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 Shannon Waller: Hi, Shannon Waller here, and welcome to Team Success. Today, I am thrilled 

to have someone who I cannot wait to learn more from named Terry Pham. Terry Pham is an 
incredibly successful entrepreneur, and I can’t wait to hear about his venture because it’s very 
cool and fun and different than a lot of the other companies I know. So, excited about that. 
Stuff you can eat and drink. How much fun is that? And then also, I met you through Steven 
Neuner and Ryan Cassin, co-founders of Superpowers. And what’s really fun is talking about 
your unique role or the unique role that you play as community champion and movement 
builder, aka coach, and your wisdom around entrepreneurs working with their EAs, what to do, 
what not to do, who should never have an EA—executive assistant—which I’m like, I cannot 
wait to hear that. I just leaned in and needed to learn more. So Terry, thank you so much for 
being here, for sharing your wisdom. And I can’t wait to jump in. But before we do, I have not 
said nearly enough about you, and you will do a better job introducing yourself than I will. So 
who is Terry? And what do we need to know about you? 

Terry Pham: Well, that was a great introduction and super excited to be here. So Terry family, 
I’m in Dallas, Texas. My main venture is a business called Fat Straws Boba and Mochi Donuts 
company. I started with my wife, didn’t know what we were doing. I had a corporate IT career. 
literally jumped in headfirst, had never signed a lease before, built it as we went. And 
effectively, we were one of the first boba concepts in Dallas, Texas. Boba tea is an Asian 
dessert drink. It’s got tapioca served with a fat straw, which is why the company is called Fat 
Straws. Many years later, we were looking for a food product to add. We added mochi donuts, 
which is a Japanese-style donut made with mochi or rice flour. So it’s got a unique shape and 
chewy, pillowy texture to it. That’s a theme of our brand. It’s very textural. It’s very visual. And 
so we’ve been doing that for a couple of decades. I get to do that with my wife.  

I was also in Coach for many years and also part of Entrepreneurs’ Organization, served on the 
board there. A lot of work that I got to do was seeding and launching new forum groups. And 
so part of that process was teaching people about how to conduct themselves in forums, did a 
lot of kind of natural coaching and launching people into these groups together. And so that’s 
where I actually discovered my joy of like really coaching. And really what I say is I love just 
helping others get unstuck. What’s interesting though, it’s hard to unstuck ourselves. I think 
sometimes it’s just simply being a mirror for somebody else, reflecting back what they’re 
saying, what they’re thinking, and helping them kind of see things with another activity. 
Entrepreneurs can always solve other people’s business problems, but sometimes struggle to 
solve their own. So it’s kind of the same thing.  

And so, you know, I’ve got a relationship with Steven and Ryan, two of my best friends, was 
informed with Steven for many years, informed with Ryan. And an opportunity came about, and 
they were looking for somebody who was an entrepreneur, a peer, who could step in and 
spend time with some of these partnerships, help them get launched and make sure they’re on 
the right track, help any partnerships that may be having friction, or work with longer-term 
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 partnerships to make sure that they’re continuing to level up from just task management to, I’d 

say, really that strategic partner, really that anticipatory stage. 

Shannon Waller: That’s my favorite term for, when you say partner, strategic partner, you’re 
talking about entrepreneur, business owner, and their EA, executive assistant. And there’s a 
whole elevation of mindset and behavior that happens when you go from, oh, I’m just telling 
this person what to do, the task management stuff that you’re talking about and why are they 
doing this or why are they doing it that way kind of thing to, oh, this is my complement. This is 
my partner who is superb at all the things I’m not and vice versa. That’s a whole different 
approach. So I love that you kick us off talking about that. And that is the goal. That is my 
experience with my two brilliant EAs that I have had and have, still friends with the first one 
who went off to do her own thing. And then very, very close to Katrina, who’s my current 
person. I hope she never leaves me. So yeah, this is critical though. It is that partnership 
relationship rather than some kind of subservient, strange thing. It doesn’t work as well.   

Terry Pham: Yeah. What’s interesting is I think of like a great EA or strategic assistant is very 
much like a great hospitality person. So Danny Meyer, who started Shake Shack and wrote the 
book Setting the Table, and then his protege wrote Unreasonable Hospitality, he says that 
customer service is the technical delivery of what we do. You go to a restaurant, the water’s 
being filled, the food’s cooked to the proper temperature, the music’s right, the lighting’s 
right—that’s customer service. Hospitality is about how we make people feel. 

Shannon Waller: Love it. 

Terry Pham: Great hospitality is anticipatory. So you have to have empathy. You have to be 
able to use cues, read signs. You know, it’s like great hospitality. You go into a restaurant and 
someone says, Shannon, so great to see you. Do you want to order that same bottle of wine? 
Would you like to get that steak that you had medium rare last time? I see that you’re 
celebrating your birthday today. And so that’s what I think great hospitality is. It’s anticipatory. 
Great executive assistant, great strategic assistant, same thing. They’re looking around 
corners, they’re thinking ahead of you, they’re thinking the way you think, and I think that’s 
kind of the magic. They have a heart of hospitality. It’s the same thing. 

Shannon Waller: Heart of hospitality, ooh, that’s a takeaway right there. I love that. So first of 
all, kudos for working with your wife. I can guarantee someone listening right now is like, oh my 
gosh, I could never do that. It’s a thought. So obviously you guys also are partners and have 
figured out probably each of your, in Coach terms, Unique Abilities and how that worked well 
together. So kudos on that success. And then you operate as a coach in terms of these 
partnerships. So I love that you’re a peer. So how does that work? If someone is working with 
Superpowers, when do you come into the picture and how does that play out for fun? 
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 Terry Pham: Yeah, so right now the way it’s structured, within ideally two weeks, no longer 

than a month. And what we do is we bring the client, entrepreneur, their EA, and then I join with 
my EA. Because this is not to put the EA on the hot seat or put the entrepreneur on the hot 
seat. We’re really creating a space and we’re sharing our experiences, where things we’ve had 
friction, where unlocks we’ve had. And so I always start off and say this is not to put anyone in 
the hot seat, this is an opportunity to work on, not in your partnership. Like the day-to-day 
goes, everyone’s busy, tasks are being done, email’s getting managed, calendar’s getting 
managed. But do we create space weekly, daily, to pause and just kind of, how do we create 
alignment? How do we fine tune and work on the partnership? Just like we need to create 
space to work on our business, in our business. And so the delegation coaching session is 
really the first opportunity to do that. Interestingly enough, I generally start with the icebreaker 
question, which is The R-Factor Question. It’s like, okay, if we’re sitting here six months from 
now, what would have to be true for you to be satisfied with the progress in your partnership? 
Because we’re really focusing on the partnership. Both people answer. We capture what’s 
working, where are some challenges or where are some areas of growth, and then thinking 
through D.O.S., and then we reverse engineer based on that. Then what we’ll do is we’ll share 
a Predictive Index.  

And we’ve actually launched a new product that we’re going to start using now. It’s called 
Frequency, which I’ll talk about more later. And then that gives us window into like, okay, this is 
the unique wiring of the entrepreneur. Here’s the unique wiring of the EA. We don’t want 
clones. We definitely don’t need two of me. We want complements. We want people who my 
weaknesses are their strengths and vice versa. And so we start there and that creates 
opportunity. Like, I see myself, I see the partnership, I can see where we’re going. And that’s 
usually where we start. And then we start working backwards from there and we talk about 
delegation roadblocks. We look at how they’re sinking. We look at how all the little tactical 
things are happening and how do we slowly move to that place of anticipation more. So that’s 
normally how it starts off. We do that early in the partnership. And then I always follow up. If it’s 
valuable, we’ll schedule one in the next quarter. We can do a little bit deeper dive into maybe 
some more tactical or specific areas. 

