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About the book

In "Words That Work," Frank Luntz unveils the transformative power of

language in shaping public opinion and influencing behavior, illustrating

how the right words can create compelling narratives that resonate deeply

with audiences. With his sharp insights gathered from years of experience in

political consulting and messaging, Luntz demonstrates that successful

communication hinges not just on what is said, but crucially on how it is

said. He provides a toolkit of phrases and strategies that can elevate

discussions, resonate with emotion, and inspire action. By marrying

psychology with linguistics, Luntz invites readers to rethink their approach

to communication, making this book a must-read for anyone seeking to

master the art of persuasion in an increasingly noisy world.
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About the author

Frank Luntz is a renowned political consultant, pollster, and communication

expert known for his groundbreaking work in the field of political messaging

and public opinion research. With a career spanning over three decades,

Luntz has played a pivotal role in shaping political campaigns and public

discourse through his innovative use of language and focus group

methodology. His unique ability to distill complex ideas into simple yet

powerful phrases has made him a sought-after strategist for politicians and

organizations alike. Luntz’s insights into the importance of word choice and

its impact on perception are encapsulated in his bestselling book, "Words

That Work," which explores how effective communication can influence

attitudes and behaviors in a highly polarized environment.
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Chapter 1 Summary: The Ten Rules of Effective
Language

In Chapter 1 of "Words That Work," Frank Luntz outlines ten essential

 principles for effective communication. These rules are designed to help

speakers and writers craft messages that resonate with their audiences amidst

the cacophony of daily communication. Emphasizing practicality over

literary aesthetics, Luntz seeks to provide simple, actionable rules for

conveying messages clearly and persuasively.

1. Simplicity: Use Small Words  

   Simplicity is paramount in communication; using small, straightforward

words ensures that messages are accessible to the broadest audience.

Complex language can alienate listeners and obscure meaning, much like

political figures who fail to connect with everyday Americans by using

jargon or sophisticated vocabulary.

2. Brevity: Use Short Sentences  

   Short, concise sentences pack more power and are easier for audiences to

absorb. Memorable phrases and slogans often consist of just a few words,

effectively conveying core messages without overwhelming the listener.
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3. Credibility Is As Important As Philosophy  

   Sincerity and truthfulness are vital in communication. If words do not

align with genuine belief or reality, they will fail to resonate. Missteps and

contradictions can lead to significant reputational damage, both in politics

and business.

4. Consistency Matters  

   Repetition reinforces messages and aids recall. Effective communicators

stick to core messages over time, ensuring their audience recognizes and

remembers their key points. Changing messages can confuse listeners and

dilute brand identity.

5. Novelty: Offer Something New  

   Engaging communication often involves redefining familiar concepts in

novel and surprising ways. By providing fresh perspectives, communicators

can capture attention and create impactful messages.

6. Sound and Texture Matter  

   The phonetic quality of language—its rhythm, cadence, and

sound—contributes to memorability. Catchy slogans or phrases that use
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alliteration, rhyme, or rhythm are more likely to stick in the minds of

audiences.

7. Speak Aspirationally  

   Effective messages resonate on an emotional level, tapping into deeper

hopes and desires. By presenting ideas that reflect collective aspirations,

communicators foster connection and engagement.

8. Visualize  

   Strong imagery enhances understanding and memorability. Effective

communication should paint vivid pictures, helping audiences to visualize

and connect with the message being conveyed.

9. Ask a Question  

   Rhetorical questions engage listeners actively and personalize

communication. They invite participation and reflection, making the

audience feel involved and connected to the message.

10. Provide Context and Explain Relevance  

   Context shapes understanding. Providing reasons and responses to "why" a
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message is important ensures that the audience appreciates its significance.

Relevance to the audience's experiences and concerns is crucial for effective

communication.

Luntz emphasizes that while words and language choices are crucial, their

effectiveness diminishes without careful consideration of context and

audience. Understanding audience demographics, experience, and biases is

essential for developing impactful communication strategies. The chapter

serves as a foundational guide to ensuring that messages are not just heard,

but also understood and acted upon.
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Critical Thinking

Key Point: Simplicity: Use Small Words

Critical Interpretation: Imagine standing in front of a room full of

people, their faces slightly puzzled as you launch into a complicated

explanation filled with jargon—suddenly, you realize no one is

connecting with your words. Now, picture the opposite scenario,

where you choose to express your ideas using simple, relatable

language. In that moment, you notice their eyes light up, engagement

sparking as they effortlessly grasp what you’re saying. This chapter

inspires you to embrace simplicity in your own life, enabling you to

communicate effectively, break down barriers, and foster genuine

connections. It shows you that your message can travel far and wide

when it’s conveyed in a way that everyone can understand, making

your words not just tools for communication but bridges to

meaningful interactions.
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Chapter 2 Summary: Preventing Message Mistakes

In the second chapter of "Words That Work," Frank Luntz emphasizes the

 critical importance of using effective language in communication,

especially in politics and business. He argues that single words can

significantly shape public discourse and perceptions, using examples such as

"pro-life," which inherently frames the opposing viewpoint as "pro-death."

This chapter illustrates how communication is often misconstrued and

reminds communicators to tailor their messages based on their audience's

backgrounds and knowledge.

To avoid message mistakes, Luntz states that communicators should never

assume their audience possesses the same knowledge as they do. Politicians

often use obscure acronyms, such as OMB (Office of Management and

Budget) or CBO (Congressional Budget Office), which leave most of the

general public confused. The expectation that everyone understands these

terms leads to frustrating and ineffective communication.

1. Context Matters: The chapter stresses that effective communication

 relies on understanding the context in which words and phrases will be

received. Luntz discusses instances where CEOs and politicians lose touch

with average citizens due to their privileged perspectives. By failing to

recognize their audience's experiences, they risk alienating the very people

they seek to convince.
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2. Simplicity Over Complexity: Luntz insists on the necessity of clarity

 in communication. Using jargon or complex terminology can obscure

meaning and disengage the audience. He criticizes overly verbose speeches

and recommends concise language that resonates more deeply with

individuals’ realities.

