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This book is about being able to succeed
more, and achieve more. It's about
improving your quality of life, knowing what
you want, and fulfilling your objectives
more easily. This first chapter will start

you off on that road by looking at how

you can be more persuasive, but in a way
which isn’t negative or overbearing. You'll
discover how to get your message across,
and communicate in ways which help you to
take people with you and get the results you
want. Neuro-linguistic programming will |

- be introduced, along with other powerful

techniques for improving communication
and persuasiveness.



| What is persuasion?

This business of getting the most out of life can seem so
easy for some people. It appears to come quite naturally to
them —and it does. Some people are born charismatic, and
expect to get the best from life, and they continue to be one
of the world’s sunny people throughout their lives. But that
tells us somethlng If you expect the best, you very often can
achieve it. You don't need to be born’ ¢harming and affable,
you can learn how. And this won't just be * pretend’ — you
€an learn to do it for real. Because when you act confident |
and approachable you begin to feel exactly those thlngs
and people begin to react to you as if you are those things,
and before you know it, it's not an act, it’s the real thing. You
may not reach the heights of the naturally charismatic like
Mahatma Gandhi, John F. Kennedy, Princess Diana or Elizabeth
Taylor, but you can most certainly learn how to progress a llttle
of the way towards this.

This is very much about\persuasmn delivered in a positive
sense, and with no pressare. If coetcion or threat is involved, we
have gone well beyond the limits of what could be considered
as persuasion. This doesn’t mean, however, that persuasion
should lack strength and impact. What it means is being able
to persuade others through calm, confident and constructive
communication. | like to call this the 4Cs of effective persuasion.

Being able to commiunicate calmly, confidently and

| constructlvely will ensure that you: |
. * get your message across
are heard
make people want to listen to you
- give the best impression you can
attract people to you
are respected
encourage and motivate people
look and sound more self-assured and credlble
can influence people

¥ 0% ¥ % ¥ X % %
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become someone people will trust

encourage people to do what you want them to do

are more in control of your life

inspire people

get the best possible outcome for both parties involved
* develop or discover your own personal charisma.

¥ % ¥ ¥ ¥

Persuasion and communication

Persuasion is really just very good communication. The
good communicator is someone we listen to and take seriously.
It is someone we trust and believe to be sincere. It is a person
whom we feel understands what it's like to be in our shoes, and
walk around in them. It's the person we feel listens
to us. ,

The main characteristics that help you to get your message .
across, and to take people along with you are:

* integrity
sincerity 7

self-confidence
empathy '
calmness
respect -
positivity
trustworthiness -
¥ . genuineness. _ . :

With these characteristics, the good persuader doesn’t even
need to say what it is they want, or think you should do. They will
be able to put a case, and then leave it to you to make the final
decision.And you will probably do just what they want, because
you respect and trust them, and know they wouldn't mislead you.

* ¥ ¥ ¥ %X * * *

Neuro-linguistic programming

Neuro-linguistic programming, or NLP for short, was first
defined by Dr Richard Bandler, a mathematician, and John



Grinder, an Associate Professor of Linguistics. They worked
together at the University of California, and brought NLP in to
use in the 1970s. Since then, the subject has grown inimerisely
in popularity, and is now a very broad school, with a multitude -
of uses. It is difficult to give one single definition but, in essence
NLP explores the patterns of thought and behaviour people use
routinely. It also provides a wide range of methods and models
to help us understand how people think and behave, how these
are linked, and how they can change. NLP also provides the skills
and techniques needed to define and achieve our goals.

NLP encourages us to remember that our sensory input
comes in five different ways, from all five senses. This in turn
suggests that our memories, thoughts and internal dialogue
may differ depending on which of these senses has most impact
on our minds.

Some of us think mainly in picture or visual form, so may
tend to use more visual words when describing thoughts: ' see
what you mean’, or ‘It appears that...' or ‘My flat looks out over
the river'.

A similar pattern exists for the other senses. So, for
example, some of us use words and phrases related to feeling
or touching, such as ‘touch base’ or get to grlps with’. These are
referred ta as kinaesthetic.- <~ :

Sﬁmlarly you may be more olfdctory and use phrases
relatlng to the nose, like ‘the sweet smell of success';

Then there are those who concentrate on the auditory and

i use phrases like ‘| hear what you're saying’ or ‘that’s music to
my ears'.

The history of persuasion

Thoughts and writing about persuasion can be traced as far
back as Aristotle, the Greek philosopher, in the fourth century
BCE. His theory of persuasion was part of a major philosophical
work, which formed three now famous books written around
350 sce. In Aristotle’s world, persuasion was all to do with

(6 . get results with NLP
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using words effectively in speaking or writing, in other words,
rhetoric. Plato, his teacher, saw this as ‘winning the soul through
discourse’. Other philosophers, at the time and since, favour the
use of ‘dialectics’, rather than rhetoric. They see rhetoric as a
longish speech or letter given by one person, whereas dialectics
is alt about a dialogue between two people holding dlfferent
views and wishing to persuade one another.

Little more on the subject of persuasion can be found until
Dale Carnegie’s ground-breaking and still best-selling book,
How to Win Friends and Influence People was published in 1936.
This book is regarded by many as the first self-help book. It
was the first book to assert the importance of attitude in our
dealings with others, rather than focussing mainly on how to
behave, and what to say. Born to poor farming parents in 1888
in Missouri, USA, Carnegie had a natural flair for public speaking.
He worked on the farm to support his college education, then
worked as a travelling salesman and an actor before he began a
very successful career teaching public speaking in New York City
in 1912.The I’ea’ﬂets he had written to accompany his courses
came together as his first and subsequent books.

Carnegie promoted these ideas:
being friendly
smiling
listening
remembering people’s names
not argumg or finding fault
expressing appreciation
making people feel good about themselves
being genuinely interested in people.

This, he suggested, was the best way to influence people,
and bring them round to your way of thinking — in other words,
persuading them. These ideas and this book have since spawned"-
a multitude of others in a similar vein, and on related subjects.

¥ ¥ Ok ¥ ¥ ¥ ¥ X
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In this chapter you will find out why good
communication plays such a pivotal role in
getting results. You'll also discover why it's
impossible not to communicate, even if you
say nothing. Twenty approaches to good
communication are explored here. Each is
straightforward and easily digested. There
will be secrets of body language, hints to get
people talking, the right kinds of questions
to ask, why good listening makes for good
communication, and why just liking people
will give you a head start. Everything in this
chapter, and throughout the book, can be
used in communication of every type:in
person, on the telephone, on the web or via
text or e-mail - just adapt to suit.



1 Remember that you can't’
not communicate

You knock on a neighbour’s door to ask if they will take
a contact number for you, in case your alarm goes off when
you're out. Having just moved in, you haven't met any of your
neighbours yet. I his seems a good way to introduce yourself and
get another job off your to-do list. The door opehs-abruptly, and
a tall, slim man, aged about 45, clean shaven with short, neatly
combed modsy hair arid a very upright bearing appears, ang says
loudly and coldly, with little expression on his face,

'Yes?’

In those few short seconds he has communicated lots of
information to you, hasn't he? As you read this, you may even
have quite a clear picture of him in your mind’s eye.

. Or, you come home from work, tirea and distracted. You
flop down on the sofa, beside your paytner of five years, and
reacn out to give her a hug. But she (eanis away from you to
avoid your embracég, without turning her head to look at you.
You know immediately you're in the doghouse for something,
and it's not going to be a relaxing evening.

What all this shows clearly is that it is impossible not to
communicate. As soon as we are within sight and souhd of
someone, we are communicating, giving off messages with
our bodies, our appearance and our behaviour. We can even be
telling others a lot by what we're not doing or saying.

2 Know your starting point

When you begin to think about how to persuade others,
you're not starting from nowhere. It's crucial to be awarg,of the
messages you are currently sending out, and then to adapt and
change these if necessary to communicate the message you
want to give.

CJO0 getresults with NLP
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3 Improve your skills

It is impossible not to communicate, and persuasion is
just one form of communication. And as with all forms of
communication, the skills involved can be improved. We've
already discovered in Chapter 1 that characteristics such as
integrity, empathy, sincerity, respect, trustworthiness and

genuineness are essential should you want to communicate

well, and persuade others. Let’s look now at ways you can
effectively communicate these to other people.

4 Be a good listener

The first and most important characteristic required for
persuasive communication is probably being a good listener.This
may come as something of a revelatidn. Isn't being persuasive all
about what we say, and how we say it? Well, yes, but to know what
to say, and how to say it, you have to have listened first, and have
heard what is being said.You have to have thought about how and
why someone is saying what you're hearing, and you have to have
thought about how they think about the \;vorld, and make decisions.
All this is fundamental evidence we need to have established in
order to work out what we are going to say and how we will say it.
Listening is a core skill, and it lies right at the heart of things. -

But listening is not just about sitting p'as}s'i\iely absorbing
what is being said. It is about actively interacting with and
interpreting what is said, and making useful contributions to
the conversation too. There will be much more on how to listen
actively in Chapter 6.

5 Respect others

There is seldom a day when | don't hear or read someone
complaining about lack of respect — children for teachers, the

L4



public for the police, young people for older people, and all the
rest. But what exactly is respect? Respect comes from having
an open mind and from unconditionally accepting other people,
and their rights. Unconditional acceptance means being truly
open and accepting of the views and behaviour of others,
whatever these are, even if these differ from your own.

6 L;f/a O‘f"hz:xr' D@Om:’m
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If you respect other people, it is also likely that you will
generally like other people, and enjoy being in the company
of others. These attributes are particularly helpful for good
communication, as they make most other things fall into place,
largely without you having to think about it. Some people quite
naturally have good communication skills, and this is generally
because of their open-minded respect and liking for others.

[ Be genuine

Genuineness is all about being yourself, and being
consistent. We all know people who are different each-time
we meet them, and we find this confusing and disconcerti_ng.
Commupicating and developing rapport with such a person is
well nigh impossible. It is important that you be yourself, and
that you are exactly what you appear to be. In this book, you'll
be learning many new skills and techniques, but you need to

‘make them your own, so that they fit you like a comfortable

pair of slippers. It is impossible to maintain any kind of front in
the long term, and being found out will significantly undermine
rapport and a newly forming relationship.

8 Develop empathy

This is a characteristic with which you may already be
familiar. It's often used in a counselling context, but empathy
has much wider importance too. It is avout being able to

{ 12  get results with NLP
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understand another person’s position. Another common way of
thinking about empathy is to see it as the ability to have a deep
understanding of the world of another person; being able to feel
what it's like to be in their shoes; to know what it is like to wear
those shoes and walk around in them every day.

9 Show warmth

To warm to someone means to start to like someone. For
good communication, and persuasiveness, showing warmth is
something to aim for, as it attracts others to you — they will
warm to you very quickly.You can do this by:
being genuine
showing empathy
listening and responding in a supportive and interested way
using a friendly and warm tone of voice
using an open and.relaxed posture . .
reacting appropriately to what the other person is
saying
* using good eye contact.

* ¥ ¥ ¥ X *

10 Enmurage people to talk

Questions oil the wheels of communication. But they have to
be the right kind of questions. Closed questions and statements,
which can be responded to with a'yes’ or ‘no’, or a few words,
make the wheels seize Uip completely, put people on the spotand
are to be avoided. (Did you see your friend yesterday? Wh@re do
you live? Where do you work?) The use of ‘why’ can be particularly
off-putting. (Why did you do that? Why can’t you be more
careful?) Aim to make them open-énded so that they require a
few sentences or more in response. Open-ended questions or
statements will usually include words or phrases such as:

* how

*. what sort of

* tell me about




* tell me more
* describe
* what do you think of.

