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“The single biggest 

problem 

with communication 

is the illusion 

that it has occurred.” 

George Bernard Shaw



Are there people 
with whom you 
automatically 
“click”?

Communication 
is easy, 
effortless, 
productive?



And are there people that no 

matter how hard you try, you just 

can’t seem to reach them?

You leave the encounter 

frustrated and dissatisfied?
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Shifting your Focus







Anybody 

have a 

dog?



—



—



—
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The most

important tool

for effective

communication?



Flexibility



WHY?

If you always do

what you’ve always 
done

You’ll always get 

what you always got.



How many Squares?
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How many Squares?

21
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How many Squares?



How many Squares?
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How many Squares?
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How many Squares?
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How many Squares?
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How many Squares?

29



How many Squares?

30



Get ready to 
write…



“To effectively communicate, we must realize 

that we are all different in the way we perceive the world 

and use this understanding as a guide

to our communication with others.”
Isabel Briggs Myers



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”



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

1. Engaging the individual– establishing rapport
The HOW

2. Giving and receiving information
The WHAT

3. Proposing a course of action
The WHY

4. Gaining commitment
The WHEN



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

1. Engaging the individual– establishing 
rapport

The HOW

Talk it Out
or

Think it Through



35

Step 1:  
Engaging the other individual – establishing trust and rapport
Talk it Out or Think it Through



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



Externally 
energized 

people tend 
to share a 

lot and like 
for you to do 

same.



Externally energized people
need to share, discuss, and 
process information with others.



“Two heads 

are better 

than one.”



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)



Internally energized 

people tend to keep you 

at “arm’s length” until 

you can be trusted not 

to “invade” their space..



Internally energized people

Need to have time to read, 
understand, and process 
information on their own. 

They do not like to make big 
decisions “on the spot”









Externals communicating with Internals

§ Don’t expect an immediate 
reaction

• – quit pushing if one is not 
forthcoming

§ Give time to reflect and consider

§ Provide written material to allow 
time for solitary reflection

§ Remember – I’s don’t like to make 
big decisions in the presence of 
others



Internals communicating with Externals

§ React more quickly – don’t pause too 
long to answer a question

§ Nod your head and make affirming 
sounds to show you are listening

§ Maintain eye contact

§ Ask open –ended questions. 
Summarize main point as they 
emerge. 

“What” …”  “How …”?





“He  thrived on interaction with others; it’s what gave him 
life. Where other politicians grew weary during long campaigns 
on the road, Clinton couldn’t get enough.”

David Maraniss, Biographer “First in His Class”



“It is when I am entirely alone 
that my ideas flow best and 

most abundantly.”

Wolfgang Amadeus Mozart



If you don't know what an “external” is 
thinking, 

you haven't been listening.

If you don't know what an " Internal " is 
thinking, 

Perhaps you haven't asked. 



4 Steps in Communication –
2 options in each step

1. Engaging the individual– establishing rapport
The HOW

2. Giving information
The WHAT

3. Proposing a course of action
The WHY

4. Gaining commitment
The WHEN



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

2. Giving and receiving information

The WHAT

Facts 
or

Possibilities



Step 2:

What kind of 
information does 

this person prefer?

This is the core of 
communication.

Facts Possibilitiesor



Your communication 
effectiveness depends on 

providing

the right kind of 
information 

in the  

time you are allotted.



Look at your hand

• Study your hand -
notice how the 
background is a little 
out of focus

• Study the background 
and notice how your 
hand tends to be a 
little out of focus



This helps explain 
how we see the 

world

• To the some, the focus tends to be 
on the present reality

• To  others the focus tends to be on 
future possibilities



Step 2:

The area of greatest 

potential disconnects

among individuals, 

because it deals with 

the most fundamental 

way we look at our 

world





Present 
focused













Present 
focused

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

• Answer  “what and “how” 
questions thoroughly

• Provide precise descriptions

• Discuss in proven solutions

• Share your past experience



Future focused
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Future focused

• Discuss long range 
implications

• Answer “why” questions

• Talk in general terms

• Explore in future possibilities

• Share ideas and concepts

• Provide options     



“What is …? ”

Listen to the questions they ask

“What if …”



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?



Words they tend to use … so you should too.

Present focus

§ Measure
§ Results
§ Time line
§ Your experience
§ Traditional

Future focus

§ Discover
§ Design
§ Invent
§ Explore
§ Original





A frequent mistake we make when trying to persuade is 

to assume that the amount and type of information  that 
convinced us will be sufficient to persuade others

Susan Clancy, Developing Leaders



The trip to San Francisco …

• You are in New York

• Your assignment is to get to SF

• You have 10 days

• You have unlimited funds



Focus on Facts
• Why are we going … what’s the objective?

• Any limit on transportation?

• Alone or with the group?

• Where in San Francisco?

• How long are we staying?

• Can we make stops along the way?

• Can we bring other people?

• Do we keep any money left over?

• Is there a bonus for arriving early?

• Is there a penalty for arriving late?

• What is the weather?  



Focus on possibilities

• Concorde to Paris

• Orient Express

• Rome, London, Hong Kong

• Australia …  the Barrier Reef

• Space shuttle

• Put money in Swiss bank accounts

• End world hunger

• Ski the Alps

• Sailing in Greece

• Invite Bruce Springsteen, Chef Emeril, etc.

• Buy a country … name it San Francisco



And since it is likely you will encounter both …

You must be able to speak in both “psychological languages”.



4 Steps in Communication –
2 options in each step

1. Engaging the individual– establishing rapport
The HOW

2. Giving and receiving information
The WHAT

3. Proposing a course of action
The WHY

4. Gaining commitment
The WHEN



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

3. Proposing a course of action
The WHY

Logic
or

Relationships



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



Problem Solvers

“You don't make a decision 
because it is easy … 

You don't make it because it is cheap …

You don't make it because it’s popular …

You make it because it is right.”
Theodore Hesburgh 



Relationship focused people

§ To trust you - to feel you care about them

§ To understand the values driving the request

§ To see how facts and ideas relate to people

§ To connect, to focus on relationships

§ To help others



Relationship focused people

“People won’t care about how much you know,
until they know about how much you care”.



VS.

Objective Subjective



A Decision Making exercise

§ You are the coach and the league decided you can only take 13 of your 15 players
to the championship game 

§ What do you do?



What Do You Do?

THINKING

• Who’s the best at 
each position 

• Selection based
on statistics

• Focus? Winning!

FEELING

• Find a way to take 
everyone who can go

• Petition the league – all 
for one, one for all

• Focus? Team





4 Steps in Communication –
2 options in each step

1. Engaging the individual– establishing rapport
The HOW

2. Giving and receiving information
The WHAT

3. Proposing a course of action
The WHY

4. Gaining commitment
The WHEN



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

4. Gaining commitment
The WHEN

NOW

Or

Not Now



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 …







You received a message early this morning ….

• Asking you to prepare a report 
that is due Friday @ 5PM

• You determine that this report 
will take you about 1 hour to 
do.

• Your day is not too packed with 
meetings and projects.



4 Steps in Communication –
2 options in each step

1. Engaging the individual– establishing rapport
The HOW

2. Giving and receiving information
The WHAT

3. Proposing a course of action
The WHY

4. Gaining commitment
The WHEN



The Golden Rule:
“Do unto others as you 

would have them do unto you.”

The Platinum Rule:
“Do unto others as THEY 

would like done unto THEM.”


