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      Introduction

      An easier way to understand Neuro-Linguistic Programming

      Neuro-Linguistic Programming, or NLP as it is more familiarly known, provides a powerful decoding mechanism for the way people
         speak, write and behave. Its purpose is to remove blockages and enable results-orientated change through better interaction
         with other people.
      

      The specific objective of this book is to make NLP more readily accessible for anyone in a working environment so that they
         will immediately be able to apply its principles to achieve personal and organizational goals. A further objective is to do
         so in a language (and to describe situations) that are likely to be familiar to readers.
      

      NLP applies to interpersonal relationships, in the boardroom, in management, selling, service, administration, caring for
         customers, negotiating, problem solving and indeed all aspects of working life. Its principles also apply to domestic relationships.
      

      The starting point is not the vocabulary of NLP but real life people and situations that you are likely to recognize. NLP
         thinking is then applied to these situations. The reason for this itself reflects an NLP principle of learning. It is easier
         to attach a new meaning to a familiar object than to derive and remember meaning from something that is unfamiliar.
      

      NLP is practised on five continents, hundreds of books have been written about it and hundreds of thousands of people have
         qualified as practitioners. Despite its exceptionally powerful attributes, it suffers, notably in the boardroom and other
         business environments, through having developed an exclusive vocabulary of its own. As a relatively new area of study, it
         was no doubt necessary to give it its own structure and culture, but now it represents far too useful an opportunity to be
         limited in use by its own language.
      

      Sticking to NLP jargon would be tantamount to asking someone: ‘Please pass the sodium chloride’, or ‘I love to use acetic
         acid in my cooking’, or ‘My car’s exhaust pipe is covered in ferric oxide’. What may be appropriate in the laboratory may
         not sit comfortably in the kitchen or under the car.
      

      However, in order to keep faith with those who have continuously developed NLP thinking and those who are curious about what
         vocabulary could apply in specific situations, a glossary has been included.
      

      Background to NLP

      Neuro-Linguistic Programming was invented by two academics in the early 1970s – hence the technically coined and rather cumbersome
         name. It was the brainchild of John Grinder, a professor of linguistics, and Richard Bandler, who studied psychology and psychotherapy.
         NLP developed from Grinder and Bandler investigating the work of outstanding therapists with a view to passing on their wisdom
         and techniques to others. It also included the study of hypnotherapy as a powerful tool in observing and resolving hidden
         psychological issues in people needing help.
      

      The ‘Neuro’ in the name refers to the use of our senses in assessing people and things around us. The ‘Linguistic’ self-evidently
         relates to use of language, and ‘Programming’ is about the adjustments we make in order to succeed in our goals.
      

      Scope of this book

      The contents of this book are essentially about everyday life, particularly as it applies in the workplace. It does not cover
         therapy, hypnotism or those aspects of psychology better covered by more eminently qualified practitioners. Rather than provide
         an exhaustive analysis of an infinitely wide subject, it seeks to cover a comprehensive variety of situations, using them
         as analogies or templates that can then be applied universally to others. The intention is that you will recognize these situations
         as being familiar and then use that thinking to develop solutions to others.
      

      The topics covered will provide insights into management issues, interpersonal differences, bullying, team performance, objective
         setting, the use of language, written documents, running meetings, selling and negotiation, influencing skills, dealing with
         difficult ideas, teaching, presenting, interviewing, motivation and many more.
      

      You will find that NLP provides clarity and guidance for you, for others and for your organization in a remarkably simple
         and commonsense way. Everything has an explanation that NLP will enable you to understand better.
      

      Everyone can achieve exceptional results

      An important part of our consulting and coaching work has always been to encourage people. We help them discover that they
         have the capabilities and inner resources necessary to find solutions to problems. In many cases they far exceed their own
         expectations. Once they realize that they possess such strengths they usually achieve exceptional results – both for themselves
         and for their organizations. The process is then to convert belief into the use of words and behaviour that produce effective
         outcomes. For us, NLP has added a fresh dimension to the process of bringing out the best in people. It has helped bring clarity
         and focus to many different types of challenges and pointed the way to their resolution.
      

      We have used NLP in practice for years and it has been proven to work over and over again. You too may have been using some
         NLP techniques and processes without knowing it. Once you realize the extent of the NLP ‘toolkit’ and understand the opportunities
         it gives, you will be able to make radical changes in the way you approach people, life and work. NLP enables you to address
         hundreds of different situations in ways that were previously unavailable.
      

      The biggest hurdle to understanding and learning NLP principles and techniques has been the often tortuous vocabulary that
         has developed with it. Our aim was to change this in favour of everyday (well, almost everyday) language. We hope that you,
         the reader, will benefit from this new understanding. Our objective is to provide you with faster access to some really practical
         and powerful NLP thinking.
      

   
      Part 1

      A new way of understanding NLP

   
      1

      NLP building blocks

      NLP is a model that can be used to understand patterns of thought, behaviour and language and to translate what you observe
         into methods of achieving specific outcomes. Those outcomes can be about you and your development, about other individuals,
         about the development of organizations and about learning and education.
      

      NLP is a huge subject that is much written about and studied. To make it easier to digest, it has been broken down into its
         main components and principles summarized as follows:
      

      
	Operational principles.

         	NLP beliefs simply explained.

         	Influences on the way you think and react.

         	NLP basic techniques.