11 Use guestions

A detailed and well-prepared promotional talk for work
colleagues orpotential clierits, or a'l'engthy diatripe about
punctuality addressed to your children, however well sculpted
and informational, will impress much less than you expect.
But ask a question, and you suddenly have their attention.
‘What would make this better for you?'This question works
for any of the audiences mentioned. Then ask another. ‘How
long has this been a problem?’ Suddenly you have the start of
communication, and from that comes rapport and, ultimately,
persuasion becomes much easier to achieve.

12 Reflect

- Reflecting back what you've been told may sound odd but
itis a very powerful way to show you are listening to someone
with empathy. It is also likely to encourage someone to go on
and tell you more. If someone has just related to you all about
their problems on holiday over the past week, you might say,
"You've been really up against it this past week. You must feel
bad about that.'They may well respond'’l sure do. It never seems
to end. Just when | thought it was over. Before all this started, ...’

13 Give feedback on strengths

If someone relates to you an experience in which they have
shown a strength of some kind, tell them about that strength.
"You were very. brave doing that.’ *You showed such initiative
there."This instils pride and a warm glow in the other person,
and shows empathy, warmth and respect from you. This is
great for rapport and building trust. It is usually possible to find

(14 | getresults with NLP
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something positive about almost anything another person does
— or indeed in what you do yourself.

14 Think about appearance and
body language

People often say one thing with their words and voice,
and quite another with their body. They may appear to have
reached a decision in their conversation, but still appear nervous
and fidgety physically. This suggests they are still unsure, and
you could ask them about this. "You said you had decided to
talk to your manager about this order, but you still look a bit
unsure’ may elicit the response, ‘I'm really not sure about the
order. We're already over budget.’ See Chapter 7 for more on the
important subject of body language.

15 Manage your stress

Being able to manage stress, and appear calm, relaxed and
together is essential for persuasion. People don't buy from a

-nervous salesman in the car showroom, or ask about a mortgage
~from thEJIftETV bank teller. See Chapter 10 for more on thus |

important toplc

16 Develop patience and resilience

When you're hearing about the same event in great detail for
the third time, or your partner changes their mind on a decision at
the end of a long tiring day — that's when you need both patience
and resilience. Your patience will enable you ta give the person what
they need, and to allow them to go at their 6wn pace in reaching a
decision or working something out.You also need resilience to cope
with the many and varied people you may co\m’é'acr‘oss, and to
cope with the unexpected, the little bit extra which may be required
of you just as you thought you had nothing left to give.




17 Remember things

Using a person’s name, even though you've just met, or
when you bump into an acquamfance by chance at a social
event, is a great way to make an.impact. If you can also ask
about holidays taken, family illnesses, pets and all of that, this is
advantageous for communication, and building a rapport.To pull
this off, though; you need some way of remembering material -
like this.You may have a good memory, in which case you're off
to a far'tastic start, but. most of us need something to helP us
out, especially as we get older. The simplest way to keep track is
to keep some kind of record. Boring and tedious, | know, but it's
the best way to succeed with this.

If you're meeting people for the first time and the hurried
introductions quickly becéme a blur, there are two ways to
improve your memory of the facts. One is to really concentrate
on the person as they are being introduced, taking in as much
detail as you can, and making an association in your mind
between their face and their name. See the name written on
their forehiead perhaps.

The second, easier, way is to re-introduce yourselves, when
you have a chance to speak with someone. individually. Begin by
saying something like, 'Introductions go over my head. Would
you mind if we start again?’ or, 'Sorry, | didnt catchr your name.’
Most of us find we have the same problem with names, and
will be very happy to go amng with this. It's not that we don't
remember a name, it's that we are usualTy dlstragted by other
things, and don't even register it when we are introduced.

18 Think before you speak

Probably the most important step towards being an
excellent communicator, rather than a very good one, is to think
before you speak — even to think twice before you speak. Once
the words are out there, you can't take them back, no matter

(16 . getresults with NLP



how hard you try. Say the wrong thing and you're on the back
= foot, which is not the place to be if you want to be persuasive.
* Notice how someone is feeling, or the mood they

- occupied.
sis * Avoid beginning with ‘you’ or ‘your’ or ‘why’ as these
pull tend to make for a negative comment.

off 19 Build rapport and get your

Cis message across
t's In essence this chapter is about building a good rapport
so that you can capttire attention and get your message across
d effectively. Rapport lies-at the centre of all good communication.
Key aspects of how to build rapport have been introduced in
ite I b . o
_'this chapter, but there will be much more on these important

: subjects in later chapters; and you'll 3lso éxptore how to be a
good listener, what to do to be more assertive, and what to look
out for in others to make getting what you want much easier.

en ﬁ
s | 20UseNLP .
, % ‘Many of the skills described so far are also part of the

e i armoury of techniques apd beliefs knowp as NLP. Sometimes,
i there is considerable overlap between purely NLP techniques
5, and others. See Chapter 3 to learn more about using NLP
! techniques to improve your communication skills.
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This chapter investigates the key features
of NLP and its basic assumptions, and will
show you how these techniques can help
you to get more of what yowwant from life.
You'll learn about the Foufr plllars of NLP,
and how paying attention to the words

we use regularly can be very revealing. The
secrets of our tiny eye movements will
show what we're really thinking, and you'll
learn how we all use mental filters so that
we won't be overwhelmed with information.
You'll discover straightforward ways in

which NLP can help you to communicate

‘better at all levels, and improve your

understanding of yourself and other people.



What is NLP?

There are many different descriptions of NLP, as it is a very
broad school. For the purposes of this book, we will look at what
NLP is, and those.aspécts that are most useful in mﬂuencmg
and persuadlng“ people, and in getting a message across. NLP
is in fact simpler than any attempt to explain it. Try describing
something simple, like an orange, in a few words, or explaining
wiiat you can do with it, without actuaily having an orange to
hand, and you'll see what | mean. NLP is just like that,

At its most fundamental NLP describes the intetplay
between our mind and our lapguage and how this affects our
body and behaviour. In essence, NLP_shows uschow to become
aware of, and understand, our habitual patterns of thinking,
learning and behaving. It also tells us how to change these for
the better. By observing other people, we can become aware
of their patterns of thinking, learning and behaving too. These
patterns are usually laid down and established in childhood, and
affect our whole way of llvmg and interacting with others.

In practlcal‘terms NLR helps us by offering us a wide range
of straightforwardnethiods, tools and models.

NLP makes us more aware of our senses, and how these
can affect the way we think, The way in which we describe our
thoughts gives an iridicafion as to how we think. If our thoughts
are malnTy pictures, we will tend to use more visual words. The
same applies to the other four senses: hearing, touch, smell
and taste. For example, some people tend to use words and
phrases related to touch, such as ‘get to grips with’ or *hold on a
.moment’. These are referred to as kinesthetic. Similarly, you may
bé& more olfactory andyise phrases like* coming up roses’, or be

‘more visual or ayditory anEl use phrases like ‘from my point of

view’ or 'turning a deaf ear’, :

Most pegple have a preferred way of thmklng and
speaking that favours pictures, sounds or feelnngs Fewer people
think in smells or tastes. This preferred way is our favoured

~representational system.

- ¢ 20  getresults with NLP
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Here are some examples of these representational systems,
also known as VAKOG (Visual, Auditory, Kinesthetic, Olifactory,

Gustatory)

Look, focus,
picture, review

.V|sual (S|ght)

Auditory (hearing) Loud, speechless
listen
Kinesthetic (bodily Touch, feel,

experience/touch/feel)

Aroma, smell,
nose, odour

Olifactory (smell)

Bitter, taste,
flavour, meal

Gustatory (taste)

smooth, rough

Taking a dim view
The future 1ooks bright
| see

- Sound you out

| don’t like your tone
Voice an opinion

Keep in touch

Touch base

Push for change

Sweet smell of success
A nose for it
Something smells fishy
A taste for it

Food for thought /
I've had my fill of this -

..-'---...'..-....................................‘...0................'........*'

Language affects how we think, behave and respond,
so it's easy to understand why this might be important. In
relationships, if one person tends to think mainly in a visual way,
while the other thinks mainly in a kinesthetic way, problems and
tensions may be created, which can be hard to pin down. If half
of your team at work are thinking with phrases like ‘touch base’
or 'when the going gets tough’, while the other half are using
phrases like 'sounding board’ or'l hear what you're saying’, this
rhay leadto contlict. Raising awareness of these differences can
enhance relationships and encourage things to run smoothly at

home and at work.

Likewise, if you can be more tuned in to your line manager’s
use of language, or that of the buyer you are trying to sell your
product list to, oreven that of your son or your son 's teacher,
then you I flnd it much easier to build a rapport with them,



and ultimately, to move them in your directjon of thinking, and
persuade them.

The language of NLP

You'll no doubt have noticed already that NLP has a language
all of its own. I've already introduced a number of concepts

A rmha
with f:ufl\/ rnmplnv names but L you don't have to remember

these names and terms in order, to understand them, or indeed
to use them in your life. | have included them here méré’ly for
information and completeness for those with a special interest

in NLP and its concepts, or who just like tg hear the whole story.
Rest assured, this book will be no less indispensable to you if you
don’t remember any of these new terms. rhe main thing is that
you understand what they are saying, and how to use the various
techniques to your advantage.

Basic assumptions of NLP _

Although NLP is a very broad school indeed, covering a
wide range of topics, ideas and practical uses, there are a number
of underlying features that remain constant. Here are some of
the key assumptions that underpin all of NLP:

* everyone lives in their own umque model of the world

* people respond and behave in line with their model of

’ theworld

* your internal map of the world is just one way of

looking at it

* you can't not communicate

* if what you're doing isn’t working, do something

different

* people make the best choices available to them

* there’s no such thing as failure, only feedback.

(22  getresults with NLP
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Eye accessing cues

Another intriguing aspect of NLP is that it tells us so much
about how we use our eyes, and the kind of movements we make
with them. This isn't about full head movements, but about how
people’s eyes move, and what this can tell us about the thinking
processes going on in their mind, including whether they might be
lying about something. (See Chapter 7 for more on this.)

Four pillars of NLP

NLP is built on and around four key concepts, known as the
pillars of NLP.These are: rapport, sensory awareness, outcome
thinking and behavioural flexibility.

Rapport: we ve already met thisimportant aspect of
communication, and it is a fundamental aspect of NLP. Having a
good rapport with someone shows itself in a smoothly running
conversation, and a two-way connection. Looked at from the

~ outside, you should see two people contributing fairly equally to
- dmanimated conversation, appearing content with what they're

domg, and giving lots of eye contact. (See Chapter 8 for more on
this central pillar of NLP.) e . <
Sensory awareness: just as it sounds, sensory awareness
is about raising awareness about your senses, and making more
use of them, NLP encourages us to use all of our senses in order
to become more sensitive to what's going on around us, and
to help us understand how other people think and behave,
especially in relation to how they are using thelr senses.

- Outcome.thinking: rather than focussing on a problem
and all its negative aspects and difficulties, this aspect of NLP
ehc’our_a‘ges you to concentrate on the outcome. In other words,
if you keep thinking about what it is that you want, and where
you're headed, it will be easier to make good choices and make
the best decisions, whether you're planning a family picnic for

!
y



the weekend, or deciding whether to collaborate with a new
business partner. And, of course, the same applies if you want
to get your partner involved in redecorating your home, or
persuade a colleague to arrange a meeting to discuss seftirig up
a new project.