3. Sequential Logic: The order in which information is presented is

 crucial for effective communication. Through a personal anecdote about

campaign advertisements, Luntz demonstrates how audiences interpret

messages differently based on the sequencing of information. The

implications suggest that the first impression often shapes overall

perception, thus importance lies in careful arrangement of content.

4. Gender Sensitivity: Luntz highlights significant communication style

 differences between genders. Many men unknowingly use sports metaphors

or aggressive language which may not resonate with women, who often

prefer more relatable and empathetic communication. Awareness of these

differences can enhance interpersonal engagements and outreach.

5. Appeal to Emotion: Women, in particular, respond better when topics

 focus on children and family. Child-centered messaging is effective, as it

aligns with their concerns for the future and resonates emotionally.

Politicians and marketers should recognize this powerful motivational factor
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in their communications.

6. Defining Terms: The chapter emphasizes the importance of how

 language is framed and the effects of specific word choices. Luntz discusses

how the term "welfare" has evolved in public perception, illustrating that

words can lead to drastically different interpretations based on linguistic

choices. Therefore, understanding and managing word connotations is

essential in crafting effective communication strategies.

7. Listener Reception: Ultimately, Luntz asserts that the success of a

 message is determined largely by how listeners interpret it rather than the

speaker's intention. Effective communicators must actively listen and tailor

their approaches to audience needs, showing respect and understanding in

their messaging.

In summary, Luntz compels communicators to consider carefully their

audience's perspectives, strive for clarity and relevance, and continuously

adapt their vocabulary and messaging strategies to maintain effective and

engaging discourse.
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Chapter 3: Old Words, New Meaning

In Chapter 3 of "Words That Work," Frank Luntz explores how language

 evolves over time, emphasizing the importance of clarity and context in

communication. The chapter begins with a quote from George Orwell, who

critiques the deterioration of language and thought. Luntz highlights the

risks of using language that has become ambiguous or has evolved to mean

something different than intended, citing examples such as "Orwellian,"

"Machiavellian," and "Kafkaesque" to illustrate this point. 

1. Perception vs. Meaning: Luntz asserts that communication is not just

about what is said, but rather how it is interpreted by the audience. Historical

figures such as Machiavelli and Kafka have been misrepresented in

contemporary discussions, revealing how meanings shift over time. The term

"Orwellian" now describes the very distortions Orwell sought to expose.

2. The Impact of Language: The chapter argues for the significance of clear,

direct communication, emphasizing that words must resonate with the

intended audience. Luntz discusses the rise of euphemisms in modern
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Chapter 4 Summary: How “Words That Work” Are
Created

Chapter IV delves into the intricate process of how "words that work" are

 crafted within the realms of politics and communication. The journey

begins with a story from 1998, where the author utilized innovative

techniques to present effective environmental language to the Republican

Senate. By creating a video that demonstrated how the same speech, when

delivered by different senators, garnered similar responses from focus

groups, he established his credibility and opened the door for subsequent

collaboration.

1. Establishing Credibility through Innovation  

   To gain the trust of the Senate, the author employed a method that

showcased the effectiveness of language regardless of the speaker's delivery

or identity. The senators were persuaded that certain words and phrases

resonated with audiences, showcasing that effective language transcends

individual quirks or styles.

2. The Demand for Language Experts  

   The demand for language and communication expertise has surged, with

political consultants increasingly turning to branding professionals for

Scan to Download

https://ohjcz-alternate.app.link/mUs2mMTyRRb


assistance. The confluence of Madison Avenue techniques with political

discourse has led to refined linguistic practices that shape public opinion and

campaign strategies.

3. Understanding Polling Methods  

   The text elucidates the complexities and limitations of traditional polling,

highlighting how capturing authentic public sentiment can often be

compromised by methodology. The increasing difficulty in obtaining a

representative sample due to changing demographics and technology is

emphasized. Furthermore, the psychological aspects of how questions are

framed in surveys significantly influence responses.

4. Focus Groups as a Research Tool  

   Unlike polls, focus groups allow for a deeper exploration of public

sentiment because they facilitate open dialogue and uncover underlying

motivations. This approach, designated as the "Instant Response Dial

Session," enhances understanding by combining qualitative insights with

quantitative data, enabling researchers to capture emotional and intellectual

responses in real-time.

5. Capturing Authenticity through Dial Sessions  

Scan to Download

https://ohjcz-alternate.app.link/mUs2mMTyRRb


   The "dial sessions" are lauded as a more effective way to gauge audience

reactions. Participants provide second-by-second feedback on language,

utilizing dials that reflect their immediate emotional responses. This

technology allows for the identification of both effective and ineffective

language components, offering invaluable insights for refining messages

before they reach the public.

6. The Importance of Non-Verbal Communication  

   The chapter underlines the significance of non-verbal cues in effective

communication. How words are delivered – including the speaker's persona

– can greatly affect how the message is perceived. Authenticity matters;

audiences connect better with those who convey true character traits than

with those who merely relay information.

7. Lessons from Political Figures  

   The similarities among successful political figures are discussed, with

examples illustrating how authenticity and relatability contribute to their

appeal. The experiences of politicians like Rudy Giuliani and Arnold

Schwarzenegger showcase the fusion of personal history and public

messaging as a determination of success in connecting with voters.

8. Corporate Communication Failures  
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   The text also addresses the challenges faced by corporate leaders,

emphasizing the disconnect often seen in corporate communication. Words

can significantly impact a company's reputation, as seen in Hank

McKinnell’s efforts at Pfizer, demonstrating how personal investment in

messaging can bridge gaps and foster trust.

9. The Power of Brand Language  

   Successful brands thrive not just on their products but on the language that

embodies their ethos. Examples show how slogans and catchphrases

resonate with cultural sentiments, emphasizing the need for alignment

between messaging and identity in both products and people.

