someone who grows up in a landlocked area. Mythologies — those things that we have been taught
that have been handed down from one generation to another — affect how we observe the world and
how we communicate with others. Dogmatic beliefs, time, how long we are exposed to things affect
how we observe those things, how we interpret them, and then later how we communicate about
them.

How have your history and experiences shaped your observations and experiences?

How has your family background influenced how you view the world?

Undercover Agent Exercise

For the next week, be more visible as a means of communicating that you care. What are some
things you can do to show that you care about people? It might be a smile, a wave, a nod, or a
thumbs-up sign. Walk around the office and be more accessible. “Hey, Mary, how was your
weekend?” “Good to see you, Mel!” Write down your observations here:

YOUR HIDDEN POWER J O E N A V A R R O
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Psychological Comfort

The ability to create psychological comfort is about meeting or exceeding the needs, desires,
preferences, aspirations, or intentions of others. When we don’t have psychological comfort, we
don’t thrive. When we don’t have it, we don’t succeed. When we don’t have it, we can’t achieve
because we’re being derailed by emotions. We’re being derailed by other thoughts. We can’t be
focused when there’s a lack of psychological comfort.

When you create psychological comfort for others, they will want to spend more time with you.
They will want to come back and do business with you. They will want to associate with you. They
will want to lend you the money because they feel comfortable in doing that. Psychological comfort
we now know is at the base, the root and foundation, of achieving greatness because it makes people
feel good to be around those who give it to them. Receiving it rewards others in a very deep and
profound way, and giving it allows us to think clearly.

FourWays to Create Psychological Comfort

1. Offer yourself to others.
2. Consider how you communicate with others privately versus publicly.
3. Ask yourself what the other person needs.
4. Find out what the other person wants to accomplish.

There is no hard-set way of achieving psychological comfort for others because it is derived by
personal circumstance and need, as well as desires. But if we are observant and we communicate
effectively, we can discern what those needs and desires are for other people and then we can
achieve it for them.

What are some ways that you can create psychological comfort for others at work?

At home?

YOUR HIDDEN POWER J O E N A V A R R O
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Socially?

Movement to Action

Movement to action doesn’t mean just recognizing that something is an issue or something is
needed. Movement to action means I am going to do something — whatever it is that you, at the
moment, need that will fulfill your needs, desires, or aspirations, right now. It means acting on
someone’s behalf without delay; it means we care.

Undercover Agent Exercise

Test out the Movement to Action theory at work and at home. Physically do something that is a
movement to action at work, and again at home. Get up and walk to the other person. Hand your
colleague that file. Walk a customer over to the aisle the customer needs. Get up and give your
spouse the remote. Try this and note how people react to you.

YOUR HIDDEN POWER J O E N A V A R R O
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Speed is the new need.
When all things are equal,

it’s the need for having things
right now, not three days from now,

not two days from now,
this very minute.



Because communications are so immediate now — Facebook, Twitter, emails, texting, and so forth,
businesses have to be aware that at any moment customers are going to be remarking, in real-time,
what’s happening in their lives, what’s happening in their store, what’s happening in their waiting
room. When all else is equal, it is the The Four Imperatives Model that, through observation,
communication, psychological comfort, and movement to action, which will differentiate you from
others. When you practice what the Four Imperatives teach us, you will stand out above all others.

The Beauty Dividend Is the Attitude Dividend

Which woman would you give a bigger raise to?

Is it because one of the women is more attractive than the other? The research does show us
that businesses reward people who are attractive. But while the research on the beauty dividend is
important and it is instructive, we also know that attitude is even more important in business success,
that it doesn’t really matter what you look like. It doesn’t matter how tall you are or how short or
how much weight you have. That what really matters is your attitude. That people are positively
influenced by positive attitudes.

YOUR HIDDEN POWER J O E N A V A R R O
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Who will be more successful in business?

Which woman seems to have a better attitude? It’s not about looks — that is superficial; in the end,
the greatest attribute you can possess is a great attitude.

The Comfort Dividend

From the moment we’re born, we are receptive to anything that creates comfort for us. In the end,
it’s all down to psychological comfort. The temperature of the room that I’m in will either make
me comfortable or uncomfortable. If I’m comfortable, I’m going to be productive. If I’m
uncomfortable, psychologically my mind will be somewhere else. When I’m interacting with other
individuals, how they make me feel, if they contribute to my comfort, what we used to call rapport
building, is really nothing more than establishing comfort. When we have psychological comfort,
we have more effective communication. We have more meaningful communication. We have more
open communication. We actually get to transact with each other about how we really feel about
each other and how trustworthy we feel the other person is.

