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HAS THE GOLDEN RULE LOST ITS GLITTER?


•  You're such a terrific salesperson you could probably sell a stethoscope to a tree surgeon. But from the moment you greet this prospective client, it's obvious he doesn't like you, isn't about to like you, and wouldn't do a deal with you if you were giving the product away.


•  The conference is packed; you don't know a soul. But then you bump into a stranger and—wow!—it's as if you've been friends forever. Everything that's said and done meshes magically.


•  As manager, you're fired up about the new program and eager to inspire your employees. You call them in one by one and give them the same lively motivational pitch that so excited you. But you're astonished when their reactions vary from enthusiastic to tepid to hostile.


PERSONALITY DIFFERENCES


Personality differences are our boon and our bane. They're what makes life so rich and fascinating—and often so frustrating, too. Especially at work, where teamwork and motivation are pivotal.


Most of us never figure people out. We just ricochet through life. We get along great with some people, refuse to deal with others, or have as little interaction as possible with still others, because they're so—well, different—from us.


But what if you knew the secret of those differences? What if there was a simple, but proven, way to build rapport with everyone? To eliminate personality conflicts? To take charge of your own compatibility with others? To make business mutually beneficial instead of a contest of wills?


You literally hold such a key in your hands. A product of psychological research and practical application, The Platinum Rule is a proven method of connecting with anyone in the workplace and is indispensable to anyone who's curious about what makes themselves and others tick.


You can learn to handle people the way those people want to be handled, to speak to them in the way they are comfortable listening, to sell to people the way they like to buy, to lead people in ways that are comfortable for them to follow.


In business, especially, people all too often create tension and discomfort by assuming we're all pretty much alike. In fact, most of us, if asked about a philosophy of personal relations, probably would recall The golden Rule, which we learned as kinds: “Do unto others as you would have them do unto you.”


THE DOWNSIDE OF THE GOLDEN RULE


That's an old and honorable sentiment. A lot of good has been done in the world by people practicing The Golden Rule. As a guide to personal values, it can be a powerful force for honesty and compassion. But as a yardstick for communication, The Golden Rule has a downside.


If applied verbatim, it can backfire and actually cause personality conflicts. Why? Because following The Golden Rule literally—treating people the way you'd like to be treated—means dealing with others from your own perspective. It implies that we're all alike, that what I want and need is exactly what you want and need. But of course we're not all alike. And treating others that way can mean turning off those who have different needs, desires, and hopes.


Instead, we suggest honoring the real intent of The Golden Rule by modifying that ancient axiom just a bit. We think the key to lasting success in business, and the secret to better relationships, is to apply what we call The Platinum Rule:


 


“Do unto others as they'd like done unto them.”


 


That means, in short, learning to really understand other people—and then handling them in a way that's best for them, not just for us. It means taking the time to figure out the people around us, and then adjusting our behavior to make them more comfortable. It means using our knowledge and our tact to try to put others at ease. That, we suggest, is the true spirit of The Golden Rule.


So The Platinum Rule isn't at odds with The Golden Rule. Instead, you might say it's a newer, more sensitive version.


TELEGRAPHING YOUR PERSONALITY


At the root of The Platinum Rule is this: Each person has his or her own habits and his or her own way of looking at the world. Those recurring traits fall into fairly predictable patterns, known as behavioral styles or personal styles.


Each of us telegraphs our personal style by the way we shake hands, how we react to stress, the way our office looks, how we make decisions, whether we're crisp or chatty on the phone—and in many other ways. The skill is in learning to spot those signals, identify the other person's style, then adjust our own behavior to lessen conflict.


IDENTIFYING THE STYLES


People have been frustrated and fascinated with one another's differences for thousands of years. Starting with the early astrologers, theorists have sought to identify these behavioral styles. In ancient Greece, for example, the physician Hippocrates outlined four temperaments—Sanguine, Phlegmatic, Melancholic, and Choleric—and in 1921, famed psychologist Carl Jung, the first to study personal styles scientifically, described them as Intuitor, Thinker, Feeler, and Sensor.


Since then, psychologists have produced more than a dozen models of behavioral differences, some with sixteen or more possible personality blends. Sometimes the styles have been given abstract behavioral-science names, and sometimes they have been named after birds, animals, or even colors. But a common thread throughout the centuries is the grouping of behavior in four categories.


We want this book to be readable, practical, and accurate. What's more, we want you to be able to remember the principles of The Platinum Rule easily. So we're using a simple, four-style model that spans all cultures and has been validated with hundreds of thousands of people. It focuses on patterns of observable, external clues that will give you a sense of what's going on inside someone else's head. Once you know that, you can decide how best to respond.