         	Rapport: the key to successful personal communication.

         	The main differences between the conscious and unconscious mind.

         	Language and its vital role in written and verbal communication.

         	NLP as an aid to learning in others and in self.

      

      Operational principles

      These provide an evidence-based, practical route to achievement and include:

      
         	knowing specifically what you want to achieve – a vision;

         	knowing how you want to get there – a strategy;

         	modifying behaviour in order to achieve the desired outcome – variation and best choice of tactics;

         	taking immediate and positive action towards achieving the vision.

      

      Applying these operating principles requires an attitude that focuses on aspirations, innovation and success as compared merely
         to the resolution of problems. In other words, what works for people is a positive mindset that expects rather than just hopes
         to achieve the outcome.
      

      Being able to visualize the outcome provides a powerful incentive to achieve it. Prioritization of objectives and actions
         will make the process more efficient.
      

      NLP beliefs simply explained

      NLP embodies a number of beliefs and assumptions on which its philosophy is based. These are generally referred to as presuppositions
         and can vary according to different strands of NLP thinking. Rather than list these assumptions in the conventional way, they
         are first listed here and then in the next chapter, ‘NLP beliefs simply explained’, represented in the form of real-life situations
         with which we can all associate. The main beliefs and assumptions are:
      

      
	People are not their words and behaviour.

         	Context is what determines others’ interpretation of any action or communication.

         	Mind and body are inextricably linked.

         	A positive intention motivates every behaviour.

         	Actions do not necessarily represent intentions.

         	People will usually select what they believe to be the best choice.

         	Two people will see the same thing in entirely different ways.

         	People respond in accordance with their own interpretation of reality.

         	If you always do what you always did, you will always get what you always got.

         	Success depends on varying what you do until you get the result that you want.

         	People with the greatest choice and flexibility of behaviour come out on top.

         	Modifying your own behaviour can make others change.

         	It is impossible not to communicate.

         	The meaning of your communication is reflected in the response you receive.

         	People have all the resources they need; it is just a question of applying them.

         	Understanding comes with experience and is what enables you to explain something well.

         	Don’t think ‘failure’, think ‘opportunity to learn’.

         	There are no resistant audiences, just inflexible communicators.

      

      The above assumptions enable you to assess your own and others’ thinking and behaviour in any given situation. In recognizing
         the truth and familiarity of these scenarios, you will then have a more memorable and readily available means of applying
         your own NLP analysis and response.
      

      Influences on the way you think and react

      The way people think and their reactions to situations depend on a number of factors, some of which are external and some
         internal. External factors include:
      

      
         	your environment (which could include workplace, domestic, recreational, natural or public space);

         	others’ behaviour (and apparent emotions);

         	others’ words;

         	others’ physical characteristics;

         	others’ apparent motives and intentions.

      

      Internal factors include:

      
         	your role, identity and capabilities in the context of a particular environment or situation;

         	your beliefs and values;

         	the purpose you have in mind;

         	your perceptions and preconceptions;

         	your own emotional response to a person or situation.

      

      Nothing is really as it is, only as we see it. Others’ ‘maps of the world’ will be different. In influencing and being influenced
         by others, NLP says that you have to take all the above into account when choosing how to interact.
      

      NLP basic techniques

      
      	People can condition themselves to handle fear, anxiety and stress, for example, through making an association with something,
         possibly unrelated, that will calm them. NLP calls this fixation on a specific image, word or behaviour, anchoring.
      

      	Similarly, you can discipline yourself and others to see things in a different context. This is a process of ‘reframing’ that
         better suits the outcome you want.
      

      	Another important NLP technique and principle is modelling – the process by which you emulate someone else’s successful behaviour
         and approach in order to have a basis on which to improve your own.
      

      	Developing rapport through mirroring others’ speech patterns and behaviours creates the opportunity to lead them where you
         want them to go and is a well-practised technique when you want to sell or persuade.
      

    

      Rapport: the key to successful personal communication


      It takes just seconds to decide whether you like someone or not, so managing that first impression is an essential step towards
         building the rapport that is so necessary for successful human interaction. Good rapport is essential for successful meetings,
         negotiations, appraisals, presentations, interchanges of information, and of course going on a date.
      


         It takes just seconds to decide whether you like someone or not

          

       Mirroring someone else’s words, tone and body language helps to establish rapport but is not the same as mimicry. You do not
         have to seem exactly the same as, but rather complementary to the other person.
      

      Allied to rapport is the sense that once two people are in harmony, one of them can take the lead in something. This is why
         it is so important in a selling or negotiating environment where the purpose of an interaction is a specific, predetermined
         outcome as shown in the ‘operational principles’ above.
      

      Although establishing rapport is not always easy, it can be immediately recognized when it exists between people. Their bodies,
         attitudes and tone of voice will seem synchronized. They will be relaxed and at ease with each other. If one or other is taking
         the lead, it will be done so harmoniously.
      

      The main differences between the conscious and unconscious mind

      The unconscious mind can deal with substantially more information than the conscious mind, which, it is generally believed,
         can cope concurrently with no more than seven items.
      

      Because of the limited capacity to absorb data, the conscious mind is selective about what it does absorb. The way it selects
         is based on how the mind has previously been conditioned through influences such as the environment, specific incidents and
         other factors. In summary, the conscious mind:
      

      
         	selects from a range of sensory information and converts it into thought;

         	processes thought;

         	comprehends numbers and symbols;

         	applies logic;

         	decides behavioural strategies based on known personal competencies;

         	translates thought into language and behaviour;

         	controls emotions.

