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o Symbols and
Numerics

30 seconds, projecting images in, 48-49
45 degree angle, 160-161

80/20 principle, 288, 489-490
360-degree evaluation process, 434

o/ o

abuse of Internet access, 214
academic references, checking, 180
acceptance stage, change curve, 235
accessories, in interviews, 157
accounting. See also budgets
basic elements of, 187-190
business transactions and other financial
events, 196-197
delegating, 524
department, 195-196
enforcing rules, 193-195
financial reporting standars, 190-193
financial statements, 192-202
overview, 185-187
accounting equation, 163
accounting for time, 544-547
Accounting Standards Board, 191
accuracy versus precision, 261
achievement, importance of, 479
action contingency, 264
action lists, 534, 536-538
actions
commitment, demonstrating with, 389
MARS system, 424-425
risks, handling, 263, 264, 265-266
active listening, 99
Activity Network, 468
ad hoc groups, 282
adaptability of teams, 279
admin assistants, 525

administration budget, 203
advice from mentors, 355-356
advisor role, 405
agendas for meetings, 554
analysing risks, 258-262
analytics, persuading controllers with, 123
anchoring, 312-315
‘and’, using, 17
anger stage, change carve, 234
anticipating mavements, 62-63
anxiety stage; chiange curve, 83
appointmeants. business-to-business,
224.-220
appreciadon, showing in conflicts, 370
asse tiveness, 72-73
1ssessing values, 308-309
- ssets, 188, 199
associations, checking on candidates
through, 180
attention, drawing to work, 81-83
attitudes, 45, 52-54
attractiveness, 502-505
attractiveness bias, 503
audience analysis, 132-136
audio, in presentations, 146-147
audio-editing software, 149
auditory dimension
eye-accessing cues, 29-32
overview, 23-24
primary modality, discovering, 24-26
in speech, translation by third persons,
28-29
speech linked to, 26-28
taking advantage of, 32-34
auditory position, New Behaviour
Generator, 419
authoring systems, 149
authority, asserting,
515-519
automating personal management
functions, 213
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automating processes, 213

availability of staff, 451-452, 458, 466-467

avalanches, 395-398

avoidance of risk, 264

awakening, 285-286

awareness, sensory. See sensory
awareness

awareness, spatial, 62

away-from preference, 97-98

ol e

back problems, 492

backgrounds, parallel, 505-506

backlog of emails, dealing with, 564-565
balance sheets, 188, 198-200

bar graphs, 138

baseline state, 312-313

thoughts, attitudes and beliefs revealed
in, 52-54

unconscious, 49-50
bookkeeping, double-entry, 189
bosses, communicating with, 77-81
bottom line, 201
breaking rapport, 16-18
breaks, 495, 533
budgets

making, 203-207

overview, 202-203, 206

staying on, 207-210
building rapport, techniques for, 10-15
builds, 141
bullying, rejecting, 75-77
business risks, 258
business transaciions, 196-197
business-to-ttisiness appointments,

behaviour 225255
desired, creating programmes based on, ‘but’, power of word, 17-18, 507
427-428

external, 36
of questioner, role of, 92
realistic standards of, 490-492
unacceptable, addressing, 401-402
versus words, 350
behavioural flexibility, 243, 300
being in the moment, 383-384
beliefs, 44-45, 52-54
bias, removing from ques’icns, 88-91
blame-frame questions; 282
blind obedience, 518-519
blocks of time, creating, 529-531

o o

capital
debt sources of, 196
equity sources of, 197
capital accounting, 196
capital budget, 203
cardiovascular disease, 492
career decisions, 496
Carphone Warehouse, 216
Cartesian co-ordinates, 95
cash flow statements, 189, 198, 200-202

blushing, 59-60

body language. See also gestures
anticipating movements, 62-63
breaking rapport with, 16
cultural differences, 65-66
developing, 63-64
first impressions, 48-49
illustrating speech, 51
mirroring and matching, 63
overview, 47, 48, 61-62
reading, 65
spatial awareness, 62
speech, substituting for, 50
speech, supporting with, 51-52

cash inflows, 195

cash payments, 195

casters, chairs with, 163

catalyst role, 406

categories of risk, 257-258, 260

Chair role, 280

chairs, tips for choosing, 163-164

challenges, inviting, 381-382

challenging circumstances. See also

relationships

flow state, maintaining in, 290-291
life purpose, recognising, 293-294
meaning in work, finding, 292-293
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change. See also structure of change

clear direction, 232-233

communication, importance of clear,

242-243

encouraging with example, 92

help with, 247-248

mindset for, creating, 243-247

overview, 231-232

steps in projects, 249-250

values, maintaining, 241-242
change curve, 83, 234-235
charismatic decision-makers, 105-109
charts, 137-139
checklists

creating, 538-539

risk, 268-269
Chief Accountant, 195
chores, household, 498, 525
chronic stress, results of, 492, 493
chunking, 298-299, 365-366, 415
chunking across, 366
chunking down, 298, 366, 415
chunking up, 298, 366, 415
cinematically separating emotion from

memories, 321-322

Circle of Excellence, 314-315
claiming space, 165-166
Clean Language questions, 89-20
clear direction for change, 232--233
closing facilities, 210
closing projects, 255, 287295
closing sales, 229
closure in change projects, 249-250
clothing, 503, 505, 516-517
coaching