Behavioural flexibility: as it suggests, this concept is
about being ready to give somethlng else a try if what you're
doing is not working. Flexnbll“fy isa key aSpect of NLP and of
persuasion, and you will find it is built in to everything said
about persuasion throughout this book. If, for example, your
long-winded detailed explanation of what a good holiday
destination Portugal would be isn't winning your partner over,
then try anGthertack. Maybe focus on the fact that it's much
cheaper than the others you've looked at. Being flexible gives
you more options, and more chance of success.

Values and beliefs

Aswe grow up and become adults, we all grddually form a
quite distinct set of values and beliefs about everything in our
world. These slowly build through our experiences and through
what we learn. Some we absorb from important people around
us and from our cultural background. How we feel about other
people, and about family, what we want from life, who we
respect, how to behave in different situations, knowing what is
right and what is wrong — all of this is part of an intricate pattern
of values and beliefs. Some of us are aware of this system, while
for others, it is just a part of them which they take for granted
and never really question or think about.

The importance of values and beliefs is that they have a
powerful impact on our motivations, and our behaviour. They
also act as a kind of filter on our reality, shaping how we see our
lives. Perhaps more |mportantly, our beliefs are sometimes not
accurate or are distorted in some way, or they can be limiting
how we live our lives. Becoming aware of this can pave a way
towards improvements in our relationships and life experiences.

‘\Zi, get results with NLP
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Sensory acuity and calibration

Sensory acuity is all about noticing what's going on around
you, and observing this in detail, using all of your senses. Can
you remember what the last person who spoke to you today
was wearing? What was their facial expression like? Did they
seem happy, sad or something else? In NLP, people are the main
concern, so sensory acuity js important — noticing other people,
and observing their posttire, facial expression, voice and so on.

Calibration is about noticing and interpreting patternsin a
person’s behaviour. The mouth shape your partner makes when
they don't really want to do something you've suggested, the
change in your line manager s voice when he wants a favour,
or the slight pmklslfglow in your. friend’ s cheek when she talks
about her new boyfriend. These outward signs give us feedback
on our own interactions with other people, and can be a vital
factor in a successful interaction. Persuasion is just one type of
interaction that this process can inform and improve.

Meta programmes

Even if you're not yet paying atgention to all the details of your
surroundings, there is still avast amdunt of information impinging
on our senses every moment of every day.There are sounds of all ‘
kinds: from the radio, to traffic noise, people talking around us and
to us, the wind and rajp, the cat softly purring, or the breakfast
su77l|ng in the frymg pan \’/lsually,,tllere is no end to what is around
us: colour, texture, movement, people, objects a loved one's smile.
Thenthere's smell, taste and touch to add to this.

T6 prevmt oveﬁoadlng our brains use all sorts of filters to
take ouit the extraneous material that isn't important to us at the
time, and only register the most relevant material. These filters are
called meta programmes, from the Greek meta meaning ‘beyond’
or above’, indicating that these are programmes working above
or beyond our everyday programmes of behaviour. They operate




unconsciously. It's a bit like your virus protection software working
away inthe background of your computer, scanning for viruses. Or
the aitopilot steering the plane while the captain has a cup of coffee.

It's a well-krfown phenomenon that in a crowded room of
chattering people, we will still hear our name if it 1s mentioned
in another conversation, or if someone calls aut to us. Other
typical filters allow us to generalize and summarize, or select
incoming material. You'll have noticed you only remember the
gist of a story or some conversations, not every single word.

Meta programmes and persuasion

Being aware of the existence of these filters in your own
thinking and in.ather people’s makes for a better rapport. It also
makes influencing, negotiating with or persuading others easier
to do. Being aware of how someone thinks, and how they make
decisions, puts you at least two steps ahead if you are making a
suggestion that you want them to take on board. For example, if you
were persuading a friend to go camping with you and you know that
the friend tends to focus on the detail of a decision, and is concerned
about staying warm and well fed, then this would affect how you
persuade them.You would talk about the exact size and detailed
specifications of the tent and sleeping bag you have to keep you
warm and dry, and describe the size and type of equipment you'll
have for preparing meals, rather than focussing on the benefits of the
open spaces and fresh air and getting away.from it all..

Modell'ihg

There are many excellent role models around for whatever
itis we want to becgme good at: dancers, swimmers, doctors,
friends, drivers, friusicians, entrepreneurs, actors, athletes,
parents, academics, writers, business men and women;
teachers and so on, Qne of the easiest ways to become good at
something is to model our behaviour 6 theirs. What is it that
they are doing that makes them excel? If you observe closely

(26  getresults with NLP




and look for the essence of what is making the person good at
what they're doing, you can model your behaviour on this, and
become better at it yourself.

What this tells us is that a fast and effective way to be
more persuasive is to closely observe people who are good at
persudadihg. Pick out'what it is that they're doing which makes
them effective, and try this out for yourself. Watch and learn,
watch and learn.

The state you're in

Everyone is familiar with phrases such as ‘what a state she’s
in’ or ‘look at the state of him’, but NLP uses this termin a quite
different and specific way. It's a bit closer to how chemistry
or physics uses the word ‘state’ to describe the condition of a
chemical or a moying object completely, down to the smallest
detail. NLP recognizes that human beings are thé-sum of all -
that's going on.in their mind and body, all the physuology,
complex biochemistry, the outcomes from previgus expenences
and thoughts flitting through our heads at any onétime. NLP
calls this our ‘state’. It's siffilar to 6Ur mood, but it's bigger than
that, as it includes other aspects such as how physically well we
feel, or how much energy we have.The state we are in at any
moment is going to define how we feel, how we behave and
how we perform on any task that is required of us.

State is important. Observing and being aware of
someone’s state will make all the difference if we want to
persuade them about something, even if it's a two-year-old who
wants to jump in a puddle!

Metaphors and stqorytelling

If you use anecdotes, tales or stories it is often easier to
get your message across. Stories and metaphors home in on
people’s emotions and memories, and help to build rapport.
They can also help a person to understand when no other way
could quite hit the spot.



Know about
assertiveness
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Being assertive is all about fair and
respectful communication. It’s about
remembering that everyone is equal, has
the same rights, and that we should have
respect for ourselves and each other. This
chapter will show you how simple it is to be
more assertive. All it takes is some
know-how and some careful practice.
Becoming more assertive involves raising
awareness of your current behaviour and
then learning strategies to improve this.

So you can learn ways of saying no, or how
to speak up for yourself. You can also find
out how to get what you want whenever
possible, and reach a mutually acceptable
compromise if not. |



Assertiveness has much to contribute to persuasiveness.

How assertive are you?

Assertiveness is definitely not about being self-centred and
aggressive. It's about standing up for yourself, but stilt naving
respect for the other person.

Here are some examples of people who are not being
assertive. Do you recognize yourself or anyone you know in
this list?

People who:

*
%k

*

*
*

*

*

find they cannot say no |

cannot speak up about their own needs to others

are overbearing, rude or aggressive to others

get their own.way by making others feel guilty

cannot give criticism without devalding the other person
have to win at all costs

can't make up their minds

use sarcasm

don't listen to your point of view or what you have

to say.

So, we know what assertiveness isn't. But what exactly is
assertiveness? How do you know it when you see it?
Assertiveness involves the following:

¥k

C ok

*

*

*

*

knowing your own needs

" being aware of and acknowledgmg your own strengths
and weaknesses _ '

having genuine respect for yourself

having genuine respect for others

being open, direct and honest whenever appropriate

"not having to get exactly what you want every time.

Non-assertive behaviour

Everyone's behaviour varies from situation to situation,
and from day to day, but if a lot of what you do is not assertive,

(30 | getresults with NLP




or doesn't involve the:4Cs,lthen getting what you want and
persuading people may be a bit of a problem for you. When we
are not assertive (and not persuasive) we are likely to be:
aggressive

over-confident

manipulative

passive (giving in to others).

*

*

*

*

Assertive:,

1 Calm, quietly confident, respecting yourself, respecting others,

open and honest, prepared to compromise, prepared to listen to
others’ points of view... .

Aggressive: _

Angry, verbally abusive, threatening, domineering, competitive,

 dogmatic, must have own way, must win, must be right...
: Mampulatlve (or indirect aggressmn)

(_.ettlngyour own way by making others feel guilty, by sulking,
by sar¢asm and put-downs...

Over-contident:

Nothing's a problem, loud, you know best, full of ideas, you
know everything, one- upmanshlp

Passive:

\ Dr0pping hints; maklng extuses, unable to say no,  the dogsbody,
“dificulty making decisions, apologizing all the time, putting
everyone else first all the time...

Do you recognize yourself in some or all of these
descriptions? Remember our behaviour varies from situation to
situation. You might be manipulative with your partner, passive
at work and aggressive with door-to-door salespeople. Your
behaviour can even vary from day to day.

Remember, assertiveness is simply about being able to
expresfs yollur needs and views in a calm effective manner that




respects both you and the others involved. In this chapter you'll
learn many straightferward and simple ways to go about this.
Here are some suggestions for becoming more assertive
more of the time. Make a note of any of these you might find
helpful:
General:
* value yourself
* value other people
* work out what you need and want in life — but be
prepared to compromlse over these
* keep your head up, shoulders and body relaxed, use
regular eye contact and keep an-upright, open and
confident posture
* don't lose your temper and act aggressively
* don't be too timid
* don't look for proof of your value as a person from
others through your obliging ways.
If you want to say no: |
* keep it short, and say it confidently and warmly
only give a reason if you want to
use a simple phrase you're comfortable with, such as
'l don’t want to’, 'I'd rather not’ or 'maybe some other
time' | ~
calmly repeat your ‘no’ if the first one is not accepted.

*

*

Other ways to be assertive

Here are some other techniques that you can use anytime,
and in any situation.

Respect yourself and the other person

In all interactions with other people, the most basic skill
of allis to give respect to you and your needs, and to the other
person and their needs. This may be a bit of aLgroun‘tfshlft to

make, but it is of central importance in being assertive.
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Use repetition
A calm repetition of your point or request helps you to
keep to your position. If the person you're talking to distracts
you with excuses, or argimentative or manipulative comments,
simply return calmly and warmly to your point, and restate it. |
This is sometimes called the ‘broken record’ technique. Here are
some examples:
* I'hear what you're saying, but | would like you to finish
this off today.
* 1 understand your difficulties, but I really need this
finished today.

Use your voice

Your voice is a huge asset in being assertive, and in being
persuasive. Think about assertive and persuasive people you
know. What kind of voice do they use? A warm, relatively low-
pitched and calm voice, with variations in pace and pitch, is a
tremendous tool. Making a recording to hear your voice and
practising making improvements is well worth doing.

Negotiate
Negotiation is a crucial skill in assertiveness, and in
persuasiori. Aft&r all, you are almlng to respect and acknowledge

'your needs, as well as those of the other person involved.

Assertiveness isn't about, winning. It's very often about
negotiation and compromlse and reaching a workable and |

- mutually agrereable solution whenever the situation merits it.

See Chapter 11 for more about negotiation skills.

Make one change at a time

Remember that you shouldn't try to use all of these new
assertiveness skills at once. Try one at a time, and practise it until
you become good at it. And, of course, there are always ups and
downs when learning something new.

