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          It’s one of the most important abilities in life, but you won’t really learn it at school. There are very few teachers on this crucial subject, but everyone has to go through the learning process and pass exams many times in their lives. There are no TV programs about it, although it is used by everyone, everywhere, all the time. The survival of a species depends on its quality and the better animals or tribes master it, the more dominant they become over others. During a major part of most people’s lives, it’s automatic and not something they are fully aware of.


          Effective communication—exactly what makes human beings dominant on this blue planet.


          It is said that speech is silver, but silence is gold. Still, few will argue about the great power of words, either spoken or written.


          In my personal experience, lack of communication skills is exactly what ruins most people’s lives. If you don’t know how to communicate properly, you are going to have problems, both in your intimate and family relationships. You are going to be ineffective in work and business situations. It’s going to be troublesome on a daily basis managing employees or getting what you want from your boss or your clients. Overall, I’d say effective communication is like an engine oil that makes your life run smoothly, getting you wherever you want to be. There are very few areas in life in which you can succeed in the long run without this crucial skill. Obviously, there are also other factors influencing the quality of your career (knowledge, huge network of contacts, experience, professional approach, proper education), relationships (soft skills, self-confidence, emotional intelligence) and other areas. It’s quite clear that all of your investments in the quality of communication, in improving its standards, learning new abilities or patterns and taking it to an entirely new level, lead directly to improvement in your self-confidence, soft skills, career, relationships and your entire life’s quality.


          Have you ever considered how many times you intuitively felt that maybe you lost something important or crucial, simply because you unwittingly said or did something which put somebody off? Maybe it was an unfortunate word, bad formulation, inappropriate joke, forgotten name, huge misinterpretation, an awkward conversation or a strange tone of your voice? Maybe you assumed that you knew exactly what a particular concept meant for another person and you stopped asking questions? Maybe you asked so many questions, you practically started an interrogation? Maybe you could not listen carefully or could not stay silent for a moment?


          How many times have you wanted to achieve something, negotiate better terms or ask for a promotion and failed miserably? It’s time to put that to an end with the help of this book.


          Personally, I have had some serious trouble with accurate and effective communication during my lifetime, particularly back in my childhood, teenage and early college years. On the one hand, people usually liked me; I had a bunch of good friends and was rather a social kind of a kid. On the other hand, I can’t even count how many times I flunked really important exams in my life because of the inability to send precise messages, to listen carefully, perceive what others were telling me without judgements or adjust what I wanted to say so my colleagues could understand what I really meant. Too many times I would lose my chances for a second date with girls I liked because I never knew when to shut up, stop “being funny and cool,” and just start listening instead. I unwittingly offended some very stringent teachers or professors a few times because I could not see the world or a given problem from their perspective (which, obviously, resulted in VERY hard times for me, both on lessons and on exam sessions). I did not know how to deal with my parents and family during arguments and conflicts, how to maintain business contacts and, what the heck, I even got fired twice because of my lame communication skills and lack of intuition in conversations. At a certain point, I almost hit rock bottom. I lost my job, my health was bad, I ended my long-term relationship, depleted my bank accounts to make a few very bad investments and got in a really deep mess. That’s when I promised myself I would learn from my mistakes, gather myself together and rebound.


          I kept my promise. My self-development journey started. It exploded and I never stopped my quest of self-betterment. I started reading TONS of books and watching LOADS of DVD’s about many different subjects, which I decided to master in a few years’ time. Sales, startups, soft-skills, meditation, emotional intelligence, eastern philosophy, NLP … verbal communication was one of those crucial topics. In this book, I will share with you all the most important things I learned during my journey, so you don’t have to commit the same errors and make the same costly mistakes. I learned it the hard way, so you don’t have to!


          Verbal communication is the most basic kind of communication among people. It has two forms: oral and written. Effectiveness of the former, on which I’m focusing in this book (although not exclusively, you will also have a chance to learn about non-verbal communication), is primarily influenced by fluency of speech and skillset of a sender, accentuation of particular parts of a message, confirmation from a receiver and paraphrasing of the received information in order to make sure that the real intent was understood correctly.


          When talking about verbal communication skills, I mean certain competencies which include knowledge, abilities and attitude. On top of that there’s experience, which makes applying effective communication patterns possible.