Ultimately, the chapter presents a comprehensive look at the art of using

language effectively, underscoring that in both politics and business, how

messages are constructed, delivered, and perceived can mean the difference

between success and failure. The idea of being the message encapsulates the

overarching principle that authenticity, clarity, and personal connection are

at the heart of powerful communication.
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Critical Thinking

Key Point: Establishing Credibility through Innovation

Critical Interpretation: Imagine stepping into a room where your voice

carries weight, your words resonate deeply, and you can truly connect

with those around you. What if I told you that the key to this influence

lies not just in having something important to say, but in how you

present it? As you navigate through life—whether in personal

relationships, at work, or in public forums—think about the art of

establishing your credibility through innovative communication. Like

Frank Luntz demonstrated to the Senate, the words you choose can

transcend your individuality, allowing your message to shine in all its

clarity and relevance. Embrace the power of language to forge trust

and inspire action, knowing that authenticity shines through when you

express your thoughts in engaging and thoughtful ways. With each

interaction, recall that the way you convey your message can

transform perceptions and foster connections that propel you forward.
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Chapter 5 Summary: Be the Message

In "Words That Work," Chapter 5 titled "Be the Message" insists on the

 principle that effective communication hinges not just on what is said, but

on who conveys the message and how it's delivered. The chapter illustrates

this through various contrasting examples from political history,

emphasizing that successful figures create memorable personas that connect

with the public on an emotional level.

The first key aspect highlights personal branding in politics, where an

individual’s persona—shaped by their actions rather than words—holds

significant sway over public perception. Henry Kissinger’s experience

working with Nixon exemplifies how a strong persona can sometimes

overshadow the message itself. Nixon, fearing the impact of Kissinger's

accent on communication, chose to limit his public exposure, suggesting that

the messenger's identity can detrimentally affect the delivery of a message.

1. The Importance of Connection: It emphasizes that forging a personal

 connection with voters is a prerequisite for success. The author references

Warren Beatty's saying, “People forget what you say, but they remember

how you made them feel,” and Roger Ailes’s notion that “The messenger is

the message.” Individuals like Bill Clinton and George W. Bush highlight

the importance of how leaders convey their messages, with Clinton's actions

resonating emotions while Bush conveyed his perspective through a strong
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and assertive tone.

2. Show, Don’t Tell: The principle of showing rather than telling is

 reinforced through discussions of John Kerry and George W. Bush during

the 2004 election cycle. Kerry’s attempts to narrate his military service were

overshadowed by Bush's commanding discourse on terrorism. This behavior

is underscored by the idea that genuine actions resonate far more than

rehearsed statements. For example, Kerry’s "band of brothers" displayed

authenticity, while the negative portrayals by the Swift Boat Veterans for

Truth undercut his credibility, showcasing that perception can be

manipulated based on narrative framing.

3. Authenticity in Politics: Authenticity emerges as vital; politicians

 must embody their messages truly without playing a role. The author cites

instances where politicians faltered when their true selves were not reflected,

like Carter's “malaise” speech, which lacked aspirational elements and

ultimately declined his popularity. Simultaneously, figures like Arnold

Schwarzenegger leverage their celebrity to create a compelling political

identity; however, if they stray from authenticity, they risk losing public

favor.

4. The Role of Language in Corporate Messaging: The chapter

 transitions towards corporate leaders, where communication plays a critical

role in shaping public perception of brands. The author points to examples
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like Pfizer’s Hank McKinnell and General Electric’s Jack Welch,

demonstrating how effective leaders align authentic communication with

corporate goals. Successful language in advertising, such as slogans which

resonate widely, encapsulates this sentiment of connection and

memorability. It is suggested that effective taglines reflect the company's

ethos, encapsulated in simple yet powerful language.

5. Political Soundbites and Their Implications: Lastly, the discussion on

 memorable quotes and phrases underscores how impactful words can shape

both political campaigns and public discourse. Numerous examples illustrate

how a single phrase spoken in the right tone can crystalize public opinion,

while a poorly worded comment can tarnish a reputation. For instance,

Goldwater’s “extremism in defense of liberty” serves as a cautionary tale, as

the phrase became associated with his candidacy’s downfall rather than

fortifying it.

Ultimately, Luntz concludes that effective communicators understand their

audience, utilize language thoughtfully, and project authentic personas that

reflect both personal and public narratives, thereby making their messages

memorable and impactful. The chapter effectively champions the

intersection of authenticity, emotion, and the art of communication in both

politics and business, articulating that the clarity of the message and the

credibility of the messenger are paramount.
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Chapter 6: Words We Remember

In Chapter 6 of "Words That Work" by Frank Luntz, the author explores the

 profound impact of memorable, impactful language. The chapter highlights

how specific words shape our collective memory and affect our perceptions

in various contexts, such as film, politics, and business. 

1. Words Matter: Memorable phrases and quotes from movies become

ingrained in our cultural vocabulary, often more so than factual statements

from real-life figures. For instance, phrases like “I’ll be back” from "The

Terminator" resonate stronger than historical declarations. Luntz emphasizes

that powerful words encapsulate emotions and shared experiences, thus

making them unforgettable.

2. The Power of Communication: The narrative underscores how

communication failures, especially in corporate settings, can lead to

significant consequences. A case in point is Martin Luther King Jr.

conveying his desire for “dignity” amid a crisis, showcasing how messages

that strike at the heart can leave lasting impressions.
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Chapter 7 Summary: Corporate Case Studies

In the realm of corporate and political communication, the effective use of

 language can be a game changer. In Chapter 7 of "Words That Work," Frank

Luntz elucidates this principle through various case studies, emphasizing

how strategic wording can shape perceptions and outcomes. Here’s a

detailed summary encapsulating the chapter’s themes and examples:

1. Jack Welch’s Philosophy: Welch champions simplicity and clarity in

communication as vital for motivating employees and focusing on customer

satisfaction. He argues that language should resonate at a personal level,

urging companies to communicate transparently to foster job security linked

to customer satisfaction.

2. Proactive Communication: Successful corporate communication hinges

on proactive engagement. Luntz illustrates this with examples like Wal-Mart

and Vons, noting how their silence on pressing issues led to negative public

perception. Companies must communicate more, not less, especially during

crises.

3. Language Change and Branding: Luntz highlights transformative case

studies, such as the shift from "gambling" to "gaming," demonstrating how

redefining terminology can alter public perception. This change not only

makes the industry more appealing but also frames it in a positive light.
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4. Reframing Terms: Words like "liquor" have been replaced with "spirits"

to evoke more favorable associations, highlighting how language can

enhance the image of an industry. Analogously, credit unions have

effectively distanced themselves from the term "bank," opting instead for

more relatable and appealing language that resonates with consumers.