YOUR HIDDEN POWER J O E N A V A R R O
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Undercover Agent Exercise

As you go through your day, think about how you can champion comfort. How can you increase the
psychological comfort of every person you come in contact with? Write down your thoughts and
observations here:

By championing these Four Imperatives and by getting everyone who works with you to champion
these imperatives, to live by these imperatives, you’re going to ensure that you have great customer
service. You’re going to ensure that the customers’ needs, wants, and desires are your priority also.
You’re going to ensure that those whom you deal with feel and sense that they are a priority, and the
reward of the comfort dividend will be that they will want to spend time with you. That they will
come back, that they will tell other people, and that they will reward you financially.

YOUR HIDDEN POWER J O E N A V A R R O
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what we think, what we intend, and

what we desire. And we do it nonverbally.



Field Observation Exercise Two

In your second Field Observation Exercise, identify two businesses — one that makes you feel
psychologically comfortable and one that does not. Go into each business and identify what the
people are doing to make you feel comfortable or uncomfortable. Write your observations here:

YOUR HIDDEN POWER J O E N A V A R R O
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CD3 – Mirroring and Matching Your Nonverbal Intelligence

Mirroring

Mirroring means to position your body in the same way as the other person’s and to incorporate key
words and phrases that the other person has used in order to show empathy.

Undercover Agent Mirroring Exercise 1

The next time you see someone who is truly upset, physically acknowledge the person’s emotional
state. Go up to the person and sit or stand next to him or her, facing the same way that he or she is
facing. Lean into the person a bit and verbally acknowledge his or her feelings. Then, lean back or
take a step back and turn slightly at an angle. See if this defuses the person’s emotional state, and
write down your observations here:

YOUR HIDDEN POWER J O E N A V A R R O
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Undercover Agent Mirroring Exercise 2

Practice nonverbal mirroring as the woman is doing in this image:

Notice that the legs, hands, facial expressions are mirrored. Then, practice doing the opposite, as the
woman is doing in this image:

YOUR HIDDEN POWER J O E N A V A R R O
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What does the other person do when you mirror versus when you do not? Write down your
observations here:

Dissonance of Priorities

Dissonance of priorities merely says this: What’s important to you now, what is foremost in your
head, you want to get out there first. But what is another person’s priority may not be the same thing
that is a priority for you or is in the forefront of your mind at the moment. And so this dissonance of
priority affects how we communicate, how we talk to each other, and what we’re going to talk about.

Scenario: Dan’s Patio

Dan is planning on putting a new patio in his home, so he arranges for three contractors to come
out and give him an estimate. Dan isn’t sure what materials he wants to use, and so he chooses
companies that specialize in three different materials.

Steve, the first person to come out, shakes Dan’s hand firmly and leads him to the area where the
patio will be. He opens his case of samples and starts explaining the pricing on the different styles
of simulated wood. Dan’s priority, though, is different from Steve’s. Dan isn’t interested in making
a decision on pricing yet; he wants to know the benefits and features of the material. They have a
dissonance of priorities.

YOUR HIDDEN POWER J O E N A V A R R O
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Melinda, the second person to come out, gives Dan a tepid handshake and doesn’t say much more.
Melinda asks if she can measure the area, and then says that she’ll need to put the measurements into
her 3D modeling program to give him an accurate layout and design. Melinda begins to talk about
how her company has more insurance than her competitors. Again, Dan’s priority is not to get a 3D
design model or talk about insurance. He wants to make a decision on the materials first.

Fred is the final contractor to come out. He shakes Dan’s hand with the same intensity that Dan
uses. He mirrors Dan’s posture and uses his power of observation to mirror Dan’s language. “So
I understand you’d like an estimate and want to know the benefits and features of the different
materials we use.” By using mirroring, Fred is able to make Dan feel that he understands his needs,
and their communication goes much more smoothly. Fred says, “Show me where you want the patio
to end,” and he and Dan walk the perimeter of the area together. In the end, Fred gets the project.

How did Fred use the Four Imperatives to close the sale?

Observation:

Communication:

Psychological Comfort:

Move to Action:

YOUR HIDDEN POWER J O E N A V A R R O
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Two Basic Personality Types: Dynamic versus Procedural

There are two basic personality types that are determined by how someone prefers to process
information. The Dynamic type doesn’t want a lot of detail, just the bottom line. A Procedural type
wants more details and information.