          To explain it simply, only by applying knowledge and practicing certain abilities by having the right attitude is it possible to improve quality of your communication skills.


          Quality is infinite as an indicator. This simply means that if you keep working on the improvement of your communication competences, you will be constantly strengthening the quality of your career, relationships, social skills and your entire life, ad infinitum. There are hardly any limits, in terms of what you can learn and how much you can improve your social interactions.


          There’s only one condition. Every single day, you need to ask yourself this question:


          What can I do even better, more efficiently, differently and more effectively?


          It will make you think about the effectiveness of both strong and weak sides of your communication, each and every day. During this process, you have to be both honest and forbearing with yourself, particularly when dealing with some deficiencies you are aware of. If you decide to deceive yourself, then you’re just wasting your time. On the other hand, you need to stop beating yourself up. It will just block your mind and lead you astray. You need to be aware of one thing in particular: we, as human beings, are often the strictest and harshest critics of ourselves, so if you are stuck on thinking, “What did I do wrong?”, you will surely open the Pandora’s Box in your own mind. Whenever you ask yourself a question formed this way, you are holding yourself back instead of developing and stimulating your mindset. So, again, the question you need to constantly ask yourself isn’t, “What did I do wrong?” It is, “What can I do even better, more simply, differently and more effectively to improve my communication with other people?”


          It is extremely important for you to constantly analyze your communication style and pay attention to communication patterns you use. You need to become aware of these things and find motivation to work on your personal development, improving the quality of your life.


          The first steps of this journey are: awareness (knowledge of your strong and weak points—what to improve, what not to do and what to show) and motivation. The bad news is only you can work these two things out for yourself. Nobody else can do it for you. The good thing, however, is whether you want it or not, everything you read in this book applies to your everyday life. The power to change it for the better lies in your hands.


          So, if you decide to take up the challenge and invest your time and energy in developing your communication skills, then you have just taken your first step to an entirely new quality of life. Stay persistent and you will be amazed at how fast and easily you can achieve things which just a while ago seemed far out of reach. Before we begin, let me expand a little bit on verbal communication (understood as what we say + when, why and how we say it) vs. body language and non-verbal communication.


          


          Verbal vs. Non-Verbal Communication – A Little Debunking


          Most participants of interpersonal communication skills, negotiations or influence trainings have probably heard at some point that the way of speaking is responsible for 38% of overall communication, spoken content (what we talk about) is 7% and body language is 55%. Maybe you have also seen it on TV or read about it on the internet. In 1967, Albert Mehrabian published the results of two surveys. Based on these results, he came up with the proportions between elements of communication as described above.


          What most people don’t know is that the results of the survey made by Mehrabian and his team1 were generalized and simplified. For their experiment, they chose a group of people for the purpose of making two comparisons of various aspects of communication: the influence of tone of voice on the verbal message and the relationship between facial expressions and way of speaking. These proportions came from the compilation of results of both comparisons (which is one of the subjects of criticism). Other critics also point to the fact that the group consisted only of women, there was fragmentary focus only on relations between words and facial expressions, and so on. Mehrabian’s survey concerned the relationship between verbal and non-verbal communication while expressing opinions, showing feelings and attitudes, where the goal was to check how each of these elements influences a positive reception of a speaker (seeing a speaker as a friendly vs. unfriendly person). In summary, the scheme tells us that the total proportions of the “sympathy factor” = 7% content + 38% verbal message (soft skills, use of language, rate of speaking, etc.) + 55% body language. All literal apprehensions of this graph can easily be seen as over interpretations. You can come across many allegations that 7% for content is definitely too little. This is not the main message of this survey, though. If the proportions themselves are not really accurate and important, then what is the essence of this experiment? It pointed to the fact that effective communication consists of two inseparable elements of communication: verbal and non-verbal.


          The “7%-38%-55%” rule can be seen as the metaphor of effective and efficient communication, which MUST contain the core of both verbal and non-verbal components, connected in a smart and congruent way. Lack or inaccuracy of both verbal and non-verbal messages will essentially limit the effectiveness of communication and proper reception of the transmitted message. Non-verbal messages influence understanding and reception of verbal messages in a very crucial way. The proportions defined in this experiment are not permanent—they can change along with the context of communication, for example: a conversation between two people while in a business meeting, casual chatter between two friends, telephone conversations and so on. They are based on the study of facial expressions versus the whole spectrum of non-verbal communication (postures, gestures, change of skin tones under influence of emotions, outward appearance and so on).