Disney strategy, 417-418

roles, 405-406

teams, 404-405

tips, 406
code of ethics, creating, 341-343
cologne, use of, 226
colours

in flipcharts, 143

of visual aids, 142
command team, 281

commitment

building, 386-390

follow-through on, 511-512

under-performers, aiding, 398-400
commitment stage, change curve, 84
committees, 281
common ground, in presentations, 134-135
common values, 505
communication. See also process of

communication

about actions, clarity in, 389-390

about risks, 253-254

clarity in, importance of, 242-243

on computer netwaoiks, 218

in conflicts, 366=570

effective, 46

language styles; 28-29

NLP cominvnication model, 36-38

overview 35-36

self-.Cor.iidence, 369

viiaerlying meaning of, 350-352
Cceyamunication model, four-step, 326-328
communication model, NLP, 36-38
communication plans, 328-329
communication time, 530
communication wheel, 11-12
Companies (Audit, Investigations, and

Community Enterprise) Act, 194-195

company parties, 354, 473-474
Company Worker, 280
competencies, developing, 73
competition

teams, advantages of, 278-279

unproductive, reducing, 276
Completer-Finisher, 280
compliments, 506-507
computer networks, 217-218
computers, using in presentations, 147-148
confidence

assertiveness, 72-73

bosses, communicating with, 77-81

bringing attention to work, 81-83

bullying, rejecting, 75-77

corporate change, 83-85

developing, 67-71
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confidence (continued)
in interviews, 96-99, 154-159
manipulation, rejecting, 75-77
in meetings, 73-74
natural, championing, 320-321
negotiating styles, 164-166
overview, 67, 153
positioning body, 160-164
presentations, 74-75
conflicts
communicating about, 366-370
overview, 359-360
reactions under pressure, 360-363
resource, 467-470
of values, 307-308
working through, 363-366
connections, building strong, 375-376
consistency, desire for, 511-512
constructive criticism, 397
consultants, technology, 212
contact information, including on
handouts, 151
content, permission to use, 149-150
context of goals, 411
contingency, 264
control areas of projects, 440-441
controller decision-makers, 122-126
controversies, mentioning in
presentations, 135-136
cooperation, positioning for. 161
co-operation among employees, 275-276
co-ordinating assignments across multiple
projects, 469-470
copyright infringement, 149-150
core values, 303-304
corporate change, 83-85. See also change
corporate citizens, 347
cost contingency, 264
courage to speak, developing, 377-382
creative accounting, 193
credibility, establishing through
similarities, 111
Critic role, 415-418
critical friend role, 406
critical path technique, 454
criticism, constructive, 397

cross-functional teams, 282

crowd, following, 513-515

crying, 60

cultural differences in body language,
65-66

current perception questions, 89-91

customers, defined, 196

customising remarks, in presentations, 135

cutbacks, 210, 245-246

o) e

Daily Action List, 537-538
DASE (delight, anger, zadness and ecstasy)
model, 294-2504%
deadlines, 426
debating, 105
debt sourcesof capital, 196
decisio: to speak, 127-128
decision tree, 269-270
decizion-making styles
charismatics, 105-109
controllers, 122-126
followers, 118-121
overview, 103-104
persuasion and, 104-105
sceptics, 110-114
thinkers, 114-118
decisions
fears, overcoming, 244
limiting, 45
make-or-buy, 208-209
questions to help make, 94-95
deferring to authority, 519
delay in action, dangers of, 396
delaying payments to suppliers, 209
delegation
appropriate, 527
asking for help, 522-523
benefits of, 521-522
managing delegated tasks, 528
overview, 521
planning in advance, 526
results, reviewing, 528
specific instructions, 527-528
stress, reducing through, 484-485, 495



systems, getting in place, 523
tasks, choosing, 523-526
deletion, 39
delight, anger, sadness and ecstasy (DASE)
model, 294-295
demographics, audience, 132-133
denial stage, change curve, 83, 235
dependability, demonstrating, 228
diagrams
fishbone, 268
work flow, 268
direct questions, answering, 162
disbanding stage, 338
discipline, 346
disclosure, 194
discrimination, during interviews, 178
Disney strategy, 414-418
displacement gestures, 58-59
dissatisfiers, 475
dissociation, 285, 321-322
distortion, 39-40
distress, 250
distributing handouts, 151
diversity of projects, 441-442
documentation
protection against others politics, 356--357
risk management, 266-267
task duration estimates, 457-45%
of tasks for delegation, 523
double standards, avoidirg; 395
double-entry bookkeeping. 189
downloading, 100
downside risks, 252
downsizing organisations, 274-275
drawing gremlins, 318-319
Dreamer role, 415-418
dreams, encouraging, 309-310
dress sense, shared, 505
duration of tasks. See task duration
estimates