Shannon Waller: Very cool. And then I presume that people, I know that your passion is 
unlocking, as you said, you know, getting people unstuck. And I imagine that even if people 
have been working together well for a while and they hit a roadblock, they can make a mayday 
call. And what’s your EA’s name? 

Terry Pham: Anne. Her name is Anne. 

Shannon Waller: So Terry, Anne, can you help us on that? I love that she’s in the sessions 
with you. 
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 Terry Pham: And then the EA has a partner too, like, hey, Anne, I’m actually struggling with 

this. And Anne can say, oh, we went through that too. Let me help you. Like, let me share 
some tools or share some thinking around it. So we’re trying to support the partnership from 
both sides. And so the thing is, again, I get to bring that entrepreneurial experience to like, I 
understand how you’re wired. I understand your Quick Start. I understand you struggle sharing 
context. I understand you want things done yesterday. And so that helps also like, help them 
feel seen in the conversations that come through that are really productive. 

Shannon Waller: That’s great. And then people get calmer and they get more strategic. 
Absolutely. All the things. I love that. 

Terry Pham: That’s great. 

Shannon Waller: I love that. So when we were planning for this conversation, which I’ve been 
looking forward to, what are some of the most common delegation issues and or roadblocks 
that you see? What are some of those missed expectations or unrealistic on both sides? I’m 
curious to what some of the obstacles are that you run into. 

Terry Pham: So through, you know, probably close to 100 sessions that I’ve done, these are 
the five that I see are most common. These aren’t the only delegation robots, but the five most 
common I see. Number one, takes too much time. I’ll just do it myself. How often have we said, 
I’ll just do it myself. It takes me five minutes, right? The second one being, no one can do this 
with me. I have to do this. So I hang on to the thing. 

Shannon Waller: Those two things describe the rugged individual mindset. 

Terry Pham: Totally. 

Shannon Waller: I just coached you to a team this morning in Dubai. 

Terry Pham: Yeah. 

Shannon Waller: Oh my gosh. It takes too long so I can do it myself. No one can do it as well 
as I can. Textbook. Love that. 

Terry Pham: The third one is for someone who’s never had an EA. For someone who is at 
rugged individualist, I didn’t know I could delegate this. I didn’t think to delegate this.   

Shannon Waller: Right. 

Terry Pham: Because I’m used to doing everything by myself. So I don’t have that habit and 
pattern of naturally like thinking who’s the Who that I can bring in to do this. I think the last two 
tend to live a little bit more in our identity. The first three are a little bit more tactical;  the last 
three are more in our identity. I actually enjoy doing this thing and I don’t want to give it up. 
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 And then the last one is, I don’t believe I deserve the support. That still can show up even if 

you’ve gotten an EA. 

Shannon Waller: Yeah. 

Terry Pham: Right. So it can still show up in different ways. 

Shannon Waller: Let’s unpack those last two a little bit. We’re gonna talk about the solutions 
too. I know that. But that is really interesting. I enjoy this and I don’t wanna give it up. So one of 
the analogies I use is Unique Ability of relay with the baton. So a lot of delegation and 
processes in the company are like a relay race. There are two rules: have the right person in 
the right place in the race. I’ve learned this. I’ve never ran track in my life. And the second is 
don’t drop the baton. But one of the big issues is you go to pass the baton and someone else 
grabs it and you don’t let go. We call this a delegation death grip. There’s a name. 

Terry Pham: Yes, I love it. 

Shannon Waller: Yeah. There’s also the delegation drive-by, when you whip it at someone’s 
head. Also not terribly constructive, but that death grip and identity hang on to it. I like it. If I 
give this up, then what am I going to do? It’s part of the thinking. So I think that’s pretty 
profound. And the not deserving. I know this stops people from hiring someone at the 
beginning. And I had this many, many, many years ago. Thank God. I was like—so quick, this 
story’s in the Superpowered book, which I was fortunate enough to co-author. They asked me 
to co-author, which was lovely, is that I shared a part-time assistant. So I had a quarter person, 
quarter. And my colleague, Susan, asked if I’d be willing to take on the person that was 
supporting us so she could hire somebody new. And I dilly-dallied for like over a week. I was 
like, do I have enough work? And I went back and I found some of those invoices a couple of 
years ago when we were doing a renovation. I think I was paying like $7 an hour, maybe less. It 
was so cheap, like what the hell was I thinking?  

Anyway, I know, but I was like, okay, finally I said yes. And then three weeks later, I’m like, how 
soon can you go full time? And she was like, what? Because the full support was so 
transformational, but it was a chasm to cross. Turns out it was actually like a small puddle, but 
it was like, as far as I was concerned, this was ginormous. And then once I had a little bit more 
support, I was like, my life is completely different. So that belief that I don’t deserve it, I can’t 
afford it, I don’t have enough work—you must run into that even after they have somebody. 
That’s interesting. 

Terry Pham: Yeah, it’s funny you talk about the rugged individualist. I mean, I put myself in 
that category. You know, I’m a Gen X, grew up latchkey kid, unsupervised, independent. You 
know, you fell down, you got hurt. You’re like, I’m either going to wipe it up and keep playing or 
I’m going to go home. But I never thought, I need to call my mom or I need to, you know, we 
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 were just running around. And so that created a lot of opportunities to figure things out, right? 

And you had to learn and adapt. And that’s part of, like, I think what made us really great. And 
that served us well. Served us well in entrepreneurship, in business, being able to like, hey, I 
can put my head down and do a lot of work. But the shadow side of that is not letting go of 
certain things, not trusting others to do things, thinking only I can do it, or I don’t believe 
there’s support.  

I just had a call before this one. Client’s like, I’ve never had an EA. I’m really struggling figuring 
out what to delegate because I’m not wired to think that way because I’m not used to having 
support. I don’t want to bother my EA with giving them personal tasks. But I love the 
awareness that he recognizes that. So we talked through that. We talked about the roadblocks. 
We talked about how to unwind those a little bit. But that’s super common. I mean, I’ve 
wrestled it with myself too. And I call it not wanting to either big time somebody, oh, my EA is 
responding to you, or I call it ivory tower syndrome. I don’t want to feel like my team doesn’t 
have access to me. They have to go through my EA. So there’s just a lot of head trash around 
that. 

Shannon Waller: Right. 

Terry Pham: But we can talk a little bit more about that later. 

Shannon Waller: Yeah. I just find that whole thing of what’s your strength, Coach terms, 
Unique Ability, what’s theirs, it just sort of takes away a lot of that head trash, is the term for it. 

Terry Pham: One hundred percent. 

Shannon Waller: Because I don’t think the other way—I understand it, but it’s not the 
healthiest way to think about it. And it doesn’t really serve either party. It doesn’t allow 
someone to be hospitable. And this, my favorite part of the book, I think it’s page 139 or 
something, where our EAs write in. And the thing that really touched me, and this will get into 
the solutions, was that my first EA goes, I have done a lot of different things. This woman is 
super smart, very strategic, probably doing anything she wanted. She goes, I realize I’m best in 
a support role. 

Terry Pham: Wow. 

Shannon Waller: The self-awareness that that demonstrated, and that’s demonstrated through 
profiles, including Predictive Index, and it’s like, some people are best for that. And without 
them, we fall apart. Let’s be clear. I’m like, whoa, I appreciate that. And I do not take it for 
granted. And here’s the thing I learned. I have to be somebody special to be worthy of that 
support. 
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 Terry Pham: That’s right. 

Shannon Waller: I don’t get to be a jerk. 