          Non-verbal messages complement verbal messages, being non-specific. Non-verbal communication is imprecise, whereas verbal communication is precise, so only both of these aspects used together properly will decide the overall quality of communication. Effective communication is a verbal communication supported by congruent non-verbal messages (tone of voice, facial expression, posture, gestures, etc.). The congruence between these two elements is what makes communication truly effective.


          Now that we’ve covered all this, let’s start learning how to change your life for the better!

        


        
          


          
            1. Mehrabian, Albert; Wiener, Morton (1967). Decoding of Inconsistent Communications. Journal of Personality and Social Psychology 6 (1): 109–114 Mehrabian, Albert; Ferris, Susan R. (1967). Inference of Attitudes from Non-verbal Communication in Two Channels. Journal of Consulting Psychology 31 (3): 248–252
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          Part I: The Right Attitude and a Little Bit About Emotions

        

      


      
        
          Communication does not only consist of techniques. Above all else, it is the way of thinking about and seeing the world around you. A change in attitude towards everything that surrounds us, rather than solely using certain techniques, is the source of the biggest changes in our life.


          Acceptance of this new attitude and seeing the world through entirely different filters can significantly change your behavior in many situations. Instead of reacting impulsively and emotionally, you will act more effectively and more constructively, always looking for solutions and mutual agreement. Get to know these assumptions thoroughly and think how they apply to your life. It is important to consider how your behavior will change after you accept a particular way of seeing the world.


           ***

          


          1. Everybody Has a Different Map of the World


          It does not matter what this world actually is. We each get to know it by our senses: eyes, ears, taste, touch, smell. Due to the constraints of our brain, we can process only a small part of all impulses our environment constantly sends us. Each bit of information is processed by different filters: culture, language, beliefs, values, experiences. Every human being has their own filters, which differ from person to person.


          That is the reason why every person sees reality individually. Everyone perceives the same situation differently and can interpret the same words divergently. We all live in our own, unique realities made by sensory impressions and individual experiences.


          What does such a view of the world give you? Firstly, you need to know that you can solve your problems by changing your own filters. You can change your beliefs, values and the way you see the world. It will make you change at a deep level. Secondly, getting to know a map of the world of another human being is the key to understanding them. When you truly realize and understand that everyone can see certain things totally differently than you do, it will be much easier for you to create healthy relationships. You will read more about maps and filters later in this book.


          


          2. There Are Positive Intentions Behind Every Human Behavior


          According to that concept, our every behavior is the result of good intentions. Even when we do something we are not proud of, we probably made that choice because it was the best choice for us at the given moment. It is extremely important to understand this concept if you want to change yourself and adapt new important behaviors. Remember that your old, unwanted behaviors were caused by the fact that your brain saw a positive intention in them for you. We are simply doing the best we can with the skillset we currently have. If anyone who has ever treated you poorly (your friend, co-worker, stranger, family member) could instead have treated you with respect and love, while receiving the same from you and having their needs met, they would do that. We all would, as that’s how we are programmed—to give and receive love, fulfilling our needs at the same time. When someone is not doing that and behaving in a way we don’t like, it’s not natural. They’re probably suffering and that’s what makes them hurt other people. The reason for that is they just don’t get it. They don’t have the skillset to cope with the situation, they don’t have the right tools or they don’t know how to use them. Very often, when you change your perspective, the things you look at literally change.


          It is also very useful in relationships with other people. Always try to guess the basis of other humans’ behavior. Think, “They are innocent and they did the best they could in their current situation.” Even if they aren’t innocent, it will give you a much better understanding of their intentions. It will open up the possibility of much better communication, while giving them the opportunity to respond kindly and in a more constructive way.


          


          3. It Is Impossible Not to Communicate


          Everything you represent is some form of communication. In the process of communication, the non-verbal message and your voice play very important roles. Both verbal and non-verbal messages are always sent to trigger some kind of a reaction from a receiver. The way in which a receiver reacts depends on the message you send and the way you send it. You are responsible for the understanding or misunderstanding of your words by a receiver. That is why you have to make sure the information you send is the same that the receiver gets.


