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Communication?

No wonder we’re confused!





In a field where effective and 

empathic communication is 

crucial, an approach that 

recognizes and values different 

styles of communication is 

imperative.



“If we can understand 
and value different 

approaches, 
we may unlock 

insights in both 
ourselves

and the other person 
which will allow us to 

work together more 
effectively and 
achieve more.”



Everyone is 
a unique 

blend.  



—









4 Steps in Communication –
and 2 ways to approach each step

1. Engaging the individual– establishing trust 
and rapport

“The HOW”

2. Providing information
“The WHAT”

3. Proposing a course of action
“The WHY”

4. Gaining commitment
“The WHEN”
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Step 1:  
Engaging the other individual –
establishing trust and rapport



Step 1. The source of an individual’s psychological energy…

The power that starts information processing



Option 1 – Some people need to 
Talk it Out

(energy comes from the external 
world)

They need:
• Interaction using the spoken word
• To think out loud
• To discuss and question
• To talk things out



Think it 
Through
(internal)

They need:
• Time to reflect
• To learn through the written word
• To think then speak
• To think things through

Option 2 – Some people need to 
Think it Through

(Their energy comes 
from the internal world)



Step 2:

What kind of 
information does 

this person prefer?

This is the core of 
communication.

Facts Possibilitiesor



Present 
focused



Present 
focused

• Wants step-by step 
information, data, and facts

• Asks “what and “how” 
questions

• Wants precise descriptions

• Interested in proven 
solutions

• Past experience



Future focused



Future focused

• Wants long range 
implications

• Asks “why” questions

• Wants to talk in general 
terms

• Interested in future 
possibilities

• Likes ideas and concepts         



The Questions You Are
Most Likely to Hear

From Present Focused
people

§ How long?
§ How much?
§ How many?
§ How often?
§ Who? Where? When?

From Future Focused
people

§ What else?
§ What’s on the horizon?
§ Why do you think that?
§ Tell me more …
§ What other options do I have?



Step 3:

What persuades?

What reasons and rationales  
will a  person listen to and 

respond to positively?



Focus on the Problem
solving

Focus on the Relationship

• Measureable criteria
• The research
• Evidence
• Expertise
• Being competent

• Human factors
• The relationship
• Empathy
• Collaboration
• Being helpful

How someone tends to make decisions
What reasons persuade?



Problem solvers 
want:

§ A logical reason for everything

§ A chance to ask “Why?”

§ Opportunities to wrestle with problems

§ A sense of fairness in rules and procedures



Those focused on the 
relationship want:

§ To trust you - to feel you care about them

§ To understand the values driving the request

§ To connect, to focus on relationships

§ To help others



Step 4:  
Gaining commitment

Creating a psychological
“safety zone”



Closure 
and decisiveness

Open-endedness 
and flexibility

• Finished
• Resolved
• Decided
• Controlled
• Planned
• Scheduled

• Finishing
• Resolving
• Deciding
• Adapting
• Planning
• Scheduling

To be comfortable making a decision, some people need …



The Cognitive Core determines decisions

1. Engaging the individual– establishing trust 
and rapport

“The HOW”

2. Providing information
“The WHAT”

3. Proposing a course of action
“The WHY”

4. Gaining commitment
“The WHEN”



People are 
tuned in to 
W. I. I. F. M. 



People are tuned in to 

What’s In It For Me? 





Another Lens …
THE COGNITIVE CORE

Facts 
And
Logic

Facts 
And

Relationships

Possibilities 
And

Relationships

Possibilities 
And
Logic

Group 1

Group 2

Group 3

Group 4



COGNITIVE CORE  &  PERSUASION

Group 1: 
Needs
Facts 
and

Logic

Tend to be
Practical & 

Realistic

Group 2: 
Needs
Facts

and
Relationships

Tend to be
Sympathetic & 

Friendly

Group 3: 
Needs

Possibilities
and

Relationships

Tend to be
Caring & 
Insightful

Group 4: 
Needs

Possibilities
and 

Logic

Tend to be
Logical

& Analytical

For more information contact Gae Walters, PhD   - gae@gaewalters.com



Are frustrated by …  
Group 1: Needs

Facts 
And
Logic

INEFFICIENCY

Group 2: Needs

Facts
and

Relationships

INSENSITIVITY

Group 3: Needs

Possibilities
and

Relationships

INTOLERANCE

Group 4: Needs

Possibilities
and 

Logic

INCOMPETENCE



Interviews with cancer 
patients at MD 
Anderson, Houston



Group 1: 
Focus on
Facts & Logic

Are Practical & 
Realistic

Patients:

“I just want the facts and as much 
information as I can take in.”

“I don’t want a lot of sentiment or 
personal stories” 

“I want to  know the pros and cons from 
someone who knows what they are talking 
about.”

“I want to make my own decision, so I 
need a factual approach.”