5. Significance of Name Changes: The rebranding of “Le Rêve” to “Wynn

Resorts” exemplifies the importance of predictability and familiarity in

names. The recognizable name "Wynn" not only appeals to customers but

also underscores the significance of strong branding.

6. Evolution of Language in Crisis: In response to the Enron scandal,

PricewaterhouseCoopers pivoted its communication strategy to emphasize

accountability and accuracy over perceived honesty, showcasing how

language adaptation can restore trust in a profession.

7. The Power of Collective Language: The coupling of terms like "exploring

for energy" instead of "drilling for oil" illustrates how language can shift

public sentiment towards energy production. This shift frames energy

exploration as an innovation rather than harm to the environment.

8. Political Language Strategies: Luntz’s insights culminate in the "Contract

with America," showcasing how careful language selection fosters universal
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appeal. By removing partisan identifiers and creating a legally resonant

"contract," Republicans successfully engaged voters seeking accountability

and reform.

9. Lessons on Public Policy: The chapter delves into the nuances of political

communication, demonstrating how language defines critical issues, such as

the debate over Medicare where framing spending increases as slowing

growth proved more favorable in polls than framing it as cuts.

10. Aspiration in Communication: Ultimately, both corporate and political

communication need to align with aspirational language that encourages

hope and individual agency. Whether it's about creating opportunities in

retirement security or ensuring public safety, communicating positively can

resonate more effectively with the audience.

Luntz's chapter illuminates the importance of language in shaping

perceptions, whether in corporate environments or political arenas. The

strategic use of terminology, clarity, and a focus on actionable messaging

can significantly influence public opinion and drive successful outcomes.

Theme Summary

Jack Welch’s
Philosophy

Simplicity and clarity in communication motivate employees and
enhance customer satisfaction; transparency fosters job security.

Proactive Active engagement during crises is essential to prevent negative
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Theme Summary

Communication perceptions, as shown by Wal-Mart and Vons.

Language
Change and
Branding

Rewording like "gambling" to "gaming" can improve public perception
and appeal to consumers.

Reframing
Terms

Using terms like "spirits" instead of "liquor" creates better
associations; credit unions choose relatable language over "bank" to
attract customers.

Significance of
Name Changes

Rebranding as seen with "Le Rêve" to "Wynn Resorts" emphasizes
predictability and strong branding.

Evolution of
Language in
Crisis

Post-Enron, PwC shifted to emphasize accountability and accuracy
to regain trust.

The Power of
Collective
Language

Framing terms like "exploring for energy" positively influences public
sentiment about energy production.

Political
Language
Strategies

The "Contract with America" demonstrates how careful language can
appeal to voters by creating a sense of accountability and reform.

Lessons on
Public Policy

Effective framing in political communication, like framing spending
increases as slowing growth, can yield more favorable public
opinions.

Aspiration in
Communication

Aligning corporate and political messages with aspirational language
fosters hope and encourages individual action.
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Chapter 8 Summary: Political Case Studies

In Chapter 8 of "Words That Work," Frank Luntz presents an analysis of the

 pivotal role language plays in political communication, drawing on various

case studies to illustrate how the right words can influence public opinion

and voter behavior. This chapter underscores the importance of crafting

messages that resonate with the target audience through effective word

choice, context, and emotional engagement.

1. Commissioning Effective Language: Luntz recounts his involvement

 in shaping the language of the "Contract with America," emphasizing that

the word "contract" signifies a commitment, contrasting it with less

compelling terms such as "plan" or "promise." He points out that the

language needed to evoke accountability and connection to the electorate,

showing that words can be more powerful than traditional political rhetoric

when they encapsulate aspirations and concerns of the public.

2. Title Significance: The name "Contract with America" was

 deliberately chosen to exclude the word "Republican" to appeal to a broader

audience beyond traditional party lines. This decision was supported by

polling data indicating that many independents and moderate Democrats

were more likely to engage with an ideological and philosophical message

rather than a partisan one.
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3. Credibility Through Reciprocity: The phrasing within the contract

 aimed to establish a partnership between voters and their representatives,

suggesting a mutual responsibility crucial during a time of distrust in

government. The “with” in the title implied cooperation and communicated

that the interests of the citizens were of paramount importance.

4. List Structure and Presentation: Highlighting the use of ten points,

 Luntz explains that people are accustomed to digesting information in this

manner. It provided structure and clarity, ensuring that all items were

memorable and that key initiatives were front and center.

5. Revolutionizing Media Perception: By utilizing media to counter

 criticism, the Republicans successfully kept the focus on the Contract's

content, allowing the public to engage with the ten-point agenda despite

negative coverage. This tactical media maneuvering illustrated how words

and their presentation significantly affect public perception.

6. Global Influence of Language: The success of the "Contract with

 America" prompted similar political strategies in countries like Italy and

Romania, indicating that effective political communication transcends

cultural boundaries as voters everywhere respond to credibility and

accountability.

7. The Importance of Personalization: Luntz points out that reshaping
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 discussions around programs like Medicare and Social Security required

language that connected emotionally with the audience, employing

personalized methods that framed these services in a relatable manner. For

instance, referring to "personalizing" Social Security was far more appealing

than "privatizing" it.

8. Language and Policy Perception: Through various case studies,

 including the transformation of "death tax" from “estate tax,” Luntz

demonstrates how changing language impacts public perception and

attitudes. Concrete examples illustrate that emotional resonance often

outweighs factual information in swaying public opinion.

9. Use of Language in Controversial Issues: Furthermore, he analyzes

 how effective communication strategies can help address contentious topics

such as immigration and crime. Simplification, brevity, and a focus on

shared values enable political messages to resound amidst public discourse.

10. Cultural Reflection in Language: Luntz stresses that the changing

 nature of American culture, including educational backgrounds and media

consumption, directly affects how political language should be crafted.

Recognizing the average American's profile helps avoid misconceptions and

leads to more impactful communication strategies.

Ultimately, Luntz illustrates how meticulous language choices, tailored
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messaging, and an understanding of audience demographics can

significantly shape political narratives, enhance credibility, and foster

successful voter engagement. By leveraging these principles, political

figures can craft messages that resonate deeply and à la carte to the needs

and aspirations of the electorate, thereby improving their chances of

electoral success and public trust.