¥



how to

work out
exactly
where
you're going
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It's important to be sure about the results
you want in your life. You wouldn't set off in
the car with no idea where you were going,
or jump onto just.any passing bus, or take

a seat on whichever plane happened to be
sitting ready for take-off at the airport. But
many of us do exactly that with our lives
nearly every day. We go through life without
giving the direction much thought. Then

we wonder why we get nowhere, or end up
precisely where we didn't want to be. Your
journey through life begins afresh today. This
chapter will show you how to plan this, and
stay on the track you really want to be on.



There is a well-known acronym that is a good starting point
when setting goals of any kind: SMART. It describes the key
aspects of a goal: "

Smart
Measurable
Appealing
Realistic
Timed

- ®o >3 v

_If you evaluate any goal using these check points, you'll
ensure you have goals you really want.You'll alsa know that the.
goal is clear and sensible, with an dbvious timescale, and that
you'll have a measure of some kind so you can be sure you've
achieved it.

What really matters to you?.

Even after working out your goals and aspirations, it can
still be incredibly difficult to know where to start. And if you
don’t know where to start, you won't start at all, and the whole
thing may come.to nothing, in spite of all your effort Another
good way to sort'out what to do first, or what to 'pus\h for
straight away, is to take a little time to sort out your priorities.

Goals or outcomes? _

. ¢ NLP uses the term ‘outcome’in preference to'goal’ or
- ‘objective’ Thls“" IS not just abdﬂ’t‘tweaklrlngords or being
needlessly pedantic thoughflt is very significant. A goal is what
~we aim for, something we detihitely want, but an outcome is
what we actually get as a result of our actions. This outcome
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may not be what we were aiming for or what we wanted, in

which case NLP calls it an ‘undesirable outcome'. NLP uses the

term ‘desirable outcome’ for those things we really want to
achieve.

It is also important that a desirable outcome is a well-
formed outcome. NLP sef< criteria or conditions by which to
décide How well forrried your desired outcome is. These also help
you to be clear on your mdtives, and enable you to weighup
how successful you've been in achieving that outcome. Here are
some of these criteria. Ask yourself:

* |s your goal stated in the positive: ‘| want...’, rather than
'l don't want..."?

s it within vour control?

Is it clear and specific?

Are the required resources available, both internal

(e.g. skills, knowledge) and external (e.g. equipment,

contacts)?

Are existing benefits preserved, or do you have

something to lose by achieving this outcome?

* Do you know what your first step is?

Fsit ecolt)glca’lly soundf' In,NLP terms th|s is not to
do with the world and Breermrissués; it's to ‘do with your
world. In other words, will there be knock-on effects
on you-or on,any other areas of your life? Are these
effects posifive or negatlve? Is there a hidden agenda
for you? Is there something that won't happen if you
achieve this outcome — somethlng you'd rather didn't
happen?

*

*

*

*

The formula for success

With your priorities now clearer, this four-point formula
will guide you on how to ensure you have the best chance of

r

r



achieving your desired outcome. You may be perfectly clear that
you want to persuade your local authority that your area needs
a new primary school, or that you want to take a year off to tour
the world, but it may remain forever as something you want, or
as something you always meant to do, and never even get off
the ground. How can you give it your very best shot?

1 Know your outcome

Be sure of exactly what it is you want, and use the criteria
above to make sure the desired outcome is well formed. Make
any changes and sort out-any fine-tuning on your well-formed
desirable outcome.

2 Take action

You have to take the first step, and then the next, and
the next, if you're going to make sure things happen, and keep
moving towards your outcome.

3 Have sensory awareness
Use all your senses. Be completely aware of what you can
see, hear and feel. There should be no blinu spots, no turning a
blind eye and no talse optimism, If ypug.senses tell you things
;-are not going.accordingto plan; hdrhess this information to
adapt what you're doing and get you back on track.

4 Have behavioural flexibility
" Closely tied in with the previous point is the need to be
flexible. There should be no-heads in the sang, no blinkered
approaches and no dogmatism. This is a key NLP idea — if what
you're doing isn't working, do something different.
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There is no failure, only feedback

This important theme of NLP is worth rezvisiting. Setting
goals is not a‘once in a lifetime’ att. It is constantly up for
review and change because you can't expect to get it all right
first time.We are human, and we can make ill-intorined choices,
and our values and priorities can change. Life goes on and we
should be able to change our goals without feeling we've made
a mistake — because we haven’t. There are no mistakes, and no
failure, only feedback. This feedback will help us to constantly
fine-tune and adapt our goals and targets. And remember that
lite has a habit of getting in the way, and throwing all sorts of
unexpected spanners.in tfie works, or even presenting us with
surprise windfalls! Life auditing and prioritizing is a skill for life.



what

everyone

- should
know about

listening
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To get results, you need to be able to
hear and really understand what people
are telling you. And that means being a
‘good listener’. But what does that really
mean? What is it that makes someone a
good listener? Everyday one-sided passive
listening allows so much information, and
so much emotion, to simply pass us by. This
chapter will reveal the importance of ‘active
listening’, and describe what. it is and how
to get it right. It will also explore the NLP
techniques which make the whole listening
process more effective, and more likely to
help you accomplish what you want.

- -




The key to being an active listener -

Good listening is an active process. It's about actually
hearing what is said and understanding it. It's about showing
somehow that you've heard and understood. It's about knowing
when to say something, or when to nod your head and say, ‘Go
on." It's about knowing when to ask a question, and then taking
time to listen to and understand the answer. Good listening is
not a one-way street. It's actually a two-way street. It's about
two people interacting with one another.

Active listening skills

There are many simple ways to make sure that you listen
more actively:
reallv listen.and pay attention
actively eﬁgage with what is being said
becoimie interested in what's being said
hear the emotion in the words and the voice
look at the body language
* get behind the words to what the person is thinking and
feeling and why -
~* at appropriate moments, nod, or say uh huh’
¥ react appropriately to what's being said
* at appropriate times, ask a question, or for more
~ information.

* v %

*

*

Showing_empath_y

This is a characteristic which has already been touched on
in Chapter 2, and 1t is one of tne cornerstones ot listening and
communicating well, and belng able to achieve a good rapport.
Here is a reminder. Empathy:

* involves respecting and understanding the other

person'’s position
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* involves being able to really feel what it's like to be in
their shoes

* can be shown by carefully reflecting back, without
comment or criticism, what the person is saying
or feeling.

Body language

An open, relaxed posture is best, preferably with little or
nothing in your hands.Aim to be at the same eye level as the person
you are communicating with. Avoid folding your arms as this
creates a barrier, and can be interpreted as a lack of interest, or even
disagreement or disapproval. If vou're seated, sit up.well, and lean
forward a little, to show enthusiasm and a willingngss to interact.
This encourages and shows Teal interest. Avoid wearing distracting
clothing or jewellery, and certainly try not to fiddle with earrings,
hair, mobile phone, pen or any other object. When the other person
is speaking, nod at appropriate moments, or say ‘uh-huh’, make
good eye contact, and use facial expressions that reflect interest in,
and understanding of, what they are saying. When you are speaking,
use a warm and friendly tone of voice. Don't trowd the other person
— be sure to allow a comfortable space between you. (See Chapter 7
for more on the important subject of body language.)

Meta Droarammes

- The idea of meta programmes.has already been introduced.
These are the hlters we all have whurnng away in the background
in our brain selectmg the material we should pay attention to at
any time.

Meta programmes are also important aspects of the other
person’s thinking, which.we should be listening out for. This
chapter concentrates pnmaruy on basic listening skills, but
in Chapters.8,9, 11 and 12, you'll find out much more about
this |dea ofrlooklng out for your own, and other people’s meta
programmes




how to
hear what
your body
is saying
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This chapter will explore body language and
the huge amount it can tell you, if you know
what to look for and pay more attention

to it. You'll also learn how to use your own
body language to send the messages you
want to send, and to improve rapport. There
is immense power in the way you walk, talk,
stand and come into a room. Body language
most certainly matters. If you want to
persuade someone, you need to look and
sound like a persuader. If you want results,
you need to look like you mean it. You can
even learn how to look more confident than
you really are.



The silent communicator ,

The amazing power of communication possessed by our
silent body language was touched on earlier. Non-verbal cues
or behaviour can say as much if not more than what we say
with our voices. Our body language can even say something
quite different from what we are saying verbally —and the body
language is usually the over-riding and most accurate one. It's
the one other people believe it there is a choice.We all read each
other’s body language quite unconsciously, and we are usually
completely unaware of how other people’s body language
is affecting us. We are just aware of the conclusions we are
drawing from it.

Not one size fits all

You' veﬂ douBE seen TV programmes in which experts
analyse various celébntle; b,odly language in a ‘one size fits
all’ way. The ‘Steven is rubE,mg his nose, he must be lying’
or 'Sharon has her legs crossed in Tom's direction, so she is
attracted to him'’ sort of analysis. Apart from the fact that
Steven may have a cold, and Sharon thinks her legs look better
on camera when crossed in that direction, it's important to
realize that our body language is like our dreams. They are
personal to us. Their meaning is personal to us, and depends
ona r#’[tltué{af factors such as personality, environmental
factors such as feeling hot or cold or under pressure, the mood

we're in, and all the rest. «s““"‘ Pt

3 p—

Sending the wrong message

b, Evenif you are saying all the right words, and being

-~ empathic and interested, your body language might be letting
you down. If yo_léie sfl"‘é%sed or lack con?ldence or you're just
not very enthusaastlc this is probably showing through your
body language and it's worth doing something about that.
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Whenever you meet someone or enter a room, you ¢ould
be giving people the wrong impression, and getting off to a
bad start. This can then create avicious circle, with people’s
reactions to you making you feel even less assured, which you
let sup in your body language, and so on.

You can easily do something about this, however. In this
chapter you'll discover how to make the impression you want
to make.

How to walk the walk

How do you look like a persuader? Here are some ideas on
how to make your body appear more confident and assured.
Even if you already feel you look confident, there will be
something here for you. (See also the simple relaxation and
breathing techniques in Chapter 10 which can really help if you
feel nervy or anxious.)

* An open and relaxed posture is best preferably with
little or nothing in your hands. Open posttre means
comfortably apright, shoulders comfortably back, head

“up, with no barriers formed by your hands or arms.
Arms com’rortably by your sides, or open hands restlng
easily on your lap when.sitting convey quiet, relaxed
confidence. |

* Avoid folding your arms as this creates a barrier,

- and can be interpreted as a lack of interest, or even
disagreement or disapproval. This will inhibit other
people from talking to you.

* Nerves and lack of confidence can make you form a
fist with your bands. or cling to a handbag, briefcase
or drink, like'a comrort planket. This will be noticed
unconsciously, or sometimes consciously, by those
you-are with. It can be difficult at first if you've been

.iused to holding on to something for comfort. It's
t|me to let go.

/




* When sitting, sit up well. This is good for your back too!
Slouching into a cnair or a corner can be comforting, but
looks detensive and uninviting. Sit up and lean forward a
little towards others. This shows interest and encourages
people.

* Crossed legs or ankles also tend to appear defensive or
negative.

Handshakes

Often, the first thing we do when we meet someone is to
shake hands with them.We may think nothing of this, but it
gives ap impression of us to others. The best form of handshake
1S tairly tirm, but not too firm. Approach the other person
confidently, with your outstretched hand in a vértical position
(your palni facing the side, fingers straight, thumb ta.the top),
so that they will grasp your hand in a similar way. Pump up and
down lightly two or three times, then smoothly break. Teamed
with good eye contact and a warm smile, this is a friendly,
welcoming form of greeting.

