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Context to the nugget conversation

Ethan speaks about how we could be effective in helping people deal with Chatter. He suggests that
while we need to play a role of empathizing and listening to allow the person to vent, we also need
to consider providing some coaching or widening of their perspective so that they could move
forward. He speaks about the few people that he calls Chatter Advisors that he turns to where he
gets a healthy balance of listening and Sounding Board support when he experiences Chatter. He
speaks about some of the characteristics that leads them to be on his Speed Dial.

Transcription
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Deepak Jayaraman (DJ): The other theme that was interesting, Ethan, was you talk about how we
provide support effectively when somebody is going through a rough patch and you say that we
need to offer the right balance of listening and empathy and problem-solving. Once again, to
understand how we walk that tightrope, | was curious about how you think about offering support if
you are on the receiving end of chatter, what’s your experience on that front?

Ethan Kross (EK): Well, | think this is a really important issue because in popular culture we are often
told that what you want to do when you are experiencing chatter is just find someone to vent your
emotions, you just get it out and there has been a lot of research on this process and what we have
learned is that venting can be really helpful for strengthening the friendship and relational bonds
between two people. It feels good to know there are other people there who are willing to take the
time to listen and connect with us. The problem of venting is if all you do in a conversation is vent
about your problems, you often leave that conversation just as upset, if not more upset, as when
you start it, because all you have done is kept the negative stuff active in your minds. The best
conversations when it comes to chatter allow us to do two things. First, it is important to find
someone who allows us to express our feelings to a certain degree, establishing those relational
empathy connections is really useful. But at a certain point in the conversation, the person you are
speaking with ideally helps broaden your perspective. They help you look at that bigger picture in
ways that ultimately allow you to find meaning and reach a sense of closure that allows you to move
on. So, there is this balance between wanting to talk to people who can both empathize and connect
but also help coach you through the problem. And | call those people in my life my chatter advisors
and | don’t have many, but | have enough and | think the take home here for listeners is two-fold. Its
number one, if you are experiencing chatter, be really thoughtful about who you speak about it
because speaking to anyone isn’t necessarily going to be helpful. There are some people in my life
who | am extremely close with, | love them, | respect them, | never talk to them about my chatter,
because | know that the way that they are going to try to help me is by just allowing me to vent,
which isn’t going to serve me in the long term. So, the people I talk to instead are the three to five
people who | know are adept at not just listening and getting me to vent but also helping broaden
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my perspective. And so, | have got those people on my speed dial list and it’s a resource that | avail
myself of when | am struggling. So, that is one take home. The second take home is if you are on the
other side of the equation and someone is coming to you, a colleague, a loved one for chatter
support, be mindful of these two principles: take the time to listen and connect, but at a certain
point in the conversation, when you see your opening, try to help them work through that
experience. Now, there is an art to doing this well; | wish | could tell listeners. Okay, the thing you
want to do is listen and let them vent for 96 seconds and then shift into problem-solving. It doesn’t
work this way. We are way too complicated to expect it to be that simple. | think it does disjustice to
the beauty of the human condition. So, the art to doing this well involves taking the time to listen
and connect and then sometimes it can be apparent when you should start shifting into that
coaching mode, but if it’s not, my suggestion is to ask the person you are talking to, hey, | totally get
it but | have an idea, can | ask you a question? Sometimes, | will pose that question to someone | am
talking with and they will say, please, yes, tell me, what do you think, or where should |, what should
| do about this, that is why | am talking to you. Sometimes, | will be ready for that feedback. Other
conversations, the person | am talking to would say, no, | am not ready yet. And that is fine because
depending on the person and the circumstance they are dealing with some people may need to
spend more time in that empathy zone before they are ready to shift into the cognitive zone. But
those are the principles of providing and receiving good chatter support.

DJ: And back to your point about having, let’s say, four to five chatter advisors on your speed dial, is
there, if you had to sort of think about what sort of the, what are the three-four characteristics,
unifying characteristics that they possess, are there things that stand out?

EK: There is, there are, there is, there is either an implicit or explicit awareness of how these
principles operate. And what | mean by that is, there is some people on this list who have what you
might describe as a high socio-emotional intelligence factor. They are in tune to the fact that the
emotional connection is really important, but that you also need to help people actually concretely
deal with problems and find solutions. Some people for reasons we don’t know maybe some have it
in-built or absorb from their early childhood experiences just have that intuition. There are a couple
of people on the list like that. But then there are other folks on the list you actually are aware of this
and these are colleagues, friends who are psychologically oriented and know how this stuff works
and for that reason are quite deliberate in how they talk to you about these things. Now, | should
add the people on this list, they are not doing therapy, there may be a therapist on it but just as a
matter of coincidence | am friends with one, it’s not a formal therapeutic exchange. What we are
talking about in many ways is having really powerful relationships that you can rely on to help you
work through chatter provoking circumstances. Other people are in an ideal position to help us
because they have distance from the problem. They can be that objective guidepost that we can
lean on. And so, it’s just a matter of finding the right individuals who are capable of actualizing the
potential they have.