Group 2:
Focus on
Facts & Relationships

Are Sympathetic & 
Friendly

Patients:

“I need to trust the person with the 
information, believe that they care.”

“I like to be channeled into the right 
direction.”

“I want to  know that I exist as a 
person to the health care professional.”

“I want individual attention, full 
concentration. I don’t want a lot of 
options or alternatives.”



Group 3:
Focus on
Possibilities & 
Relationships

Are Caring & Insightful

Patients:

“I need to know that the person 
talking to me has my best interests 
at heart.”

“It is important that we discuss 
steps that will work in my life, that 
will keep me on course. Ex. “Why not 
take a flask of tea with you when 
you travel?”

“If I am reluctant, I need someone to 
spend time with me talking over the 
options. I’ll my health care provider 
to stay in close touch with to see 
how things are going.”



Group 4:
Focus on
Possibilities & Logic

Are Logical
& Analytical

Patients:

“I need to know the reason for the 
treatment choice, the full extent of its 
effect – the good and the bad. I don’t act 
on faith in this regard.”

“I want someone I respect to give me the 
information but not necessarily all the 
details. This gives me the inner strength to 
persevered when the going gets tough.”

“I need confidence in my health provider’s 
competence. If I have confidence in the 
person, I’ll pretty much do what is asked. 
If they are not competent, I will resist.”

“I want the truth, even if it is not 
pleasant.”





Group 1:

Facts and 
Logic

§ Be brief and concise

§ Show that results can be 
measured

§ Emphasize your experience 

§ Answer all questions

§ Be prepared

§ Be accurate

§ Have available percentages or 
relevant data for comparison 
purposes



Group 2: Facts 
and relationships

§ Listen carefully, give your  
complete attention

§ It’s all about the relationship

§ Be warm and friendly

§ Be practical and realistic

§ Be available, stay in touch

§ Remember what I tell you.



Group 3: 
Possibilities and 
relationships

• Get to know me as a person

• Explore optionS and possibilitieS

• Provide an overview without too many 
details

• Engage me in collaboration

• Use active listening

• Know what I care about and link to that



Group 4:
“Possibilities and logic”

§Demonstrate your competence

§ Respect my intelligence

§Highlight the research

§ Be informed about the newest alternatives – I will 
be

§ Listen to my views before giving advice 

§ Show that you continually update your knowledge



Facts 
& 

Logic

Practical & 
Realistic

Facts 
&

Relationships

Sympathetic & 
Friendly

Possibilities
&

Relationships

Caring & 
Insightful

Possibilities 
&

Logic

Logical & 
Ingenious

Most Likely

Obstetrics & 
Gynecology

General 
Practice

Urology

General 
Surgery

Orthopedic 
Surgery

Most Likely

Obstetrics & 
Gynecology

General 
Practice

Family Practice

Pediatrics

Allergy

Most Likely

Family Practice

Pediatrics

Psychiatry

Child Psychiatry

Internal 
Medicine

Most Likely

Psychiatry

Child Psychiatry

Internal 
Medicine

Neurology

Neurological 
Surgery

Attractiveness of
Medical 

Specialties
By Myers Briggs 

Type
From the Myers Longitudinal Study of 4953 
physicians categorized by specialty and two-letter 
temperament; www.capt.org



Facts 
& 

Logic

Practical & 
Realistic

Facts 
&

Relationships

Sympathetic & 
Friendly

Possibilities
&

Relationships

Caring & 
Insightful

Possibilities 
&

Logic

Logical & 
Ingenious

Least Likely

Psychiatry

Child Psychiatry

Neurology

Neurological 
Surgery

Least Likely

Psychiatry

Child 
Psychiatry

Neurology

Neurological 
Surgery

Least Likely

Obstetrics & 
Gynecology

General Practice

General Surgery

Allergy

Least Likely

Obstetrics & 
Gynecology

General Practice

Family Practice

Pediatrics

Attractiveness of
Medical 

Specialties
By Myers Briggs 

Type
From the Myers Longitudinal Study of 4953 
physicians categorized by specialty and two-letter 
temperament; www.capt.org



Wouldn’t it be nice …

If patients just wore T-shirts 
that told you how to 

communicate with them?



Group 1: Focus on Facts & Logic

Practical & Realistic

















She works hard 

for the money …

So hard for it honey,

She works hard for

The money so you

better treat her right…





Group 2:
Facts 
&
Relationships

Sympathetic 
& Friendly

















James Taylor – “You’ve Got a Friend”



Group 3:

Possibilities
&

Relationships

Caring & Insightful















“We Are The World”



Group 4: 
Possibilities 

&
Logic

Logical & Ingenious















“We are The Champions” - Queen



Group 1: 
Facts and Logic



Group 3: 
Possibilities and relationships



Group 4:
Possibilities and Logic



Group 2:
Focus on Facts & Relationships
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Four Questions People Will Have – Usually In this order

1. Why?

2. How will it work?

3. What are the risks?

4. What alternatives are there?


