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THE ART OF PEOPLE

‘An invaluable resource full of practical, manageable tips for anyone who deals with people. Which, of course, is all of us’ Gretchen Rubin, bestselling author of Happier at Home and Better Than Before

‘Strong people skills are how I built my business. I find it’s a common thread among all successful people, and no matter what level your people skills are at today, you will see a dramatic improvement after reading this book!’ Barbara Corcoran, star of ABC’s Shark Tank, entrepreneur and author of Shark Tales

‘Dave Kerpen has figured out the secrets of being absurdly likeable. Now that he is revealing his methods in a book, he’s even more so’ A. J. Jacobs, New York Times bestselling author of The Year of Living Biblically, My Life as an Experiment and The Know-It-All

‘Smart, funny and immediately usable. In our fast-paced world, we educate and train on technical skills, but neglect the greatest predictor of success: your ability to connect with and influence others. This is one of the few books that might actually get you a promotion – or a successful company of your own’ Shawn Achor, happiness researcher and New York Times bestselling author of The Happiness Advantage

‘The world of communication is rapidly shifting. To keep up, you could spend thousands of hours trying to figure out how to win fans and customers using the latest social networks, or you could buy this book, read Kerpen’s proven and practical advice, and begin seeing the success you want right away’ Chris Guillebeau, New York Times bestselling author of The Happiness of Pursuit and The $100 Startup

‘The Art of People hands you the tools you need to build meaningful relationships and transform your future’ Adam Braun, New York Times bestselling author of The Promise of a Pencil

‘Full of good, sound advice to keep in mind and utilize for better relationships’ Lori Greiner, bestselling author, inventor, entrepreneur and TV personality

‘The Art of People offers terrific tips on becoming a better listener, networker and communicator – the things to be if you want to get ahead and have the success you crave’ Kate White, former editor-in-chief of Cosmopolitan and author of I Shouldn’t Be Telling You This



Introduction

People Matter

I had just walked a red carpet behind American Idol sensations Clay Aiken and Ruben Studdard at VH1’s Big in 2003 Awards, yet I felt as unhappy and unsuccessful as I’d ever felt in my life. I was living in Los Angeles after a four-month appearance on the reality TV show Paradise Hotel, and on the surface you’d think I was doing great. I was smack dab in the middle of fifteen minutes of fame, having appeared on thirty-one episodes of a summer network hit, and I was getting paid appearance fees of $5,000 to $10,000 just to show up at malls, nightclubs, and bars. I was attending parties with the likes of Paris Hilton, Jessica Alba, and Kathy Griffin.

I was famous and was making money, but I was miserable. I felt empty and lonely and disconnected. Los Angeles, California, is a difficult town in which to feel genuinely connected to others, and I was struggling with loneliness and depression big-time. A lack of connection to people, in turns out, is very powerful in a bad way.

The moment after walking that red carpet was the wake-up call I needed, and so I made a decision to reconnect. I took my phone out of my pocket and called the one person I wanted to reconnect with more than anyone in the world. I dialed Carrie’s number and waited.

Two years earlier, I had met Carrie at the Radio Disney offices in Boston when she took a sales position working opposite my desk. I had been the number one salesperson in the county, until Carrie came along, that is. She dropped me to number two within three months, and we quickly became best friends even though we were rivals at work. In another three months, I had fallen madly in love with her.

There was one slight problem, however: Carrie was married at the time. What do you do when you find your soul mate and she’s not available? Well, Carrie moved to New York with her husband to focus on making her marriage work, and I did what anyone with unrequited love would do: I decided to go on a reality TV show to find another soul mate.

Yup, Fox’s Paradise Hotel. Filmed in a $30 million home in Acapulco, Mexico, the show featured eighteen sexy singles at a luxury resort trying to “hook up or check out.” And me.

