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“We’ve spent the last four years 
studying the science of emotions and 
their intersection with our lives at 
work”

- Liz Fosslein and 
Molly West Duffy 



What can we achieve in 45 minutes?

u Review the main premise of the two articles 

u Examine the key points of each

u Find a “take away message” 

u Share one thing we can put into practice today



Authors Liz Fosslein and Mollie West 
Duffy

u Lizz is the Head of Content at Humu – a 
company that nudges people towards 
better work habits.  She has worked with 
TED, LinkedIn, Google, Viacom and more

u Mollie is an organizational development 
expert and consultant.  She was the 
design lead at global innovation firm 
IDEO and a research associate for the 
Dean of Harvard Business School.



Main Premise of 
the article:
u How to Best communicate in the digital 

age.

u Studies have shown that approximately 
65% of all communication in non-verbal –
such as facial expressions and body 
language.

u Know your audience, and if you don’t get 
to know them. 

u 10 Simple tips to help improve your 
communication



Top tactical 
tips for 
staying 
connected 
and remaining 
supportive of 
you team:

1) Add Emojis (but proceed with caution) – Emojis can 
help express tone, but an outpouring of emojis, 
especially when you don’t know the audience well, 
can undermine your professionalism.  These are best 
used in messaging platforms such as Slack or IM

2) Realize Typos – Typos reveal that we were in a rush 
or heightened emotional state when we hit the send 
button.  Researcher Andrew Brodsky describes typos 
as emotional amplifiers.

3) Emotionally Proofread- “have you ever successfully 
defused an emotional issue via email? The answer is 
typically NO. Always reread for intended tone.



More Tips

Punctuation marks 
matter.  A period can 
come across more 
negative in tone.  But 
don’t overanalyze – learn 
your audience where you 
can

Use richer 
communication channels 
when first getting to 
know someone. Using 
video conference when 
you begin to work with 
someone new helps build 
trust.

Default to video in 
general when you can.  It 
can ensure that everyone 
feels included and makes 
it less likely for 
information to be lost.

Communicate level of 
urgency.  - Informal 
messaging is easy, but 
can become less 
thoughtful and may be 
interpreted as dumping 
work.



More tips

Don’t Panic 

If in a highly emotional state - wait 24 
hours before replying

Best option is to talk face-to-face once 
you have calmed down

When you do reply - re-read your draft

Always leave the "To:" field blank 

Avoid email when all you need is 
a "yes"

In-person requests are more than 30X 
more successful than an emailed one

Research shows that people view email 
as untrustworthy and non-urgent 



Last tip
Don’t sent emails or IM 
messages during off hours if 
its not urgent 
u Even if you send “don’t read or not urgent” 

in the subject – chances are the reader will 
still think about the email overnight or over 
the weekend 

u Personally – I have asked my staff how to 
best communicate these items when I just 
want to clean my inbox.  Work out a system 
that is respectful of each member of your 
staff.
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“Allow yourself to feel frustration for a 
few hours or a few days.  But then ask 
yourself: What can I learn from it? What 
is the next step that I can be working 
on? Get resilient at handling the 
frustration that comes with 
uncertainty”

- Ben Feringa
2016 Nobel Prize – Chemistry 



Studying how we develop the capacity 
to deal with uncertainty

u Who I interviewed?

u Innovators 

u CEOs

u Company Founders 

u Nobel Prize Winners 

u Paramedics 

u Gamblers 

u Startup Investors 

u What I learned 

u Although the capacity to deal with 
the unknown is innate – a larger 
portion is learned 

u Those who develop the 
“uncertainty capability” are more 
creative, more successful, and 
better able to turn uncertainty 
into possibility.

u Framing the challenge makes a 
significant difference according to 
behavioral science -5 frames 
observed in my research



The 5 frames 

Learning Randomness Game Hero

Gratitude 



The 5 frames 

What can we learn 
from this challenge?

A lot of life is random - in 
business we think we control 

the world when all we are doing 
is interpreting 

Frustration is all part of 
the game- we may lose 
today but win tomorrow 



The 5 frames 

The most powerful frame is Hero – seeing 
oneself on a hero’s journey – meaning like a 

hero – when seeing an obstacle –don’t 
interpret it a sign to stop, but instead proceed

Gratitude – recognize all that you already have



“Fans, for the past two weeks you have 
been reading about the bad break I got.  
Yet today I consider myself the luckiest 
man on the face of the earth”

- Lou Gehrig
July 4, 1939 



The Idea in Practice?