Terry Pham: That’s right. 

Shannon Waller: I don’t get to be prima donna. It’s like, yeah, no, because guess what? 
They’re picky about the people whom they support. So when you look at it that way, you’re 
like, oh, It totally shifted the mindset of me. It was like, okay, I better be my best self in a 
relationship or this person’s gonna go, screw you, I’m off to somebody else. So I endeavored 
to earn their respect and their trust. There you go. So what are the five best solutions? I hope 
you have answers for all of these. 

Terry Pham: Yeah, I do, I do. So the first one, again, the one that’s most common. It takes me 
five minutes, I don’t have time, I’ll do it myself. We actually use it as a math problem. If it took 
you five minutes, let’s say you did 100 times a year, that’s 500 minutes, which is eight and a 
half hours. Multiply that by how many other five-minute tasks that you don’t want to let go. So 
are we avoiding a 30 minute to an hour context transfer delegation conversation so you never 
have to do it again? Or are we losing days per year because it just takes me five minutes? 
That’s the one that we see most common. And so there’s a couple things we do when it comes 
to context transfer. We use this very simple analogy. We call it glass balls versus plastic balls. 

Shannon Waller: Oh, okay. 

Terry Pham: So how do we delineate between a, hey, I just want you to figure out the how. 
Here’s a high-level outcome. I want you to run with it. I want you to bring it back 75, 80 
percent. It doesn’t have to be perfect, but I can just be an editor. Because editors sometimes 
don’t know what they want until they see it. Then I can close that 20 to 25 percent. So if I tell 
my EA plastic ball, that’s signal for them to, I need to figure out the how. I can go run with this. 
It’s fixable. It’s learnable. Contrast that with a glass ball, this is something critical. Key client 
relationship, financial, legal integrity. It could be goal-oriented. So that we want to treat, and 
that’s where we say crystal clear guardrails, crystal clear context. And then we’re going to have 
check-in milestones that we establish that the EA leads. Okay, so we’ll set the cadence of 
milestones, and then we make sure we review it before it goes out. That’s why we ensure that 
the glass ball never gets dropped. Because if you drop a glass ball, it shatters. If you drop a 
plastic ball, it doesn’t do anything. And so that’s just a quick language piece to talk about, hey, 
it takes me five minutes. Well, is it a glass ball or is it a plastic ball? Right? So that’s one of the 
things we think about. And then we’re using that language, we can just say, hey, this is a 
plastic ball or this is a glass ball. This is something I can actually hand off.  
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 But what we find is in most cases, we want EAs who are very high detail orientation, right? 

High Follow Thru. So high Fact Finders. So they generally have, I would say, some perfectionist 
tendencies. Their natural desire is, give me as much information, data, so I can run with this 
and do this with excellence. Whereas most high Quick Start entrepreneurs are like, let me give 
you a high-level idea, run with it. The language piece of plastic glass ball gives them just a 
delineation between, this is something I do want you to run with, and it signals the 
entrepreneur too. It’s like, ah, I see, we can’t screw this up. Because maybe I’m holding onto it 
because I’m afraid of what would happen if you dropped it. So using some type of context 
transfer tool, which could be like an Impact Filter or something like that. If someone’s in Coach, 
we share that with them. 

Shannon Waller: That’s so good. It gives both people confidence. 

Terry Pham: Yes. 

Shannon Waller: So if I’m the EA, I’m gonna be like, okay, I’ve got a little room to play and to 
learn. It doesn’t have to be perfect. Again, I’ve been coaching this a lot lately. I have high 
standards, but I am not a perfectionist. 

Terry Pham: That’s great. 

Shannon Waller: I want things done to an 80 percent level. That’s what I expect of myself, and 
frankly, that’s with whom I want to work. But does it have to be 100 percent all the time? No, 
because it might take me two hours to get to 80 percent, and then 20 hours to get to 100 
percent. Is that 20 hours actually worth it? Probably not. I should have been working on a 
whole bunch of other 80 percent. So it just helps and also creates safety because it’s like, 
okay, I need to trade this like a really precious thing because I can’t afford to screw it up, right? 
That’s for both people. Or I’ve got a little bit of room to play. That’s really good. I use 
something called delegation levels, but that puts even a different context. 

Terry Pham: Yes, totally familiar with that as well. So yeah, that’s another great framework that 
gets shared as well. So the second one, no one can do this with me. 

Shannon Waller: Yeah. 

Terry Pham: How many times have we said this? And then what we do as a qualifier is say, 
well, if this is in your Unique Ability, your superpower, your zone of genius, then you should 
keep doing those things. Because you love it, it gives you energy, you get world-class results. 
Others probably see it even before you see it in yourself. So definitely do those. And before 
these sessions, the EA actually fills out delegation coaching worksheet. And so what we do in 
that is a few things. We want to demonstrate that the EA, having that heart of hospitality, sees 
their entrepreneur. I know what energizes my entrepreneur. I know what drains my 
entrepreneur. This is what energizes me and this is what drains me. What we often find is 
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 they’re literally the opposite, which is great. And then what are their goals for the month, goals 

for the quarter? And then this is my entrepreneur’s task list. And then we categorize them: 
tedious, time-consuming, tasks you love, teachable, right?  

And so what we want to do is see is what’s the percentage of that list is in tasks you love. 
That’s your Unique Ability. So I say keep doing it because nobody else can probably do it but 
you, right? But if it’s something that someone else can do, if it falls in that excellent category, 
right? And it’s something that maybe at one time it was Unique Ability, now it’s in the excellent, 
you’re losing that time to spend more Unique Ability. And so using that list is a good qualifier. 
And so I go through and I ask them and then they kind of dig into those lists together and they 
see like, or even on something, the task I love, I actually love 20 percent of it. 

Shannon Waller: Right. 

Terry Pham: Can you take the 80 percent? Because I don’t love the prep for it, but I love the 
delivery of it. 

Shannon Waller: Yeah. 

Terry Pham: And sometimes it’s not just binary in the task; the task can be broken down by 
percentage as well. And so that’s what we find. If it’s something you love and you’re great at, 
then do it. It gives you energy, you get high results. then we look at all those other lists. And if it 
falls in that excellent, competent, and confident, that’s when we’re saying, this is a perfect 
opportunity to delegate. 

Shannon Waller: I love that. And I also love your recognition that your Unique Ability can 
change and does change, right? It’s like, yeah, I used to love the whole thing, now I only love 
this much. Or I used to be passionate about it, but when I tell clients, been there, done that, 
got 13,000 t-shirts, you’re ready for a new challenge. You need to make it more specific to your 
audience, a higher level challenge. And I have a lot of initiating 9 Fact Finder clients. And I’m 
like, yeah, that level of problem that you used to find exciting is now boring. 

Terry Pham: That’s right. 

Shannon Waller: Now you could probably automate it. We were talking about AI before I hit 
record and it’s like, yeah, you could probably program that. But what’s the challenging one? 
Where is it actually interesting for your brain? Same as you for, you know, initiating Follow 
Thru, Quick Starts, Implementers, is like there needs to be a higher level. Or you’re much more 
specific about your audience. The people I coach now are nowhere near the same people that I 
coached when I started coaching 31 years ago. Totally different. And I don’t coach the same 
people, first of all, because I would change everything, because otherwise it’s boring for me. 
And that’s not a very profitable way to run a business, just saying. So I highlight my expertise 
where that Quick Start change is appreciated, and I stay away from the things that I would, 
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 frankly, wreck the profitability of. Even though at one point in time, that was like the bee’s 

knees. So yeah, that’s a great connotation. I love that. All right, what’s number three? 