Staying on the show had been a challenge for me, as I was very different from most of the model/actor cast members and they didn’t like me. Yet somehow, week after week, I was able to maneuver my way out of getting voted off during the weekly elimination ceremony, and thirty-one weeks in I was still standing. I had orchestrated my way to the top through careful favor currying and relationship building with both the players (the cast) and the game makers (the producers). I somehow had gotten even people who hated me to vote for me to stay on the show and the real influencers, the producers, to drive a story line that had me there week after week, the lone “nice guy” on the island of pretty boys and girls.

But I was still unhappy. I missed Carrie and felt empty in my work (or lack of work) both during and in the months after the show. When I dialed that number the night after walking the red carpet in Los Angeles, I was hoping to reconnect with the one person I had met who “got” people better than I did.

“Wow, hey, Dave,” Carrie replied. “Crazy to hear from you after a year of not talking and watching you on TV. What are you up to?”

“I’m hanging out with the stars of American Idol,” I said, secretly trying to maintain a semblance of pride. “And you?”

“I’m hanging out at home. Actually, I’m going through a divorce right now.”

“I’m so sorry to hear that, Carrie,” I said while doing a fist pump with the hand not holding the phone. “Actually, I have to be in New York to meet with my agent in two weeks,” I fibbed.

Two weeks later I was on a flight to New York. One month later I was dating Carrie, and two months later I was moving to New York for her.

Since that phone call I’ve been fortunate enough to enjoy eleven amazing years with Carrie by my side, blissful years that have brought me three terrific children, two very successful businesses, and two bestselling books. Although there have been obstacles, challenges, and downtimes, I’ve been both happier and more successful than in my wildest dreams thanks to Carrie and the many other people I’ve formed productive, fulfilling relationships with over the last ten years. Not only that, along the way I’ve learned something invaluable about life, about myself, and about human beings in general: You can’t achieve happiness or success in a vacuum; it all hinges on the bonds you build with the people around you.

In my first book, Likeable Social Media, I shared a blueprint for being a successful marketer navigating the fast-changing world of social media. In Likeable Business, I shared a blueprint for building a successful social business. Now it’s time to think bigger. It’s time to think about what it takes to be successful in getting everything you want out of your career and your life. I am writing this book to share this blueprint for success with you.

Talent. Luck. Hard work. Courage. Grit. Persistence. I could go on for hours about what others say it takes to be successful. But although these things aren’t unimportant, what it ultimately comes down to is people. How well do you understand people, how well can you communicate with people, and how well can you get people to do what you want them to do?

People matter. More than anything, in getting what you want in your job, career, and life, the relationships you have with other people, big and small, make all the difference between a dead-end career and an empty existence—like the one that was sucking the life out of me in Los Angeles—and the full life and thriving business I enjoy today.

This is the art of people.
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In my first two books, Likeable Social Media and Likeable Business, I wrote about how being “likeable” and what that stood for—listening, storytelling, and building relationships based on authenticity and transparency—is critical for success in online marketing (Likeable Social Media) and in business (Likeable Business). But building relationships and being likeable isn’t important just in social media or within a company; it’s important out in the wider world, as well. It’s important in every single interaction you have with every single one of the people you encounter, from the receptionist at your client’s office to your first date, from your boss at work to the influential woman on Twitter who can help you sell more of your product, from the venture capitalist who might invest in your start-up to the guy you went to high school with whom you see only on Facebook now.

This is the art of people.

Whether it’s online or offline, the interactions and relationships with the people around you, who these people are, and what they are willing to do for you will determine how successful you will be. Have empty, weak relationships with the people around you and every challenge you face and every obstacle you encounter will feel like trying to push a boulder up a hill on your own. Cultivate authentic, mutually beneficial relationships built on trust, respect, and cooperation and getting the boulder up that hill will feel a lot easier thanks to the team of people pushing behind you. This book will help you with those interactions and relationships because it describes the eleven essential people skills that, when mastered, will help you get more of what you want in any situation.

This is the art of people.

