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October 14, 2016 | Today Show [NBC] (USA) | HODA KOTB, JENNA BUSH HAGER

HODA KOTB: Think about this. Wouldn't life be so great if you could always get what you want?

JENNA BUSH HAGER: It sure would. But unfortunately, it doesn't always work out that way. But the better you
are at the art of persuasion, the easier it is.

HODA KOTB: All right, so we sent our own Donna-Dorable out the streets of Manhattan to see how good she
was at convincing total strangers to do for a dollar. Take a look.

DONNA: I'm out on a mission to see how many dollars | can get in just thirty minutes. Wish me luck.
(Begin VT)

DONNA: Do you happen to have a dollar?

Hi, how are you?

MAN #1: Hi.

DONNA: | was wondering if you had a dollar?

Just one.

MAN #2: Just one?

DONNA: Unless you want to give me two? Five dollars? Thank you.
| don't have a dollar. Okay. How's your day going?

MAN #3: I'm sorry.

DONNA: Yeah, cool.

You guys look like you have a dollar.

Thank you so much.

| need a dollar, a dollar, a dollar. That's what | need?

WOMAN #1: | have a dollar, you got a dollar, dollar.

DONNA: Thank you so much.

If cut the profit, can | sing with you?

(Woman And Donna singing)

DONNA: I'm sorry to interrupt your game. | will give you chess advice, if you give me a dollar.
MAN #4: okay.

MAN #5: How to play?

DONNA: Like, you know, the moves.



Do you happen to have a dollar?

| love your briefcase. You do? Do you mind giving it to me?
You'd rather not. Okay, that's fine.

Thank you so much. | really appreciate it.

Only five minutes. Do you happen to have a dollar?
Does anyone have a dollar, one dollar?

Four quarters?

You have a dollar. Thank you. Thank you so much.
| really need a dollar. The clock is ticking.

Thank you so much. | really appreciate it.

Thank you. Thank you.

Bam.

(End VT)

HODA KOTB: Donna Dorable got it done-- by the way, we want to point out that Donna gave the dollars back
to people that you gave them to her.

JENNA BUSH HAGER: Of course, she did. But so how can we all be persuasive in our own life.
HODA KOTB: | can't get over how good Donna was. Well, here to help get what you want whether you're on
the phone with customer service, or you're trying to get promoted at work, is Megan Murphy, she's executive

director of Good Housekeeping magazine.

JENNA BUSH HAGER: And Dave Kerpen, the best-selling author of The Art of People: 11 Simple People Skills
That Will Get You Everything You Want.

HODA KOTB: Hi, guys. How are you?
MEGAN MURPHY: Good.

DAVE KERPEN: Fantastic.

(Cross talk)

JENNA BUSH HAGER: Oh, no, I will say that growing up my parents used to say, you can't get everything you
want, right? We got to explain that, right.

MEGAN MURPHY: Also sure.

DAVE KERPEN: Maybe not everything. But you can get a lot of what you want if you do it right.

HODA KOTB: Goes through some things. There are certain everyday things that we all go through. And the art
of persuasion helps. Let's pretend that you're on the phone with customer service. Like | was yesterday with

the cable company. And let's pretend like | was yesterday, on hold for an hour and thirty-six minutes after
getting disconnected at an hour and seven.



MEGAN MURPHY: Unacceptable.

HODA KOTB: Let's pretend you kept asking for the supervisor and hitting zero and your blood was boiling.
Now when you are in a situation like that- -

JENNA BUSH HAGER: With customer service.
HODA KOTB: With customer service, what's one to do? Because I-- | didn't do it right, obviously.

DAVE KERPEN: So-- so | think it's actually really counterintuitive. But getting what you want is all about
listening and expressing empathy for the other person. So in-- in the customer service example--

HODA KOTB: Yeah.

DAVE KERPEN: --these guys are yelled at all day long.

HODA KOTB: Yeah.

DAVE KERPEN: --constantly.

HODA KOTB: Yeah. Yeah.

DAVE KERPEN: So if you get on and you actually say, you know what? | know what your job is like. It must be
so tough getting yelled at and badgered by people like me all day long. You must be just so, so frustrated.
They're going to be like, yeah, yeah, | am.

HODA KOTB: Yeah.

MEGAN MURPHY: The key is, you want to get them off the script. You want to relate to them like a human
being. Sometime-- sometimes something as simple as saying, good morning, how are you doing? My name is
Megan. Disarms them a little bit. So it's not robot to robot, it's person to person.

HODA KOTB: Yeah.

JENNA BUSH HAGER: Yeah.

MEGAN MURPHY: You know, | have an example of my son's birthday present didn't come on time. And | was
upset. So I'm talking to the customer service lady.

HODA KOTB: Yeah.
MEGAN MURPHY: And | said, hey, do you have any kids? Can you imagine the disappointment that--
HODA KOTB: Yeah.

MEGAN MURPHY: --he felt when | didn't have that present? It really stunk. And by the time | was off that call, |
had free shipping and twenty percent off.

HODA KOTB: Oh, you did?