Terry Pham: Number three, I didn’t know I could delegate this. Okay. Rugged individualists. 
I’m not naturally wired to. Usually what I start out with is I give them some examples to, one, 
because you don’t know what you don’t know.  So how do I tee up some things that maybe 
people didn’t think they could delegate? So the two most common ones I share, this is an easy 
one, is we’ve got a client who wanted to have these amazing family dinners. And he wanted to 
cook with his wife and kids, and they would have these meals planned out, and they would 
have no tech time, and they’d be able to connect. But the friction of planning and preparing it 
was just too much, so it never happened. So he contacted the EA and says, hey, Joey, call my 
wife, call my kids. I want you to, with them, plan out the menu for the next week or the next 
month. You’re going to send recipe sheets. You’re going to order all the ingredients they’re 
going to have delivered to the house so we can just show up and participate and get the value 
out of the thing. And for me, I was like, I never thought I could delegate that. I’m going to the 
grocery store. I’m planning the meals. I’m getting on AI and trying to come up with new 
recipes.  

Steven, as you know, he outsources all of his social media. So he’s still engaged. He’s not on 
it, but his EA scrubs all of his accounts, gives him a download once a week. It’s part of his 
better friend playbook. He can see what’s going on with you, seeing a post you made, seeing 
what’s interesting with you. He can curate content. And so what we usually do is go through 
and look at, again, something like an Activity Inventory and highlighting some of those tasks 
and see, and what I tend to ask her, what are the invisible tasks? What are the tasks that you 
reflexively just do, but never take a moment to think that this is actually, it doesn’t show up on 
your task list, because you’re just automated on doing it? So having them try and capture any 
invisible tasks throughout the week. And it’s just, again, I think it’s planting the seed to train the 
mind and the habit to think about what we’re doing instead of reflexively just doing all the time, 
to create windows of opportunities to see if, is there something that can actually get delegated. 

Shannon Waller: What’s so cool about that, you are taking, there’s a model, I can’t remember 
the person’s name, but like unconscious competence. They’ve gotten good at it and as 
business owners, as entrepreneurs, we have to get good at so much. Whether we like it or not 
is completely irrelevant to whether or not it needs to get done. So we just figure it out and we 
do it and we stop investing any emotional energy into it because it’s, be it a pain in the rear 
end or something fun. We just do it. Hopefully there’s some fun things in there. But we’ve 
stopped paying attention to it. So it’s unconscious. And what you’re talking about is actually 
making it conscious again, which is interesting because it actually increases the irritation factor 
for a little bit. You’re like, God, yeah, I hate doing that thing. If I actually thought about it, if I 
gave myself permission, I would not do it. But it’s awareness. That’s really what you’re asking 
people to do, is to become more conscious and aware of what they’re doing habitually, which 
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 means you can do it without thinking about it. It’s automatic. Or reflexively. I like that word. So 

that’s really powerful. And I think people take for granted just how much they do without 
thinking about it. And they can do it quickly, which is also why it looks hard to pass off to 
somebody else. Someone else might take them 10 or 15 minutes, takes you three. But again, if 
you delegate it once, what’s the expression from the Bible? Feed a man a fish. 

Terry Pham: Oh yeah, you can either give a man a fish or you can teach him to fish. 

Shannon Waller: Exactly. Takes longer to teach him how to fish, but guess what? 

Terry Pham: One hundred percent. 

Shannon Waller: He can feed himself then. 

Terry Pham: One hundred percent. 

Shannon Waller: But as entrepreneurs, we don’t like to take the time. We are too impatient. 
Okay. Oh, this is so good. All right. Make the invisible visible. 

Terry Pham: Yeah. And then number four, I actually enjoy doing it. 

Shannon Waller: Yeah. 

Terry Pham: So for me, this is one, an interesting one. I actually find this shows up as a 
procrastination tactic. So one of the things I talk about is this is where it’s probably in your 
excellent activity. So as I get up and I look at my day and there’s all these tasks or all these 
things I’m working on, I go for the layup. I get the quick dopamine hit. I’m pretty good at it. I 
get results. I can do it quickly. I can tell people I did something productive today. But I actually 
say you’re choosing activity over productivity. Because what I’m probably doing is I’m avoiding 
doing the hard thing. Doing the thing I don’t want to do. Wrestling with something that I need 
to wrestle with. Work on strategy. Work on vision. You know, building something that’s harder. 
It’s going to take more time. It’s more friction. So I avoid it. So I just go do the quick layup, 
right? And we can justify, like, no, like, I do this well. This is great. It drives the company. This 
drives culture, right?  

So for me, this is a really funny one when it comes to when we onboarded new team members. 
Again, never wanted to have the ivory tower syndrome. Like, oh, he’s the owner. Guys, when 
this started, I was sweeping and mopping bathrooms and taking out trash just like you are. 
Like, I’m the CEO; I can be the janitor. Like, nothing’s beneath me. So I always wanted to have 
that kind of humility. If I felt that team members were getting on board and I had no connection 
with them, I was getting into that ivory tower. So I told myself, like, I’ll solve that by always at 
least popping in for a quick 30 minutes or an hour during orientation. I can tell the story. I can 
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 cast a vision. I can build culture. And it’s probably my one touch point. Sounds great. Oh, 

that’s really great. You’re building culture.  

But one day I went, it was downtown—we have a location inside of AT&T headquarters, I’m 
driving an hour in traffic, spent an hour down there with the team member, I burned half a day. 
And I realized I was avoiding the hard stuff, the conflict, the things that I really needed to do, 
but I justified that this was something critical for the business, and it wasn’t. And I enjoy it. It’s 
culture, it’s front-facing, but it’s not what I need to be doing. I could easily record a video and 
do the same thing. And it doesn’t lose its value. And so it’s a procrastination tactic. And so the 
next thing I’ll talk about too is that’s when I bring up Eisenhower’s Matrix. So you’ve got, or 
Covey; it became famous as Covey’s 4 Quadrants. 

Shannon Waller: But it’s Eisenhower. 

Terry Pham: It is Eisenhower. So Quadrant 1, upper left, urgent, important; Quadrant 2, upper 
right, not urgent important; Quadrant three, urgent non-important; Quadrant 4, not urgent non-
important. So what I tend to talk about is oftentimes that I actually enjoy doing it might be a 
Quadrant 1. It may be urgent important or it may be urgent non-important. But I’m avoiding 
Quadrant 2, because it’s not time sensitive. It gives me that freedom to punt and procrastinate. 
So what I tell the clients is, Quadrant 1, the EA and the entrepreneur will own pieces of, or the 
team’s going to own pieces of. Quadrant 2 is for the entrepreneur. That’s the focus time, the 
think time. It’s probably not as urgent, but it’s really critical. And then Quadrant 3, where the EA 
will really own and insulate the entrepreneur from, it’s the urgent but not important stuff. That’s 
either delegation to the EA or delegation to other people on the team, and we want to eliminate 
Quadrant 4.  

And so I bring up a graphical, which is a visual for the entrepreneur who’s usually high-
quicksilver detail, and then we’ve created an execution-based plan which I share with the EA, 
which is, okay, well, let’s define urgency. Like if a client email comes through, when does it 
need to be responded? Immediately, end of business day. What about internal 
communication? We call it service level agreement. And then what do you define as important? 
And once you have language, then there’s ownership, due date, and a couple words of what 
must be done. And then it goes into the quadrants. And then we know, like, entrepreneur, 
you’re going to stay in this quadrant too. So you’re not going to use any of these as a 
procrastination tool so you can avoid the things you should be doing. 