      

      The unconscious mind:

      
         	influences emotional response;

         	invokes spontaneous reaction (such as with phobias);

         	preconditions conscious thought processes;

         	unconsciously applies memories and experiences;

         	picks up hidden signals;

         	determines personality.

      

      Language and its vital role in written and verbal communication

      The psychology of language is fundamental to an understanding of what the NLP model represents. Language can be used both
         to clarify and to obscure truth. It can be used to encourage positive outcomes for all parties resulting from a piece of communication,
         or it can be used to manipulate the outcome in one side’s favour. It can be at the same time very powerful and very inadequate
         in its ability to influence change.
      

      Understanding the role and effect of language enables NLP to be applied as probably the most powerful tool you can use to
         achieve the outcomes you want in your working life. Poor communication can cause serious blockages to progress in an organization
         and is often used to prevent rather than enable change. Good communication has the effect of uniting people towards a common
         purpose and can never be overdone.
      

      NLP postulates that there is a stratum of language that overlays other language in often unhelpful ways. In other words it
         can disguise the intent behind the language used in a particular situation. A classic example is ‘I’d better let you get on
         then’, which is more often than not a coded way of saying ‘I want to finish this conversation’.
      

      In receiving information, individuals delete from their minds what they are unable or unwilling to handle. This may be an
         unconscious reflex based on preventing the brain overloading, or a conditioned response based on, for example, a dislike of
         real or implied criticism.
      

      Alternatively, if you do not unconsciously or consciously delete incoming information to your brain, you may instead distort
         it. In simple terms this can mean getting (deliberately or otherwise) the wrong end of the stick.
      

      In addition to deletion and distortion is generalization, a facility that can be either useful or inadequate. Saying that
         you like fish is a generalization that conveys a useful message to someone who has invited you to dinner and wants to avoid
         giving you something you don’t like. Saying that you like fish but not relating it to any context means very little.
      

      When people want to win an argument and/or deny others a legitimate riposte, they frequently use techniques against which
         it is very difficult to compete. This is because you cannot argue logically against a case that was not based on logic or
         real evidence in the first place. Some of these false positions are shown below:
      

      
         	Assertion versus argument: common in particular among politicians, who use such phrases as ‘I know that it’s the right thing
            to do for the country’ without giving evidence to back the statement up.
         

         	Falsely quote other authorities or unverifiable statistics to reinforce your own position: ‘The supervisor doesn’t want me
            to let you do it’, or ‘Three-quarters of staff don’t want that to happen.’
         

         	Give people a choice that denies a middle option: ‘You are either for us or against us.’

         	Argue from ignorance: ‘We cannot have evolved from other primates because...’

         	Question the other person’s motives even though you cannot know what they really are: ‘You’re just saying that …’

         	Appeal to popularity: ‘We’re absolutely committed to your well-being and development’ (when there’s clear evidence to the
            contrary!)
         

         	Tell transparent lies: ‘The cheque will be in the post to you next week.’

         	Use loaded language: ‘When are you going to improve your time-keeping?’

         	Imply guilt: ‘Don’t you want to save the starving children of the world?’

      

      Generally speaking, the words we use only represent a small fraction of what we are really thinking. The NLP craft is to distil
         through the senses the very best interpretation of what is meant.
      

      
         the words we use only represent a small fraction of what we are really thinking

      

      NLP as an aid to learning in others and in self

      The best aids to learning are wants, needs, necessity, fun and curiosity. If we think of the circumstances in which young
         children most quickly learn things, food is a powerful driver, followed by a parent’s touch and the stimulation of emotions
         through sounds and visual sensations.
      

      NLP embraces different types of learning whether through association and habit, or trial and error. In acquiring a skill there
         are various steps to go through until the skill becomes a habit. In the process there will inevitably be mistakes, without
         which the lessons will not have been comprehensively learned. NLP’s operational principles revolve around adapting to circumstances
         in order to be able to achieve the specific outcome you want. In effect, NLP’s success comes from openness to a learning process.
      

      In teaching others, or more correctly in allowing them to learn, you apply a variety of strategies that lead to a discovery
         process that they might not have instigated on their own. The strategies include tapping into natural curiosity, creating
         stimuli through incentive and reward, and eliciting a change in perspective compared to the way they usually view the world.
      

      The NLP belief is that if you always do what you always did, you will always get what you always got. The brain has to be
         exercised and stretched in order to improve its fitness and performance.
      

   
      2

      NLP beliefs simply explained

      In order for NLP to have a practical use there needs to be a sound basis by which language and behaviour can be judged. NLP
         principles are therefore based on a set of underlying beliefs or assumptions (often called presuppositions) about human characteristics
         and capabilities as well as the process and meaning of communication.
      

      Below are illustrations about people, their perceptions, emotions, behaviour and language together with an NLP rationale for
         explaining them. Different NLP sources quote different sets of beliefs, of which there are more than 20. These are the 18
         most generally relevant.
      

      These assumptions enable you to assess your own and others’ thinking and behaviour in any given situation. In recognizing
         the truth and familiarity of these scenarios, you will then have a more memorable and readily available means of applying
         your own NLP analysis and response.
      