Key Points Description

Commissioning
Effective
Language

Luntz discusses the impact of the term "contract" in the "Contract
with America," highlighting its connotations of commitment and
accountability compared to weaker terms.

Title
Significance

The title was chosen deliberately to exclude "Republican" to reach a
wider audience, supported by polling showing that ideological
messaging appeals to independents and moderate Democrats.

Credibility
Through
Reciprocity

The use of "with" in the title emphasizes cooperation and mutual
responsibility, addressing voter distrust in government.

List Structure
and
Presentation

Using ten points provided clarity and memorability, structuring the
content effectively for the audience.

Revolutionizing
Media
Perception

Republicans managed media narratives to keep focus on the
Contract's content, demonstrating how language and presentation
affect public perception.

Global
Influence of
Language

The success inspired similar strategies in other countries, showing
that effective communication resonates universally across cultures.

The
Importance of
Personalization

Language must connect emotionally, as seen in the framing of Social
Security as "personalizing" rather than "privatizing" to make it more
relatable.
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Key Points Description

Language and
Policy
Perception

Changing terms, like "death tax," illustrates how language influences
public opinion and emotional resonance can be more persuasive than
facts.

Use of
Language in
Controversial
Issues

Simplifying and focusing on shared values helps address contentious
topics, making political messages more effective.

Cultural
Reflection in
Language

The evolving American culture influences political language, and
understanding demographics aids in crafting impactful messages.
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Chapter 9: Myths and Realities About Language and
People

In this chapter, Frank Luntz delves into the myths and realities surrounding

 language and people, focusing on the American psyche and its reflections in

communication. He highlights how language can evoke emotions, ideas, and

perceptions, ultimately determining how Americans respond to messages.

1. Understanding American Identity: Luntz emphasizes a shared human

 experience that transcends racial, economic, and societal divides. He

introduces an archetype—the average American, represented by Jennifer

Smith—a white, middle-aged woman embodying the fears and hopes

prevalent in mainstream America. She mirrors the collective sentiments of

her generation, highlighting that success in communication lies in

understanding the audience's commonalities rather than their differences.

2. Demographic Insights: Through Jennifer's profile, Luntz illustrates

 the stability of average American life despite technological and economic

changes. This understanding leads to effective communication, emphasizing 
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Chapter 10 Summary: What We REALLY Care About

In "Words That Work," Frank Luntz explores the intricacies of language and

 communication. The crux of Chapter 10 revolves around understanding

what Americans genuinely value and how that knowledge can be harnessed

to enhance communication, whether in politics or marketing. Luntz conducts

a thorough examination of pivotal principles defining American thought and

behavior, emphasizing that effective communication goes beyond mere

words; it bridges emotions and aspirations, fostering deeper human

connections.

1. Understanding Core Principles:

   Americans possess a robust conviction in their beliefs, even if they

struggle to articulate them or justify them with evidence. Trust requires

demonstrable principles, not just opinions. The perception of sincerity is

vital, as shown by political rhetoric needing to invoke "principle" for

credibility. In circumstances of doubt, as with the distrust surrounding

politicians, articulate principles resonate more than superficial details.

2. Opportunity vs. Fairness:

   After 9/11, "freedom" became a politically laden term often associated

with Republican messaging. Conversely, "fairness" remained entrenched in
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Democratic discourse. Luntz identifies "opportunity" as a unifying concept

that transcends partisan lines. It resonates with the American spirit of equal

opportunity, as citizens prefer the assurance of a fair start over mandated

equality of outcomes.

3. Community:

   The concept of community has gained prominence, particularly in the

wake of 9/11. People increasingly seek connections within smaller, localized

institutions rather than large, impersonal entities. The evolution of

community through technological advancements has fostered new social

dynamics and discussions, converting traditional affiliations into digital

interactions.

4. Common Sense:

   The demand for common sense in political discourse remains high.

Americans perceive a significant lack of practical reasoning in government,

leading to a disillusionment with complex ideological debates. Luntz

illustrates that simple, reasoned discourse often captures political support,

reinforcing a bond over shared values.

5. Value from Government:
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   The term "value" trumps "limited government" in public perception,

reflecting a desire for results-driven governance. Americans yearn for

efficient services that justify their tax contributions. Republicans and

Democrats need to align their policies with the public’s expectation of

effective government that uplifts citizens while preserving their freedoms.

6. Convenience:

   The modern economy emphasizes convenience as a fundamental right of

consumers. Convenience translates to time-saving practices in shopping,

transactions, and interactions. Establishing solutions that streamline

processes can significantly enhance customer experiences and satisfaction.

7. The Dichotomy of Main Street vs. Wall Street:

   Luntz underscores a cultural affinity for small businesses over large

corporations, emphasizing personal connections, community involvement,

and customer care. While "Main Street" symbolizes warmth and locality,

"Wall Street" often represents cold, corporate greed. This distinction can be

harnessed for positive business communication strategies, stressing personal

investment.

8. Family Values:
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   "Family values" extend kindness, love, and respect beyond mere political

rhetoric—becoming the bedrock of American societal expectations.

Different interpretations of values spotlight a need for inclusivity in political

dialogue. Luntz argues that political candidates must frame their messages

using universally relatable concepts to garner broader support.

9. Hope for the Future:

   American thought is firmly rooted in optimism and forward-thinking.

Politicians who articulate their vision of progress resonate deeply with the

electorate. Using hopeful language about the future reinforces the belief in a

better tomorrow, fostering a positive public image.

10. Effective Communication Techniques for Personal Scenarios:

   Luntz provides practical advice for everyday communication, illustrating

the nuances of saying "I'm sorry," requesting a promotion, or avoiding a

ticket. Recognizing the dynamics of interpersonal interactions—whether

with loved ones, superiors, law enforcement, or service staff—can facilitate

smoother exchanges. Emphasizing empathy, understanding the weight of

language, and leveraging emotional narratives are pivotal strategies for

effective messaging.