Shannon Waller: So good. We had a fascinating conversation in my Team Leader workshop. 
It’s also in, I think, 10x, about the comfort trap. And in our original book on Unique Ability, we 
talked about the excellent trap. People get stuck there because they have superior skill. They 
are better at it than most people. It’s not just the ego talking. There’s great teamwork. You get 
a great reputation, but it no longer challenges you, as we were just talking about. People can 
get paid tons of money for this. I always think of investment bankers in New York who then go 
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 and buy an organic farm in Connecticut, that kind of thing, because they just get so sick of it. 

That was a little thing years ago. But it’s so true. And it’s interesting because you have to be 
willing to grow. And that, I think, is another part of the challenge when you get supported. It’s 
like, oh, yeah, then I’m going to be protected from all of my little outs, all of my little rabbit trails 
where I don’t … I’m busy, but I’m not productive, to your point earlier. Activity versus 
productivity, such a good distinction. And it will be, again, Coach language, a 4 C’s moment. 
Commitment that generates courage, which never feels very good, feels crappy, to be honest, 
but out of that develops capability and confidence. And the more full the commitment, the 
shorter the period of courage. I wrote an article on that on Coach Connect. I’ve done long 
courage and I’ve done short courage and I will pick short every time.  

Terry Pham: Oh yeah.  

Shannon Waller: It requires full commitment.  

Terry Pham: I believe it.  

Shannon Waller: Yeah. I tried it the other way. It’s a disaster. And that was recent, 2023. There 
was a work commitment and a house renovation commitment and I was half committed for 
both. I should know better. That’s The Gap talking. Anyway, I learned a very important lesson 
and never again. 

Terry Pham: Another piece of that, which I find is interesting, even having this conversation 
with some clients is like, if you really dig deeper into that fourth one, sometimes it’s like, 
actually, I don’t know how to 10x or grow the business. So I stay busy and choose the layups. 
And that’s a deeper one. It’s recognizing like, okay, because if I create space, if I create 
freedom, but I don’t know how to achieve the growth, then I’m stuck there. So then I will go 
and do the other thing. 

Shannon Waller: Yep. So good. We use it as a distraction. All right. I believe there’s one more. 

Terry Pham: One more? I don’t believe I deserve support. I, again, rugged individualist, suffer 
from this a lot. Even if they’ve gotten an EA, I think I even saw this for myself early on is, well, 
it’s okay if you do these tasks, but these are kind of personal. And like, I don’t know if I want to 
give those to you or like, I’m not so important that I can’t schedule my own haircuts. 

Shannon Waller: Right. It’s an ego thing. Yeah. 

Terry Pham: It’s an ego thing. A hundred percent. A lot of it is driven by ego. A lot of it, or it 
comes from, I’d say maybe a false humility. Right? On the flip side. So it can come from ego or 
from a false humility. 
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 Shannon Waller: Well, and not wanting to seem egotistical. Whereas in fact, you just need 

help. So good. Okay, keep going. This is great. 

Terry Pham: So what we do is again, that’s where I think the delegation coaching worksheet, 
looking at activity, looking at all these things, that’s where I think a great EA can start to signal 
is, how do they actually poke and prod and push? So one of the things that we’re starting to 
revamp within Superpowers is a thing called SOS, which is Superpowers Operating System, 
which complements EOS. It complements Coach. What we do is we think about, how do we 
think about the other 89 days? Right? Because like Coach is quarterly, your EOS meetings are 
quarterly, but what’s happening those other 89 days? And so what I think what we’re 
effectively building is like a data capture tool built with a software piece, an AI platform that’s 
going to develop pattern recognition, that’s going to direct the EA to create the daily nudges so 
that once we get clear on maybe our three or five year picture—whereas our quarterly goals, 
what’s happening those other 89 days is where the rubber meets the road. I don’t believe this 
deserves the support. I think once an EA has clear purview of what your goals are and where 
you’re headed, they’re going to be the one to clear out, remove the roadblocks, be a bulldozer 
and clear opportunities for you to focus on those things. And so what we’re looking for is, is a 
delegation being given? Is it being pulled back? Are they saying they want to do something? 
Are they not doing it? So we look for that as a signal. 

Shannon Waller: Yeah, I’m holding a baton, if you know.  

Terry Pham: Totally. No, that’s right. And that’s another area where we see is like the EA is 
going to also help identify. And then so what we do is, you know, we’re surrounding their 
partnership on both sides, but thinking about how do we find other opportunities to get that 
support where we’re normally not willing to let some of these things go. 

Shannon Waller: I really appreciate that. And again, it’s a complementary angle to this. The 
whole, I don’t believe I deserve, I want to just make a blanket judgment that it’s a messed up 
way of thinking, which is a little harsh in terms of a judgment. First of all, who are you not to 
deserve the support? But that’s still not the point. The point is, what are your goals? What do 
you want to accomplish? When you make it about yourself, it can feel weird. I understand that. 
And you might feel like imposter syndrome and all that stuff. That’s actually taking it personally. 
That’s making it about you. Bottom line, it ain’t about you. It’s about what impact do you want 
to have with other people? What’s the contribution you want to make? How do you want to 
grow your company? How do you want to create livelihoods for people that work for you? 
When you take it out of the you realm, all of a sudden, I think there’s way more freedom. I don’t 
know what you think of this. It’s kind of coming to a head of my brain right now. But that’s not 
the point. The point is, what do you want to accomplish? And how can you be doing what you 
are best suited to do to accomplish that? Everything else can be handled by somebody else. 
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 Terry Pham: And you mentioned it earlier, you talked about your EA who said, you know what, 

I think I really love supporting people. So if you want to put it, again, if it’s kind of an identity 
thing, let’s set work and task aside. I always say this is like, if you’re someone who is servant-
hearted and you love serving or gifting or doing something for someone else, why would you 
rob someone else of the joy of being able to do that for you? So what I see, again, where it’s 
an identity thing is like, someone who doesn’t believe they deserve support, sometimes they’re 
actually really great at supporting others. They just don’t want it for themselves. And what 
someone has always told me is like, you love doing that for other people. Why don’t you let 
someone do it for you? And he’s like, it ain’t about you.  

Shannon Waller: Right.  

Terry Pham: It’s exactly what you said. It ain’t about you. And then what could it look like? 
You’re robbing someone else of the joy of serving you. Why would you do that? So it’s not 
about you. Get out of your head. It’s not about ego or pride or false humility. It’s a great 
opportunity to let someone else serve you and then get a lot of joy from it. 

Shannon Waller: This is so good. That, to me, is the heart of the matter. That is it. And if we 
just actually could read other people’s minds, which we probably don’t want to do for more 
than about three seconds, because it’s scary out there. People have told me this. They’ve 
walked by my desk or their entrepreneur’s desk. And this is someone who’s like, create order 
out of chaos. They’re initiating Follow Thru, all the things. And they’re just like, oh my God, I 
just want to get my hands on those papers, right? They know what to do with it. I have no clue. 
If you could see around the screen right now, you’d be horrified. There’s piles that are …  

Terry Pham: Piles of papers?  

Shannon Waller: There’s at least 12, 13 inches of a pile right there. 

Terry Pham: All right. 

Shannon Waller: I’m not going to show you, but you can imagine it. Yeah, there’s even a box 
and workbook binders and weekly planners and all sorts of things. There’s a weekly planner. 

Terry Pham: Oh yeah? 

Shannon Waller: Much loved. 

Terry Pham: Look at that. 