          For me, familiarization with these basic assumptions was a great foundation for getting to know more about the art of effective communication. Moreover, it gives you a picture of what self-development is, as well as the art of communication. It is not necessarily a set of psychological techniques and tools, but a model of wise change for the better. Even now, I often come back to these assumptions and remind myself what is worth remembering.


          Communication with other people is one of the most precious abilities among our vast array of interpersonal skills. Unfortunately, as time goes by, some of these abilities, once learned, stop developing, stay on the same level or even diminish. There is, however, some good news—your ability to communicate can grow along with your life experience. That growth does not come easily though, especially for people who lack awareness of what to change, as well as an openness for eventual change.
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          How Do Our Mental Filters Operate?

        

      


      
        
          Every single piece of information that comes from our environment goes through mental filters we all have in our minds. The realization of their existence is the first step towards working on your approach and attitude. A change of your attitude and mindset is the most effective route to a positive revolution in your personal growth.


           ***

          


          How exactly does it work? All your senses are your first filter. They themselves already ignore certain parts of reality. When you are watching the world around you, you are limited by how the human brain is constructed. You do not perceive all the physical phenomena with the naked eye—you can’t see the gravity, sound waves, infrared light, UV waves, radio waves, Wi-Fi, microwaves, radiation, etc. You do not see reality as it truly is. What you see is only an interpretation, produced by your brain.


          You have probably had a chance to see this illustration at some point:


          
            [image: image-placeholder]
          


          Very famous picture. Duck or rabbit? Depending on who’s looking at the picture, both answers might be right. When I first saw it at the age of five, I could just see the duck. It all depends on the angle and distance at which you are looking at it, your expectations and mental filters by which your mind is operating at the moment.


          How about this photo? Who is that?


          
            [image: image-placeholder]
          


          Albert Einstein or Marilyn Monroe? Depending on the lighting, the distance from which you are looking, condition of your sight, your expectations and mental filters or how wide your eyelids are open, you can see both. Do you see where this is going? We can’t observe reality objectively.


          Honestly, your way of seeing the world might be very far from the truth. Maybe brains of other species see a more exact reflection of reality? Perhaps a dog’s brain is closer to perceiving the true nature of the world, despite the fact it sees it totally differently than a human? We have absolutely no evidence that states it is our species that sees the world as it really is, although we have a lot of proof that we can’t see, hear, feel or sense even a tiny bit of what many animals can.


          The other filters are acquired during our daily life. These are experiences, which create your personality right from birth, in addition to values, indoctrinated into your mind for many years by your parents, friends, education system and the rest of society.


          There are your ambitions and expectations, and most importantly, your beliefs about the world. They create the way in which you see the world, your own life, opportunities and relationships with other people. If you believe that the world is a cruel and insidious place, you will behave like that is the absolute and only truth. It will give you a lot of unpleasant emotions and experiences. If your belief is that the world is a wonderful and beautiful place full of helpful people, your thoughts, emotions, self-talk, relationships and entire life will be totally different.


           ***

          


          Every Belief Is a Source of Specific Behaviors


          


          Let’s assume for a moment that you believe every human is a liar who only wants to take advantage of you. Having such a belief, imagine how would you behave in a new company with new co-workers around you or trying to negotiate a new business deal?


          Let’s now change a filter and say that you truly believe that people love to make new friends and that everyone has something special in themselves. How will your behavior look then? How different will it be if you change only one of your beliefs so dramatically?


          If you want to make a change in how your sensory filters operate, you can only do it by taking stimulants. By intoxicating your brain, you make it perceive reality very differently. You’ve probably had a chance to notice that after drinking too many beers, the world appears to be quite different (until the painful morning!).


          The most important thing is you can easily change how the “second group” of your filters (mental filters) operate. You can change your way of referring to your past experiences. You can change your expectations towards the future. You can change your beliefs about the world that surrounds you and about other people. You can even change your deeply rooted values and your personal statement.


          These adjustments cause the biggest and the most profound changes in your emotions, habits and communicational behaviors. They allow you to reach deep down into your consciousness and truly transform yourself. Instead of changing particular behaviors, you can start by changing your beliefs. A lot of people in this world (maybe even the majority) hold onto beliefs that not only don’t help them, but simply hurt them and hold them back from real happiness and fulfillment.