Many of the tools, tricks, and tips contained in this book may surprise you. They certainly often go against typical business and success wisdom. But then, if typical business and success wisdom worked, everyone would be wildly successful, no? The truth is that even if that traditional wisdom once worked, the times have changed. You may think the hard-driving, take-no-prisoners self-promoter is the person who ends up on top, but today it is actually the person with the best people skills who gets everything she wants at home, at work, and in life.

This is the art of people.

Today, people skills are more important than ever; they are the key to getting what you want both at work and outside it. We are constantly connected to one another: Facebook, Twitter, LinkedIn, and other social media have become the primary way we communicate with others. Plus, in today’s world there is so much noise, we are trusting personal referrals more than ever; we have a short attention span, and so we are listening to the people who “get us” and whom we trust. As a result, the key to wielding influence and getting what we want is to be the person others like, respect, and trust.

This book is going to discuss the eleven people skills I have learned that will change your life at home and at work. Within the description of each major skill, I’ll share stories from my life as well as the lives of some of the most successful and influential people in the world to help illustrate my points. We’ll begin with a self-assessment available in the appendix, and another available online at ArtofPeopleBook.com. Along the way, we’ll learn the eleven key people skills through fifty-three bite-size lessons you can put into practice right now.

A lot of business books are filled with theory, but readers walk away from them wondering what to actually do. This isn’t one of those books. Every chapter will close with a set of First Action Steps to Take (FAST). You’ll walk away with dozens of practical ideas about how to communicate better with people and get what you want at work and at home.

Before we start, I urge you to take the assessment in Appendix A. It’s a take on the Enneagram: a centuries-old personality test to help you understand what values you’re most driven by and how others can best communicate with you. This won’t change with time, but you should take this quiz so that you’ll learn more about how to connect better with others and in turn get others to respect and like you.

One of my core values is responsiveness, and so even though a book is a static, one-way communication channel, if you have comments or questions along the way, I want you to contact me. If you want to scream in anger or applaud with excitement, are baffled by an assertion, or simply want to experience this book by having a conversation with its author, please don’t hesitate to contact me. The best way is through Twitter (@DaveKerpen), followed by LinkedIn (DaveLinkedIn.com), but if you want to go old school, you can email me at dave@likeable.com; either way, I promise to get back to you as quickly as I possibly can.

This is the art of people. Let’s get started!




[image: image]



1

Myers-Briggs Means Nothing; This Means Everything

Ugh, I thought. Another touchy-feely personality activity.

I was on a retreat at the Canyon Ranch resort in Miami with fellow forum members from the Entrepreneurs’ Organization, a global network of CEOs that includes some of my best friends in the world. Normally, I’d be having the time of my life at such a retreat, but for me, a Type A personality who’s always on the move and never likes to stop, at this time in this particular location I was struggling to stay engaged. Relax is not a word I’d ever liked, and after two rounds of yoga and meditation, the last thing I wanted to do was sit through four hours of a personality assessment I had never heard of.

But I braced myself and forced myself to keep an open mind and a positive attitude about the experience. I’m glad I did, because the four hours that followed changed my life and the way I communicate with others and understand myself forever.

“This is the Enneagram,” our psychologist instructor, Brad Kerschensteiner, informed the eight of us. “While much less famous than the Myers-Briggs or DISC assessment, it’s actually far more reliable than those two or any other personality assessment for that matter, and its wisdom has been used and passed on over centuries.”

Now I was intrigued and paying attention. Over the four hours that followed, I picked up a wealth of information about myself and how people can best communicate with me. Moreover, I learned about the nine major motivators for people and how we can best communicate with all people on the basis of their Enneagram types, 1 through 9. As Brad assessed all eight of us and talked to us about our Enneagram types and the communication implications for each one, I was blown away by how accurate it all was. It was like he was reading my mind!
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In the year that followed, I became increasingly fluent with the Enneagram and its power in helping us understand ourselves as well as others. I administered the Enneagram to my management team, then to my whole staff, and then to my wife’s company’s whole team as well. I read whole books on the subject. I became totally engrossed with the value of the Enneagram for self-awareness. I also realized the following:

Self-awareness is the fundamental building block of the art of people. You can’t understand and influence others until you fully understand yourself at a deep level.