In essence, Luntz emphasizes the profound effect words can have on our
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thoughts, feelings, and experiences. Understanding the underlying principles

that matter to various audiences enhances our ability to communicate

effectively and achieve desired outcomes in both personal and public

domains.
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Critical Thinking

Key Point: Understanding Core Principles

Critical Interpretation: Imagine how your life could transform if you

recognized the power of articulating your own core beliefs with

clarity. In a world bombarded with noise and distractions, grasping

and communicating what truly matters to you—your principles—can

foster genuine connections with others. Rather than merely sharing

opinions, you will be able to convey your values with sincerity,

inviting trust and deeper relationships into your life. Picture yourself

engaging more meaningfully with family, friends, and colleagues, as

they resonate with your commitment to your principles. By honing

this skill, you create a foundation built on trust and respect, enhancing

not just your communication, but the quality of your interactions and

the richness of your relationships.
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Chapter 11 Summary: Personal Language for Personal
Scenarios

In the exploration of effective communication, particularly within personal

 and professional contexts, the principles highlighted in Chapter 11 of

"Words That Work" provide critical insight into how language can shape

interactions and outcomes. This chapter dissects various communication

techniques across different scenarios, emphasizing the importance of style,

empathy, and understanding the audience.

1. The Dynamics of Communication: The juxtaposition between male and

female communication styles is notable. Generally, men tend to dominate

conversations, often focusing on self-expression without ensuring

understanding from their partners. In contrast, women seek validation and

understanding, which leads to more effective communication. Men should

consider that actions, such as giving flowers, can serve as powerful

non-verbal apologies and expressions of regret, often transcending spoken

words.

2. Navigating Professional Requests: In the workplace, securing a raise or

promotion requires shifting focus from past performance to future potential.

Rather than demanding recognition for past achievements, individuals

should frame their request in terms of future contributions, effectively

employing forward-thinking language that positions them as invaluable
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assets.

3. Engagement with Authority: When encountering authority figures, such as

police officers, acknowledging errors and expressing contrition can often

lead to leniency. A respectful and humble approach creates a more amicable

interaction, potentially avoiding punitive measures like tickets. 

4. Seeking Assistance: During high-pressure situations, such as missing a

flight, appealing to the emotions of those in charge—entreating staff with

urgency while acknowledging their power—can significantly increase one’s

chances of success. Personalizing requests with dramatic narratives builds a

connection that may prompt compassion and assistance.

5. Dining Dilemmas: In the social setting of a busy restaurant, weaving

humor into a personal narrative when attempting to secure a table can foster

empathy and rapport with staff. Laughter and emotional appeal can aid in

creating memorable interactions.

6. Effective Written Communication: Crafting letters for professional or

personal purposes also follows specific rules. Beginning with an impactful

statement, keeping paragraphs succinct, and utilizing engaging formatting

ensures that messages capture attention effectively, optimizing the likelihood

of a response.
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7. Language for the Twenty-First Century: The chapter concludes with a

forward-thinking list of twenty-one impactful words and phrases predicted to

resonate throughout various sectors, notably in business and politics.

"Imagine," "hassle-free," "lifestyle," "accountability," and "innovation" are

just a few examples of terms that capture core values of the era, appealing to

consumer desires for personalization, efficiency, and moral integrity.

The principles outlined are not merely stylistic suggestions but are grounded

in an understanding of audience psychology, revealing that effective

communication is an interplay of language, context, and human connection.

These strategies can ultimately empower individuals to navigate the nuances

of daily life while ensuring that their messages are heard, understood, and

appreciated.
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Chapter 12: Twenty-one Words and Phrases for the
Twenty-first Century

In "Words That Work," Frank Luntz articulates the enduring power of

 language in shaping perceptions in both business and politics. He presents a

collection of twenty-one pivotal words and phrases poised to resonate across

the landscape of the twenty-first century. The selection of these terms is

based on extensive research, revealing their relevance not only in the current

climate but their ability to encapsulate core American values.

The chapter opens with a statement by Aaron Sorkin emphasizing the need

for leaders to elevate discourse instead of diluting it. Emphasizing

authenticity, Luntz underscores that these chosen words transcend transient

trends and connect deeply with fundamental American beliefs. They are

words meant to inspire and to invite personal interpretation, making them

effective tools for communication and persuasion.

The significance of the first term, "imagine," lies in its capacity to engage

individual aspirations and desires. This word encourages ownership and
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Chapter 13 Summary: Conclusion

In "Words That Work," Frank Luntz emphasizes the significance of language

 as a functional tool aimed at connecting with people. His core premise is

that language is not merely a beautiful instrument; it acts like fire, capable of

illuminating paths or causing destruction, depending on how it is wielded.

Luntz articulates a pressing concern regarding the coarsening of our

language, where vulgar terms have infiltrated everyday speech, and the

meanings behind them have faded. For instance, expressions once regarded

as crude are now innocuously tossed around by children and adults alike,

leading to a language that feels disposable and trivial. This normalization of

vulgarity has engendered an atmosphere of discourtesy and negativity,

fostering divisions rather than fostering communication. 

Importantly, Luntz notes the shift in societal tolerances regarding language.

Terms that once raised eyebrows may now be commonplace, and vice versa.

For effective communication, understanding the audience is paramount; one

must be aware of what is acceptable in the contemporary lexicon while

ensuring that the message is challenging yet not offensive.

To illustrate his point, Luntz shares a personal anecdote from his childhood

involving his mother and their Portuguese maid, Maria. His mother would

raise her voice in frustration, mistakenly thinking Maria was deaf when, in

fact, she simply did not comprehend English. This anecdote serves to
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reinforce Luntz's key message: “It’s not what you say, it’s what people

hear.” Communication fails when the speaker does not consider the listener's

perspective and understanding. Luntz highlights that even the best

communicators can misstep, as demonstrated by how his story about Maria

unintentionally led others to perceive him as privileged, which obscured the

real lesson he aimed to convey.

Furthermore, Luntz insists that effective communication transcends having

the right stance on issues or the right positioning of products; the delivery

must resonate with the audience. He reflects on how even well-crafted

messages, if poorly presented or perceived, can hinder understanding rather

than promote it. 

Ultimately, Luntz encourages readers to grasp that true communication

involves a dual process: conveying a message while simultaneously ensuring

it is received as intended. In a world filled with negativity and harsh

discourse, he advocates for a more positive approach, reminding us that a

constructive message can triumph over negativity. By focusing on clarity

and relatability, speakers and writers can foster understanding and avoid the

pitfalls of miscommunication. 