      People are not their words and behaviour

      Just as someone who ‘gets it wrong’ is not a bad person, someone who ‘gets it right’ is not a good one. Words and behaviour
         are only a temporary representation of that person at that time. Who they are is in a totally different context. The world
         is full of people who have been misjudged for whom they really are.
      

      
         Probably the best modern example is Nelson Mandela, imprisoned as an ‘enemy of the state’ by the South African government
            for 27 years, yet eventually celebrated by the population and the rest of the world as the nation’s saviour. It was his words
            and behaviour that resulted in his imprisonment, yet his values and wisdom that now transcend that narrow perception.
         

      

      It must be tempting for schoolteachers to label their more unruly pupils as lost causes when the challenge is not what you
         as a teacher can tell (or teach) them but how they can discover the other valuable choices available to them. It would be
         erroneous to think that pupils’ behaviour needs to be ‘repaired’ when it is their existing energies that, of their own volition,
         could be channelled differently. The successful teacher is the one who facilitates the process of learning and transition
         rather than just ‘bangs heads together’.
      

      NLP asserts that corrective action against the individual or the organization is less powerful than facilitating growth and
         development. As Winston Churchill once said: ‘Don’t teach me, let me learn.’
      

      Context is what determines others’ interpretation of any action or communication

      How often have you misinterpreted someone else’s intentions? It can be a common cause of anger, fear, surprise, embarrassment
         or laughter.
      

      
         One couple tells the story of visiting the manse to discuss arrangements for their impending marriage. The minister held out
            his hand which the wife-to-be shook warmly. When she realized that the hand had been outstretched to take her coat, not to
            shake her hand, she had an uncontrollable bout of giggling and the minister just looked uncomfortable. Had he added the words
            ‘Shall I take your coat?’ the outstretched hand would have been in an unambiguous context.
         

      

      Take an entirely different scenario. If someone you don’t know walks towards your house at the dead of night carrying a chainsaw,
         you have every right to feel apprehensive. If a man you have asked to cut down a tree walks towards your house with a chainsaw
         in the middle of the day, you will probably be pleased that he has arrived to do it.
      

      If you have an important visitor to your office and you ask a colleague to make some coffee for you both, the chances are
         that you will get a frosty response unless you have taken the trouble to pre-arrange it diplomatically. He or she, and this
         is a common situation, may think their status has been undermined.
      

      From the three illustrations above, NLP assumes that it is the context of an action and not the action itself that gives it
         its meaning. The Ronnie Barker hardware store sketch where there was verbal ambiguity as to whether the buyer wanted ‘four
         candles’ instead of ‘fork handles’ further illustrates the point. The context only became clear when he said, ‘handles for
         forks’.
      

      If you consider the sentence ‘You’re coming home with me tonight’, it entirely depends for its meaning on the tone you use
         and on which word you put the main emphasis. If you don’t know the context, you don’t know the meaning.
      

      Mind and body are inextricably linked

      The way a person thinks affects how they feel. The condition they are in physically affects how they think. Mental attitude
         affects your body and it is possible to make a change in one and affect the other. It is now medically proven that the immune
         system is linked to brain activity, so if you are suffering from stress your health will deteriorate. When you have a positive
         mental outlook your body will be stronger and healthier; you will look and feel good.
      

      If you’re caught on the hop one day and need to dash to the local shop to buy necessities, you’ll be in a rush, casually dressed,
         hair tousled and not looking your best. You’ll keep your head down, avoiding people’s eyes. The chances are that you’ll bump
         into someone who knows you. Don’t be surprised if they enquire after your health. Now you may be in the peak of condition,
         but if your appearance belies the fact, the likelihood is that your friend won’t believe you. Body language reveals everything.
      

      
         Body language reveals everything.

      

      At work, however, this could be quite significant. If you have a colleague who suffers from mental stress, not only is their
         performance in the office below standard, but they probably also have poor physical health and don’t look well. The mind–body
         connection is closely integrated. Neurotransmitters are chemicals that transmit impulses along the nerves, and it is through
         these that the brain communicates with the rest of the body.
      

      A positive intention motivates every behaviour

      Sometimes people behave badly to make themselves feel better. This is often difficult to understand from an objective viewpoint.

      
         A bright new employee was asked by his boss to give a presentation to his department. He was naturally quite nervous but the
            information he produced was important and the facts and figures he presented were accurate. Because his presentation lacked
            confidence (due to inexperience, not low intellect) the manager told the young man his performance was poor. He added that
            perhaps, despite his good qualifications, he wasn’t up to the job he was doing.
         

         This behaviour was as unkind as it was unhelpful. The boss seemingly had no excuse for such conduct. Naturally the new employee
            on the receiving end was upset. But the explanation behind the manager’s offensive manner was that he felt threatened by the
            newcomer’s intelligence and qualifications. The manager’s own insecurity made him behave in a bullying way. By belittling
            a subordinate, the nasty boss felt he would gain some self-esteem.
         

      

      All actions have at least one purpose: to achieve something that is of value or gives benefit (to the person exhibiting the
         behaviour) however bad or unwarranted that behaviour might be. People who act in this way can only feel ‘big’ by making someone
         else feel ‘small’.
      

      In NLP it is important to remember that a person is not their behaviour, and that the behaviour they exhibit will not necessarily
         have positive benefits for anyone other than them. Once you understand that the reason why a person behaves in a negative
         way towards others is to get a positive result for himself, your flexibility of mind increases, which helps you communicate
         better.
      