We've given the personality groups simple, descriptive names. Under The Platinum Rule, then, everyone basically exhibits one of these styles:


•  Directors: Firm and forceful, confident and competitive, decisive and determined risk-takers. While their impatience sometimes causes eyes to roll, the Directors leave no doubt who sits at the head of the table.


•  Socializers: Outgoing, optimistic, enthusiastic people who like to be at the center of things. Socializers have lots of ideas and love to talk, especially about themselves.


•  Relaters: Genial team players who like stability more than risk and who care greatly about relationships with others. They're likable but sometimes too timid and slow to change.


•  Thinkers: Self-controlled and cautious, preferring analysis over emotion. They love clarity and order but may come across as a bit starchy.


As you'll see, natural allies and enemies abound among the various styles. But here's the bottom line: Your communication is only as good as your understanding of the person you're communicating with.


This book will teach you to become a people-watcher extraordinaire, someone who really understands personality differences—and can use them to mutual advantage. This can often spell the difference between success and failure. Two examples:


A mortgage broker had a client who'd earlier had some bad experiences with salespeople. Each time the broker set up meetings with her, she made up a last-minute excuse to postpone. Finally, he got to see her. Applying The Platinum Rule principles, he figured out her personal style, adapted to it, and closed the deal. She told him, “When I made the appointments, I dreaded each time the date neared. But I actually had a wonderful time. You really made learning about the loan process interesting, and I trust you. You have a gift for communication.”


At last report, the broker had gotten four referrals from the woman—and he hadn't even finished her refinancing.


An entrepreneur approached another friend of ours with a business proposal. The entrepreneur is extremely outgoing and animated, fond of hearty, two-handed handshakes and calling people loudly by their first names and asking about their spouse and kids, whom he often barely knows. Our friend is a terrific businessman, but he's more of a team-builder: warm but restrained, pleasant but not pushy. He's more into genuine dialogue than slaps on the back.


Can you guess the outcome? There was enormous tension. Both were uncomfortable and, of course, they couldn't reach an agreement—for reasons having nothing to do with the facts of the proposal.


It could have been different. If either had practiced The Platinum Rule, he could have changed his behavior a bit to make the other person more comfortable. They could have created a bond and maybe made a deal.


INFINITE USES


So the uses of The Platinum Rule are infinite. This book will show you how to placate the customer who's got not only a gripe but an attitude. It will tell how to fire up the overly cautious co-worker, bring the perfection-bent loner onto the team, and work with the executive who has trouble making a decision. You can learn to handle the domineering boss, the gregarious colleague who spends more time gabbing with co-workers than dealing with clients, and the leader who's got a zillion ideas but no follow-through.


You'll learn how to build bridges to each style in any work situation: asking for a raise, closing a sale, planning a big project, providing better service, or building morale.


As a result, The Platinum Rule can be your key to:


•  Stronger career prospects


•  Higher productivity


•  Greater satisfaction


•  Improved customer relations


•  Fewer conflicts and less tension


In fact, at work and elsewhere, The Platinum Rule will likely change your relationships forever. You'll see people differently, understand them better, and be able to deal with them in a way that can turn every encounter into a win-win situation.


Also, perhaps for the first time, you'll truly understand your own personality and why you act the way you do. You'll see how to round off your own sharp edges and to develop strengths you didn't know you had.


Some people reject the notion of “types” or “styles.” Putting people in boxes, they say, is not the way to really get to know one another. Instead, they contend, that's stereotyping, a process that may be unfair to the individual and uses unrealistic shortcuts to appreciating unique human beings.


But understanding someone's behavioral style isn't mutually exclusive with genuinely getting to know them. Far from it. In fact, using The Platinum Rule can greatly accelerate that process. If you can quickly pick up on another person's needs-based cues and adapt your own behavior, you'll learn to value others more genuinely. You'll see that their needs are just as valid as yours, and you can, if you choose, seek to meet those desires and forge a deeper relationship.


Throughout this book you'll also see that we urge you to improve your listening skills—and we give you pointers on how to do so. Good listening enriches relationships and, in tandem with The Platinum Rule, can help build a lasting rapport that is anything but superficial.


NOT MANIPULATION


Another important point: When we talk about using The Platinum Rule, we're not talking about manipulating people! Rather, we are talking about learning, in a way, to speak their language.