In summary:

1. Language is primarily a tool for connection, which can illuminate or
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destroy based on usage.

2. The normalization of vulgar language has led to a troubling level of

discourse that is often harsh and negative.

3. Effective communication requires an understanding of evolving societal

norms and an acute awareness of audience perception.

4. Personal anecdotes can illuminate key messages but must be crafted

carefully to avoid misinterpretation.

5. It's imperative to focus not only on what is being said but also on how it is

heard and perceived by the audience.

6. The power of positive messaging can effectively counteract negativity and

promote constructive dialogue.
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Chapter 14 Summary: The Memos

In exploring the intricate dynamics of political language, few examples

 illuminate the effective use of words as profoundly as the memos produced

for various campaigns. A notable case study is the 2003 California

gubernatorial recall of Governor Gray Davis, a Democrat in a predominantly

blue state. This analysis reveals key principles of political communication

that shaped the narrative around Davis’s leadership and ultimately

contributed to his ousting.

1. The Mood of the Electorate: As the recall effort gained traction, research

highlighted a pervasive sense of anger among Californians, with an

overwhelming 78 percent believing their state was “seriously off on the

wrong track.” This identified “the spitting principle,” where emotionally

charged rhetoric indicated deep seated frustration, paving the way for a

longing for change. The famous quote “I’m mad as hell and I’m not going to

take it anymore,” resonated widely, including among former supporters of

Davis, highlighting a potent shift in sentiment.

2. Issues Against the Governor: Crucial to the recall was voters’ discontent

with the state budget deficit, which was tied to their perceptions of a

diminishing “standard of living.” Everyday frustrations, from poor job

opportunities to worries about children's futures, fueled anger towards Davis.

Visual symbols, like an increase in “for sale” signs, became metaphors for
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the state’s decline under his leadership, effectively galvanizing public

sentiment against him.

3. Lack of Positive Perception: Strikingly, when asked what they liked about

Davis, many voters answered “nothing,” which signified the breadth of

dissatisfaction. As time wore on, disapproval overshadowed any semblance

of positive sentiment, further isolating the governor from his constituents.

4. Anti-Davis Energy: The pro-recall faction demonstrated a higher

commitment to mobilization compared to those opposed to the recall. An

impressive 87 percent of supporters indicated they were certain they would

vote in favor of recalling Davis, indicating a potent emotional investment in

the campaign and a readiness to enact change.

A pivotal component of the recall campaign was the language employed in

the official ballot statement, crafted with deliberate care to resonate with

voters’ sentiments. It painted a picture not only of Davis’s failures—turning

surpluses into historic deficits—but also invoked the visceral feelings of

voters by highlighting increasing taxes, rising costs of energy, and the

deteriorating quality of education. 

The message encapsulated several key “facts” to illustrate his failures: the

budget deficit ballooning by $29 million daily, the tripling of the car tax, and

the accountability he never assumed. Each fact was strategically structured
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to bolster the narrative around his perceived negligence.

Emphasizing accountability, language from the statement insisted that five

years was ample time for a leader to enact positive change, urging voters to

recall Davis as a matter of necessity. Conclusions urged immediate action,

framing the recall as a means to reclaim California’s future from failed

leadership.

As the recall unfolded, the strategy behind the messaging illustrated the

power of tailored communication in politics. By capturing public sentiments

of anger, frustration, and a desperate need for change, the campaign

effectively manipulated language to create a narrative that resonated deeply

with the electorate. Ultimately, when Davis was voted out, it underscored a

critical lesson in political communication: credibility, once lost, is

exceptionally difficult to rebuild. This case study serves as a quintessential

example of how strategic language can sway public opinion and reshape

political landscapes.
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Chapter 15: Appendix A: The 2003 California
Gubernatorial Recall

In 2003, a significant political event unfolded in California—the recall of

 Governor Gray Davis—a primarily Democratic figure in a state largely

leaning Democratic for years. My firm, tasked by the organization Rescue

California, aimed to analyze public sentiment and create impactful

messaging to facilitate this political shift, rather than to promote a party

agenda or select a replacement candidate. 

To gauge the populace’s dissatisfaction, we conducted statewide polls and

focus groups long before the recall effort gained traction. From our findings,

four compelling factors emerged, foreshadowing a likely removal of Davis

from office.

1. Electoral Mood: The California electorate was overwhelmingly

 discontented, with 78% asserting the state was drastically off-track. This

anger was not typical anxiety; it was deep-rooted frustration specifically

directed at Davis. We identified intense emotional responses, encapsulated in
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Chapter 16 Summary: Appendix B: The 21 Political
Words and Phrases You Should Never Say Again . . . Plus
a Few More

In the landscape of political communication, the words chosen can

 significantly impact the effectiveness of a message. Frank Luntz presents a

strategic perspective in "Words That Work" by highlighting specific words

and phrases that should be avoided in political discourse, as well as more

favorable alternatives.

1. The first and perhaps most critical shift is the movement from referring to

"Government" to "Washington." This nuance is based on public perception;

while local governments are often appreciated, "Washington" embodies the

issues of bureaucratic inefficiency and distrust. Emphasizing accountability

and effectiveness in Washington can reshape voters' perspectives on

government operations.

2. Another significant transformation involves the terminology surrounding

Social Security and healthcare. Instead of "Privatization," Luntz advocates

for "Personalization," which emphasizes ownership and control. This subtle

shift in language garners more support from younger Americans. Similarly,

phrases like "Private health care" should be reframed as "Free market health

care" to avoid negative connotations associated with exclusivity.
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3. Tax initiatives can be more favorably received if referred to as "Tax

simplification" rather than "Tax reform," which often raises fears of potential

increases. Furthermore, the term "Tax relief" presents a more sympathetic

approach, focusing on the burden carried by taxpayers.

4. In terms of inheritance, referring to the "Inheritance tax" or "Estate tax"

should be replaced with "Death tax," which resonates more negatively with

the public and has greater potential for repeal.

