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1Introduction


Welcome to the world of NLP, or neuro-linguistic programming. This book will introduce you to the main themes and ideas that constitute NLP. It will give you an outline knowledge and understanding of the key concepts, together with practical and thought-provoking exercises. NLP has its own language and organizing systems, which are fully explained with examples relating to work and personal issues. The theories and practice of NLP will help you discover what makes some people excel in all aspects of their lives, and will enable you to do the same.


The following lessons provide a dynamic collection of tools, techniques and strategies that can facilitate excellence in all aspects of your life. This book will help you communicate more effectively and develop your interactions by studying:




	the way you access and disseminate information through the language you use


	your perceptions and the values you hold.





NLP was developed to answer the following questions:




	How, specifically, do outstanding individuals consistently achieve the results that make them outstanding?


	What is it that makes the difference between somebody who is merely competent at any given skill and somebody who excels in it?





NLP is based on the idea that mind, body and language interact to create our individual perception of what happens around us and that these perceptions, and their accompanying behaviours, can be changed. Developers of NLP believe that happiness and success are the result of specific patterns of thinking that can be learned by anyone.


Neuro-linguistic programming is something you do already, only you may not know you are doing it. Through understanding what works for you and for others, you remove the element of chance and can, by design, create your own effective outcomes in any situation. The better we understand ourselves and others, the better we can change what is not working in our lives and increase what is.





2Lesson 1


What is NLP?


3NLP, or neuro-linguistic programming, is the study of how human beings make sense of their world. It is a powerful change management tool that transforms the way people think and act. This can have a beneficial impact on users, both professionally and personally.


NLP has been growing in popularity since the mid-1970s. It has many applications in the fields of communication, commerce, personal development and psychotherapy.


Although its early use was primarily in psychotherapy, it was soon clear that NLP had a part to play in the business and commercial worlds. It can be used to relieve stress, improve confidence and tackle problems that people have in their personal and professional lives.


NLP’s practical focus on finding what’s useful and converting that to action enables teams and individuals to achieve peak performance in areas as diverse as presentations, coaching, motivation, team building, sales and new product development.


In this lesson we will work through the following:




	How NLP developed and its basic features


	The ‘principles of excellence’


	The importance of identifying and establishing outcomes.





NLP: thinking, words and behaviour


The way you think affects the internal and external language you use and the concepts you hold. This, in turn, affects the way you behave. We can change our behaviour by changing our thinking and we can change our emotional state by changing our behaviour. It is a dynamic and synergistic process: the whole is greater than the sum of the parts. Any internal or external change to any of the components will have an impact on the whole.




4Neuro-linguistic programming provides a model that enhances understanding of:




	
Neuro – your thinking processes; the way you use your senses of sight, hearing, feeling, taste and smell to understand what is happening around you


	
Linguistic – your words; the way you use language and how it influences you and those around you. Do your words and the stories you tell put you down or build you up?


	
Programming – your behaviour patterns and emotions; how desired habits and attitudes become ingrained and the way you organize your ideas and actions.





NLP enables you to replace negative behaviours and habits with positive ones.





NLP is sometimes referred to as ‘software for the brain’. Just as a computer’s software defines the way it operates, so your internal programming affects your emotions and the way you behave. If you don’t like a particular piece of software, you can change it, in the computer or in yourself.


The history of NLP


NLP was developed by Richard Bandler and John Grinder in the early 1970s as they set out to identify the patterns used by outstanding therapists who achieved excellent results with clients. They discovered a number of processes which5 they fitted into an accessible model to enhance effective communication, personal change and personal development. They attempted to ‘get under the skin’ of Virginia Satir, Fritz Perls and Milton Erickson to understand both how they reached their levels of excellence and how to reproduce their skills. Bandler and Grinder wanted to be able to communicate and work with people as effectively as possible. They used their path to discovery as a way of showing others how to achieve success, too. They began to develop NLP by doing it.


Basic operating principles


One of the key drivers at the core of Bandler and Grinder’s work was to discover how people excel, especially when managing change. With this information, they devised processes to teach those methods to others.


Their studies indicated that certain basic operating principles, or presuppositions, needed to be in place to create ‘the difference that makes the difference’. At first these may seem untenable, even awkward; however, in time they facilitate positive change and can change the way you behave.


Take a few moments to imagine how you might approach situations if you accepted and worked within the ‘principles of excellence’ listed below. What would it be like if you presupposed these principles to be true? Be curious, and rather than dismissing ideas that don’t fit with yours, notice how these principles could strengthen your communications.




Basic principles of excellence




	We have all the resources we need.


	The meaning of any communication is the effect it has.


	There is no failure, only feedback.


	The map is not the territory: every person’s map is unique.









6We have all the resources we need


At various points in our life we have achieved success. The findings of NLP suggest that, if we recall the ways we did so, we can transfer these to any present-day challenges. Imagine reaching that longed-for senior position in your place of work. After the initial euphoria, you may wonder what you have let yourself in for. By remembering how you successfully managed changes in the past and re-accessing those resources, you can continue with confidence and anticipate fulfilment. Whether you need confidence, energy, strength or any other personal resource, be assured that you have used it somewhere in your past and can access it again.


The meaning of any communication is the effect it has




Case study


Colleagues were discussing a fractious decision-making meeting that had just ended. The final decision was made by voting after lengthy discussions to help four ‘undecideds’ cast their vote and press the ‘yes’ or ‘no’ button. ‘How did you eventually decide?’ Terry asked Sarah. ‘I listened to all the arguments and then imagined how they would work in my department.’ ‘No. How did you decide?’ A confused Sarah answered, speaking slowly: ‘I listened to all the arguments and then imagined how they would work in my department.’ As Terry was about to ask his question a third time, Ashra translated: ‘Which way did you cast your vote?’