It isn't considered manipulative to speak French when in Paris, for example. Au contraire. It's something you do briefly while on the Frenchman's soil so you can be more compatible. You don't alter your basic nature while in France. Your ideas don't change. But how you present those ideas does change.


Similarly, practicing The Platinum Rule doesn't fundamentally change you or the other person. It empowers you by making you multilingual, in a sense. Knowing how to listen and speak in the “language” of those around you is a delightful, useful tool that can be used to resolve differences, maximize strengths, and enjoy a fuller, more successful life by better understanding yourself and the people around you.
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GETTING TO KNOW THE FOUR BASIC STYLES


Your phone rings. Ralph, one of your department heads, says he's coming right over with a problem that's “Urgent!” He sounds so upset you fear he's on the verge of an emotional meltdown.


Okay, before he gets here ask yourself. What are the ways I might handle this?


•  Ralph may need someone to reach out to him. So be gentle and understanding to a good employee who's having a bad day. Calmly listen while he gets this crisis off his chest.


•  He may need backbone. Get a quick grasp on the problem, then give him a goal. Ask him to come up with options.


•  Ralph may need clarity and order. So go over the details with him. Help him make sure he's not overlooking something.


•  Or maybe he needs camaraderie. Then forget the details! Remind him that the job is supposed to be fun. Trade a few stories, assure him that “we'll work it all out somehow.”


These are four very different approaches to appeal to four different behavioral styles. But if Ralph's like most people, only one approach will work with him. How do you decide? Do you just guess—and run a 75 percent chance of making Ralph feel worse, not better?


Hardly.


In fact, you're very confident. That's because you know and practice The Platinum Rule. So you're certain you'll be able to give Ralph the reception he needs and deserves.


The Platinum Rule tells you to handle Ralph not the way you'd wish to be treated, but the way he wants and needs to be treated. After all, his hopes and fears and dreams are likely different from yours.


And here's the best part: Ralph unknowingly sends you signals every day telling you just how he wants to be handled. So there'll be very little guesswork. You've been observing Ralph, and you know his personal style.


You swear by The Platinum Rule. It's been an invaluable tool for you. In fact, it's given you a skill with people that's cited as one of the big reasons why you're sitting in the boss's chair.


TAKING CHARGE OF COMPATIBILITY


We all face such people-handling choices constantly. Whether we're a leader or the led, a peon or a potentate, a seller or a buyer, we make crucial decisions about how to treat people. That's life. And, especially, that's business, where our success depends on the web of relationships we build. Most of us don't build that web very systematically. We are naturally drawn to some people, are indifferent to many, and repelled by yet others, usually for reasons we don't fully fathom.


But you can take charge of your compatibility. You can connect with everyone in the workplace. In fact, The Platinum Rule will allow you to understand anyone on the planet. Once you know a person's style, you can choose to adjust your own behavior in a way that makes that person comfortable. When others are comfortable with you, trust, communication, and credibility soar.


OUR STYLE IS OBVIOUS


There are four distinct behavioral styles. But only one slips on as smoothly, as naturally, as a good-fitting glove.


Many of us are blends of styles, yet we still have a dominant one, and we can't hide it. Whether we're male or female, young or old, at the top or the bottom of the pecking order, are a part of a Western culture or some other, our personality style is obvious.


Now it's true, we don't always act the same. You behave differently with your best friend, say, than with your boss. You don't act at a picnic as you do at a funeral. But we all display mostly one style most of the time.


Your style may have its own particular twist. But it's still clearly one of the four basic styles, just as a song may be interpreted differently by various singers but is clearly recognizable as the same tune.


We all send out signals revealing our style. Which words you choose, your body language, the speed and rhythm of your speech, for example. How you dress, how your office is organized, how fast you walk. You also send signals by how openly you share your feelings, how quickly you make decisions, and how eagerly you embrace change.


So the signs are numerous. But if you know them and can interpret them, you'll soon recognize your behavioral style—and everyone else's. Then you can:


•  better understand and accept yourself;


•  behave in a way that will improve compatibility with anyone; and


•  improve your productivity and career prospects.


THREE IMPORTANT POINTS


In this chapter, we're going to meet the four basic personal styles. But before we do, please understand that:


1. These are not judgments. None of these styles is the best, or better than another. All have their pros and cons, as we'll soon see.


2. Learning to read others’ personal styles will give you an enormous advantage in dealing with them. Not because you're going to manipulate them! Not because you can convincingly change your personal style the way you change your socks! But because you can learn to slip into the other person's frame of reference. You can see through the other person's eyes long enough for him or her to accept you, rather than making him or her defensive.