Of course, like any personality assessment, the Enneagram isn’t perfect. Any system that classifies people into only nine categories obviously has its limitations. Yet research has shown time and time again that the Myers-Briggs assessment, the most popular personality assessment, is highly flawed and unreliable over time. Take it twice and you’ll probably get a different result than you got six months earlier. The results of the Enneagram, in contrast, don’t change over time; they give you a sense of what motivates you most, what to look out for as potential detractors, and how people can best communicate with you, and those things are remarkably stable over time.

Before you read any further, turn to Appendix A and take the Enneagram assessment cowritten by Mario Sikora if you haven’t already. An internationally recognized speaker and author, Mario is the coauthor of Awareness to Action: The Enneagram, Emotional Intelligence, and Change and the author of many articles on personality styles and leadership, performance improvement, and team building. Mario says, “The Enneagram is a great tool to better understand yourself, which in turn can help you take smarter action.”

Once you have your score, look at the chart summarizing the nine major Enneagram types, their associated strengths, and the potential pitfalls to look out for. How well these elements resonate with you probably depends on how high your raw numerical score was for your type on the quiz.

For example, I am a strong Enneagram type 3, striving to be outstanding. One of my common pitfalls has been the “I’ll Do It” syndrome, or saying yes to every offer, opportunity, and request I get, thinking that the more I accomplish—the more interviews I do, the more projects I agree to, and the more clients I take on—the more outstanding I’ll be. This makes me sound like a real go-getter, but it became a real problem earlier in my career as I was stretched too thin and became worn out to the point where even my family life suffered. That is, it was a problem until I changed the script in my head according to my Enneagram assessment. If I said yes to fewer things, I realized, I could be more outstanding in the things I said yes to. It wasn’t easy (fellow Threes out there can sympathize with me, I’m sure), but now I am able to say no to opportunities to speak or do interviews so that I can be more outstanding at other things. I rewrote the script once I understood what really motivates me, and you can do the same thing.

What are your pitfalls based on your Enneagram type? Choose the one that resonates most with you and keep it in mind as you read this book. By the end, I guarantee you’ll have a better understanding of how to rewrite the script in light of all you’ve learned about how you communicate with others and how others communicate with you.

Now that you have a better understanding of yourself from the Enneagram, including your strengths and weaknesses in communication, it’s time to take one more quiz: the PeopleStrengths quiz. We developed this assessment to help you understand, among the eleven essential people skills you’ll learn in these pages, where your top strengths lie and where you may need more help. Take this now online at ArtofPeopleQuiz.com.

So are you a People-Pleaser? A People-Leader? A People-Guru? Or a People-Persuader? Whichever category you’re in, we all know we have lots of room for improvement when it comes to dealing with and influencing people. The great news is that you’ve already begun the improvement process by getting to know yourself a little better than you did before you picked up this book.

Of course, there are hundreds of other assessments you can take to understand yourself and your strengths and weaknesses. I happen to be a huge fan of the Enneagram because it’s time-tested, simple, and reliable, and of the People Strengths Quiz because, well, I wrote it. But of course, whatever your particular assessment is, the important takeaway is this:

The first step in learning how to better influence others to get what you want in your career and in life is to understand yourself.

The better you understand yourself—your unconscious motivations, what gets you up and what gets you down, what makes you tick, and how you best interact with others—the better off you’ll be at understanding other people and getting them to do things for you.


FAST First Action Steps to Take:


	Complete the Enneagram quiz in Appendix A if you haven’t already done that.


	Write down three people-related weaknesses you want to work on. Write down a solution for each one in light of your core Enneagram assessment.


	Write down your greatest strength. How can you improve on it as you read this book?








2

How to “Get” Anyone (Even If You Don’t Like Him)

“I just don’t get him,” I muttered to myself after hanging up the phone. I had just finished a phone call with the senior person at a company that was an important business partner of ours, and I felt frustrated, angry, and confused. We had been struggling to get this business partnership off the ground for months, and I believed I had key insights into understanding why and helping rectify the problem. But John (as we’ll call him) just didn’t want to listen to me or cooperate or be helpful in any way.