Reflections from Deepak Jayaraman

DJ: As Ethan says, it is quite tricky indeed to figure out when we should transition from a listening
and allowing to vent mode to a problem-solving mode. | grapple with it all the time whether it is in
my Coaching work or in my day to day conversations with the people around me. Recently, my
teenage daughter came and spoke to me about an episode at school where she was at the receiving
end of cyber-bullying. | realized that | had gotten into problem solving mode too soon when my wife
cautioned me to listen and allow her to vent before we gave her suggestions to cope with the
situation. Thankfully the situation got resolved without too much collateral damage thanks to some
timely help from the School. | guess, we have several conversations in our daily life where we have
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to make the choice of listening and allowing venting and problem solving. As Ethan says, no magic
pill here but the best we can do | guess is to be fully aware and present to how the other person is
feeling through the conversation and using that as a cue to transition from the emotional side to the
cognitive side.

Thank you for listening.

End of nugget transcription
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RELATED PLAYLISTS YOU MIGHT LIKE

Listening: When you talk, you are only repeating what you already know. But if you listen, you may
learn something new”. This is a quote by Dalai Lama. Several leaders talk about their experiences
with listening and how they have grown with it. More specifically, leaders also reflect on the
criticality of listening when transitioning into a new context. You can access the playlist here.

Coaching: The business world is slowly waking upto the fact that just like in elite sports, there is a
tremendous value to be unlocked by having an effective coach for a leader. It is not just about fixing
issues but also about enabling the journey from Good to Great. Leaders across disciplines share their
insights around how one should pick a coach and get the most out of such a relationship. You can
access the playlist here.

Judgment: Judgment is a key trait that differentiates the great leaders from the average ones. How
do you make decisions and exercise choices in a world full of options and grey areas with multiple
stakeholders around you. In addition, the playlist has nuggets that discuss how one creates a climate
for the people around you to exercise good judgment. You can access the playlist here.

SIGN UP TO OUR COMMUNICATION

Podcast Newsletter: Join 1000s of leaders who benefit from the Podcast newsletter. Not more than
1-2 emails a month including keeping you posted on the new content that comes up at the podcast.
High on signal, low on noise. Sign up for the podcast newsletter here.

W T={ N RN ELEET T RN NN VAP od cast Whatsapp distribution group (+91 85914 52129)

where we share 2-3 nuggets a week from the Podcast archives to provoke reflection. If that is of
interest, please click here and send a message stating “INTERESTED”. Do also add this number to
your Phone Contacts so that we can broadcast our messages to you when we share a nugget.
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e 96.01 Ethan Kross - Going 'inside' as a child
e 96.02 Ethan Kross - Defining Chatter
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e 96.03 Ethan Kross - Rafael Nadal and Rituals

e 96.04 Ethan Kross - Inner voice vs Inner chatter

e 96.05 Ethan Kross - Time travel, Distancing and Awe

e 96.06 Ethan Kross - Inner voice - Zooming feature of our minds
e 96.07 Ethan Kross - Journaling and Chatter
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About Deepak Jayaraman

Deepak seeks to unlock the human potential of senior executive’s / leadership teams by working
with them as an Executive Coach / Sounding Board / Transition Advisor. You can know more about
his work here.

Disclaimer and clarification of intent behind the transcripts

This written transcript of the conversation is being made available to make it easier for some people
to digest the content in the podcast. Several listeners felt that the written format would be helpful.
This may not make sense as an independent document. Very often spoken word does not
necessarily read well. Several of the guests have published books and the language in their books
might be quite different from the way they speak. We request the readers to appreciate that this
transcript is being offered as a service to derive greater value from the podcast content. We request
you not to apply journalistic standards to this document.

This document is a transcription obtained through a third party/voice recognition software. There is
no claim to accuracy on the content provided in this document, and occasional divergence from the
audio file are to be expected. As a transcription, this is not a legal document in itself, and should not
be considered binding to advice intelligence, but merely a convenience for reference.

The tags that are used to organize the nuggets in the podcast are evolving and work in progress. You
might find that there could be a discrepancy between the nuggets as referenced here and in the
actual podcast given this is a static document.

All rights reserved. No part of this document may be reproduced or transmitted in any form or by
any means, or stored in any retrieval system of any nature without prior written permission.
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