oF o

early birds, 531-532
earnings statement, 198, 200
ecology checks, 95, 413-414

effective communication, 46
effective feedback, 78
efficiency, improving with technology,
215-217
80/20 principle, 288, 489-490
email
backlog, dealing with, 564-565
etiquette, 562
inbox, managing, 560-564
overview, 559
time, dedicating to, 530, 559-560
email addresses, multiple, 561-563
embarrassment, coping with, 382
emotion, separating irom memories,
321-322
emotional states
changing, 212-316
conflicts; managing during, 369
fear, ¢cvercoming, 319-322
gremiins, 316-319
covasview, 311-312
snpathy listening, 100
cmployees. See also engaging leaders;
recruiting employees
co-operation among, 275-276
defined, 196
laying off, 210, 245-246
matching to jobs, questions for, 96-99
employment agencies, 174
empowerment, 276-278, 283-284
end values, 301, 302-304
endorsement, gaining form trusted
sources, 111
energy levels, matching, 159
engaging leaders
commitment, building, 386-390
courage to speak, developing, 377-382
overview, 371
recognising skills, 371-373
relating to people, 373-377
sensory awareness, 383-386
enjoying the moment, 288-289
equality, 343
equipment, multimedia, 147-148
equity sources of capital, 197
errors of bosses, informing them of, 81
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estimates, task duration. See task duration
estimates
ethics
code of, creating, 341-343
defining, 340-341
making ethical choices, 344
overview, 339-340
etiquette, email, 562
eustress, 250
evaluating potential employees, 179-182
‘even though’, using, 17
evidence procedure, 410-411
excellence, substituting for perfection,
482-483
exclusivity, playing up, 519-520
exercise, 494, 497
expected value of risk, 263
experiment, willingness to, 246-247
experimenting stage, change curve, 84, 235
expertise, establishing, 517-518
external behaviour, 36
external conflicts, 359
externally focused, 98
extrovert meta programs, 42-43
eye accessing cues, 29-32, 418
eye contact, in interviews, 156
Eye Movements Game, 31-32

ofF e

face to face meetings, 55%
Facial Action Coding System (FACS), 49-50
facts
finding, 226-227
grounding in real world, 113-114
persuading controllers with, 123
fake gestures, 56-57
familiarity, establishing, 503-504
familiarity principle, 504
Fast Phobia Cure, 321-322
favouritism, 342, 395
favours, 353, 508-511
fear, overcoming, 122-123, 244-246,
319-322

feedback
after meetings, 555
effective, 78
negative, turning around, 79
overview, 78
performance appraisals, 432
receiving, 368-369
respectful, 368-369
feelings of audience, acknowledging, 136
fight or flight response, 360-361
filling space, 166
filmed vignettes, 146
filtering emails, 561
filtering reality, 23-24
financial reporting 187, 190-193
financial statements, 186, 188, 198-202
financing activities, 201
firefighters; 347
firm hanaciiakes, 156-157
first inipressions, 11, 48-49, 96-99, 154-159
first vosition, 19, 330
Aratstep towards goals, identifying, 414
1shbone diagram, 268
fixed assets, 203
flattery, avoiding, 507
flexibility
in accounting standards, 193
behavioural, 243, 300
increasing, 491-492
in negotiations, 335
in shared vision, 300
flipcharts, 142-144
flow charts, 138
flow states
accessing, 289-290
allowing space for thinking, 288
enjoying the moment, 288-289
maintaining in challenging times, 290-291
overview, 286-287
shifting into, 315
thankfulness, 287-288
trying hard, disadvantages of, 288
fluffy time, 540-541
focused time, blocking out, 530



folders, setting up email, 561

follower decision-makers, 118-121

follow-up notes, 555

fonts, in visual aids, 141

formal teams, 280-281

forming stage, 336

45 degree angle, 160-161

four-step Communication model, 326-328

fraud, 427-428

Freedom of Information Act, 343

freezing non-essential items of
expenditure, 207

freezing wages, 209

friendliness, 352-353

‘full time’, defining, 460-461

future pacing, 248

oG e

generalisation, 40-41
generally accepted accounting principles
(GAAP), 190-191, 193-194
generosity, showing to self, 483-485
gestures
displacement, 58-59
effectiveness of, 50-51
emphasising with, 51-52
fake, 56-57
feelings revealed through. 52-53
in interviews, 157
micro, 57
overview, 54
signature, 55-56
unintentional, 54-55
universal, 59-61
gifts, 509-510
goals. See also well-formed conditions
adjusting to circumstances, 490-491
co-operation, achieving through, 276
Disney strategy, 414-418
New Behaviour Generator, 418-420
overview, 407
performance, setting, 422-424
personal, 497

of presentations, setting, 129
of teams, setting together, 337
government agencies, tax-related, 197
graphs, 137-139
greeting clients, 224-226
gremlins, 316-319
grid position, starting from, 387-388
gross earnings, 195
gross wages, 195
groups
building, 513-514
persuading, 126
groupthink, 378, 514
groupware, 284

o H o

hackers, 214
handliry risks, 262-264
hardouts, 150-151, 555
hendchakes, 156-157
neght of chairs, 163-164
lielp
accepting, 484-485
asking for, 522-523
with change, 247-248
getting others what they want, 353-354
with identifying risks, 258
with technology, 212
Herzberg, Frederick, 474-476
Hewlett-Packard, 279
hierarchical model of organisation,
274-276
hierarchy of needs, Maslow, 472-473
hierarchy of values, 306
high-performance teams, 282
Histograms, Resource, 467, 468, 470
historical data
basing budget on, 205
supporting work-effort estimates with,
459
from time sheets, inaccuracies in,
464-465
Hoffman, Dustin, 164