Using your voice

Almost as important as your body language is your voice
and how you use it. Body language ana tone of voice together
convey most of what we communicate to others. Tone of yoice
is really important in persuasion and aiming for a warm, gentle,

. low-pitched and friendly tone]in tune With what is being said
-~ t0 you, is welt wortFfiwhile’ If you're not sure how you sound, try
making a recording and have a listen.

The eyes have it

Making eye contact for about two-thirds of the time is
usually about right for a comfortable conversation and good
communication, but judge this for yourself. Women tend to use
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eye contact a little more than men do. Avoid staring constantly.
— this doesn't show deep interest as is sometimes thought, it is
more likely to appear a little aggressive, and is very off-putting.
Similarly, if you look away too much this can make you seem
uninterested or distracted.

Cultural variations

It is worth remembering that all that has been said so far
about body language, surrounainigs and so n, is most likely
to apply for two people from the same cultural background
ana in a western-type society. When people from the same
cultural orethnic background interact with one another, they
can very easily read the other’s body language, as they share
that language. Each cultural background has its own specific
body language, however, especially with respect to gestures,
personal space and comforting. Even a nod of the head can have
a different meaning. If both you and the other person are from.
the same non-western background, your own particular set of

rules will apply. If you are talking to someone from a cultural

group different from your‘own, be aware of these differences
and check this out with the person if you are at all unsure of

anything.

Nowffof the clever bit — NLP

All that's been said so far is fairly basic knowledge about
body language. Let's now add a little stardust — the NLP
dimensjon. One of the four pillars of NLP, which was introduced
in Chapter 3, was sensory awareness, which told us that raising
our level of awareness of all the sensory information impinging
on our senses would help us to understand other people”betteﬁ
The idea of $ensory acuity was also introduced. This was all
about usingall our senses to observerin mare detail, so that we
notice when our ten-year-old son's nostrils tlare when asked to
tidy hi_"s‘ room, orﬁ'thewslight timbre in 75-year-old Dad's voice as

i
i hepl




he tells us that his elderly dog, Jack has not been eatmg properly
this week.

Look out for people’s micro-expressions too. These are
sudden tlashes of a smile, or,a trrown, which are there and gone
in an instant, but show-underlying feelings that their owner is
perhaps trying to suppress or hide. It's easy to smile using your
mouth and teeth, but a genuine smile must reach the eyes too.

There is 4 vast amount of silent information about other
people easily available to us. All we need do is look for it.

This will help us to listen better, communicate better and
build rapport better. Ultimatély this will help us to be better
persuaders. This improves with regular practice, so start now! Try
focussing on:
gestures (e.g. lots, few, pointing)
general body movements (e.g. arms folded, foot tapping,
handshake)
smaller body movements (e.g. eye movements, tremor,
- muscle twitch) '
* voice (e.g. calm, loud, bored, happy)
facial expression (e.g. smile, frown, afraid, eyebrows
raised, migro-expressions)
* posture (e.g. hunched, upnght relaxed, tense, attentive,
* bored, keen) . » |
* sKin (eg. pale, ﬂushed)
* breathing (e.g. shallow, fast, snghmg) ,
* general appearance (e.g. smart, unusually dishevelled,
same as usual).

Interpreting

Observing sensory information is one thing, but -
interpreting what it means, or as NLP would say ‘calibrating’ it, is
another. I've already touched on this idea, and it’s worth drawing
your attention to it again. Of course, there are similarities
between us all — we are all human beings after-all. But, as unique
individuals, we have all grown into our own unique set of
gestures and Dostures use of voice and facial expressions.

*

*
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| know people who smile and look happy all the time, no
matter what's going on, and | know others who never smile, so
much so that the line patterns that develop on their faces as
they grow older show these lifetime habits clearly

The way to get these things right is to individualize them.
Get to know people. Observe them and notice their individual
patterns of behaviour. A colleague who plays with her rings
when she’s about to make a aecision; your daughter who chews
her lip when she’s thinking hard about her biology homework;
the funny little laugh your partner has when he's nervous. That's
calibration — the process of determining another person’s mood
state by carefully observing the nuances of their behaviour.

Eye accessing cues

_ It has already been touched on in Chapter 3, but a
fascinating area that has yet more secrets to reveal is that of
small eye movements. For example, when we're thinking, if we
look up or intg.the middle distance, we are visualizing; it we
look downward we are accessing feelings. We move our eyes
sideways to the right or left when we hear sounds internally.
LooKifig down to our left usually suggests internal dialogue is
going on. Someone looking down and to their right is often
feeling low and down. Remembered material usually produces
a movement to your left, and imagined or constfucted material
or images, to your right. It's important to be aware that these
are eye movements, not whole head movements, though some.
head movement can be involved too.

By observing someone, we can get some idea of how they
are thinking. Remember. of course, that all of the right—left
movements are reversed if you are logking at someone else.

A good example is getting some indication that someone is
lying to us. When someone is remembering something (i.e. it's
probably true), they tend to look to your right (their left), but if

- they are constructing something (i.e. making it up — a lie), they
; 3 » -

!



Remembered images

Constructed images
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Remembered sounds
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Figure 7.1 Eye movements as you look at other people.

tend to look to your left (their right). Figure 7.1 shows this in
detail.

Matching and mirroring

This is probably one of the best known and oldest NLP
techniques. You can use your body language to match or mirror
another person’s body language, and also voicé and speech style,
in order to show empathy, or agreement, and thus enhance
rapport. Two people both sitting with legs crossed, and both
hands on the table, holding a coffee mug, each taking a sip
from their mug about the same time as the other, are matching
and mirroring each other's body language perfectly. They are
probably completely unaware they are doing this, but they will
feel very together, close and in agreement with each other.
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Softly. softly

Remember not to go overboard with all of these body
language tecnniques at once — you'll become too distracted
and unnatural in your behaviour and this won't improve rapport

Practise with willing friends or colleagues. Look in the mirror. Do
lots of observing. You can always refer back to this book for more
ideas, when you've mastered a few basic techniques. The ability
to observe others’ body language more closely and to interpret
what it means improves the more you do it, so keep practising!




rapport,
rapport,
rapport
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The word ‘rapport’ comes from the

French word ‘rapporter’ which means to
return or bring back, and a good rapport
has been compared to a rally in a game

of tennis, with the ball going back and
forth rhythmically, enthusiastically and
-energetically. This chapter shows how to

" develop a good rapport and explores how
we communicate through our speech, but
also through tone of voice, facial expression
and body language. The ultimate in good
communication'is charisma, and this is
introduced in this chapter. You'll find out
what it is exactly, and how it's simpler than
“you think to become more charismatic.




How not to build rapport -

In a chapter on rapport, this may seem a back-to-tront
approach, but I'm going to start by showing you what you
should avoid when you want to build rapport. If you simply
avoid certain behaviours and characteristics, you'll have made
giant steps towards establishing a rapport already. -

Think about people you don't enjoy talking to. You know,
the ones you pop round a corner to avoid, if you see them
coming.They may be‘neighbours or acquaiitances or people
you meet on holiday. What about colleagues and managers at
work with whom you find it hard to discuss thingsproperly?
What is it about these people that makes your heart sink a little
when you have to talk with them? It's likely that they have one
or more of these characteristics:

* talking all the time, and not giving you a chance

to speak

* talking for too long without thinking about how much
time you have
commenting negatively about your appearance
taking phone caits or texts during your conversation
criticizing you .
winking '
touching your arm, or giving you friendly pushes or back
slaps
dominating the conversation
dominatng or manipulating you
saying you're wrong
flirting
pushing their own views on you
judging you
not responding tQ what you're saying
complaining eudiessty about their own problems
not asking anything about you
interrupting you
displaying one-upmanship.

¥ ¥ ¥ x *
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What is rapport?

Building a rapport is about having a good two-way
_conversation, which has a raythm, enthusiasm and a
momehtum of its own. It's apout high-quality two-way
communication. Many of the skills already introduced in
‘Chapter 2 about communication, Chapter 6 about listening,
and Chapter 7 about body language will also help you to build
rapport: skills such as having respect, showing empathy and
warmth, taking turns; making good eye-contact, remembering
~ things, dispiayig consistency and genuineness, matching
and rnirforing, practising sensory acuity and calibration, and
observing eye movements.

Characteristics to aim for

Let's discover what we can add in to the mix to build
rapport from this neutral starting place. Think about those
people you're pleased t6 bump into, have a meeting with at
work, or are happy to hear at the end of the phone.What is it
about them that means you enjoy meeting and talking with
them? Here is a non-exhaustive list of characteristics:

open mind - '
unconditional acceptance of others
respect for others

liking for others

commitment  -.

good listener

patience

warmth

‘empathy

honesty

consistency

positivity
:complimentary
* sense of humour

"t 0
I .



* things in common .
* cheerfulness '
* genuineness

* trustworthiness.

Are some of your own thoughts included in this list?

Empathy revisited

You've already learned a little about empathy in Chapters 2
and 6, but you may be wondering how it ditteFs from the more
familiar terrh, sympathy. While sympathy can be described as
feeling ‘sorry for’ someone, empathy is sometimes described
as feeling ‘sorry with’ someone. There's quite a difference, isn't
there? Would you prefer someone to feel sorry for you, or
sorry with youg 'Sorry for’ suggests a kind of laoking down on
someone’s pught from a judgemental or SUpErior position, but
'sorry with’ has a}q_u,i,te different feel to it. It does not suggest
judgement or stipériority, but rather a feeling of being shoulder
to shoulder, and respecting and understanding the other
person’s position. To refresn your memory, empathy:

* is the ability to have a deep understanding of the world

of another person

* involves being able to really feel what it's like to be in

their shoes

* has to be genuine and come from within

* can be shown by warmth, active listening, and by tone

of voice and posture ' |

* can be shown by reflecting back what a person is saying

to you. |

Watch out for being tempted to say anything along the
lines ot ) know how you feel’ in order to show empathy because
it is invariably met with the response of ‘Nobody knows how
|- feel’ or 'No you don't.’ People frequéntly feel that they are

= experiencing something that no one eise can understand, unless
%7 they've experienced it t0o. You've probably felt like that yourself
at some point. Empathy is usually better expressed by words
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such as, 'l can't begin to understand how awful you must be
feeling today...'

Warmth

This idea of warmth was introduced in Chapter 2, as
being important for good communication, and as such, it will
be important for rapport too.We all know people we would
regard as ‘cold’, so we know intuitively'what ‘warmth’is, and
we can certainly recognize when it is absent. It is, however,

a difficult idea to explain or define exactly. We discovered in
Chapter 2 that you can show warmth through empathy, tone
of voice, speech rhythm, an open and relaxed posture, smiling
appropriately and using good eye contact.

Genuineness

This idea was introduced in Chapter 2: a kind of ‘what you
see is what you get' characteristic. It's particularly relevant here, as
it's easy to lose your sense of who you are, and your individuality,
when you begin to use new techniques to communicate and create -
rapport. It is so important that you continue to be yourself, and that
you are exactly what you appear to be.You can do this by taking on
board all you're learning in this book slowly and carefully. Practise
and try out your new skills, as you would with anything else you
were learning, before using.them for real — just as a musician does
before performing at a coricert, or a learner driver does before being’
allowed to drive alone. Stay in the quiet back roads, drive slowly
and practise often, until you are ready to fly solo on the big busy
motorways that are our lives today.