      Actions do not necessarily represent intentions

      
         It was widely reported in the press that when Cherie Blair, the former UK prime minister’s wife, said to Princess Anne that
            she could call her Cherie, Princess Anne responded that she was not brought up to do that sort of thing. Cherie Blair’s action
            had a positive intention and would have been appropriate in a context other than communicating with a member of the Royal
            Family. Similarly, a junior member of staff kissing the chairman’s wife on the cheek, although it would have been appropriate
            if she were his aunt, would not usually be considered proper etiquette, however well intentioned.
         

        

        
         A specific example from the world of direct marketing was a campaign prompted by a managing director asking, ‘Could we not
            have a bit more cheesecake [sic] to spice up our [technical] message?’ The result was an expensive photography shoot of a
            suggestively clad model posing in front of a computer. The resulting photograph was cut into four strips, each one of which,
            starting from the top of her body, was to be mailed on successive weeks. The strap line was, ‘XYZ Services – only part of
            the picture’. Unsurprisingly, there were some strongly worded complaints.
         

      

      In each of the above illustrations, behaviour, as is all behaviour, was based on positive intentions but ill-judged actions.
         The NLP assumption is that all behaviour is appropriate in some context but not in all contexts.
      

      People will usually select what they believe to be the best choice

      
         Mary was anxious to impress her dinner guests. When shopping she bought the most expensive items she could afford: fine wine,
            filet steak and luxurious chocolate for dessert. After her last party everyone had raved about the excellent food and said
            what a great hostess she was. She prepared the meal with care to offer her guests. One of them was driving, so he could not
            drink the fine wine and had to drink water. Another was a vegetarian, so she could not eat the steak and ate only salad. The
            third was allergic to chocolate and missed out on the pudding. Mary was disappointed that her dinner party was a failure after
            she had tried so hard. Each of her guests was embarrassed and disappointed that her choices were so limited from their own
            perspective.
         

      

      When a person has a better choice of behaviour that also achieves their positive intention, they will usually take it. Mary
         bought the best items she could afford, hoping to give her guests a treat. She was tempted to repeat a pattern of behaviour
         because it had worked for her previously. Yet under different circumstances (a person who had to drive, a vegetarian and someone
         allergic to chocolate) it was disastrous. The guests could have told Mary about their circumstances, or Mary should have checked
         with them first. Context makes meaning – but context is a matter of perception. Inappropriate behaviour in a set of circumstances
         may simply be the result of misinterpreting the context.
      

      The saying ‘The road to hell is paved with good intentions’ applies here, and explains why one person’s best choice often
         seems a poor choice to someone else.
      

      Two people will see the same thing in entirely different ways

      If you told your great-grandmother that someone was ‘gay’, she would immediately conjure up a picture of a happy, lively person.
         If you said the same thing to today’s generation, the word would immediately be associated with sexual orientation. Our interpretation
         is based on individual knowledge and experience, rather than the word itself.
      

      If you show someone a swastika, it depends on their circumstances whether they see this as a negative symbol of the Nazi movement
         or an important symbol or design used for hundreds of years in the Hindu, Buddhist and Jain religions.
      

      The map of the London Underground bears no resemblance to the real routes and distances that trains actually travel. It is
         a representation that has the purpose of making it quicker to locate routes and destinations, and making it easier to travel.
         Even geographically accurate Ordnance Survey maps do not depict the real picture of the territory they cover.
      

      It is the brain that constructs any individual’s picture of the world and this is frequently evident in the workplace when,
         for example, what someone writes or says may be interpreted in diametrically opposite ways. ‘I’ll hang up now and let you
         get on with your work’ could be seen as being considerate. On the other hand, it could be interpreted as someone’s impatience
         to end the conversation.
      

      NLP believes that people’s interpretation of words, maps, gestures and symbols is inevitably based on individual experiences,
         learned responses, memories and beliefs; in other words, their perception. As with a map, a human’s ability quickly to absorb
         all the information contained on it is severely limited and therefore the brain makes a perceptual précis and not a literal
         translation. No one can change the objective truth, but people can and should be prepared to modify their own perspective
         in the interests of getting the most positive outcome.
      

      People respond in accordance with their own interpretation of reality

      It is impossible to guarantee the weather in the United Kingdom because of our changeable climate, and it often rains. Yet
         someone who always carries an umbrella or takes a raincoat with him when he goes out could be considered by many to be weird,
         obsessed about the chances of getting wet. If this person had a history of chest infections and feared catching a cold could
         lead to serious complications, he would not want to run the risk of getting soaked to the skin. What might seem odd behaviour
         to some people can be perfectly logical to others if you know what is in their mind.
      

      
         A woman who attended her local church was difficult to talk to and always presented as an ‘angry’ person. She did not communicate
            easily and few people attempted to approach her. She had had a difficult personal life and was scared of making friends in
            case she was ‘let down’. One day another member of the congregation invited her to a party. When she got to the house she
            saw a beautiful grand piano and asked if she could play it after supper. What transpired was a superb recital by an accomplished
            classical pianist. It was an evening to remember, and the woman was a different person once someone had uncovered her gift.
         

