
Beliefs matter because people act upon their beliefs—whether those beliefs are true or not 

(and it’s far easier to be wrong than right). (Location 121) 

 

Demands for you to “listen and believe” can nearly always be replaced with you listening, 

understanding, and then instilling doubt. (Location 137) 

 

You think that the heads of state only have serious conversations, but they actually often begin 

really with the weather or, “I really like your tie.” —Madeleine Albright (Location 191) 

 

a single theme: making the other person in the conversation a partner, not an adversary. 

(Location 198) 

 

The way to change minds, influence people, build relationships, and maintain friendships is 

through kindness, compassion, empathy, treating individuals with dignity and respect, and 

exercising these considerations in psychologically safe environments. (Location 230) 

 

Shift from, “This person is my opponent who needs to understand what I’m saying,” to “This 

person is my partner in a conversation and I can learn from him—including learning exactly 

why he believes what he believes.” (Location 245) 

 

discussions are natural learning environments for both people. (Location 252) 

 

(The mark of an educated mind, it has been said, is to understand a statement without having 

to accept it.9) It means thinking along with someone so that you understand not just what 

they believe but also why they believe it (Location 254) 

 

If you’re already familiar with someone, then spend a little time catching up: how are their 

kids, parents, new house, and so forth? As a general rule, depending on the context, rapport 

building at the beginning of a conversation takes only a few minutes. (Location 313) 

 

Do not parallel talk. Parallel talk is taking something someone says and using that to reference 

yourself or your experiences. For example, if someone tells you they just got back from Cuba, 

don’t starting talking about the time you went to Cuba. Ask them about their experience in 

Cuba. Don’t make their stories about your life. Parallel talk damages rapport. (Location 339) 
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“No one cares how much you know until they know how much you care.” (Location 343) 

 

“Go—” “No, you go.” (Location 369) 

 

Look directly at someone and turn your body toward them. Nod to acknowledge when you 

understand. This cannot be an act. Listen authentically. Fully engage. (Location 375) 

 

Listen. Do not jump in to speak before having heard and processed what they’re saying. Listen. 

(Location 377) 

 

If you’re unclear about what someone means, place the burden of understanding upon 

yourself. (Location 387) 

 

Repeat specific feeling words, for example, “I hear that. I understand your frustration.”28 

Acknowledgment through use of the same words can potentially direct the conversation away 

from conflict. (Location 393) 

 

Mean it. “I hear you” is simple yet effective. (Location 406) 

 

Approach every conversation with an awareness that your partner understands problems in a 

way that you don’t currently comprehend. (Location 433) 

 

In the Meno, Socrates said that people do not knowingly desire bad things. Individuals act, 

believe, and desire based upon the information they have. (Location 472) 

 

If you must make an assumption about your partner’s intentions, make only one: their 

intentions are better than you think. People don’t knowingly desire bad things, so assume 

your partner has good intentions. (Location 495) 

 

switch the conversation from your intentions to your reasoning. Say, “I absolutely do not want 

to be wrong for one more instant than I have to be. If something is wrong with my reasoning, 

please let me know.” (Location 500) 
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2. If you start to assume your partner has bad intentions, switch to a frame of curiosity. 

Consider that they may know something you do not know. Explicitly ask about the issue. Say, 

“I’m having a hard time understanding where you’re coming from. I assume you must know 

some things about this that I don’t. Could you tell me more about where you’re coming from 

on that so I can understand better?” (Location 502) 

 

I’m also unclear about your intention. Could you tell me, what is your intention?” This is an 

open-ended question that leaves room for interpretation. If they respond, “What do you 

mean, what’s my intention?” reply, “What are your hopes for this conversation? What would 

you like to get out of it?” (Location 506) 

 

Know when to walk away, even when the conversation is going well.46 Putting pressure on 

your partner to continue a discussion beyond their comfort level shuts down listening, 

encourages defensiveness, and turns the conversation into a frustrated rehearsal of why one 

of you is correct and the other dense. (Location 542) 

 

People need time to wrestle with doubt, incorporate new information, mull over challenges 

and different perspectives, and rethink their positions.48 And so do you. Changing one’s mind 

happens slowly and in a way that suits one’s individual psychology and habits. (Location 548) 

 

If you think you have caused your partner to doubt one of her beliefs, that is a good time to 

stop the conversation. (Location 563) 

 

Attempting to fill your partner’s doubt and wonder with your beliefs is sometimes genuinely 

educational, but it can also be a form of evangelism. Don’t evangelize. It is an unethical abuse 

of the vulnerability that accompanies doubt to use it in an attempt to sway your partner 

(except in exceptional circumstances of genuine expertise or if someone holds a fantastically 

implausible, antiscientific belief). (Location 566) 

 

Model the behavior you want to see in your conversation partner. If you want her to answer 

a direct question, answer a direct question. If you want her to be patient and listen, be patient 

and listen. (Location 636) 

 

Modeling ignorance is an effective way to help expose the Unread Library Effect because, as 

the name implies, the Unread Library Effect relies upon information about which your 
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conversation partner is ignorant—even though she doesn’t realize it. In essence, you want her 

to recognize the limits of her knowledge. Specifically, then, you should model behavior 

highlighting the limits of your own knowledge. This has three significant merits: (Location 664) 

 

Say “I don’t know” when you don’t know. (Location 685) 

 

If you ask someone a direct question and they obfuscate or refuse to answer, ask them to ask 

you the same question. (Location 688) 
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