Use people’s names

Pebple like you to use their name. They find this warm,
sup’portlve and encouraging. Don't you? However, don't make
dssumptlons Always check whether the person wants you to use




their first name or prefers a more formal title. ‘Usmg a first name
without permission can upset some people. Also, try to avoid
making a mistake and using the wrong name, as this is very
destructive to a developing rapport.

Make people feel good and important

This must be done genuinely, or not at all. The more you talk to
people, and become interested in them, the mqre they'll give back
to you, and you'll find that even the most apﬁareﬁtly msngnl'rlcaﬁt
quiet and Friousy-Tooking person has a story to tell, and sometimes
a more fascinating one than you could ever imagine.

How to do small talk

You may find the idea of spall talk borlng,and old hat, and
many people do, but unfortunately this is what soaallzmg is

~often about, and it’sdefinitely how rapport is usually built. For

peupte you already know, small talk usually begins with a simple
‘How are you?' or 'Great weather we're having’, then moves on
to asking about their partner, family or job.

For people you haven't met before, a conversation is more
likely to begin with introductions, then move to comments
about the event you're attending and how you got there, then
to simple general discussion of where you're from, whether you
work and if so at what, and so on. People like to get a thumbnail

 sketch of someone before moving forward with small talk. There

would be no point in asking someone who's been unemployed

for three years where they went on holiday that summer.

It helps if you can keep a bit of an eye on the news and
current affairs, even if you don't usually. Buy a popular newspaper
or magazine regularly to keep up with ‘what’s hot and what's not’.
Watch a few of the most popular TV programmes for all ages
and interest groups, just to keep in touch. It’s all worth the effort.
Having a few thoughts and ideas ready on a range of everyday
topics to suit anyone you meet will never be a waste.
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Use open-ended questions
and statements

You will remember that in Chapter 2 we explored closed
questions, which can be answered with a‘yes’ or'no’ or a few
words, for example, 'Did you have a day off yesterday?’, 'Did
you have a history class today?’ These are very one sided and
not good for rapport. Parents can easily slip into this kind of
staccato conversation with their children when they come
in from school, or from being out with friends. Choose your
questions with a bit of thought. Aim to use open questions,
or statements that take a few sentences or more to answer.
Try ‘How was school today?’ or ‘Tell me all about it." This adds
depth to the conversation, and allows rhythm and rapport to
develop easily.

Meta programmes

These filters on our thinking have already been introduced.

They help us to organize our thoughts and decide what to pay

attention to. If we are aiming for a good rapport, we will want to
be aware of these in others, as well as irt ourselves, NLP tends to

describe meta programmes in terms of a contiiuum with two

extremes. Here are some that are most llkely to be relevant to

persuasmn WhICh you,capl be on the look- out for. o
proactlve/reactlve those who are [ikely to ‘take a lead
and get things moving (proactive) at one end of this
scale, and those who'd rather wait for someone else to
do it (reactive) at the other end

- F towards/away from: those who get involved and get

o on with things (towards) and those who avoid or ignore

problems and decisions (away from)

* options/procedures: those who enjoy a choice and
“new,ways of doing things (options) and those who

- ¢ prefer rules and set methods (procedures)

o



'Brain'gam'e o

* internal/external: those who prefer to make decisions
for themselves (internal) and those who rety on advice
or evidence from an outside source (external)

* global/detail: those who prefer to look at the big
picture (general) and those who prefer the detail
(specific)

* self/other: af, one end of this scale there are a few
people who tocus primarily on themselves and are
self centred (self); the majority of us are at the other

‘extreme (other); building rapport is clearly much easier
to do with the latter.

Charfsma

Ak LIS 41 €45

In a chapter about rapport, it's impossible not to begin to
think about charisma. Some people have this kind ot aura or
magnetic personality that draws others to them, and encourages
others to want to do what they say, copy what they do, and be
more like them. They can light up any room they enter. Think
of Oprah Winfrey, Sir Winston Churchill, Barack Obama, Nelson
Mandela. Charismatic people communlcate and establish

rapport effortlessly. -

- What exactly is charisma? Pinning down such a nebuldus
conéept is notoriously dlh‘lcuu:{to achieve.

Here are 15 key characteristics of those who are charismatic. *
Read over them, and rate yourself on a scale of 0 to 10 on

each. This will give you a score out of a possible 150. How
charismatic are you?

Confident but not arrogant

* Genuine and respectru] of, others

* Shows real interest-ana uking for other people

* An individual who doesn't follow the crowd

*
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Enthusiastic about your purpose, views and aims
Able to speak clearly and confidently

Able to speak with conviction and enthusiasm
Able to.speak with emotion

Nort pushy or domineering

Good atgeading’ other people

Good at ‘tuning in’ with other people

" Moves with poise and grace

Appears.full of energy

£ Ppassionate about their beliefs

Calm and confident body language.

Don't be concerned if your score isn't as high as you would
like. Few of us are naturally charismatic. There are, however,
ways that you can increase your score on this test, and be more
charismatic. Everyone, given self-belief and effort, can develop
charisma, either to bring out when needed, or as a more

" permanent way of being.

Here are some ways to improve and develop charisma:

*

* ¥ ¥
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relax

look and sound confident

like yourself and like other people

be interested in people, and sensitive to their needs and
emotions |

be in touch with other people’s emotions, and your own
don't be afraid to show your emotions

look and sound positive '

be self-reliant |

ok and sound. full of energy

speak with passion and conviction

develop your own vision, purpose and message

make people feel special.

There is guidance on how to do all of these in other
chapters of this book. -

A




the secrets
of getting
your
‘message
- across
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You never know when an opportunity to
get what you want will present itself. So
always be prepared. It's easier than you
think to get people’s attention. This chapter
will show you how. You'll learn how to grab
attention and keep it, how to make your
message clear so that people hear what
you have to say, and how choosing your
words carefully can make all the difference
to a good rapport. You'll also discover that
communication is about the message that is
received, not the one you think you've sent.




The essence of persuasion . .

In order to persuade, you must be able to get your message
across. This is what lfesTight at the heart of persuasion. Much of
what we've explored so tar in this book will be useful when you
want to get your message across and persuade someone, be it
just one person, perhaps your child's teacher, or your b6ss; or a
group of people, such as the golf club committee, town council
or your team at work.

Right at the very start of the book, Lintroduced my
4Cs of effective persuasion: calm, confident, constructive
communication. We also established some of the most basic of
requirements for being a good comniunicator, and being able to
get your message across, and take people with you.

You might also like fo skim back over some of the other
techniques covered in previous chapters, as these will all help
you to get your message across.

How to lose people’s attention

As in the previous chapter about building rapport, this
may seem an odd place to start, but it is aSensible one, | assure
you.You can't persuade someone if they aren't listening to you
or paying you any attention. Think about it — how do people
lose your attention? You're at a meeting at wark and listening

"~ intently.What is it that sets your mind wandering-off? Or you're

enjoying a meal with friends; you can see the mouth and teeth
moving and you hear the sound of the words, but you're not

.- taking in a word. Then comes-the areaded, ‘Don't you agree?’
~ It'srabbitin the headlights time.'Do | agree ¢ 1 do, what am |
- agreeing with? "

In many cases, attention is yours until you lose it. It's a-
bit like innocent until proved guilty. On most occasions when

| someone starts to speak, all eyes are on them, and there is an

expectant hush. All you have to do is keep it that way. You put
your head round a door, and everyone turns to hear what you
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have to say.You're the invited speaker, or you're.asked to deliver
your report. or you're simply asked a question.’You bump into
someone in the corriaor or the street, or at the supermarket. This
is your opportunity, your chance to get your message across.
What is it that turns other people off? What is it that makes
their attention drift?

* speaking too fast

* giving too much information and detail

* leaving no gaps in the delivery

* not being relevant to the listener

* being in their own little world

* enjoying the sound of their own voice too much.

I'm sure you can think of people you know who lose your
attention for similar reasons.A friend of mine used to drop
in unexpéctedly for a coffee, which was very nice, and 1 did
appreciate it, but she talked non-stop, and there was no space
for me to comment or reply. | came to dread the sound of her
footsteps on the patn, even though she was a good friend -
reliable and trustworthy. Of course, there are many other ways
to lose people’s attention. Here are just some of them: .

* not responding to the listener’s reactions
speaking in a monotone .
speaking too slowly
talking for too long
talking too much
not getting to the point
not being clear — a ‘fuzzy’ speaker
not making eye contact with the listener.

¥ ¥ ¥ ¥ X ¥ %

How to keep attention and get your
message across

If you're going to persuade someone in some way, it is
essential that you keep their attention and get your message
across to,them clearly.We all know people who seem to be



able to do this with ease. | would hazard a guess that for most
successful persuaders, a trucial factor is that they are well
prepared: prepared for any situation from a chance meeting with
one person, to an official presentation.

It's important then to take a bit of time to collect
information, so that you understand the situation you're going
in to.Whether it's a family discussion round the kitchen table, or
the Neighbourhood Watch-meeting, or taking shoes back to the
shop, or a formal board meeting, make sure you're up to speed.
Here are some other ideas 1o think about when you want to get
your message across:

* Remember that we are all only human — we have

human needs, interests and limitations.

* Avoid criticizing other people, or drawing attention

~ to their mistakes — remember the NLpP agage 'think

solutions, not problems’. Think about what 1t is you
want, not ‘| have a bone to pick with her’ or ‘he needs
putting in his place’.

* If possible, avoid beginning sgntepces with 'you’, as these

often come out in a counter Eroductlve way: ‘You always
- interfere’, *You just don't know when to stop’, ‘You broke
the lap—top, not me!’ It's far bétter to begin sentences
with 'I', as these are much more llkely to'come out -
constructively' 'l feel worried about this', 'I'd just like us to
.. Work this out,'l love yqu, and | just want the best for you.’
T * The human attention sparf is not long; after about
ten minutes listening to someone, we are all likely to
lose concentratlon so it's best to change what you're
doing in some way around eight to ten minutes into a
conversation, to maintain attention.

* We can't remember every detail of what we re told we

only remember the gist. »

* Visual aids, storytelling, dramatlzatlon and anecdotes all

really help.
~* Humour can be very good too, if used approprlately
Look at how many adverts use humour to sell their
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products — the meerkats used in an amusing advert for
an online comparison site have become media stars in
their own right.

* 'Concreteness’ is important — this is about avoiding

~ blanket statements and vaguériess and woolly thinking,
from which it is difficult to move on.

One of the points made here is that beginning a sentence
with'l', or including ‘me’ in an active role, is a great lever for
successful persuasion. Beginning a sentence with ‘I has the
effect of giving you more status, and power, and makes people
listen. | personally find beginning a telephone call or visit to a
shop with a complaint is made considerably easier if | begin with
- *I wonder if you could help me, | bought this.... Here are some
beginnings of statements for you to try:

* I would say...

* 1 think...

* | feel...

* Isuspect
* I'm wondering whether...
* |t seems to me...

* As far as | can see...