          A different way of seeing the world means a completely different life. Remember that you always have a pair of “mental glasses” on your nose. These glasses can be black and a source of unhappiness, but they can also be colorful, which will make your life much more passionate and much easier.
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          A Map Is Not Actual Terrain

        

      


      
        
          As you already know from the first few sections of this book, every human has their own map of reality, which is not actual reality. An understanding of this concept will provide you with endless possibilities of development. You will start seeing the world and your relationships with other people very differently, more in depth and in accordance with reality.


          What is a map of reality? It is nothing more than a mental reflection of the world that surrounds us. As I mentioned before, you do not see the world how it is, but as you perceive it through a set of filters: experiences, senses, beliefs and values. All of these create your unique, subjective map of reality.


          Our mind is forced to select crucial information from a great number of stimuli and every human has a particular algorithm, according to which the most important information is selected. Hence, the reason why it’s impossible to perceive the objective world. What you see is the reality that has already been filtered—all stimuli from the outer world is carefully preselected.
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          When you accept and understand it, you notice that every human being has a different map of the world. Eventually you’ll come to the realization that every person on this planet has different life experiences, different beliefs, different values and expectations. Interpretation of the same information may be completely different when made by different people. There is no one objective truth. 


          


          Everyone is right according to their own map of the world


          Let me give you a few examples which will allow you to better grasp that concept. For starters, let's take Japanese manga comics. What does this type of comic book mean to you? What does that word mean to you? For a manga enthusiast, the word “comics” probably has very emotional meaning, which automatically brings a smile to their face. It may even be one of the most important words in their lives! For someone else, the term "comic book" may mean a bundle of paper worth close to nothing. Both individuals have different maps of the world and for that second person, it may be really difficult to understand the otaku’s map of reality. They could argue for hours whether manga comics are cool and interesting or maybe lame and boring, but what sense does it make? Someone might be willing to pay exorbitant amounts of money for a single quirky painting, an old car which barely works, a postage stamp, a book so old you can’t even read it anymore or anything else. Someone else might be wondering for weeks what’s so special about an old copper fork from the 17th century when you can buy a new one for pennies. Who’s right? Both of them. They just have different mental filters.


          Here’s another example. Has one of your colleagues ever heard something completely differently than the way you had intended in your mind? It’s happened to me many times and I could never understand why it was happening. It turns out that one simple message can have a completely different meaning for different people. In one person, the word "love" can cause dreaminess, in another it can cause pain and negative emotions. Therefore, you should always choose your messages carefully and take your colleague’s map of reality into serious consideration.


          Here’s another situation. Because of the thick fog, a return flight from France to the United States is cancelled. What is happening at the airport? Over a dozen people jump with joy because they have an extra day to spend in this beautiful country. Some people are completely neutral—for them, nothing bad happened, but on the other hand, they are not sure what to do and how their families will react. Another group of people is desperate; they have important business meetings in the USA a few hours later. Some other people will be infuriated, because for them it will be their second canceled flight in two weeks. Exactly the same event—different people, different maps, different reactions.


           


          Maps in Practice


          I think that you can already see what this is about. Here comes the question: how exactly can you use this? 


          First of all, you should come to the realization that the way you live and whether you think your life is good or not depends only on the kind of maps of reality you have. You see, most “happy people” are not happy just because only good things happen to them all the time. Just like some other people are frustrated all the time and not just because they constantly stumble over sad and painful things. It happens because these happy people, as well as those frustrated ones, filter their reality in a particular way. If you have a belief that the world is a bad and sad place, that is how you will feel all the time. You will limit your perception of reality only to the bad aspects of your life and you won’t be able to really notice all the good things that happen to you, simply because you can’t focus on everything at once. You will filter the good emotions out at your own demand.


          Having said that, let me tell you about one extremely important thing. There’s a gap in time between event and response. Between, for instance, someone saying something mean to you and you giving them a response. Do you want to know what really happens during that time? Do we stop and think about how should we answer? It depends; sometimes we don’t really think about our replies. Do we take time to think about what just happened? Maybe.