Undercover Agent Exercise

The next time you’re with another individual, in a personal or a business setting, but especially in a
business setting, take a look at how the other person likes to process information. Take a look at his
or her personality type. Mirror that behavior. Make a note of your observations here:

YOUR HIDDEN POWER J O E N A V A R R O
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but focus on the client.



Emotions in Business

Our brains are hard-wired to focus on emotions before logic. Emotions are a powerful method for
our brains to communicate information in a rapid manner.

Business people, especially HR personnel, must deal with emotions first because emotions are
the primary focus. If you want to establish empathetic channels, you have to rise to that. It’s not
lowering yourself; it’s rising to it. Because emotions are primary, it is a requirement of our brains
that we deal with emotions first and foremost, and we deal with logical things secondarily.

Field Observation Exercise Three

For your third Field Observation exercise, see if you can identify a toxic individual in the workplace.
It might be your own workplace, or it could be a business you patronize. What are the nonverbal
cues that you observe that indicate that this person might be toxic to the workplace?

YOUR HIDDEN POWER J O E N A V A R R O
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CD4 – Understanding Nonverbals in Different Cultures

If you’re in business, you’re going to have to adapt to cultural differences because truly to fit in, to
mirror other people, to create psychological comfort, you’re going to have to bend and yield a little
bit. You’re going to have to be sensitive to and receptive to other cultures.

Undercover Agent Exercise 1

What are the cultural differences in your workplace? Think beyond the traditional race and
background cultures. Are there differences between labor and management? Sales and engineering?
What is the level of psychological comfort between these groups? Write down your observations
here:

YOUR HIDDEN POWER J O E N A V A R R O
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Bodies Talk

In all cultures, nonverbal communications and body language are the primary means of
communication.

Cultural Influences:

� Proxemics — how we use space
� How we touch (haptics)
� Our priorities: family versus business
� Decision making: group versus individual
� Meetings: who talks, structure, length of the meeting, what you’re allowed

to talk about or not
� What will be revealed: honesty, quantity of information
� Clothing
� Greetings
� Chronicity/Timeliness — how we use time
� How and when we gesture
� Thinking: linear versus nonlinear
� Whether we prefer independence or order and harmony
� Acceptability of subject matter for conversation: death, religion, history, problems

Undercover Agent Exercise 2

In your workplace, identify two different groups who get along well. How do they use the Four Im-
peratives and mirroring to create psychological comfort? Write your observations here:

YOUR HIDDEN POWER J O E N A V A R R O
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Next, identify two groups who don’t get along. Which of the Cultural Influences from the list above
are the areas of conflict? Write your observations here:

When in Rome, Do as the Romans Do

There’s no way you can become an expert of the 3,000 or so recognized cultures that are out there.
There may be more. But the best way is to be sensitive to them, to observe them, to try to mirror
how they communicate, to rise to the occasion, move to action so that you are in tempo with them,
that you’re mirroring them. And once again you can establish psychological comfort, which will just
absolutely assist you in conducting business in varied cultures. Part of understanding cultures is also
respecting others and respecting boundaries. Knowing what things you can talk about and what
things you can’t.

YOUR HIDDEN POWER J O E N A V A R R O
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Don’t pretend that you know all the answers.
And even if you know the answers, it’s so

refreshing when somebody asks us for our opinion.
This opens up communications. Deal with issues

in the manner that is most productive
for that culture, not what’s best for you.

Because every culture deals with problems,
issues, and tensions differently.



Field Observation Exercise Four

In your last Field Observation Exercise, you’re to observe different cultural norms. If you live in a
major metropolis, it will be easier. If you’re in a more rural, homogeneous community, you might
need to use television or the Internet to find differences.

Write down your observations about cultural norms in the following categories. Identify some
differences in nonverbal communication between these groups:

Ethnic/Racial Norms (e.g., Asians and Australians)

Gender Differences (men and women)

Corporate Culture (e.g., Whole Foods and Safeway)

YOUR HIDDEN POWER J O E N A V A R R O
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Political Groups (e.g., Democrats and Republicans)

Geography (e.g., East Coast and West Coast)

Income (e.g., millionaires and blue-collar workers)

Religious Groups (e.g., Muslims and Evangelical Christians)

YOUR HIDDEN POWER J O E N A V A R R O
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Use this area for notes and insights you might want to record.
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Use this area for notes and insights you might want to record.
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