The rule of three

This is a technique that has been used in writing and
in speeches for hundreds of years. It is very powerful and
emphasizes points, making ther more memorable and more

persuasive. Many of today's sound bites use this technlque Here

are some examples, old and new: ;

Julius Caesar: Veni, vidi, vici (I came, | saw, | conquered)

The Bible: Three Wise Men carrying gold, frankincense, and

myrrh

Film title: The Good, the Bad, and the Ugly

French motto: Liberté, Egal/te, Fraternité

Tony Blair: Education, education, education

Fire s’éfetyl’"noao: Stop, Drop and Roll




You could use this in everyday situations with your partner:
' would really appreciate it if you could make me a coffee — I'm
tired,’c6ldand ted up.’ Or you could use it at work:'I really need
you all to pull your welght on this project, so that we can get the
job done faster, more cheaply and on time.’

Matching to your audience

" As well'as their preferences in terms of the representational
'systerdns and meta programmes they tend to use, people differ -
in their general use of language. For example, some are very
_ articulate and | express themselves well, while others struggle with
. “this. Some pick up new ideas very quickly, while others need time
to think, or might need things explained or described again.

You will usually be able to get a feel for this within a few
moments of meeting and talking with-someone. It is useful to
adapt your style of language and pace in line with what you
flnd without losipg your genuineness. That is not to say that
you srrould  patronize anyone. You should simply be aware of
and have respect for the wide differences i in people. Once again,
most of us do this quite naturally anyway.

Allow thinking time for your audience — we all need this,
no matter how highly professional we are, especially if a change
of mind or a decision is required of us. Speak fairly slowly, make

. points clearly and leave little gaps to allow time for a point to

. embed itself in your listener’s mind.

Remaify aware of your pace and use of language whatever
. technique from this book you are applying. Remember, though,
that you should always keep youf own partictilar brand and style
of speaking at the heart of what you are clomg Never lose 5|ght
of who you are. By

Choose your words carefully

| mentioned earlier that sometimes it’ s not what you say,
it's the way you say it that makes all the difference. There is
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" much more to this idea than just the tone of voice or attitude
you project when you.speak. Sometimes the actual words you
use can either unlock dcors, or'slarii them in your face. Here are
some examples. Which would you find most persuasive from
each pair?

You must get your homework done earlier.
It would be a great help if your homework was finished earlier.

It's time you took a turn at the washing up.

| would really appreciate it if you did the washing up
tonight, Tony.

You're price is way too high.

You might like to consider a bit of a reduction.

You must put your toys away now.
It would really help me if you put your toys away, Emily.

. You must phone that client today.
It would be really good if you could fit that phone call in today.

Then there are words that can only make things worse, il
and make._it much less likely your message will get across, i
and even'léss likely that your persuasion will succeed. These i
are blanket words such as never, always, everybody, all,
every. In each of the following pairs, which is more likely to .l |
get a good response, produce a good outcome, or "be more Il
~persuasive? i

Why do you always have to do that?
I've got an idea, why don't you...

~ All you ever do is waste time.
How are you getting on with that, Daniel?
Every report you give me is late.
| can't help noticing you have a tendency to be late with
your reports Janine

You never take me out for a meal. | fh
How about we eat out this Thursday? I

) Uil



Electronic communication

In Chapter 6, you learned all about the skill of active
listening and its vital importance in communicating and
building a rapport. This focussed entirely on telephone or
face-to-face communication, but millions of people now
communicate every day, often many times in a day, using

~h ac CamnhlaAanl
texts or e-mail or via social networking g sites such as Facebook

or Twitter. Much of the persuasion that goes on every day is
happening via one of these media. Were you most recently
- persuaded to do something by a real person talking to you,
or was it because of a text or an e-mail, or a comment on
Facebook?
1If you want to persuade online or by text it's just as
important to be able to build a rapport electronically, and listen’
actively to electronic messages rather than verbal messages.
Much of what was said in the chapters on good communication,
building rapport, listening skills and getting your message
across applies in the same way here as it does in face-to-face
situations. These media; however, offer something different.
There are new and innovative ways to make use of these media
to communicate with and persuade others.
This mainly involves increasing your public or private
profile, keeping in regular contact and improving information
 flow. The technology is great for keeping everyone in the loop,
responding to people’s views and interests, and getting your
message across effectively. It also makes communication faster
than you would have believed possible. Repeating your message
often, or in different ways, also helps to get it across. That's why
adverts are repeated 50 ?reque’ntly. Here are some suggestions
for how to use technology to share what you have to say:
-~ * compile your own website
* make up your own online magazine, or e-zine, to send
round, and keep in touch with many people
* use blogging to write a regular message of any kind
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* use microblogging sites such as Twitter, which allow you
to make frequent short statements

* use social necworking sites such as Facebook and
Linkedin to keep in tonstant touch with many hundreds
of friends, colleagues, members of associations, similar
interest groups, and to keep a finger on many pulses

* keep a presehce on sites such as YouTube, Digg and
Reddit

* use sites such as Ping, which allow you to write your
message or information just once and then have it
‘Pinged’ to all your other sites.



easy ways
to chase
the nerves

away
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If you want to communicate well, build
rapport and get results, the last thing you
want to be is stressed, agitated, jumpy or
nervous. These aré all instant turn-offs. It's
easy to feel a little uptight if something'’s
important. So, learning how to stay calm
and appear cool and relaxed, even if you
don't feel it, is a must. This chapter will
explain how you can do that, and provides
lots of techniques to help you feel relaxed
and at ease wherever you are, and whatever
you're doing.




Stay calm if you want to perﬁuade f

It's easy to feel a little uptight if sqmething's important, or
it’s that deal you've been trying to pulloff for months, or that
project you want to sell to your team at work. Learning how to
stay calm and appear cool and relaxed, even if you don't feel it,
is @ must.

Feeling calm

Slow down and make time for relaxation

There are all sorts of ways to relax. It's down to your
preferences. The important thing is that ybu allow your body to
slow down and completely relax at least once every day.A lazy
bath, awalk, socializing, shopping, music, gardening, cooking,
crafting, dancing, yoga, cycling, watching TV, and so on.
Special relaxation techniques are useful because they can
be done really quickly and you can usually fit them into your
day. They are also helpful for relaxing anywhere, and in any
situation. 3
* Body scan: Breathe in gently, while silently scanning
your body to find where the tension is. Then, as you

' breathe out, simply relax any tensnon you found Then
repeat.

* Count your breathing: Focus on your breathlng, and
count silently bac&wards from 10 to O, saying the next
number sﬂently each time you breathe out.

Think about your breathing

. Breathing normally can help to relieve many of the-
symptoms of stress, and will also help you stay calm and cope
better in stresstulsituations. Here is an extremely S|mple
technlque to help you to slow and regulate your breathing, yet
still remain alert.
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* Take a gentle breath in to your own slow silent count of
1... 2... 5... then breathe out in your own time, again to
your own slow and silent count of 1... 2... 3...

* Continue gently breathing to this rhythm for two or
three minutes.

A problem shared...

All of us need someone who cares about us and who is
interested in what we do. This can bring rélief from existing
stress, and can even prevent us from feeling stressed in the first
place. A problem shared really is a problem halved.

Work stress

Stress caused by work is becoming increasingly common
today. Employers are becoming more aware of this and many
offer training or couinselling to help.

The most common way to dealwith work stress is to
CUShIOﬂ yourself from it using the tlps covered sofar, especially
relaxation, breaks, social support,.a healthy lifestyle and leisure.
activities. Think very carefully before you tackle a problem head”
on at work. Remember there may be repercussmns for your job
or future career.




what you
need to
know about
~conflict and
negotiation
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People won't always agree with each other,
and won't always want the same things. So,
if you are keen to get results, you'll need to
have an interest in conflict and negotiation
too, and know how to deal with these to
get the best from a situation. If handled
carefully and effectively, conflict can lead
on to produce improved understanding,

increased knowledge and enhanced mutual

respect. This chapter will explain the
benefits of aiming for a ‘'win-win’ outcome,
and provide lots of suggestions on how
you can achieve this. It will also describe
how NLP techniques can make a vital

- contribution, such as remembering to focus

onxsolutions rather than on problems.

[ ——



Changing people’s behaviour .-

Dale Carnegie believed that if you wanted to change people
for the better, you shouldn’t draw attention directly tp their
mistakes, and should facilitate a way for them to save tace. He
made this powerful point in his famous 1936 book, How to Win
Friends and Influence People. This is still true today, over 70
years later;perhaps even more so. This idea is counterSintuitive,
however, and most people don't think in this way. For many,
there's a competitive, points'scoring edge to life. Others feel
that if someone’s made a mistake, they have to be taken to task
about it. It's as if the mistake is there, so you can't let them get
away with it, and you have to say something. But you don't.
There’s no rule that says you have to.

Carnegie’s view sits perfectly on two fundamental NLP
ideas that we've met already. First, that you should concentrate
on solutions, not problems; second, that behind every behaviour
there is a good intention. These ideas are p|votal when faced with
conflict.

Conflict

People tend to think negatively about conflict, at whatever
level, and see it as destructive. Of course conflict can be, but
something positive can usually come from it too, provided it is

. dealt with properly. Here are a few positive outcomes that can
come from conflict:

* increased knowledge and understanding of a situation

* deeper insight into people

stronger mutual respect
improved ability to work together
improved self-knowledge.
Whatever the conflict that has arisen, there are three things
to aim for:
* Allow tempers to calm, and negative emotions to
diffuse away.

* - %

*
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* Make it possible for those in dispute, whoever they are,
to understand what the problem is, and then clear the
way to go on to work things out amicably.

* Come to an agreement that addresses the problem,
has not been forced on anyone, and is agreed by all
concerned !

This last aim is all about negotiating an agreement
everyone is happy with, after the aust has settled and calm has
returned. You'll find out ways to do this later in the chapter. First,
let’s look at how you can achieve the first two aims, calming
things down and ensuring all concerned understand what the
problem is and have an opportunity to sort things out.

Resolving conflict

There are too many possible scenarios to list fece, but the
way to approach any confli¢t is very similar, whethér'you are
involved in it yourself, or you have the responsibility of dealing
with the situation. Here are some gwde[lnes _

* Take a break to let tempers calm. When people are calm, il
.then and only then; begin to talk about it. .if!i

~ Then agree some ground Tules such as: everyone treats i
each otner with respect, anyone who hecomes angry

~ or aggressive takes time out to calnidown, stick to the
~ issue in hand, and don't bring up previous history or
‘other issues. i

* Agree another ground rule to keep personalltles out of |
the discussion; separate the problem from the people
involved.

* Allow yourself to see the other person’s needs and
interests — these will explain why there is a problem.

* There are many cases where an objective or
knowledgeable third party, brought in to give
|nformat|on or act as a neutral arbiter, can thake things
move more qwckly towards a conclusnon




* Make sure each side listens to what the other, Slde is
saying, without interrupting. ‘

Agree on a'set ot indisputable facts and |nformat|on

relating to the matter in hand.

Invite both (or more) sides to offer possible solutions.

As NLP would suggest, if this isn't working at any stage,

do something else.

*

*

*

From conflict to negotiation

So far you've learned some basic skills for dealing with
conflict so that the way becomes open for negotiation to begin.
Ideally, the negotiation should come first and prevent conflict
arising in the first place, but such is life.

In most everyday situations, there is little or no conflict,
and things move quickly to the negotiation stage.