Shannon Waller: Microphone box. So there’s all the things. People look at that and they’re just 
itching. They know that they could make a difference and it would be calmer for everyone. It 
causes them pain to walk through, for those that are in person, to look at our space and go, 
oh, God, I just wish he or she would let me help them, right? And we are preventing people. 
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 And we think, oh no, this is the big thing too. We think that our Unique Ability is everyone 

else’s. Could not be more wrong. Like one man’s trash is another man’s treasure, whatever. 
You know, it’s like, I know people who love to do the stuff that I detest. And if I talk poorly 
about those activities, like, oh, anyone could do that. Well, clearly I can’t, so no. Right? Like, 
hello. And the second, it’s like, no. The stuff I love to do, like talking in front of people, most 
people are like, never please make me do that. They would freeze. 

Terry Pham: That’s some people’s greatest fear. 

Shannon Waller: One hundred percent. 

Terry Pham: Is getting on stage and talking to people. And you’re like, sign me up. 

Shannon Waller: And I was doing that last week and the week before that and the week 
before that and this morning and all the things, right? So I’m like, that’s food for me. Make me 
sit down and do an expense spreadsheet. kill me. 

Terry Pham: I’m right there with you on that. 

Shannon Waller: Yeah, other people are like, oh, give me numbers and, you know, things that 
don’t change every three seconds and they’re happy. So when you can just appreciate the 
uniqueness of everyone and that we’re all made differently, we each have a different, if you’re 
faith-based, God-given purpose. And it’s not on us to make that decision. It’s not on us to 
demean tasks that we don’t like doing. Just because we don’t like doing it doesn’t mean that 
someone else doesn’t love it. And when you have enough openness, and this is why I love 
profiles, because it gives language to other people’s skills and talents, you’re like, oh my gosh, 
you love to organize? I hate it. And someone says, you love to innovate? I’m not an innovator. 
I’ll execute, but don’t make me innovate. One of my EAs taught me, she goes, is there a 
chance I could not attend the brainstorming meetings? And I was like, oh. You don’t like 
brainstorming? She goes, no, I hate them. I was like, what? We have a very honest 
communications. And she goes, I will come in in the first 5 or 10 minutes and like set the 
context and set what we’re supposed to be doing. And then I’ll come in at the end to see what 
actions or decisions to make. I have other things to do. And I’m busy working on this first and 
second idea. And you guys are on to idea 12. It’s just stressful for me. 

Terry Pham: That’s right. 

Shannon Waller: Oh, yeah, yeah, no, sure, you know. And then she would come in in the last 
15 minutes of the meeting and go, what have you decided? And we’d all look at each other 
going, what are we gonna do? And then we would decide after having talked about 25 different 
ideas. So I got educated in the best way possible about what is super fun for me is painful and 
excruciating for somebody else and vice versa. So when you actually get that, it just frees you 
up from all of that other head trash that we’re talking about. 
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Terry Pham: That’s what’s so fun to see early on when I do these sessions is with the PIs, that 
they do complement. It’s like, hey, be careful. He or she is a verbal processor. So just know it’s 
not a directive. They’re just thinking, they’re processing, they’re ideating, they’re spitballing, 
they’re just brainstorming. So just record it, capture it, and know like when you do that, your 
EA is hearing like, what do I need to do? What needs to be done? So just being able to flag 
that is great. So I love hearing that story with you. 

Shannon Waller: Yeah. Dan has a great expression. Don’t brainstorm in public. Which you’re 
like, oh, yeah, that’s true, which is why we have The Impact Filter, which is awesome. Also, you 
have another point that I want to get to. Thank you for that list. Those lists are fabulous. So one 
of my goals that we discuss where people fall off the edge and how do we get them back. So 
what does falling off the edge mean and how do you get them back? 

Terry Pham: Yeah, so I think a lot of times what we see is, I’ll say this is when I see distressed 
partnerships, right, when these partnerships are going south. And it’s usually one of these five 
roadblocks are showing up. And what typically happens is they’re not communicating enough. 
There’s not a frequency. So what I try and do is establish some type of communication 
cadence. 

Shannon Waller: Can you say what that is? So Katrina and I talk about this all the time. 
They’re like, people meet like only once a week. We meet almost every day if we’re in the same 
country. The same time zone is probably what I should say. 

Terry Pham: And it’s not a one size fits all. 

Shannon Waller: Yes. 

Terry Pham: It depends. Again, people who aren’t verbal, people who are maybe higher on the 
introversion, don’t want it. Maybe they want it asynchronously. But as a baseline, I just share 
what I do. And then I say, find and curate what works for you. 

Shannon Waller: So what works for you? 

Terry Pham: In a work week, I have four daily syncs, which are 10 to 15 minutes. 

Shannon Waller: Love it. 

Terry Pham: Okay. And how does this start? And then we have a form that I share. There’s an 
agenda. And the idea is the EA leads this. I just get to show up. So before the sync, I get a 
morning brief. For me, that’s my roadmap. It’s like, here’s all your meetings today. These are 
your top priorities and outcomes. These are some decisions that need to be made. Here’s 
some things I’m blocked on. So, for example, like today, it’s like, hey, you have a podcast with 
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 Shannon Waller, it’s a hyperlink, I click on it, everything that I need for the podcast is there. So 

I don’t archive that email; it sits there as my roadmap. Then the sync comes on and we do a 
video call. If I’m busy, it’s just on a phone call. First thing is energy check. How’d you sleep? 
How’s your energy? Did something happen last night? 

Shannon Waller: Yeah. 

Terry Pham: Did something urgent come up today? Do we need to reorient the calendar? Did 
someone cancel on you? Whatever it may be, right? And then I want to know, how’s your 
energy? What’s your capacity for today? It’s a two-way street, right? So how are you feeling? 
How’d you sleep? Honestly, Shannon, I’m feeling overwhelmed. I got all this. Okay, talk me 
through it. So once we get clear on energy, then it’s, these are your top three outcomes. 
Meaning I want to know a definition of done. Right? If we didn’t have to sleep, we could work 
hard for the day. So what are my top three items? What are my top three priorities? They 
should tie back to my goals. If you use, yes, your rocks. Otherwise, again, activity versus 
productivity. I want to be moving the needle towards really high impact things. It has to tie 
back to my goals. So, I want that always to be brought back in the forefront of every single 
day.  

Okay, these are your top three priorities. This one’s that rock you’re really trying to tackle this 
week. So, let’s focus on that. Then the EA shares their top three priorities. And ideally, what I’m 
looking for is there some alignment. I’m working on these things. Is it really important? Are you 
supporting that? Or are you supporting other activities? And then the rest of the time is spent 
for flagging any decisions that need to be made. I need an A or a B from you, a yes or a no, or 
I’m blocked here, I need some context, help me understand this. Then once a week, we do a 
longer 30, 45-minute planning session. We use this again as an opportunity to work on the 
partnership. So we’re going to look back, what did we commit to? What got done? What didn’t 
get done? Why? What created momentum? What created friction? So how do we build on the 
things that create momentum? How do we avoid and course correct on the things that create a 
friction?  

And then we’ll look at the calendar and all the things for the next several weeks. Do I have 
travel coming out? Do I have any big meetings, big things? I should make sure I’m prepared for 
that. And so for me, that’s a great cadence. And again, if I get really busy, I miss a daily sync, 
that’s okay. But I think at least a minimum of a sync and a weekly planning to look back and 
look ahead. And then every 30 days before our weekly, we do a stop, start, continue for each 
other. 

Shannon Waller: Okay. Say more about that. 
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 Terry Pham: Yeah. So I don’t want to have a silent contract with Anne and I don’t want her to 

have a silent contract with me. 

Shannon Waller: Okay. 

Terry Pham: Silent contract is where I have an expectation that hasn’t been spoken of Anne. 
She signed a contract she doesn’t know she signed. 

Shannon Waller: In other words, unmet expectations that you haven’t communicated. 