5. Economic discussions about "Globalization" and "Capitalism" can

alienate voters; therefore, Luntz suggests emphasizing the benefits of a "Free

market economy." This shift in language can help mitigate fears associated

with overseas competition and highlight opportunities.

6. Instead of using the term "Outsourcing," political discourse should

address the "Root causes" that compel businesses to seek foreign labor –

such as taxation and regulation – in order to ground the conversation in

familiar frustrations.

7. The differentiation between "Foreign trade" and "International trade" is

critical. The latter avoids negative connotations associated with being

"foreign" and is more likely to elicit positive sentiments.

8. When discussing immigration, using "Illegal immigrants" is preferred
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over "Undocumented workers," as the latter term obscures the legal

implications. Coupling this with discussions of "Border security" shifts the

focus to safety, a universally supported notion.

9. The framing around energy exploration moves from "Drilling for oil" to

"Exploring for energy," which evokes modernity and responsibility towards

the environment. Similarly, labeling oil as "American oil" amplifies feelings

of national pride rather than economic implications.

10. Discussions surrounding legal reform should focus on "Lawsuit abuse

reform" rather than "Tort reform," as the latter can be confusing and

off-putting to the average citizen. 

11. The notions of "Corporate accountability" and "Corporate responsibility"

are preferred over "Corporate transparency" to resonate more effectively

with the public's desire for ethically responsible business practices.

12. Language regarding education should pivot from "School choice" to

"Parental choice," aligning better with public sentiment. The term

"Opportunity scholarships" provides a more favorable connotation compared

to "Vouchers."

13. Healthcare terminology needs to reflect public sentiment about

autonomy; instead of "Health care choice," the phrase "The right to choose"
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acknowledges the importance of selection without overwhelming individuals

with options.

14. The terms "Electronic intercepts" and "Eavesdropping" serve to clarify

discussions around surveillance, with the former being viewed as part of a

sophisticated security strategy, while the latter evokes a casual, informal

connotation.

15. In communications about service provision, it’s more effective to use

"Not give" instead of "Deny," as the latter implies entitlement, while the

former allows for discretion.

Luntz's insights underscore the profound impact of word choice on political

messaging. Implementing these nuanced shifts can help political figures

resonate more effectively with their constituents, ultimately fostering deeper

engagement and support. The language of politics, as illustrated, is not

merely a matter of semantics but a vital element of effective communication

strategy.
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Chapter 17 Summary: Appendix C: The Clinton
Impeachment Language

In the final months of 1998, following the House of Representatives'

 decision to impeach President Bill Clinton, attention shifted to the Senate

and its strategy under Senate Majority Leader Trent Lott. Faced with a

public opinion crisis and an unfavorable political landscape, Lott convened a

task force to navigate the complexities of the impending Senate hearings.

The resulting strategic memo underlined critical insights on messaging,

public perception, and political communication that would frame the

upcoming trial.

Beginning with a stark acknowledgment of the Republican Party's dwindling

popularity, the memo noted that the party was in one of its worst positions

since 1974, with a mere 30% favorable rating compared to Democrats'

favorable evaluations in the 50s and 60s. This shift stemmed from Clinton's

positioning as a victim of "the politics of personal destruction," a sentiment

widely shared among the electorate, who expressed aversion to partisanship

and negativity often associated with Republican rhetoric.

1. The memo outlined that Republicans needed to pivot their language and

strategy to regain favor with the public. The call for reconciliation over

revenge was central, emphasizing the necessity for a tone of unity and

responsible governance that resonated with key independent voters. Quotes
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like “We need reconciliation, not revenge” were to become rallying cries,

reflecting a desire to move beyond destructive politics.

2. It was imperative to distance the Senate Republicans from overt

partisanship. Chief Justice William Rehnquist was recommended as a

neutral figure to preside over the trial, allowing the Senate Republicans to

appear unbiased and just. This strategic move aimed to place the onus of

negativity on the Democrats.

3. Internal party dynamics presented another challenge; the memo cautioned

against contentious rules regarding trial procedures. The suggestion was to

avoid a two-thirds requirement for continuing hearings, as this would

alienate conservatives and generate internal strife.

4. The importance of strategic communication was another focal point. It

urged the Senate Republicans to foster a unified message, a necessity in light

of past missteps that had been exploited by media and opponents. Every

statement was to be prepped, preventing careless remarks from damaging the

broader party image during the trial.

5. The memo stressed the relevance of engaging with issues that mattered to

the American people, recognizing that while impeachment dominated the

headlines, matters like Social Security and tax relief were equally vital. It

called for proactive messaging that reinforced the Republicans’ commitment
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to addressing constituents' needs.

The strategic recommendations culminated in a clear language framework

designed to resonate with the electorate's yearning for civility and productive

governance. Phrases such as “Calm, cool, and collected” were emphasized as

descriptors for the Senate's demeanor, portraying Republicans as tactful

leaders rather than embittered adversaries.

As Lott sought to steer the messaging during a politically charged time, the

memo's principles highlighted the necessity for disciplined communication

strategies, focusing on healing rather than division. With the potential for a

critical turning point in public perception, the guidance offered a pathway

for Republicans to reshape their narrative and engage effectively with voters,

reinforcing the belief that careful language and a conciliatory tone were keys

to political survival amid turmoil. 

Ultimately, the challenges of the Clinton impeachment proceedings

underscored not only the intricacies of political language but also the

transformative power of effective communication in determining the

outcomes of significant national events.
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Chapter 18: Notes

In Chapter 18 of "Words That Work," Frank Luntz underscores the critical

 importance of effective language in shaping thoughts, strategies, and

outcomes in various fields, particularly politics and marketing. Throughout

the chapter, he provides valuable insights and rules that can enhance

communication effectiveness, labeled here as a structured summary.

1. Effective language is an instrument of power that influences perception

and behavior. Luntz references George Orwell’s notions, particularly from

“Politics of the English Language,” which argue that how we use language

can shape societal norms and expectations. Words matter, and the choice of

terminology can significantly impact the reception of political and marketing

messages.

2. Clarity and simplicity are paramount when crafting a message. Luntz

emphasizes a ten-rule system focused on straightforwardness and brevity. He

advocates for clear expressions that resonate with audiences, asserting that

simplicity enhances understanding and recall. The essence of ideas needs to
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