Negotiation de-mystified

We all negotlate more often than we think, and you'll
already have established your own way of doing this. You've
almost certainly been involved in at least one of these
negotiations, or somethlng similar: buying or sellingacar "
reaching a business agreement, setfing a teenager’s curtev’ tlme,

, = haggling over a price at a marketStall or antiques tair, deciding if

you or your partner will drive to the party, negotiating a pay rise,
a house sale, orindeed a publlshln&deall

All of these negotiations appear to be different on the.
surface, but the general underlying approach to these disparate
situations needs to be the same if you want to ensure the best-
possible outcomes. There are fundamental and straightforward

- techniques that should form the basis of any negotiation, and

this chapter will explain these and how to use them to improve
your negotiation skills.
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- undeserving, or if you've made an error, or simply know you have |

Let’s start at the very beginning

It will be no surprise to you that a negotiation can be
approached with a number of aiverse mindsets.
in the 1970s Kenneth Thomas and Ralph Kilmann identified
five main styles of negotiation and dealing with conflict:

1 Compromise

- Both parties agree on a solution jointly, for example:‘Let's
just split things 50:50" or'I'll wash the dishes if you mow the lawn.’

2 Compete (win-lose)

If you are not at all interested in the other person’s needs,
and just want to maximize what vou get from a negotiation, you
are approaching it competitively. This is very common, especially
if you know you are right, or have the moral high ground or if
the other person has clearly been at fauit.

3 Accommniodate (lose-win)

This is kind of the opposite of being competitive.You make i
little effort and are content for the other party to gain the I
most from the negotiation.You might do this if you're feeling |

no chance.

'4Avoid (no-show) ' |
If you don't feel like a flght or the effort of it all you'll feel

like "avoiding’ any negotiations that come up. Or perhaps there

have been previous heated meetings and,you've had enough.
Maybe the potential beneﬂts are not worth all the hassle. |

5 Collaborate (win-win)

This is often called the ‘win-win' approach to negotiation.
Both sides are focussing on getting the mast they can for both
parties. This,is common within soud trustmcJ relationships and I
long te’rm busmess relationships. | . il



Which mindset you are in as you approach’ a negotiation
depends on your personality, and your needs and interests in
the situation, but | would suggest that the ideal to aim for is the
win-win approach.

But this is the real world, and this ideal will not always be
possible and will not always be the best approach. What you
have to do is choose the approach that best suits the situation
you find yourself in.

Win-win negotiating

Businessmen and women are usually aware of what's going
on in the other businesses in their field, and know about each
other’s needs and targets. This has always been good business
practice. An unspoken win-win approach is often adopted in
negotiations between businesses like this.

Negotiating with your friends, family or children will often
come under the win-win banner. ‘

Negotiate with skill

The most.impgrtant techniques in negotiating are those
we've already coveréd here and in previous chapters. No matter
which approach to anegotiation you're taking, these techniques
should form the basis of any nggotiation if it's to be a success«
and not an unpleasant and L:ﬁﬁ'rouductivé experience for all
concerned. With these techniques come the various NLP skills
we've also covered in previous chapters. Here is a reminder of
these key skills and techniques:
know where you're going and why
use good communication
behave at all times with integrity, respect and empathy
use all your senses |
interpret the behaviour of others
use your body language
observe others’ body language and eye movements

* ¥ %

* ¥ ¥ *
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* notice which representational system others are using
look out for evidence of the meta programmes others use
use active listening
create a good rapport
get your message across

* be assertive

* stay calm

* be ready to cope with any conflict that arises.

With these in place, you are well on your way to achieving
a good result.

*

*

%k
*

Cut to the chase

How many times have you found yourself endlessly going
over and over a problem and all its various aspects? Who
caused the problem? They should have known better. Who else
was involved? What a rjuisance it all is. It should never have
happened in the first piace.

“Cut to the chase.You know what the problem is. Endlessly

rehearsing it won't help one jot to jmprove things. Nor will needless
‘name calling and placing of blame. Stop sllth’ermg down the |
. snakes, and go straight up the next ladder. Use the NLP strategy

of focussing on solutions not problems. Problems are the past,
solutions are the future. Stop wasting everyone's time, and go
straight to solutions. What is it you want? What would make things
better? Use all your time and energy answering those questions.

Good planning

Make sure you've done your research. Know what the
other person’s interests and needs really are before you start.
Understand the pressures on.them too. For example, if all your
daughter’s friends have a curfew of.9,30 p.m. on school nights,
don'’t push for 9 p.m. Ifyour flatmate works long hours and gets
in later than you, don't expect her to bé“Keen on a deal which
means she does the shopping on the way back from work, and




you do the hoovering. Know what's important to other people,
but equally, know what's important to you, and keep'it in the
- forefront of your mind.

Don't get personal

One of the basic tenefs of NLP is that ‘underlying every
behaviour, there is a positive intention’. This is a simple idea,
but one ihat's quite difficuit to actually take on board. What
~ it's saying is that however bizarre, reckless or destructive a
behaviour appears, there will have been a positive intention

- " behind it, even if just at the start. Once started on a path, such

as the first drink, or the first date, or a business deal, the next

steps can happen with little choice involved. :

| Sometimes the positive intention at the start was plain wrong
- orfilljudged, or the outcome of taking bad advice, but as soon as

" things begin to g0 wrong emotions will be aroused, and a negative

spiral sets in which can build up r_esehtf‘néht, anger and even hatred,

both in you and in anyone else involved. From all these negative
emotions can then spring ill-intentioned behaviour and actions

with negative repefcussions. But at the start of it all was a positive. -

intention. Difficuit as it may seem, if you can bear this in mind in
any negotiation, no matter how bitter things have become, and »,
try to take a mental step away from any issues, you'll find it much
easier to take everything less pe'rsonally, and reach a satisfactory
outcome which will be much less painful for all concerned.

Getting down to the nitty gritty
~ No matter,why you are negotiating, and what the problem
is, you'll eventudlly get down téthe smail stuff — the small
print, if you like. Here are some more strategies and thoughts to
" smooth that.process:;. O, e
- * Adopr adirect but pleasant approach throughout.
* In addition to using the body language techniques already
covered in earlier chapters, such as mirroring, make your
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body language and face inscrutable. Practise this in a mirror
to see what impression you're giving, and that you're
getting it right. It's easy to take this inscrutable expression
too far, and appear haunted and uninterested. Aim instead
to look interested, relaxed but attentive, motivated but
neutral; as if you were reading a good book. bon't fiddle
with pens or jewellery or the cgins in your pocket. Watch
out for give-away signs, groans or smiles on your part.
Avoid cetebratory grins or gther give-away gestures when
you feel you've go;c what you wanted: Likewise, keep your
eye on any signs and non-verbal communication you're
receiving from the other side.

Don't sell'yourself short — know the worth and
importance of what you're discussing, and don't give
something away more easily than you should.
Understand from the start that you will probably have
to make concéssions, and you may achieve less than
you expected. Be flexible.

Giving something taifly minor away early on can often
make it more likely that the othe_r party will concede |
something, perhaps more substanhal later on.

Listen actively, and make sure you really hear what's i
belng said. Ask for clarification if you're not sure of |
something. It could become an absd‘fu‘tely crucial point
later on Likewisé; be clear yourself. Make sure there is a
common un;ierstandlng_of what the problem is.

Don't be tocrﬁasty in agreeing — take time to think it out.
Before you start, have a backstop.in-mind beyond which
you just won't go. It's easy to get carried away, and go
further than you should in order to reach an agreement,
or because time is'pressing It's better to pick things up
at a later date than berushed into something

you'll regret.

In situations where it is an option, be prepared to walk
away, Sometimes, no deal is better than a deal at
‘&ny cost.

| E:E



ten steps
to getting
results
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You've now learned many new skills and
techniques to get the results you want from
life. You've read about deciding where you're
going, how to communicate effectively and
build rapport with others, how to stay calm
and cool, and ways to get your message
across. To refresh your memory, this chapter
brings these varied skills together in a
structured way for you to refer to whenever
you like. Putting these fundamental
techniques into practice will pay you back
fantastic rewards, including making you feel
more alive and more in touch with both
your inner self and the world around you.



Step one )

Be sure of what you want (see Chapter 5)

* Think about and plan this carefully.

* Choose well“rormed outcomes’, that is, outcomes that
you have the resources to achieve, and which are wnthln
your control.

* Frame your outcomes in a positive way, and think
through their effects on all areas of your life,

* Be ready and flexible enough to adapt your plan as and
when it is necessary. ‘

Step two

Stay calm (see Chapter 10)

* If you have no problem staying calm, that's this box
ticked.

* If you can sometimes appear even slightly stressed or
anxious, use simple relaxation and stress-management
techniques to calm you.

Step three
If what you're doing isn't working, do something else (see
Chapter 3)
* Always remember this fundamental NLP idea.
¥ Be fully flexible.

Step four

Observe and decide what‘mood’ or ‘state’ others are in (see
Chapter 7)

* Always keep this fundamental NLP idea in mind too.

* Adapt what you do in line with the ‘state’ others are in.

Step five

Open up your senses and observe everything (see Chapters

- 1,3,6,7 and 8) ‘

* Always have ‘sensory acuity’ in mind — notice all input
from your senses, and observe detail.
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Always listen actively.

Study other people’s everyday patterns of thought,
language, learning and behaviour and harmonize yours
with these. |
Check out other.people’s dommant representatlonal
systems and match these.

Notice distinctiveness in other people’s behaviour and
interpret what this could mean.

Look out for meta programmes being used and take
these into consideration.

Step six
Always think about body language (see Chapter 7)

*

*

*

Always think about your own body language and
observe other people’s.

Use your appearance, handshake, body language and
voice to give the impression you want to give.
Carefully interpret the body language you see in others.
Analyse other people’s eye movements to give you
more information.

Match and mirror body language, voice and general
demeanour to enhance rapport — but do this with care
and integrity. .

Take into account cultural differences in ‘body language.

Step seven
Create a rapport (see Chapters 1, 8 and 9)

*

*

*

*

*

*

Be friendly, smile and listen.

Be genuinely interested in people.

Don't criticize or argue.

Like and respect others and be genuine, consistent
and positive.
Always communicate with warmth and empathy
Make people feel good about themselves.

* Use open-ended questions and statements.



* Look out for the meta programmes others are using and
work with these. : ;

* Show passion and enthusiasm, in other words, be as
charismatic as you want!

Step eight
When you have a rapport, you're ready to get your message
across (see Chapters 1,3, 4 and 9)

* What | call the 4Cs are the secrets to getting your
message across: calm, confident and constructive
communication.

* Be prepared at all times to take advantage of an
opportunity.

* Know what you want to say and choose your words
carefully.

* Make your message clear.

* Decide if you should look at the big picture or focus on
detail.

* Don't try to persuade someone who is clearly not
persuadable. |

* Look for solutions that easily fit with the other person’s
situation (a quick.fix falling on open ears)..

* Avoid criticizing and steer clear of sentences beginning
with 'you'.

* Behave assertively (not aggressively).

* Prepare and be ready with helpful anecdotes, modelling,

- metaphors, storytelling, drama, humour, the rule of
three or visual aids.

Step nine

If necessary, negotiate (see Chapter 11)

* Keep in mind the NLP fundamental tenet that
‘underlying every behaviour there is a positive intention’.

* Always be prepared and ready to negotiate.

* Whenever possible, aim for a win-win.

* Avoid criticizing.
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*

Avoid using sentences beginning with you'.

Behave assertively (not aggressively).

Focus on solutions, not on problems.

No matter how difficult it gets, stay objective and don't
get personal.

*

*

*

Step ten

How did it go?

* Afterwards, review how things went. Did you get what
you wanted? Did you reach a win-win agreement? What
went well? What wasn't so good?

* Remember the NLP mantra ‘no mistakes only feedback'.
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