      

      In NLP thinking, you respond according to the map you have in your head (perception). That map is based on what you believe
         about your identity, values, attitudes, memories and past history. Some maps work well in situations where others don’t. You
         can’t possibly know what map other people hold in their heads. It is best to be tolerant and understanding of situations and
         people even when you don’t comprehend them, because you could be missing out on something valuable and enriching. The more
         flexible your map becomes, the greater freedom and better experiences you will have.
      

      If you always do what you always did, you will always get what you always got

      The human race has survived and evolved because of its ability to adapt to circumstances. People who can adapt to the circumstances
         in which they find themselves will be more successful than those who cannot adapt. The same is true for companies and organisations
         as for individuals.
      

      
         A marketing company with an impressive client list and a distinctive competitive edge could never enjoy consistent, exponential
            growth because it was limited by its ability to forecast business performance accurately beyond just a few months. It relied
            for many years on short-term sales projections and could not therefore plan and budget accurately for the business. Recognizing
            that by carrying on doing the same thing, performance would remain static, the company brought in a new managing director
            with particular strengths in planning and forecasting. The result was a dramatic improvement in performance and the ability
            to make longer-term growth decisions as a result of the directors’ newly found confidence. It was the preparedness to change
            that made the difference.
         

      

      Although you may become frustrated that things always turn out to be the same, despite a mindset that says change is very
         difficult, there are always choices and good ideas you’ve not yet thought of, despite indications to the contrary.
      

      The misanthropic Mr Scrooge from Charles Dickens’s A Christmas Carol, having realized the effect of his attitudes and actions, discovered, through changing himself, a well-being that had previously
         eluded him. Most people have experienced others, often customers, whose demeanour seems permanently grumpy and who wonder
         why people try to avoid contact with them. It is not for us to cope but for them to change; but importantly, we should also
         try to change our own attitudes to them in order to give them a reason to do so.
      

      Governments go through a cycle that sees them popular at first, with that popularity waning after a period. A frequent cause
         of their becoming unpopular is an insistence on sticking to the same agenda in spite of changing circumstances in the world
         around them. Those that can adapt are more likely to last longer.
      

      NLP believes that it is how we respond to the world around us that determines our success. Adapting to circumstances is more
         effective than trying to impose our control on them.
      

      Success depends on varying what you do until you get the result that you want

      This is a learning process, the old ‘trial and error’ method of achieving your outcome. It is well illustrated by experiments
         that were carried out many years ago on rats, which had to negotiate a maze before reaching the food that they could smell
         at the other end. By trying different routes, eliminating the dead ends and progressively memorizing the right set of trails,
         they were eventually able to reach the food every time without taking a wrong turn.
      

      Examples of this can be seen in sport when, in order to win a match, different strategies are tried until the most effective
         is identified and then vigorously applied. A tennis player might, for
      

      example, experiment by playing more frequently on an opponent’s backhand, slowing a service so as to be more accurate, approaching
         the net more frequently, using drop shots or trying lobs. If you do not vary your tactics and insist on playing the same game
         you will not win the match.
      

      
         NLP is all about changing thinking and behaviour in order to increase the likelihood of success.

      

      NLP is all about changing thinking and behaviour in order to increase the likelihood of success. An additional NLP tenet is
         that you can learn by emulating others’ successful actions and that this can be a highly effective route to achieving successful
         change for yourself or your organisation. You do not have to be perceptually limited by your own resources.
      

      People with the greatest choice and flexibility of behaviour come out on top

      Have you noticed how the most successful of politicians achieve, initially at least, such wide appeal? Most possess a broad
         set of communications tools, including seriousness, humour, appealing for sympathy and support, appearing to listen, being
         indignant or angry and, of course, kissing babies. They know how to work a crowd, to act sincerely when the situation demands
         and smile at the right times. The less successful politicians find it harder to apply such a range of techniques to the different
         situations in which they find themselves.
      

      Leaders are, on the whole, comfortable in anyone’s company and will as easily speak to postmen as presidents. They have a
         wide choice of behaviours that can be used to suit different occasions.
      

      In the world of work, people often feel limited in their choice of career progression because they lack the skills, knowledge,
         experience and qualifications to do what they really want. The problem here is that they are limited by their own beliefs.
         It is not necessarily that they do not have confidence in their own ability, but that they fear others will not find them
         believable. The reality is that we all have the resources in us to do what is necessary to achieve our goals, but may need
         to change our attitudes and behaviours in order to give ourselves a wider choice of routes to success. In the case of people
         with apparently limited career horizons, if they realize that acquiring new skills and knowledge is easier once you adapt
         your mindset, they can open up a whole range of opportunities that were not previously available.
      

      Advertising agents and designers often make a pitch to their prospective clients based on a choice of three options. They
         argue that if they come up with just one creative solution they risk the choice between a ‘yes’ and ‘no’ answer and may possibly
         lose the business. If they come up with two solutions they put the client on the horns of a dilemma and this could delay the
         decision-making process, arguing the pros and cons of what seems an evenly balanced case for both. Through offering a choice
         of three, it is much easier to decide. The irony of this, however, is that the agency probably has its own preference for
         what it thinks is the best one of the three, but the client will quite often choose one of the others contrary the expert’s
         view of design and communications logic.
      

      NLP assumes that the more choice we have, the easier it is for us to take control.

      Modifying your own behaviour can make others change

      If you can change yourself you can effect a change on the people around you. Scientifically speaking, if one element in a
         system changes, then the whole arrangement alters to incorporate that modification.
      