Terry Pham: Yeah. And then she lets me down. I get frustrated. She misses my expectation. 
Frustration builds resentment. And then I start building it up, building up, building up. I never 
communicate and she has no idea. 

Shannon Waller: Yeah. 

Terry Pham: So doing that every month lets us know, hey, Anne, stop doing this. Start doing 
this. Continue this. But it’s a two-way street. 

Shannon Waller: Yeah. 

Terry Pham: So she fills one out for me. 

Shannon Waller: Right. 

Terry Pham: Terry, I need you to stop doing this. I want you to start doing this continuously 
because I don’t see my own blind spots. And so she’s working with me every day. So she 
highlights that for me, which is really great. So great awareness. 

Shannon Waller: Well, a couple of things. One is you have to really trust and respect the other 
person. Right. We talked about that. But also Gino Wickman and another speaker at the EOS 
conference last week talked about the difference between open and honest. And I’ve always 
said those two things together, but I got a really good handle on the distinction. Honest is how 
you are communicating outward to somebody else. Open is receiving that honest 
communication. And it’s a two-way street. You don’t be honest and not receive. That is not 
cool. But that’s, again, what happens with a partnership. And then the first speaker, Jonathan, 
who I learned later is a Coach client. I didn’t even know. I was like, that was pretty cool. He 
was brilliant. He talked about turning blind spots into just spots, which was so fun because we 
all have blind spots and we don’t know. 

Terry Pham: Those are so great. 
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 Shannon Waller: I know, right? Stuff you kind of know, but then you’re like, I don’t have that at 

the forefront and now I do. So it’s a good way to laugh at yourself and realize that everyone 
has growth opportunities. So what’s an example of a blind spot for you or Anne, if she wouldn’t 
mind you sharing? What’s something where you’re like, okay, that’s not working or please stop 
doing this or please start doing more of that. What’s an example? 

Terry Pham: Well, it’s what I think in a lot of times the things that we’re asked to stop doing 
come from a good place. 

Shannon Waller: Right. 

Terry Pham: So, for example, for me, she’s like, hey, I would appreciate it if you stop checking 
your email so often. Because, she said, one, I’m looking, you’re just deleting junk mail. Big 
waste of time. Number two, when you do jump in, you get excited and you respond to an email 
that I’ve actually already responded to. So now we look silly. But number three, the core issue 
is I feel like you don’t trust me. And that was like, oh, okay, now that means something. She’s 
like, I don’t feel like you trust me. So what needs to happen for you to trust me so that I can 
fully own this? 

Shannon Waller: And the truth is you may have just been bored, or you might have been just 
delaying doing something else. 

Terry Pham: It was reflexive, Shannon. It was reflexive. 

Shannon Waller: Yes. 

Terry Pham: That’s all it was. 

Shannon Waller: I love it. 

Terry Pham: So I had to unlearn that and be okay with that. That was one. For me, for her 
actually, it was like, I need you to stop working so late. I appreciate you’re working really hard, 
but I also want you to have your Free Days and your freedom, right? So I suspect you have a 
tendency to multitask. And she says, I do. And it’s in her profile, right? She’s a high D, a low C. 
So she’s like, I feel like I have to touch everything every day, otherwise I wasn’t productive. 
Instead of focusing on one thing, knocking it out and moving on. And I said, you’re going to 
make much more progress versus going an inch deep across 10 different tasks versus getting 
a few things done. And then again, that refined. And then a few months later, hey, stop 
checking your email on the weekend because you’re bored. I was like, how did you know? 
She’s like, I saw. The inbox is empty on Monday. I was like, oh man, I got busted again. So like 
hand slap, I was like, okay. So that’s just how stuff shows up. And then I think early on in a 
partnership, I do this with my team. When there’s a new team member and a trainer, we do 
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 what’s called, you need to be providing every new team member SSS feedback every day. 

Short, soon, specific. 

Shannon Waller: Okay. 

Terry Pham: Yes. So it’s like end of the shift. You’ve just been trained. It’s like, hey, you did 
these things really well. These are some areas we can improve and focus on for tomorrow. And 
what I always tell the trainee is if you’re not getting that feedback, it is your duty and 
responsibility to ask for it. Because I don’t want a week or two weeks to go by and you think 
you’re crushing it and your trainer is actually wondering if you’re going to stay with the team, 
right? So we always want that opportunity to know and give people that feedback. Ryan heard 
this. He puts a 5 p.m. alarm on his phone that says feedback. He’s thinking at 5 p.m., who can 
I give feedback to within the team? And that’s 250 micro-adjustments a year. That’s the way 
he looks at it. 

Shannon Waller: Wow. Is it always improvements or is it sometimes positive feedback or 
both? How does that work? 

Terry Pham: It’s both. 

Shannon Waller: Okay. 

Terry Pham: It’s usually both. Again, whatever you’re feeling, but just it’s an opportunity to 
make an adjustment. So that alarm is just a reminder, like gets you out of whatever you’re in. 
It’s like, huh, who should I share some feedback with today that would be helpful? 

Shannon Waller: I love it. Short, soon, specific. 

Terry Pham: Specific. 

Shannon Waller: I love it. Yeah, and the short is good. The last thing you want is someone 
giving a rant about something you could do better. Keep it short, keep it concise, do it soon. 
And this is actually like for any course correction, including parenting, by the way, this is great 
parenting coaching. And then specific, not just, oh, you’re not doing well. When you didn’t get 
back to the client within an hour, it caused a problem because then they didn’t do that. It’s like, 
you want to be really specific, or I heard this great description. A kid tidying up his room did a 
great job, put the toys away. And the mom came in and said, oh, my gosh, John, you did such 
a great job. You put your clothes away, like very specific on the positive. And then you said the 
one thing that just really finished the job is to move the pillow from the middle of the bed to the 
top, because apparently it was not where it was supposed to be, which I thought was so fun. 
I’m like, oh my gosh. So the kid is very specifically identifying what the mom is happy with and 
then has one quick thing done and then high fives all around. 
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Terry Pham: It’s amazing. 

Shannon Waller: So it works with every age group, I have decided. But that is great. Thank 
you for that reminder and great way of remembering it. Great mnemonic on that one. So good. 
All right, I could keep you on the conversation forever, but the one last point, which I cannot 
wait to hear, and I have no idea what the answer to this is. You said there’s someone who 
should never have an EA. I’m dying to know who should not have an EA. What is it about this 
person that just says, no, no, no, no, no, don’t go there? 

Terry Pham: Well, you’ve actually alluded to it in the beginning. There’s a lot of different 
things, but I think number one is like you said, it can’t be a jerk. Right? Like that’s a big one. 
That’s a big one. Yeah. I mean, that’s one of the things I look for in FLAG. So again, is the 
partnership struggling because of relationship or is it structural? That’s always fundamentally 
what I look at, right? 

Shannon Waller: Yeah. 

Terry Pham: What I see more times than not when someone can’t just get that traction with 
their EA and they’re the problem, it’s usually rooted in a few things. One is there’s probably a 
jerk component to it. Number two, they have this inability to truly let go. They say they want 
freedom and growth. They’re not really willing to do it. Steven says this all the time. He gets it 
from Dave Ramsey. He’s like, they’re not sick and tired of being sick and tired enough. They 
haven’t probably experienced enough pain. They’re not at the end of their rope. It’s like, hey, 
you know, buddy of ours says this is like, you’ve tried it your way long enough. Are you done 
yet? Are you done doing it your way? Right? When you get to that place is I think when change 
can happen.  