          But what ALWAYS happens is we stop and think who we are. Either consciously or subconsciously, it can happen in a fraction of a second. The way we react to this situation is simply a reflection of who we think we are. We tend to think that we say and do what we say and do to other people because they did something to us. But that is not true. It has nothing to do with what happened. What people do and say to us has nothing to do with us at all. Therefore, we need to remember that everything we say and do is a reflection of who we think we are and what we believe. What people say to you—it’s about them. When you say anything, it’s about you. It reflects who you are. It’s all about the way we are perceiving the events, the reality.


          There were times in my life when whenever someone was mean to me (saying, for instance, that I’m too skinny, too pale, too short, untalented or that I will never amount to anything), I would react neurotically and either aggressively or passively (blaming myself for not fitting into other people’s vision of me). After I started working on myself, my self-confidence and my list of achievements got bigger and I attained totally different and new self-perception. Now, whenever someone is mean to me, I mostly don’t give a crap. Depending on the context and situation, when it’s possible to do so, I simply ignore it like someone would ignore a tiny, silent fruit fly on the other side of the room. Anything people say to you doesn’t have any meaning except for the meaning you give it. 


          I’ve read three different books about people who survived Nazi concentration camps and Soviet gulags during World War II. Despite the fact they were treated inhumanly, cruelly and their torturers attempted to smother their will to live at every moment possible, what all of these people had in common is they did not respond as these things were happening to them. They responded in a completely different way, reflecting their belief of who they really were. At the end of one of these books, there was a touching and eye-opening quotation from an extermination camp survivor’s secret diary, later found by American soldiers. It was a twenty years young Polish girl who wrote,


          “It’s my eighty-sixth day at the camp. I lost probably about 20 kilograms, I can see my every single bone and there are bruises on every centimeter of my body, but I’m still alive, which makes me really grateful. I also shared my bowl of grass soup with a starving little Jewish child, and the Nazis didn’t notice. Today I was looking at Nazi soldiers. Poor people, they are watching us from behind these metal bars. If I’m behind the bars, so they are. We can’t leave this place, and so they can’t until their vain mission is accomplished. Locked in this prison of foolish human pride and self-conceit, and they think we are the only ones trapped in here.”


          All of these people (Polish girl, Russian soldier and Dutch-Jewish professor) in all three books did exactly the same thing to make their wall against the hell. They disconnected what happened to them with how they interpreted this situation. That’s why the biblical story of Jesus Christ, no matter what your religion is or isn’t, is so powerful to so many people. As the Bible says, Jesus was whipped, humiliated, spat on, kicked, made to carry his heavy cross and then crucified, but he never reacted as if that was happening to him—he acted according to whom he believed he was—God’s son. It doesn’t matter if you’re a religious person or an atheist, you ought to see the everlasting wisdom beneath these stories and apply them into your daily life.


          This change of beliefs or way of seeing your experiences will allow you to filter reality completely differently. The assumption that a map is not actual terrain is extremely helpful in social interactions and building relationships with people. Now, before you judge someone's behavior, you will remember that it comes from a different map of the reality that person has. If you want to create a strong relationship with another person, first get to know their map and then try to empathize with it. You will be able to understand their emotions, needs, behaviors and experiences at a much deeper level.


          This concept also shows you that proving you are right doesn’t usually make any sense. Occasionally in the past, I felt the need to argue with other people about who was right. I always tried to show them rational arguments and concrete proof and I could not stop wondering how someone could be so wrong about something. In reality, it was just like I had a map of New York and they had a map of Los Angeles and we would argue for hours whether the harbor was in the west or in the south of the map.


          Think about how much energy you lost in your life for such pointless arguments. Now, when you know that everyone has their own map of the world and sees reality differently, through individual prisms, it should be much easier to understand that very rarely is there such a thing as objective truth and being one hundred percent right about something. Everyone is right in their own model of reality and if you want to improve your communication skills, you have to really think about it. After all, you can say, “OK, on my map the harbor is in the west and on yours it’s in the north. It doesn’t matter as we have different maps. Let’s find the right map together so we can finally find the damn harbor!”


          Remember, there are as many maps of reality as people in the world. Make your map the most beneficial for yourself and respect other people’s maps, without forcing them to use yours. This is one of the most important concepts in family therapy, psychology of communication, Neuro-Linguistic Programming and many other different schools of psychology, sociology and social dynamics. I will tell you more about this particular concept and how to make practical use of it later in this book, in chapters called “Rapport, the Art of Excellent Communication,” “Metaprograms” and “Meta Model.”
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