3. Understanding the four basic styles will allow you to read and respond to others, thus reducing friction. But, importantly, having this skill will also help you see why you do what you do. That reduces friction, too.


Now let's find out about those four basic behavioral styles, their strengths, their weaknesses, and how people with each style think. We'll learn their worst fears, biggest assets, greatest failings, and what most excites them. Plus, you'll see how each might tackle important tasks, whether it's painting the ceiling of Rome's Sistine Chapel or preparing a jetliner for takeoff.


THE DIRECTOR


Move Over and Let the Big Dog Drink


 

 


A family crisis. A corporate takeover. Or just figuring out how best to split a restaurant tab. It makes no difference—Directors dive in headfirst as if they, and they alone, have the answer.


We all know Directors and admire them—even as we cringe. Awesome at their best, insensitive at their worst, they are the dominant, driving people we often think of as “natural leaders.” They are not shy or, usually, modest. They often make good football coaches, army generals, and dictators.


Challenge-oriented and decisive, they are propelled by an inner need to be in charge. The key to a good life for them is achieving, overcoming obstacles, accomplishing things.





If Michelangelo had been a Director, here's how he probably would have gone about painting his famous frescoes on the ceiling of Rome's Sistine Chapel:


Make a quick sketch, tell the Vatican to back off, hire a crew to put up the scaffolding, and then delegate the painting to half a dozen other artists who would give him a daily progress report showing how many square feet were being covered each day. He'd review their work, adding in his own final touches.


This would give him control, yet still free him to line up bigger challenges, such as, say, St. Peter's Basilica.


Would the finished ceiling have been a work of art? Well, maybe, or maybe not. But, for sure, the job would be done competently, come in under budget—and on time!





What excites them? Action


Because they feel so strongly about winning and overcoming obstacles, Directors are not afraid to challenge people or rules that seem to stand in their way.


They are often highly territorial. Control and endurance are their favorite tools, and one-upmanship can be a lifelong hobby.


More interested in meeting their goals than in pleasing people, they often end up on top—alone.


Greatest Asset: Out-Accomplish Anybody


Directors are the people about whom it's often said enviously, “He makes things happen” or “She definitely gets things done.”


High-energy people, they seem to fill up a room just by walking into it. Independent and very competitive, Directors demand—and get—results.


These people can move mountains. Others are in awe of their vitality, decisiveness, and ability to figure out quickly what needs to be done—and then just do it.


They're able to focus intently and are very task-oriented. One Director has his secretary fax his mail to him when he's out of town so he can return to a totally clean desk.


More than any of the other three types, they like change and initiate it the most. They're not afraid of risk. They work quickly and impressively by themselves, juggling multiple tasks.


They love to work hard. They often thrive on crises and controversies. They like to display their killer instinct and beat long odds.


If a project is group-oriented, the Director is comfortable delegating, but only if those below him produce results, not just talk.


Greatest Failing: Can't Stand Weakness


Directors are frequently frustrated when others aren't as able or motivated as they are. And they're not good at hiding that frustration. So they may look at or speak to non-Directors in a way that suggests they're dummies.


Directors are the kind of people who think nothing of straightening out pictures in other people's houses. Or commenting with utter bluntness on how others dress: “That's a nice color on you. Too bad they didn't have your size.”


They may take themselves too seriously. Directors can benefit from gentle reminders to laugh at themselves, or to slow down and take time to smell the flowers.


But even if they heed that advice, their competitiveness runs so deep that they may return and say to others, “I smelled twelve flowers today. How many did you smell?”


Greatest Fear: Being “Soft”


Directors like to deal quickly with practical problems. Down deep, they know they could get better, faster results if only they could get people out of the way.


They're rarely interested in abstract ideas. Similarly, they tell others flat out what to do rather than communicating obliquely.


They're impatient. They're the kind of people who love the VCR because it allows them to speed through television commercials. One Director we know can't bear to buy a green tomato.


Directors see themselves on a logical road toward corporate advancement. In fact, they can envision themselves rising to become el numero uno—the best, or maybe even the best ever.


It's not a matter of if the Director will take over, but when. The brassy Directors may push you around as much as you'll allow them to. And even at a round table, they leave little doubt in your mind about who sits at its head.


They're very much into efficiency, and into gadgets that promote efficiency. More than any other personality type, they're likely to call you from their car phone.


Directors, however, are not into praise. About the only time you're likely to hear them say “Well done!” is when they order a steak.