Index 5 73



574

Business Skills All-in-One For Dummies

home
delegating tasks at, 525-526
VAK dimensions, taking advantage of, 33
work-life balance, improving, 497-498
Honda UK, 216
honesty, 379-380
honoring values, 305-306
horizontal organisations, 275
hot desking, 463
hot seat system, 464
hours of staff, recording, 452
humour, using with prospects, 223

o]e

ideal work, discovering, 70-71

illustrating speech with body language, 51

image-editing software, 149

imagineering, 415

imagining self as part of audience, 134-136

immediate activities, keeping on desk, 548

impact of risk, estimating, 261-262

implementation process for technology,
219-220

important activities, 542-543

improvements on performance, agreeing
on, 402-403

inbox, managing, 560-564

income statements, 198, 200

income tax accounting ru'e:.192-193

incoming mail, organisiig;561-563

incompetence, sense ot, 499

influence level, Communication model,
326-327

inform level, Communication model,
326-327

informal teams, 281-282

information, processing, 39-41

information for presentations, 129-131

information technology. See technology

informing others about risks, 253-255

initial step in change projects, 249

input devices, using in presentations, 148

inspire level, Communication model,
326-327

instincts about potential employees,
183-184
instructions for delegated tasks, 527-528
integration, 236
intention questions, 89, 91
interest
in others, 374-375
of staff in tasks, determining, 455-457
interests
of audience, focusing on, 134
parallel, 505-506
internal conflicts, 359
internal controls in accounting, 187
internal process, 36
internal response, 26
internal state, 20
internally focused, 98
Internatioriat Financial Reporting
Starnaards, 190-191
Internci
access to, abuse of, 214
Luilding rapport over, 14-15
candidates, checking on, 180
as hiring tool, 174
interruptions at work, minimising, 549
interviewers, 174-179
interviews, 96-99, 154-159
introvert meta programs, 42-43
investing activities, 201
investing versus spending time, 540
involve level, Communication model,
326-327
Ishikawa (fishbone) diagram, 268

o]o

jewelery, use of, 226
job descriptions, 171-172
job motivation response self-test, 476-479
jobs
matching people to, questions for, 96-99
separating from self, 68
value in, finding, 71
jokes, 499
judging others, 376-377
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Kennedy, John F, 61
key players, 346-348
kinaesthetic dimension
eye-accessing cues, 29-32
overview, 23-24
primary modality, discovering, 24-26
in speech, translation by third persons,
28-29
speech linked to, 26-28
taking advantage of, 32-34
kinaesthetic position, New Behaviour
Generator, 420
kinesics, 62
King, Lawrence, 427
knowledge
level of audience, 133-134
requirements for projects, 453-454
sharing, 276
Kiibler-Ross Grief cycle, 233-236

o/ o

language
‘but’, power of word, 17-18, 507
illustrating with body language, 5
listening for meaning, 385-386
meaningless, avoiding, 395
meta programs, listening for, 334
overview, 26
physically supporting, 51-52
rapport, building through, 27-28
styles of, communicating with different,

28-29

substituting body language for, 50
VAK dimensions, linking to, 26-28
values words, 304

laws protecting investors, 194-195

laying off employees, 210, 245-246

LCD projectors, 148

leadership. See also engaging leaders;

under-performers, aiding

enhancing performance, 403-406
overview, 393

role models, being, 393-395
work avalanches, dealing with, 395-398
leads, 222
leaving on time, 556
levels of listening, 100-101
liabilities, 199
life purpose, recognising, 293-297
likeability
attractiveness, 502-505
complimenting others, 506-507
overview, 502
similarities, finding, 505-506
limiting beliefs, challenging, 95-96
limiting decisions, 45
line graphs, 138
listening, 99-102, 3%$5-386
logical level matrix, 241
logical levels, 236-241
logos, ir visual aids, 141
loss aversion, 520
lottavy tickets, sending to prospects, 223

2 e

maintaining commitment, 390
maintaining values, 308-310
make-or-buy decision, 208-209
manager management, 354-355
managing delegated tasks, 528
managing stress
bad working habits, overcoming, 498-499
causes, identifying, 493-494
organisation at work and, 495
overview, 492-493
prioritising in work-life balance, 496-498
relaxation, 494
strategies for, 499-500
warning signs, 493
manipulation, rejecting, 75-77
maps, relationship, 324-326
MARS system, 424-428
Maslow’s hierarchy of needs, 472-473
Master List, 536-537
matching, 12-13, 63, 155, 159
matching people to jobs, 96-99, 452-457
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McCormack, Mark, 436
McGregor, William, 476
‘me time’, scheduling, 533
meaning in work, finding, 291-293
means and end values, separating, 302-303
measurements for goals, 422-423, 426
meditation, 488
meeting clients, 224-226
meetings
confidence, showing in, 73-74
face to face, 552
need for, evaluating, 551
networking, 557
overview, 551
performance appraisals, 431-435
planning, 553
punctuality, 555-556
running, 554-555
seats, choosing, 166
teleconferences, 552
VAK dimensions, taking advantage of, 33
web conferences, 552
memories
anchoring, 313
effect on communication, 45
separating emotion from, 321-322
mental profile of audience, 133
mentors, 355-356
mere exposure effect, 504
merit pay, 436
messages conveyed with - huay language
first impressions, 48-49
illustrating speech, 51
overview, 48
physically supporting spoken word,
51-52
substituting for spoken word, 50
thoughts, attitudes and beliefs revealed
in, 52-54
unconscious, 49-50
meta position listening, 101
meta programs, 41-43, 242-243
meta-mirror, 331-333
metaphors, visual, 108
metaprograms, 334-335
method acting, 164