John was mean and grumpy, and I just didn’t get him. He seemed to have a huge chip on his shoulder, was angry at the world, and was determined to plow down anyone who stood in his way. He seemed a lot like the hard-driving, take-no-prisoners self-promoter I described in Chapter 1, good at making orders but not good at making relationships. In several face-to-face meetings I had never once seen him even hint at a smile.

The first step in influencing people is understanding them, and I simply didn’t understand John. I had tried for months to connect with him, but to no avail. How could I work effectively with someone I didn’t like? How could I work with someone I didn’t even understand?

Feeling utterly defeated, I approached my wife, Carrie, with the problem: “I just don’t get this man, Carrie. What can I do?”

Carrie, the person who gets people better than anyone I’ve ever met, replied right away: “If you say you don’t get him, you’ll definitely never get him.”

We all have people we don’t get at first or maybe ever. Everyone’s different, and sometimes it’s hard to understand people who are very different from ourselves. Many times that may be okay because you may not need to interact with some person you don’t get, but often it does matter. If you’re ever going to want or need to have a meaningful or productive interaction with someone, whether it’s a colleague at work, a client of your business, or a cousin at family gatherings, it pays to figure out a way to get that person.

Step 1, as Carrie shared with me, is to refuse to believe that you can’t. No matter how different a person is, no matter how you may feel when you’re around her, no matter what her actions are, you have to believe that with some effort you will be able to understand her.

Self-determination is a powerful force, and once you refuse to say “I don’t get him,” you’ll be better off. But that alone isn’t enough.

“Take him out for coffee,” Carrie suggested about John, the man I was now determined to get.

“But I absolutely loathe him,” I replied, cringing at the thought.

“See it as an experiment, then,” Carrie said. “An experiment to see if you can understand someone very different from you. Ask questions, then shut up and listen.”

As much as I protested, Carrie’s advice, as usual, turned out to be spot-on. Two weeks and one coffee later, I got John. I still didn’t like him very much, but after sitting down with him for coffee outside the office and getting the opportunity to talk (and listen) face-to-face for just thirty minutes, I really did feel that I understood where John was coming from. As it turns out, John had had a tough stretch of several years as a child with just one parent, and it seemed that somewhere along the way he had decided to become fiercely independent. John was unmistakably an Enneagram type 8—driven to be powerful—and sometimes that drive for independence could make him abrasive and standoffish and generally tough to be around.

John’s behaviors didn’t change as a result of our meeting, of course, but just a little bit of understanding made a big difference in my future interactions with him. Over the weeks that followed, our conversations got more congenial, and we actually made some progress toward driving the mutual business results we were both looking for. He even cracked a smile at one face-to-face meeting a few months later. I ended up getting most of what I wanted out of the business dealings and the relationship.

I never would have had that opportunity, though, if I had resigned myself to the fact that I didn’t get John and left it at that. Who do you work with whom you just don’t get? Who do you come into contact with on a regular basis whom you can’t seem to understand no matter how much you scratch your head?

The first step is to insist that you can get that person. The next step is to invest fifteen minutes and five dollars in having a cup of coffee with that person.

You may not walk away understanding the person completely or even liking him any better. But you’ll have a fighting chance to build a more productive and beneficial relationship from then on.

John, wherever you are today, I hope you’re still enjoying your coffee black and occasionally cracking a smile.


FAST First Action Steps to Take:


	Write down the names of three people in your life whom you’re struggling to get.


	Commit to asking one to have coffee with you after you finish this chapter.


	Walk into the coffee meeting determined to get this person (even if you still don’t like her).








3

How to Understand Someone Better Than You Do Your Friends (in Just Three Minutes)

“Now you’re going to get to know the person next to you better than you know many of your friends, in just three minutes with just three questions!” said the tall, enthusiastic speaker on stage in front of 1,200 people.