What happens when you talk or write to someone and the reply you receive is completely unexpected in content? Sometimes, you will assume that they are being awkward or ignorant in not responding the way you want. As long as you put the onus on them to somehow achieve your interpretation of what is ‘right’, you cannot change things. However, once you understand your own part in the equation, you can consider doing something different to put across your intended message.



7There is no failure, only feedback


How do you react when, in your opinion, things go wrong? Are you a tryer who persists in doing the same thing over and over until, if ever, you get it right? Or do you think it over, and decide what you can do differently for a better result next time?


Think about a time in the past when you know you made a mistake. Imagine calling yourself a failure. What does that look or sound like? How do you feel? Now imagine the same situation and ask yourself ‘What could I have done differently to achieve what I wanted? What can I learn?’ What does that look or sound like? How do you feel? The notion of learning from feedback means that you are more likely to be flexible than rigid in your dealings with yourself and others.


Remember: if what you’re doing isn’t working, do something else. Thomas Edison, when called a failure after taking so long to invent the light bulb, responded: ‘Every wrong attempt discarded is another step forward.’


The map is not the territory: every person’s map is unique


My way of looking at things is unique to me, yours unique to you. If you had chosen to write this book, you may have read all the same research material and taken the same courses as me, yet the end result would have been very different. That is why there are so many reference books available on any given subject.


Think of the people with whom you are in contact at work: internally, colleagues, staff, senior managers; externally, customers and suppliers. How might their ‘maps’ differ from yours? If you are able to put all the different perceptions together, you will come much closer to a complete picture than if you each stay within the boundaries of your own view. If you accept this NLP principle, then you respect and rejoice in difference.


Choosing outcomes


Identifying and establishing outcomes is a central and first step in NLP. It’s easy to say what you don’t want. Focusing8 on an outcome you do want creates a much more engaging concept and gives you a clear indication of your commitment. If you don’t make the choice for yourself in any aspect of your life, then, by default, someone else will make it for you.


Creating well-formed outcomes


1 Positive


Every time you focus on what you can’t do or don’t want, you are creating a negative outcome and reminding yourself of what you want to avoid. How would you react if someone said to you: ‘Don’t look behind you!’? I know I would immediately turn my head. In order to avoid something, I have to think about it, and then react to it. A much more useful instruction would be: ‘Keep looking ahead.’




Case study


Divya, a manager in a busy customer-care office, agreed to reduce poor timekeeping in the office as part of her annual appraisal. This was a negative and restrictive outcome. When she decided to put a positive angle on it, she considered the question: ‘What do I really want to happen?’ She was then able to think about the real issue. Poor timekeeping meant the office was sometimes empty. An empty office led to the ‘hotline’ phone ringing continuously without being answered, meaning lost customers. What Divya wanted was to maintain existing customers and increase the number of new ones who joined the ‘hotline’ service. She was now able to think about changing conditions and creating flexible working patterns that would lead to at least one phone being operated all the time – a more creative and outward-looking outcome. She decided to introduce flexible rostering, particularly at ‘twilight’ and ‘sunset’ shifts.





2 Specific


Be specific in describing your positive outcome, and use as many questions as you can to check how specific you are. Moving from general to specific enables you to concentrate on answers and solutions.




9Divya asked herself the following:








	Where?

	In the red office.






	Who?

	I need at least one member of the team to be available for customer calls.






	When?

	From 0800 until 2200 hours.






	What?

	I will arrange a change of working hours.






	How?

	In individual and team discussions and meetings. We will review after the first three months.












3 Evidence


To enhance the energy and application of your outcome, it is useful to imagine as much sensory-based evidence as you can. This will increase your motivation, too. If you do not know when you have achieved your outcome, you could still be using up resources long after you have actually succeeded.




For Divya, this meant asking: what will I see, hear and feel, and how will others know this has been achieved?




	I’ll see at least one phone operator in the room at all times.


	I’ll hear only three rings before the phone is answered.


	I’ll feel confident and relaxed about covering the lines.


	They’ll be able to see the roster every week, they’ll hear words of encouragement from me and they’ll feel acknowledged in their needs.








4 Ownership


Whose outcome is it? Be aware of whether you are dependent on someone else for your success. If you are waiting for others to change, you risk becoming a passive spectator. Consider your own part in, and contribution to, the process.




Divya’s key contribution is to identify what she wants, initiate discussion and, having agreed the procedures, to put these into practice.






105 Fit


How does the outcome fit in with other aspects of your life and your overall plan? Are there other people or factors to take into account? If you were to achieve your outcome, how would you feel about it? The response to this last question will indicate how important the outcome is.




In terms of Divya’s ‘fit’, knowing that customers’ calls would be answered and that staff would be clearer about their responsibilities tied in with her being a constructive and collegiate manager. Other areas of the company would be positively affected by additional orders, and they would need to consider the additional administrative impact.





6 Resources


Sometimes, we forget that our resources are internal as well as external. A well-formed outcome will include consideration of both for initial achievement and then continued maintenance. If you accept that you have all the internal resources you need, the skill is to relate them specifically to your outcome. The acquisition of external resources may need greater planning. If you know what you need, you have a much better chance of designing the means of acquiring the requisite resources.




Divya remembered the time she was on the receiving end of changes at work. She had felt involved and valued when Toby took the time to ask for her ideas and suggestions. She knew she had used his example to create an atmosphere of trust in her team, and felt confident of her ability to listen to their views.
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