      
         Jack hated the mornings; it was a stressful time for all and often led to arguments, tantrums and tears. His wife and children
            made him late leaving the house almost every day because they were never up in time. The breakfast routine was chaotic and
            he usually arrived at work frustrated and angry. He also felt guilty that he hadn’t the time to say goodbye and have a nice
            day to his family whom he adored. Sarah, his wife, was an owl (up late in the evenings) while Jack was a lark (no problem
            getting out of bed early). He decided to rise an hour earlier each morning to get himself ready for work before the rest of
            the family woke up. This small change in his own behaviour wasn’t difficult as he was playing to his own strength (early rising).
            Within a few weeks he noticed that the whole atmosphere in the family was much calmer, particularly in the mornings. His wife,
            he realized, had changed her routine. Sarah, utilizing her owl strengths, had decided to spend the hour before going to bed
            getting ready for the morning. She laid the breakfast, got the children’s school clothes and lunches prepared in advance.
            The result of one person’s ability to change just a little, was a calmer happier family with a workable weekday routine.
         

      

      The NLP assumption here is that you can change your circumstances by changing yourself, rather than expecting or demanding
         that other people make a change. The bonus is that if you can achieve a personal shift of attitude, behaviour, belief or value,
         you will have an effect on those around you: family, friends, work colleagues, etc.
      

      It is impossible not to communicate

      If someone does not reply to your letter or return your phone call, you usually assume one of three things: the letter or
         phone call was not received, the person is away or you have been impolitely ignored, at least for the moment. The latter feeling
         is what is inevitably communicated when you do not receive your reply, although nothing has, in fact, been communicated at
         all.
      

      
         At a meeting of four people to discuss some project issues and the way forward in an IT project, one of the attendees spent
            the first 20 minutes with head and eyes down, writing occasionally in a notebook on his knee and seemingly ignoring the other
            three in the room. The person who called the meeting became increasingly agitated at this apparently non-cooperative stance
            until, towards the end of the meeting, this ‘rude’ colleague came up with a well-thought-out solution to all the issues that
            needed to be covered. He brought immediate clarity to the discussion and enabled the meeting to be brought swiftly to a conclusion.
            Through not communicating he had communicated lack of involvement, when the opposite was true.
         

      

      In negotiations about a worldwide distribution deal, the company wanting the licence did not communicate for several days
         despite having expressed extreme urgency to sort things out quickly. Although this eventually turned out to be for technical
         reasons, the product owners who stood to be paid for the licence believed that it was a negotiating ploy and lost faith in
         the good intentions of the potential partner, thus prejudicing the deal. Lack of apparent communication can have a powerful
         effect.
      

      Relationships between couples can often be punctuated by what seem to be deliberate silences. It is assumed that these silences
         are deliberate, but it may be that one person’s thoughts are miles away trying to sort something out, or it could be that
         umbrage has been taken about a previous comment. Because no one provides a context for these silences, a whole variety of
         messages may be wrongly communicated.
      

      ‘I have nothing to say on that matter’ can communicate volumes about what a person really thinks. It is seldom taken literally.
         Shy people, through not communicating, communicate shyness. Trappist monks observing a vow of silence communicate their beliefs
         and values. Silence in a room can indicate respect. It all depends on the context. NLP thinking addresses non-communication
         as a valid part of the communications process.
      

      The meaning of your communication is reflected in the response you receive

      There are no failures, only responses and feedback. If you aren’t getting the result you want, change what you are doing.
         You may be perfectly clear in your own mind what you mean, but the interpretation and response that you get will reflect the
         effectiveness of your communication. The message you transmit may not be the same one that is received.
      

      
         The message you transmit may not be the same one that is received.

      

      
         There is the apocryphal story of the troop commander preparing to go into battle and requiring backup.

         A messenger was sent to Headquarters who reported the following to the General: ‘Send three and four pence, I’m going to a
            dance.’ The General dismissed the messenger and ignored the seemingly trivial request. A catastrophic defeat followed. What
            the commander had actually said was: ‘Send reinforcements, I’m going to advance.’
         

      

      People can only respond to what they think is meant.

      
         A girl sent her friend the following text message about meeting at the theatre to see a play: CU 7.30. The friend arrived
            at the theatre at the appointed time to find that the play had started, and subsequently missed half the performance. The
            girl was furious that her friend hadn’t bothered to turn up on time for a special treat. The sender of the message had meant
            ‘Curtain Up at 7.30’. Her friend had interpreted the message as ‘See You at 7.30’.
         

      

      In NLP, if you want people to respond appropriately to what you’re saying, pay great attention to the whole communication
         when transmitting and receiving. Flexibility in the way you communicate eliminates misunderstandings. Remember it’s not just
         the words, but the non-verbal clues as well. You want to avoid being as frustrated as the lecturer, who was overhead to say:
         ‘I know you heard what I said, but did you understand what I meant?’
      

      People have all the resources they need; it is just a question of applying them

      If you do not speak Swedish, but need to in order to undertake an overseas project, then you are perfectly capable of learning
         it. You may not even know how you would set about it or how long it would take, but you certainly have the resources to find
         out. You have already learned your own language, so you do not need to seek out special learning skills as it is obvious that
         you have the capability of learning a language.
      