micro gestures, 57
Microsoft PowerPoint, 149
milestones, MARS system, 424
mimicry, 13, 155
mind-body connection, 290-291
mindset for change, creating, 243-247
mirroring, 12-13, 63, 154-155
mismatching, 13, 16
mitigation, risk, 264
moaners, 348
modal operators of necessity, 302
Monitor-Evaluator, 280
monitoring risks, 266
monitoring use of staif on projects, 452
motivation
achievement, in:rortance of, 479
Herzberg’s moiivation-hygiene theory,
474-47C
Maslow ¢ hierarchy of needs, 472-473
McGregor’s Theory X and Theory Y, 476
ric-ning, finding in work, 291-292
cverview, 471, 474
promotions, 479-480
in social settings, 473-474
testing theories, 476-479
motivation response self-test, 476-479
motivation-hygiene theory, 474-476
motivators, 475
movements, 62-63, 155-157, 159
movers and shakers, 347
moving time questions, 89, 91
multimedia presentations, 147-150
multiple email addresses, 561-563
multiple projects, co-ordinating
assignments across, 469-470
multi-tasking, 463-464
music in presentations, 146-147

o\ o

natural confidence, 320-321

natural tendencies, scheduling with,
531-532

necessity, modal operators of, 302

negative feedback, 79

negative risks, 252



negative states, shifting, 315-316
negative versus positive statements, 93
negotiating, 164-166, 510-511
nervousness, minimising, 225
net worth, 200
networking meetings, 557
networks

computer, 217-218

personal, 352-353
neurological levels, 236-241
New Behaviour Generator, 418-420
night owls, 532
Nissan UK, 277
NLP communication model, 36-38
NLP logical levels, 236-241
non-judgemental attitude, 376-377
nonverbal communication, listening to,

101-102

non-violent vocabulary, 367
norming stage, 338
note-taking

during interviews, 177

at meetings, 554-555
numerical data, tables of, 138

o () o

obedience, blind, 518-519
objections, handling, 228-229
objectivity when reviewirn:g potential
employees, 183
office politics
assessing, 345-346
communication, 350-352
company parties, 354
friendliness, 352-353
helping others get what they want,
353-354
key players, 346-348
manager management, 354-355
mentors, 355-356
organisation chart, redrawing, 348-349
overview, 344-345
protection against, 356-358
trustworthiness, 356

office space
organising, 548-550
setup, 463-464
online groups, 513
operating activities, 201
operating statement, 198, 200
opportunities, 252
opposing viewpoints, understanding,
363-365
options style, 98
ordinal ranking of risks, 260
organisation charts, 138, 348-349
organisations, hierarchical model of,
274-276
organising office st.ace, 548-550
organising tasks
action lists,; 534, 536-538
checklists, creating, 538-539
overview 233
prioriusing, 534-536
stress, reducing by, 495
w=do lists, disadvantages of, 534
outcome-frame questions, 362-363
outcomes of conflicts, 362-363
outsourcing, 208-209
overhead transparencies, 139, 140-142
overheads budget, 203
overtime, 461
owners’ equity, 188-189, 199

oo

P&L statements, 198, 200

pacing, 13-14, 300

panic attacks, 360

parallel backgrounds and interests,

505-506

Pareto principle, 288, 489-490

partner role, 405

passion. See also flow states
awakening, 285-286
life purpose, recognising, 293-297
meaning in work, finding, 291-293
overview, 285
shared vision statements, 297-300
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past, reviewing use of time in, 544-545
pattern interrupt, 246
pauses in questioning process, 92-93
payroll, 195
peacekeeper gremlin, 317
peer pressure, 514-515
perceptual positions, 19, 242, 330-331, 364
perfectionism, 317, 482-483, 498-499
perfectionist gremlin, 317
performance, enhancing, 403-406
performance appraisals
goals, setting, 422-424
importance of, 429-430
MARS system, 424-428
no-surprises appraisals, 434-436
overview, 421-422
process, 431-434
reading results, 428-429
performing stage, 338
perfume, use of, 226
permission to use content, 149-150
personal dependability, demonstrating, 228
personal experiences, in presentations, 135
personal goals, 497
personal management functions,
automating, 213
personal motivation. See motivaticn
personal networks, 352-353
personal purpose, defining, 29¢-297
personal space, 62
personality traits that atiract bullying, 76
person-on-the-street inv=rviews, 146
persuasion
authority, asserting, 515-519
commitments, follow-through on, 511-512
decision-making styles, 104-105
exclusivity, playing up, 519-520
following the crowd, 513-515
of groups, 126
likeability, 502-507
overview, 501-502
reciprocity, 508-511
phobias, overcoming, 321-322
phone. See telephone
photographs, sending to prospects, 223
physical attractiveness, 502-503
physical environments, 463, 464

physical symptoms of stress, 493
P-I (Probability-Impact) Grid diagram,
259-260
pie charts, 138
pitfalls, avoiding, 438-439
planning
for delegation, 526
meetings, 553
time, devices for, 547-548
use of time, 541-544
plans, technology, 219-220
Plant (Questioner), 280
points of view, understanding other, 18-19
pole position, starting from, 386-387
politics. See office voiitics
positioning bocly, 150-164
positions, perceptual, 330-331
positive by-jiroduct, 413
positive personality traits, 504
positive isks, 252
peosiv.ve states, anchoring, 313-315
Desitive versus negative statements, 93
positively worded goals, 408-409
positivity, maintaining, 491
postponing projects/products to stay on
budget, 209
power, effect of, 46
PowerPoint, Microsoft, 139-142, 149
praising others, 397, 429, 506-507
precision versus accuracy, 261
preferences, sensory, 24-26
preparing
for interviews, 176-178
for performance appraisals, 434-436
presentations, 127-131
prequalifying, 222
present, enjoying, 288-289
presentations
audience analysis, 132-136
benefits of, emphasising, 136
confidence showing, 74-75
gesturing during, 51-52
overview, 127
preparing, 127-131
in seven-step selling cycle, 227-228
technology, effect on message, 214
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pressure, reactions under, 360-363
priorities, setting, 305-308
prioritising

in communication, 328-329

organising tasks by, 534-536

stress, reducing with, 495

in work-life balance, 496498
probability of risks, 260-261
Probability-Impact (P-I) Grid diagram,

