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Like so many industries, the world of financial
services has been completely redefined - putting
intense pressure on the remaining players to hire
people who can thrive in an environment filled with
uncertainty and demands. In a sample of 278
employees in the retail bank division, SunTrust Bank
discovered that, on average, the high-AQ people
tended to out-perform the low-AQ employees.
SunTrust is now moving toward measuring the AQ of
every applicant.

Applying these principles, people improve their
AQs by an average of 23 points, or roughly 16
percent, representing a broad range of initial scores.
Some improve substantially more, some less. But
what I find most inspiring, beyond the score, is the
change in behavior that results from the higher AQ.
As people respond more effectively to adversity, it
begins to influence all facets of their lives and has the
general effect of lightening their burden.

There are quitters, campers and climbers in every
workplace, although executives and managers
worldwide report that 80 percent or more of their
workforce are campers. So who
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Let adversity wear them down

Resort to blame when tense or tired

Group mounting adversities rather than separate
them
Become burdened
Lose hope and faith when adversity becomes
high

Focus on what they can control

Remain optimistic