      
         A long time ago, a nine-year-old who was sent away to boarding school after the premature death of his father decided that
            he would run away, and managed to travel by train from East London to Southampton with just sixpence (old money) in his pocket.
            This was not enough to cover the fare from Snaresbrook to Waterloo, let alone from Waterloo to Southampton. When told at the
            Snaresbrook station that sixpence was not enough, he asked where sixpence would get him and was told Charing Cross on the
            other side of the River Thames. He could walk across Waterloo Bridge to Waterloo Station. By one means or another he managed
            to board the Southampton train and eventually to get home (only to be sent back the following day).
         

      

      What this demonstrates is that with a goal in mind and even against the odds, we can apply hitherto unproven resources if
         we have the determination to do so.
      

      In workplace situations we are capable, one way or another, of solving any problem put in front of us. If the metaphorical
         path is blocked by a tree, rather than assume that we have to remove the tree, we can alter our thinking to find ways of going
         round it. The resources we need could be both conscious and subconscious as well as behavioural. NLP says that if we want
         to make changes, it is within us to make any changes we want to a situation, provided that we have the will to do so.
      

      Understanding comes experience with and is what enables you to explain something well

      How does a male doctor explain to an expectant mother what she is going to experience during labour when she asks him if it
         will be painful? He has the knowledge because of his training and he can describe it theoretically, with eye-catching pictures
         perhaps, but only in words. Even midwives, who are specialists in such matters, if they are not mothers themselves, cannot
         know what it feels like to have a baby. You don’t really understand something unless you’ve done it yourself and can speak
         from personal experience.
      

      It is far easier to describe something you’re familiar with, whether you’re explaining how you changed the flat tyre on your
         car beside the road in the dark yesterday evening, or describing the South American rainforests you’ve recently visited on
         vacation. You’ll be able to do it in greater depth and detail and to be more convincing than someone who has seen a programme
         about it on television or read a book on the subject. Experience is unique to each individual. If you’ve seen, heard and felt
         something yourself, your ability to communicate this to others is greatest.
      

      
         Experience is unique to each individual.

      

      When training people, it is best to do so from a point of experience, which is why it is so comforting to see on your first
         flying lesson that your instructor has a good few thousand hours recorded in his log book. In the workplace, the manager who
         has progressed his way from the lowest position in the company and has worked in a variety of jobs on his way up has the best
         skills for training his subordinates.
      

      Don’t think ‘failure’, think ‘opportunity to learn’

      Many people respond defensively to customer complaints but the more enlightened realize that they can be of real value to
         an organization. If you think of complaints as failure, your attitude to them will be different than if you think of them
         as an active way to become more effective in your customers’ eyes.
      

      Organizations can choose to handle complaints in a number of different ways. They can ignore them, respond defensively, send
         a standard response, or interact with the customer to understand the problem fully and pass the information into the management
         system as a means of ensuring continuous improvement. It is obvious that the first two ways are not productive. The third,
         sending a standard response, reduces the customer to a commodity and although some people think that the complaint has been
         dealt with, in reality it has not.
      

      If you think you are ‘rubbish’ at something, then you probably are. If you think that there is probably a better way of doing
         things and change your approach in order to find it, you will then have used that experience as a means of personal improvement.
         There are no failures, only circumstances. You can choose how you wish to handle something and different people will handle
         different situations in different ways.
      

      
         There are no failures, only circumstances.

      

      Some people, often not very good managers, will infer failure by the language they use. ‘What went wrong then?’ is a much
         less constructive question than asking ‘How are we going to prevent that happening again?’ Finding someone to blame, even
         if it is yourself, does not solve a problem and NLP postulates that there is no such thing as failure, only feedback.
      

      There are no resistant audiences, just inflexible communicators

      The precondition for good communication is to create the circumstance in which people will be receptive. It is easy to blame
         the other person or an audience when it may be the approach you have adopted that is the problem. You are in control of your
         own mind and therefore have a choice about how you communicate. It may be that you have not established sufficient rapport,
         or clarified the context of the communication. You may be inhibited by lack of belief in your ability to put something across.
      

      Whatever the reason, you have an opportunity to do something about it. You may need to understand your audience better, to
         observe more accurately and to practise alternative communications skills based on the filters that people apply. You may
         be supplying information in too large chunks or you may be introducing detail that loses the reader or listener.
      

      In NLP, if you can establish, through research and observation, the triggers for likely interest, the ‘digestion’ capability
         of the audience and their capacity to absorb information, then empathy and interest can more readily be established.
      

      
         A company with a highly technical and complicated set of products recently set up what it called an ‘incubator unit’ of technical
            staff and managers. Its purpose was to propose new products and services that could be sold as having an impact on their clients’
            profitability. The objective was to come up with proposals that members of the sales force would embrace with enthusiasm,
            helping them sell more.
         

         At a presentation, the orientation of the speakers was about the ingenuity of the new products and services proposed. The
            orientation of the audience was different. They were interested in how easy it would be to sell these products and services,
            and how much bonus they would earn as a consequence.
         

         Had the speakers started with ‘a fantastic opportunity for you to earn more money’, an eager listening platform would have
            been established and they could have built on that interest. NLP says that the starting point of any communication is the
            state of mind of the recipient.
         

      

      One successful salesman explained that his success in getting people on side was due to being a ‘chameleon’ – an entirely
         appropriate metaphor for NLP in action.
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