259-260

probing for information, 351-352
procedures style, 98
process management information, 283-284
process of communication

attitudes, 45

beliefs, 44-45

decisions, 45-46

deletion, 39

distortion, 39—40

generalisation, 40-41

memories, 45

meta programs, 41-43

overview, 38-39, 41

values, 43-44
procrastination, 317-318, 485-487, 500
procrastinator gremlin, 317-318
product risks, 258
production budget, 203
productivity, 215-217, 460-464, 547
productivity paradox, 215
professional associations, 173
professional identity, dcefining, 68—69
professionalism, 71, 346
profit, 192
profit and loss accounts, 189, 198, 200
progress reviews, 403
project life cycle, risks during, 255
project management. See also staff

resourcing

diversity of projects, 441-442

four control areas, 440-441

four stages of projects, 442-444

overview, 437, 439-440

pitfalls, avoiding, 438-439

Project Manager, role of, 444-447

taking on projects, 437-438
Project Manager, role of, 444-447
project teams, 281
projectors, guidelines for using, 74-75, 148
projects. See also project management;

risk management

failure, 438-439

time spent on, 462
project-scheduling software tool, 457-458
promises

avoiding, 357

getting boss to keep, 79-80
promotions, 479-48C
prospecting, 221-224
protection againust.others politics, 356-358
proxemics, 62
proximity -« tractiveness and, 504
proximi’y oi risk, 262
psyvchuicgical disorders, 492
psy<iological stress symptoms, 493
nuwuilc domain, 150
publicising successes, 357-358
punctuality at meetings, 555-556
purchases, 196
purpose, defining, 296-297

QQO

qualities of employees, 170-171
quality improvement groups, 281
quality of projects, 440-441
questions
asking to help make decisions, 94-95
behaviour of questioner, 92
bias, removing from, 88-91
blame-frame, 362
flow state, accessing with, 289-290
in interviews, 175-176, 178-179
limiting beliefs, challenging, 95-96
list of to ask daily, 99
matching people to jobs, 96-99
outcome-frame, 362-363
overview, 87-88
pauses, 92-93
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questions (continued)
positive versus negative statements in, 93
testing, 93
wants, defining, 93-94

quotes, sending to prospects, 223

o R o

rapport
audiences, building with, 134-136
breaking, 16-18
building, basic techniques for, 10-15
business-to-business appointments,
establishing in, 226
importance of, 7-10
in interviews, gaining, 154
language, building through, 27-28
mirroring and matching, building with, 63
overview, 7
points of view, understanding other,
18-19
reading between lines, 350-351
reading body language, 65
Realist role, 415-418
realistic standards of behaviour, 490-452
reality, filtering, 23-24
reasons for speaking, 128-129
reciprocity, 508-511
recommendations, 353
recruiting employees
desired qualities, 179-171
evaluating candidates, 179-182
finding good candidates, 172-174
freezing to stay on budget, 207
interviewers, 174-179
job descriptions, 171-172
overview, 169
ranking candidates, 182-184
recruitment advertising, 174
redundancy, dealing with, 84-85
references, checking, 179-180
referrals, 173, 229-230
reflector role, 405
rejection, getting through, 84
relating to audience, 134

relating to people, 373-377
relationship maps, 324-326
relationships
MARS system, 425-426
overview, 323
stakeholders, 324-329
teams, coaching, 335-338
understanding others, 330-335
relaxation
organisation at work and, 495
strategies, 499-500
stressful habits, overcoming, 498-499
TER technique, 494
replacement costs, 152
representational syvstems, 26
required work chaort, estimating, 459-460
resistance stoge, change curve, 83
Resource liistograms, 467, 468, 470
Resource livestigator, 280
resource metaphor, 90
resource risks, 258
resource smoothing, 467, 468-469
1esources
for goals, 411-413
for projects, 440-441
rewards for behaviour, 345
risk categories, 258, 260
risk checklist, 268-269
risk cycle
analysing risk, 258-262
handling risks, 262-264
identifying risk, 257-258
modifying plans, 265
monitoring risks, 266
overview, 255-257
taking action on risk, 265-266
risk management. See also risk cycle
documents, 266-267
informing others about, 253-255
need for, 252-253
overview, 251-252
plans, 266-267
during project life cycle, 255
risks worth taking, 253
techniques for, 268-270
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Risk Register, 255, 257, 267

risks. See also risk management
acknowledging for charismatics, 107-108
minimising for followers, 120