THE SOCIALIZER


Let Me Entertain You


 

 


If Directors are mountain climbers in an endless quest for new peaks, Socializers are more like entertainers always in search of a good time and a good audience.


A chatty, expressive, fun-loving optimist, the Socializer likes to ride the crest of ideas, causes, or projects that come, one after another, like waves. Any one wave may not last long, but it can be a great ride—especially if the beachgoers cheer.


Socializers love people and thrive on being where the action is. Long on ideas, short on follow-through, the Socializer leads by dealing with others in an upbeat way. Fast-paced, energetic, and outgoing, the Socializer's innate belief is: If he can show you that he likes you, you'll follow him.


They may do well in public relations or as salespeople, entertainers, or, say, cruiseship social directors.


The key to the good life for the Socializer is building a network of friends and admirers who will appreciate his or her flair for fun and creativity.





If Michelangelo had been a Socializer, here's how he probably would have gone about painting his famous frescoes on the ceiling of Rome's Sistine Chapel:


He'd talk about lots of ideas, but he'd have no single plan. He'd start in one corner and just wing it, painting whatever struck his fancy as he chatted merrily with anyone who was around.


His work would show flair and style. He would have a good time and probably even make some new friends as he interrupted others to tell stories and show off the sections he'd just completed. When it was all done, he'd throw a huge kick-off celebration—and sell postcards of the finished ceiling.


Would the painting be a masterpiece? Well, perhaps in the conception, if not in the execution. But in either event, the Vatican still would be talking about what a great guy that Michelangelo was!





What Excites Them? Tossing Around Ideas


More than any of the other three types, Socializers seek admiration and acceptance. They also want to make work fun. One Socializer pulls a football out of his desk drawer during crises and whips spiral passes around the crowded office. It results in greater acceptance from other Socializers—and a lot less from non-Socializers who have a different idea of a “fun” workplace!


Generally speaking, Socializers are generally speaking. They love to talk and to be talked about. If you don't talk about them, they may spend considerable time talking about their favorite subject: themselves.


Greatest Asset: Fun to Be Around


Socializers are enthusiastic, playful, and persuasive. They show their feelings openly and frequently.


They know no strangers. Socializers will brainstorm with virtually anyone they meet. Very expressive, they sometimes say too much—and to the wrong people.


Highly intuitive, they come up with lots of ideas, some practical, some not. They judge those ideas by whether they feel right. They then seek results by persuading others to get on the bandwagon.


Greatest Failing: Being Erratic


Socializers sometimes display the attention span of a flashbulb, especially when stressed out. They tend to speak before thinking. In fact, their thoughts can be like gumballs coming out of the vending machine: They just sort of fall to the tongue and then roll out.


Easily bored and always needing new stimulation, Socializers may make big decisions based on scant data.


They love ideas but hate the routine of putting them into practice. So they often start projects and then look to someone else to finish them. Or they'll get so many projects started at once that they face an impossible deluge of deadlines.


The Socializer likes to use stories and jokes when making a point or issuing instructions. But being such a smooth talker, he or she can seem evasive or come off as a phony. And they may tend to procrastinate because dealing with a lot of details just isn't very exciting to them.


Greatest Fear: Not Being Liked


Not as task-oriented as Directors, Socializers crave approval more than achievement. So they're much more emotional and people-focused in their decision-making.


The Socializer also is the most spontaneous of the styles. At its best, there's a childlike quality to their impulsivity. To the Socializer, the joy of discovery is half the fun—whether it's in a disorganized office or in a free-floating mind.


Socializers see themselves as “big picture” people, and thus prefer to avoid lots of specifics. Planning and follow-through aren't enough fun to be high priorities.


Deep down, the Socializer wants companionship— and recognition from those companions!


THE RELATER


It's not whether you win or lose, it's how many friends you have.


 

 




Please make a note: If you are taken hostage by terrorists, pray that your negotiator is a Relater. He or she will be low-key, calm, and discreet, unlikely to make any sudden moves or say anything that will anger your captors.


In fact, Will Rogers might have said, “I never met a Relater I didn't like.” Almost everyone likes them, and Will Rogers himself probably was one.


Friendly and personable, they operate at a slow, steady pace and seldom show emotional peaks or valleys. These easygoing folks are comfortable as teachers, counselors, clergy, and in customer-service roles.


The key to the good life for them is being a longtime member of an ongoing team that proceeds slowly and methodically.





If Michelangelo had been a Relater, here's how he probably would have gone about painting his famous frescoes on the ceiling of Rome's Sistine Chapel:
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