But when I see people who aren’t right fit, they haven’t reached that threshold yet. And it’s 
usually driven by ego, driven by mainly control. Or they’re looking at this too much as an 
expense. They don’t see the investment, they don’t see the amplification and multiplication of 
having support, right? It can go back to like, I’ve given myself all this time, but I don’t know 
how to do the thing. It makes them really uncomfortable. So they get rid of the support so they 
can go back to just doing things the way they’ve been doing them, right? And so there’s a lot 
of different areas, but I think control is a big one. And then I think people just who relationally 
aren’t going to be kind to someone, who aren’t going to really reciprocate that servant-
heartedness like an EA is going to provide. 

Shannon Waller: The term that came to mind is relationally inept, which, there’s not having the 
skills, but more importantly is not actually having the willingness or the heart, right? That’s not 
even an app. That’s just unwilling. That’s a whole different kettle of fish. But yes, there are 
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 some people who just don’t have it in them. And it’s interesting, as you were talking, what 

came to mind is they’re not up to something big enough that means superseding their own 
structure, pattern, ego, whatever you want to call it, in service of something that’s bigger. If it 
has to be about you, then there isn’t usually room there for somebody else. When you’re up to 
something bigger—we were talking before we started about if you want to go fast, go alone. If 
you want to go far, go together. And there’s almost always a combination of those things that 
happens is what came out in my group, which was really interesting. But it’s like, there just isn’t 
room. Rugged individualism is so baked in that there’s just no space for anything else to 
happen. 

Terry Pham: Yeah, it’s interesting. I mean, I heard a talk a few years ago about generational 
bias. And the things that shaped and the factors that shaped your generation become the 
things that you value. Rugged individualist, lousy kid. So then we put those values onto the 
subsequent generation, which usually has a different value system. And then we hammer them 
because they don’t have those. That even shows up in partnerships. It’s like, they can’t figure it 
out. It’s like, well, you’re not giving them some context. You’re not giving an opportunity. Yeah, 
I think the big one is control. I love what you said. They’re not up to something big enough. 
And there’s some identity stuff in there. But typically, if it’s too much of that expense and 
scarcity mindset, just generally doesn’t work out. And then that’s when we say, hey, I think 
probably we should part ways. They’re not ready for it. 

Shannon Waller: Yeah. Oh my gosh, so much wisdom. I love every second of this, Terry. 
Thank you. And it’s fun for me to unpack this relationship. It’s very true, I think, of most 
teamwork relationships, but especially when you have a strategic or what we also call support 
partner, a strategic assistant, EA, lots of different terms for it. It is so powerful because there is 
an openness required. You are letting someone into your life and your personal life. You know, 
I love how Steven talks about all the date nights that his EA organizes. And I was like, they 
could do that? I learned a lot writing this book with them. I didn’t know that was a thing. And 
be willing to share of yourself and be willing to be supported is a thing. There’s no question 
about that. So you unpacking the five biggest challenges, the five biggest solutions, what has 
to, who should never have any, which just kills me, which I think is, and what happens when 
people, when it’s not working after a period of time, they’re falling off the edge, and what the 
solution is, is really powerful.  

Our first podcast series, which actually spurred the idea for the book, was really useful for 
people, and I feel like this has just taken it another. We’ll actually tag that in the notes. But this 
has actually taken it to a whole other level and putting it into lists is so mind expanding. And I 
love it. And you tie in so much of what we know to be true at Coach and what I know from the 
Team Programs and EOS. It really integrates. It all kind of comes home when you are actually 
making with this level of teamwork with your EA. So thank you. Thank you. Thank you for 
sharing your wisdom on this. It’s huge. 
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Terry Pham: Thank you for having me. You’re always fun. 

Shannon Waller: Thank you. 

Terry Pham: You’re always fun. And I always enjoy it. And I learned so much just getting to 
spend time with you. You’re a wealth of knowledge. 

Shannon Waller: My 7 PRINT insists on that. Enjoy life and be happy; that is my deal. And fun 
is a technical term, let’s be clear, not frivolous. I appreciate that. That’s a high compliment for 
me. Oh, if people want to reach out to you, or Superpowers, or maybe they’ve finally got the 
confidence they need to actually be supported, because that’s important, how can people get 
in touch with you guys? 

Terry Pham: So superpowershq.com, book a free discovery call. If you want to learn more 
about yourself, you can also take a Frequency Assessment, which is our own tool. 

Shannon Waller: We didn’t talk about that. Give a couple of minutes on that. That was so 
good. 

Terry Pham: So Frequency was created and it’s really geared towards understanding how I 
think initially a principal-agent partnership works. It’s evolving to actually like 50-50 co-
partners. It could be spouses. But the main thing is like understanding how you operate in the 
workplace, how someone else does, and then it’s called a Residence Report. 

Shannon Waller: Yes. 

Terry Pham: So the Residence Report shows like these are how you’re going to really be 
synergistic. These are areas where friction may come about. And so it usually comes down, 
and I won’t go too far, but there’s like six dimensions we look at, like directiveness, like 
emotional attunement, pace, all these different things, communication volume. So those are 
really important to understand, like when you’re working with someone, like how do you like 
communication? Like you said, because you’re just like, oh, it felt like we’re having a lot of 
conversation all the day, because that works for you. Other people may want, I just want a 
batch in a short text message. That’s good for me. I’m more like you; I like to have higher 
frequency communication. What’s the pace that you operate? So frequency is a tool. And 
again, I think the key is really in the Residence Report. So you can take a free assessment. Go 
to takefrequency.com, and you can take an assessment and then send it to someone else. And 
then if they want to get a residence report, they can shoot me an email. Mine’s 
terrypham@superpowershq.com. 
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 Shannon Waller: Very cool. Thank you. Thank you, Terry. And I have done, I did an early 

version of the Frequency Report, and it’s so interesting. I took such a literal—this happens to 
me sometimes—I thought, oh, it’s just the frequency of communication. No, it’s the frequency 
that you function at and how loud it’s at. It’s like resonance. Energetic sounds a little whatever, 
but it is that. It’s like, what’s your frequency as a striving, whatever, go-getter entrepreneur? 
What’s the frequency of your support partner? And then how do those match? And it’s 
amazing. It’s so accurate. And Katrina and I, we were supposed to do it during our planning 
meeting, but we timed out. So we had another whole meeting to go through the report and 
highlight—she highlighted all of it, by the way, about what was true for her. And I did the same 
and things, because we’re very closely meshed, but there are a few areas where I have a 
different pace.  

And the one insight was sometimes we will not solve for the big issue. I’m going to interpret 
this as not how it’s said, but kind of put Band-Aids on it versus actually solving it. Right? Will 
kind of make accommodations rather than actually fixing the issue. Interesting. Oh yeah, that’s 
probably true. So there was some great coaching, great analysis, spot on, could not 
recommend it highly enough. And the fact that you’re making it available free is incredible. So if 
you’re intrigued and you want to know, like I’m a fan of Kolbe 88 comparisons and those 
things, and it’s not Kolbe. It’s not how you strive, but it is very much the frequency that you 
operate on and how that compares to somebody else. Strongly recommend that you jump 
onto it. So again, how do people can access that is frequency? 

Terry Pham: It’s takefrequency.com. 

Shannon Waller: Takefrequency.com. Thank you. That feels like a real gift. 

Terry Pham: You bet. 

Shannon Waller: All right, Terry. Thank you. Thank you. Thank you. Such a gift to talk to you. 
Again, I think we could do this all day, but that’s too long for our listeners. So I can’t wait to 
hear about the progress. You guys are creating some new tools. And again, I cannot 
recommend strongly enough that everyone has support. There are people out there who love 
to do it. You deserve it if you need that validation. And if you’re up to big things, please, this is 
the most strategic way to do it. And I’ve really enjoyed my collaboration with Superpowers and 
with you. So thank you. 
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