role models, becoming, 393-395

roles, Disney strategy, 415-416

routines, flexibility in, 491-492

running meetings, 554-555

Ryanair, 216

oS e

sales budget, 203
Sarbanes-Oxley Act, 194-195
scale for impact of risk, 262
scarcity principle, 331
sceptic decision-makers, 110-114
schedule risks, 258
schedules
MARS system, 426
out of work activities, 497
scissor stance, 55
scope of projects, 440-441
searching questions, 380-381
second interviews, 181-182
second position, 19, 330
secondary activities, 543
secondary gains, 322, 413
seeing what others miss, 384-385
self-actualisation, 293, 472
self-awareness stage, <liange curve, 235
self-confidence, showing in conflicts,
369-370
self-initiated goals, 409-410
self-managed teams, 282
self-test, motivation response, 476-479
Semco, 216
senses, importance of, 22-26
sensitivity, 16-17
SEeNnsory awareness
being in the moment, 383-384
eye-accessing cues, 29-32
language, 26-29
listening for meaning, 385-386
overview, 21-22, 383

seeing what others miss, 384-385
senses, importance of, 22-26
VAK system, using, 32-34

sensory preferences, 24-26

seriousness when answering questions,

162

seven-step selling cycle
closing sales, 229
fact finding, 226-227
handling objections, 228-229
meeting and greeting, 224-226
overview, 221
presentation, 227-228
prospecting, 221-224
referrals, 229-230

shaking hands, 156-157

Shaper, 280

shared drezss sense, 505

shared visiun statements, 297-300

shock stage, change curve, 83, 234

shrinkage, 426-428

shugging, 60-61

s1gnature gestures, 55-56

silo management, 374

similarities
establishing credibility through, 111
finding, 505-506

sitting, tips for, 163-164

skills
developing, 73
of engaging leaders, 371-373
requirements for projects, 453-454
of staff, documenting, 455-457
staff development of, 454

Skills Matrix, 455-457, 469

sleep, 500

slide presentations, 74-75

slowing down, 488

SMART criteria, 402, 422

smiling, 59, 156

social events, 354, 473-474

social networking, 506

software
multimedia, 148-149
project-scheduling tools, 457, 458
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sound effects in presentations, 146-147
sound-editing software, 149
spam, avoiding, 564
spatial awareness, 62
specific goals, 409, 411
speech. See language
spelling, reviewing in visual aids, 140
sponsorships, 355
staff. See also staff resourcing
budget, 203
creating budget with help from, 204
development, 454-455
experienced, explaining project decisions
to, 454-455
hours, recording, 452
productivity, adjusting based on, 462-463
training on technology, 220
staff resourcing. See also task duration
estimates
availability of staff, 451-452
conlflicts, 467-470
matching people to tasks, 452-457
monitoring use of staff on projects, 452
overview, 449-450
resource conflicts, dealing with, 450451
stages of projects, 442-444
stakeholders
communication plan, 328-329
four-step Communication model, 326-328
overview, 324
relationship maps, 324-3%6
stance, in interviews, 127-159
standards, setting as leaders, 394-395
standing out from crowd, 378
stock, 192, 196
stories, telling sequentially, 115-116
storming stage, 336-337
strategies for dealing with conflicts, 361
strengthening resources, 247
strengths
acknowledging, 299
identifying, 447-448
stress
45 degree angle, reducing with, 161
bad working habits, overcoming, 498-499
behaviour under, excusing, 236
causes, identifying, 493-494

closure, releasing with, 250
generosity, showing to self, 483-485
managing, 499-500
organisation, 495
overview, 481, 492-493
prioritising in work-life balance, 496-498
procrastination, overcoming, 485-487
realistic standards of behaviour, 490-492
taking time off, 488—-490
TER technique, 494
unreal expectations, letting go of, 481-483
warning signs, 493
structure of change
Kiibler-Ross Grief cycle, 233-236
NLP logical levels, 236-241
overview, 233
subgroups, audience, 136
successes
acknowiedging, 483-484
helpinig thinkers understand through,
119-120
Lublicising, 357-358
summary financial statement, 188
sunk costs, 212
super-teams, 282
suppliers, 196, 209, 219
swivel chairs, 163
symptoms of stress, 493

oJ e

tables of numerical data, 138
taking on projects, 437-438
talk, exercise, relaxation (TER) technique,
494
talking to others about stress, 494
task duration estimates
availability, accounting for, 466-467
documenting, 457-458
factors in, 458-459
historical data from time sheets,
inaccuracies in, 464-465
overview, 457
productivity, 460-464
required work effort, estimating, 459-460
task force, 281
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tasks. See also organising tasks; task
duration estimates
delegating, 523-526
nature of, adjusting productivity for, 462
of Project Manager, 445-446
Team Worker, 280
teams
advantages of, 278-279
coaching, 335-338, 404-405
commitment to winning, 388-389
conflicts, resolving, 364-365
empowerment, 276-278, 283-284
formal, 280-281
hierarchical model of organisation,
274-276
informal, 281-282
information technology, 283-284
overview, 273-274, 279-280
self-managed, 282
strengths, acknowledging, 299
successes, focusing on, 315-316
techies, 347
techniques
for building rapport, 10-15
risk management, 268-270
TER technique, 494
technology
benefits and drawbacks of, 215=215
code of ethics, addressing in, 343
decision to use, 212
efficiency, improving, 215-217
help with, 212
implementation process, 219-220
information, 217-218
installing in organisation, 217
overview, 211-212
plan for, 219-220
productivity, improving, 215-217
project-scheduling software tools,
457, 458
technology consultants, 212
technology plan, 219
teleconferences, 15, 552
telephone
calls, handling, 549-550
developing rapport over, 15
VAK dimensions, taking advantage of, 34