I sat in the front row, excited but dubious about the claim that Larry Benet had just made at the Social Media Marketing World conference in spring 2013. Larry is a man on a networking mission. Often referred to as one of the “Most Connected People on the Planet,” Larry Benet builds much more than just passing friendships. He has earned a sterling reputation as a master relationship builder as well as a thought-provoking and highly entertaining seminar speaker.

But this was my first experience with Larry Benet, and I must admit that I was a doubter. Larry was the first keynote speaker at the conference, and I knew he was there to teach people how to network better. Still, the notion that he could teach me to understand someone better than I know many of my friends in three minutes seemed a bit far-fetched even for an expert.

“Question number one: What is the most exciting thing you’re working on right now? On your marks, get set, go!” Larry said confidently.

I turned to my left and very quickly introduced myself to the man next to me. We didn’t have much time, so I quickly told Steven about Likeable Local, the new company I was getting ready to launch, and he told me about a science project in a box his company was about to unveil. Whew, just under the deadline.

“Question number two!” Larry’s big voice bellowed from the center of the stage. “If you had enough money to retire and then some, what would you be doing?”

The pressure was on with only a minute to share answers, and so I quickly learned that Steven would travel the world with his wife, going to all seven continents, and I said that I would run for office, perhaps for mayor of New York City or governor of the state. Again, we made it in just under a minute. This was proving to be a very interesting experiment!

“Final question, and remember, you have just a minute to both answer it,” Larry announced. “What is your favorite charity organization to support and why?”

I insisted that Steven go first this time, because I had two organizations I wished to talk about and wanted to make sure he got his in. He told me about the Nature Conservancy (Nature.org) and how passionately he felt about conversation and climate change, and I told him about the Multiple Sclerosis Society and the National Alliance for Mental Illness and how with multiple family members affected, my wife and I felt compelled to support both organizations.

And that was it. Steven and I didn’t immediately become best friends after this exchange. We didn’t continue the conversation over dinner or invite each other over to meet our respective families. Although Steven and I exchanged a few emails after the event, it’s been over two years since that first and only conversation I had with him. But here’s the really interesting thing: It’s been over two years, yet I still recall with ease the contents of that conversation. I still know more about Steven after three minutes over two years ago than I do about most of my casual friends from high school, college, and work.

After informally surveying the audience and smugly determining that the doubters like me had been persuaded, Larry continued with his keynote. He told the audience that life’s too short to waste precious minutes on small talk about the weather or where people are from or what they do for a living. He argued that if we could get to know the person sitting next to us as well as we had in just three minutes, why shouldn’t we give ourselves and the people we meet the same gift in future encounters?

Larry Benet was absolutely right. When we meet people “in real life” we may open up a conversation with a bit of small talk because it’s far more socially acceptable than asking pointed questions. But the truth is that by asking better, smarter questions, we can understand the people we meet much more quickly and determine rapidly whether they’re friend or foe, a potential business partner or mate, a future employee or casual acquaintance. Life is short. The less time we waste on the weather, the better.

The three questions Larry taught me are excellent ones. That said, there are lots of other questions you can ask early in a first encounter with someone to better understand that person and his or her worldview. Here are ten questions for your consideration:


	What is the most exciting thing in your professional life right now?


	What is the most exciting thing in your personal life right now?


	If you had enough money to retire, what would you be doing today?


	What’s one thing you would like to be doing or would like to have five years from now?


	What’s your favorite charity organization to support and why?


	If you weren’t doing what you do today, what would you be doing and why?


	Other than a member of your family, tell me about your role model.


	Who’s been the most important influence on you?


	How would your favorite teacher describe you?


	If you could choose to do anything for a day, what would it be and why?




These questions not only break the ice, they quickly get people talking about the things that really matter, the things that will reveal their true personalities: their values, their likes, their hopes, and their passions. Although you can’t administer a personality test to someone you’ve just met, you can ask better questions than the standard “Where are





FAST First Action Steps to Take:
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