JENNA BUSH HAGER: So you know what?

HODA KOTB: Yeah.

JENNA BUSH HAGER: By the way, too bad we didn't have this conversation yesterday.
HODA KOTB: | know.

JENNA BUSH HAGER: Right?



HODA KOTB: | would have been so happy.
JENNA BUSH HAGER: Could have been thirty minutes. Okay.
HODA KOTB: Yeah.

JENNA BUSH HAGER: Let's talk about friends. Let's talk about a social setting. A lot of times we want our
friends just to go along with what we want to do.

HODA KOTB: Mm-Hm.
JENNA BUSH HAGER: How do we make that happen?

DAVE KERPEN: So | think the first thing is it's important to make them feel good, even if you disagree with
their idea. So let's say they're recommending yoga, and you want to do spinning.

HODA KOTB: Mm-Hm.

DAVE KERPEN: You could say, you know what? Yoga's a great idea. | love it.
HODA KOTB: | have friends who are good at this.

JENNA BUSH HAGER: Yeah.

HODA KOTB: Oh, yeah. | hear you. That's excellent, however--

DAVE KERPEN: However--

HODA KOTB: However.

DAVE KERPEN: --I really had my heart set on spinning, and maybe you hit them up with some data. | think
Megan has--

MEGAN MURPHY: Well, this is what | say. | say do your research. So if you can come to the table and say, you
know what? Spinning burns four hundred and fifty calories an hour--

HODA KOTB: Mm-Hm.

MEGAN MURPHY: --you know | ate this big, giant meal like we have-- we're going to eat this pig-out meal
afterward. Maybe we should do the big calorie burn and let's do yoga tomorrow. Because that's going to be
more stress reducing, et cetera. So you kind of have information and come at them with data.

HODA KOTB: When you think about how you present something, you can change everything. And let's get to
a promotion, because a lot of people--

JENNA BUSH HAGER: Yeah.

HODA KOTB: --are going in and they want one. And they want to be persuasive in that department. And we
hear you have to be confident and sure of yourself--

JENNA BUSH HAGER: Mm-Hm.

HODA KOTB: --but what else do you need to do to-- to try to land that promotion?

DAVE KERPEN: So | have a concept called managing up. And it basically means, you know, managing your
manager, managing your boss, and all along the way, making sure your boss feels really, really good about

you, and that you understand what motivates them. For instance, if you have a really good idea, you might let
them think it's their idea.



HODA KOTB: Uh-huh.

JENNA BUSH HAGER: Mm-Hm.

DAVE KERPEN: You might like to let them get credit for your idea.
JENNA BUSH HAGER: Mmm.

HODA KOTB: Uh-huh.

DAVE KERPEN: You want them to feel like a superstar--

HODA KOTB: Yeah.

DAVE KERPEN: --so that they want to promote you.

HODA KOTB: Right.

JENNA BUSH HAGER: Yeah.

MEGAN MURPHY: And | think also be aware of your energy. | say have your cab light on. Be open to
possibilities.

JENNA BUSH HAGER: Yes.

MEGAN MURPHY: Be open to that promotion.

HODA KOTB: Yeah.

MEGAN MURPHY: If you kind of go in and you're like that--
JENNA BUSH HAGER: Yeah.

MEGAN MURPHY: --you can't-- you can't be very convincing if your energy isn't up. | saw you at the gym
yesterday, Hoda. And you were jamming out on the bike.

HODA KOTB: | was.

MEGAN MURPHY: And | got on the treadmill and | ran faster, because your energy was contagious.
HODA KOTB: What?

JENNA BUSH HAGER: That's because her energy is contagious.

MEGAN MURPHY: | have to say. And | thing that happens in all situations. If you walk in--

HODA KOTB: Yeah.

MEGAN MURPHY: --like a positive burst of fire--

DAVE KERPEN: Yeah.

HODA KOTB: Yeah, you feel--

JENNA BUSH HAGER: That's contagious. You're right.

MEGAN MURPHY: --you're more likely to get what you want.



JENNA BUSH HAGER: In all of these scenarios, right?

HODA KOTB: Yeah.

DAVE KERPEN: Absolutely.

MEGAN MURPHY: Absolute.

JENNA BUSH HAGER: All right.

DAVE KERPEN: Positive energy is totally contagious. And by the way, so is negative energy.
JENNA BUSH HAGER: Yeah.

DAVE KERPEN: So we got to watch that.

HODA KOTB: Okay.

JENNA BUSH HAGER: That's very true.

HODA KOTB: All right, kids.

JENNA BUSH HAGER: Thank you guys so much.

HODA KOTB: Thanks. Happy Friday, guys.

MEGAN MURPHY: Thank you so much.

HODA KOTB: All right. She's already in one hit TV series and she's got another on the way.
JENNA BUSH HAGER: No, we can't wait. Patina Miller sits down with us, right after this.
(ANNOUNCEMENTS)

HODA KOTB: Patina Miller is the definition of a triple threat.

JENNA BUSH HAGER: She can sing.

HODA KOTB: She can dance.

JENNA BUSH HAGER: She can act.
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