television adverts, 145
templates
email, 563
slide, 141
temporary agencies, 173
TER (talk, exercise, relaxation) technique,
494
testimonials, 145, 150
testing motivation response, 476-479
testing questions, 93
text style, slides, 141
text-editing software, 149
thank you notes, 224, 509
thankfulness, 287-28¢
theft, 427-428
Theory X, 476
Theory Y, 475
thinker decision-makers, 114-118
thinkinz
allowing space for, 288
ciraadience, understanding, 133
Ludy language, revealing in, 52-54
third interviews, 181-182
third position, 19, 330
30 seconds, projecting images in first,
48-49
threats, 252, 382
360-degree evaluation process, 434
time contingency, 264
time lines, 248
time management. See also organising
tasks
accounting for time, 544-547
blocks of time, creating, 529-531
for email, 559-560
fluffy time, 540-541
investing versus spending time, 540
‘me time’, scheduling in, 533
natural tendencies, working with, 531-532
organising office space, 548-550
overview, 529
planning devices, 547-548
planning time, 541-544
varying tasks, 532-533
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time of projects, 440-441
time off, 488-490

time sheets, inaccuracies in historical data

from, 464-465
time spent on projects, 462

titles and positions, advantages of, 515-516

today, analysing use of time for, 545-546

to-do lists, disadvantages of, 534

tomorrow, planning use of time for,
546-547

topics of presentations, 131

towards preference, 98

town gossips, 347

toys, sending to prospects, 223

training staff on technology, 220

transactions, business, 196-197

transferring risk, 264

travel time, calculating, 556

tree, decision, 269-270

trusted sources, gaining endorsement
from, 111

trustworthiness, 356

trying hard, disadvantages of, 288

TV ads, 145

olf o

unacceptable behaviour, addiessiag,
401-402
unconscious messages in‘boay language,
49-50
under-performers, aiding
commitment and capability, 398-400
improvements, agreeing on, 402-403
overview, 398
progress reviews, 403
unacceptable behaviour, addressing,
401-402
understanding others
flexibility, 335
meta-mirror, 331-333
metaprograms, 334-335
overview, 330
perceptual positions, 330-331

unexpected events, planning time for,
543-544

unintentional gestures, 54-55

uniqueness, 519-520

universal gestures, 59-61

unreal expectations, letting go of, 481-483

unsubscribing from unneccesary
communications, 563

upside risks, 252

upward appraisals, 434

urgent activities, 541-542

oo

VAK dimensions
communications, creating with, 242-243
eye-accessing.cues, 29-32
overviev/, 22-24
prima:v modality, discovering, 24-26
in.speech, translation by third persons,
+3-29
soeech linked to, 26-28
taking advantage of, 32-34
value in work, finding, 292
values
change, retaining during, 241-242
core, 303-304
finding common, 505
general discussion, 43-44
maintaining, 308-310
means and end values, separating,
302-303
must-haves from shoulds, separating, 302
overview, 301
priorities, setting, 305-308
of teams, 337
understanding other’s, 242
words for, 304
values-based decisions, assessing, 307
vendors, 196
verbal reframing, 17
vertical organisations, 274-275
vetoers, 347
victimisation, 342
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video presentations, 144-147
Virtual Assistants, 525
virtual communication, building rapport in,
14-15
virus protection, 564
vision statements, 295-300, 512
visual aids
audio, 146-147
charismatic decision-makers, providing
for, 107-109
charts, 137-139
flipcharts, 142-144
graphs, 137-139
handouts, 150-151
multimedia, 147-150
overhead transparencies, 139-142
overview, 137
PowerPoint, 139-142
video, 144-147
visual dimension
eye-accessing cues, 29-32
overview, 23-24
primary modality, discovering, 24-26
in speech, translation by third persons,
28-29
speech linked to, 26-28
taking advantage of, 32-34
visual metaphors, 108
visual position, New Behaviour Generator,
420
visualising successful cuicunies, 500
vocabulary, non-violenu, 367
voluntary commitments, 512

o[/ o

wages, 176, 209

wants, discovering, 93-94

wardrobe, 503, 505, 516-517

warning signs of excessive stress, 493
weaknesses, identifying, 447-448

web conferences, 552

websites, information technology, 220
Weinstock, Arnold, 435

well-formed conditions
context of goal, 411
ecology checks, 413-414
evidence procedure, 410-411
identifying first step towards, 414
overview, 407-408
positively worded goals, 408-409
resources, 411-413
self-initiated goals, 409-410
well-formed outcome process, 408
wheel of communication, 11-12
whiners, 348
Whistleblowers’ Charter, 343
whiteboards, 539
work, defining idea! 70-71
work flow diagrain, 268
work improvement groups, 281
work-effort cztimates, 459-460
working environment, adjusting
proouctivity for, 463-464
werk.ng habits, overcoming bad, 498-499
‘woiking with’ employees, 373-374
workplace injuries, 492
writing
commitments, 512
performance appraisals, 432
understandings, 80

o X o
X, Theory, 476

X then Y gridlock scenario, 486-487
Xerox, 279

° y °
Y, Theory, 476
‘Yes, but. . ." game, 18

o o

zero-based budgeting, 205



586 Business Skills All-in-One For Dummies




