
  SPA
Answering tough questions should be  

as relaxing as going to the SPA.

Summarize 
Give yourself time and show 
that you’ve listened by 
summarizing. 

“Just so I understand correctly 
…”

Probe 
Don’t rush to answer. Be in a 
rush to understand.  

Unleash your inner Sherlock 
and ask probing questions like 
“Tell me more …”

Answer 
Only after unearthing all the 
hidden clues, give a clear 
answer. 

Keep an open and curious tone. 



  SPA
What keeps you up at night?

Summarize 
“Just so I understand correctly, 
you’d like to know what I’m 
worried about.  I’m assuming 
understanding my thought 
process with risk is critical.”

Probe 
“Tell me more.  (Use silence).” 

“Out of curiosity, what parts of 
risk management would you 
like me to focus on?” 

Answer 
“What worries me most are 
unexpected problems that move 
fast for 3 reasons: 1, it’s difficult 
to spot blind spots.  2, having 
litte time to respond. 3, our 
budget for changes is small.”



  SPA
Why can’t we just hire a vendor instead of 

a full-time employee?

Summarize 
“Just so I understand correctly, 
you’d like to understand what 
led me to recommend hiring a 
full-time employee with the 
added costs, instead of a 
vendor.”

Probe 
“Tell me more.  (Use silence).” 

“Out of curiosity, would you 
prefer I focus on the financial 
aspect or quality? 

Answer 
“We prefer hiring a FTE for 3 
reasons: 1, quality control.  2, 
any delay will have tremendous 
costs. 3, due to the sensitive 
nature, we need someone who 
understands our culture.



 

Answer 

Scoops: 3 reasons 

Time Machine: past, 
present, future  

Diamond: problem, 
solution, benefit, 
how 

SPA

Summarize 

Label and validate 
people’s emotions: 
“It seems like …” 

State assumptions. 

Paraphrase.

Probe 

Use a curious tone. 

Use How and What 
questions and avoid 
Why. 

Use softening words 
for hard questions.

Tips



STEPS 

Summarize 
Probe 
Answer

WORK TOPICS 

What keeps you up at night? 

Why can’t we just hire a vendor instead of 
a full-time employee? 

What kind of impact are you looking for?

FUN TOPICS 

Where would you suggest we go on 
vacation? 

Where do you have a soft spot? 

If you were King/Queen, what would you 
do first?

PRACTICE

3

2

1



 You did it!
You didn’t have to download this packet. 
To read this far. To take time and more 
importantly, attention, out of your day. 

But you cared. Cared enough to want to 
make a difference.  
 
The world needs more people who care 
like you. To step up. To take the leap.  

With gratitude. 

- Anwell Tsai 
Founder and CEO of Brantio 

www.brantio.com

http://www.brantio.com


 

Limits 

You can’t alter this 
guide or charge for 
it. 

Make it happen!

Play the SPA 
Challenge 

www.brantio.com/spa

Share 

You may … 

Share with others 
Print + Email copies  
Post on websites  

What’s next?

http://www.brantio.com/spa


Scoops 
Answer questions quickly.  
www.brantio.com/scoops

Time Machine 
Give context to your 
answers. 
www.brantio.com/tm

Diamond 
Give dazzling answers  
by connecting the dots. 
www.brantio.com/diamond

Maple Syrup 
Condense complex ideas 
into a tasty treat. 
www.brantio.com/syrup

Probe 
Ask beautiful questions. 
www.brantio.com/probe

Opera 
Manage people’s emotions. 
www.brantio.com/opera

SPA 
Handle hard questions. 
www.brantio.com/SPA

Take the Leap 
Your guide to making 
tough decisions. 
www.brantio.com/leap

Pop 
Make your data pop. 
www.brantio.com/pop

Openers 
Start with a bang! 
www.brantio.com/openers

Story 
The most powerful way to 
spread ideas. 
www.brantio.com/story

Hack 
Use the familiar to explain 
the unfamiliar. 
www.brantio.com/hack

http://www.brantio.com/diamond
http://www.brantio.com/story
http://www.brantio.com/hack
http://www.brantio.com/pop
http://www.brantio.com/opera
http://www.brantio.com/openers
http://www.brantio.com/leap
http://www.brantio.com/scoops
http://www.brantio.com/tm

