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Praise for NLP at Work






‘This book may help you to understand life more clearly’


Paul Smith, fashion designer


‘The definitive volume on the topic … an excellent introduction … a clear, thoughtful structure. The style of writing is realistic and practical and it is easy to become immersed in the book’


Personnel Today


‘A jargon–free approach, featuring exercises, examples and action tips to show how to use NLP techniques, to accelerate learning and enhance creativity, communication and influence’


People Management


‘Should be on the bookshelf of any NLP student’


Training Management


‘NLP at Work outlines NLP in a business setting. Understanding how your behaviour influences the responses of those you deal with can be the key to modifying attitudes and establishing rapport’


The Guardian


‘The clearest book on NLP that I have come across. It is easy to read, relevant and insightful’


Management Training


‘Recommended heartily for its good visual presentation, jargon–reduced descriptions and lots of fine examples of NLP at work in the workplace. It’s a great place to start’


NLP World
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Sue Knight was the first to use NLP to improve the quality of the business world and is a leading international consultant and speaker. She provides public courses for NLP certification, in-company leadership development and training, offers one-to-one performance coaching, and is a sought-after conference speaker. She works across the world, especially in Europe and India.
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To my beautiful grandchildren. Wishing you a world to be proud of.
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Preface to the Fourth Edition





I could never have imagined the journey that this book would take me on when I was first invited to write it 25 years ago. And so much has happened in that time. Who would have thought that in my seventies, when most people of my age have retired, I would be embarking on a fourth edition and exploring how I could capture all that is important today? It seems as if the world has shifted on its axis – there is so much turbulence, so much violence. As I write this, I am deeply saddened reading about the fires in the Amazon. We face a time of huge challenge if we are to be able leave a rich legacy for our children and grandchildren. I have sought to build communities of like-minded learners around the world; people who recognize that we are inextricably linked one with the other and that we are merely passengers on this remarkable planet that we are allowed to travel on for a moment in time. Change is inevitable. It is tempting to think that all should stay the same, and yet we live in a world of constant change. The question is – can we embrace those changes and respond in a way that ensures we remain whole and respectful of all that we have and all that we wish to preserve for future generations?


The book scouts out the territory for me in advance. It goes out to countries to which I have never been, and to ones I have been to or will shortly go to – countries such as India, France, Denmark, Sweden, Finland, Norway, Spain, Turkey, Madagascar, New Zealand, Australia, the United States, Greece, South Africa, the United Arab Emirates and, now imminently, Oman, Saudi Arabia and South Korea. The book’s success around the world has confirmed for me that NLP can bring people together and facilitate cross-cultural learning. It is indeed about ‘the difference that makes the difference’ and how we can learn from that difference rather than it being a source of fear, mistrust and hatred.


And my life is so very, very different. I live alone now, in France in a remarkable rural community where people support one another in every possible way (not only with the wonderful food that is shared between us all). My sons are adults, one living in the UK (having now left the Royal Marines where he was decorated and honoured for his service) with his wife and my amazing grandchildren, and the other in New Zealand where he is completing his studies on genetics and wildlife conservation and also learning to fly! I cycle still and refuse to acknowledge that age has any limitations. I recently cycled through Vietnam, Cambodia and Thailand with my younger son, and I will soon be cycling through Tamil Nadu in Southern India. And I have resurrected my love of cooking, and it has become a passion and a meditation. I believe that movement is key, so Feldenkrais (based on the work by Moshe Feldenkrais – Awareness through Movement) and yoga, especially when I am in India, are vital for my health. I mention Feldenkrais in parts of this book.


I feel that my learning with NLP helps me through all the challenges in life. And through my training sessions many people know me and what goes on in my life. Consequently, I have put an even more personal slant on this edition. I use my life examples as a source of learning on my programmes, so I am mirroring that in the examples I have chosen to use in this edition.


And there is a new chapter – Metamessages. This appeared in an earlier edition and when I took it out readers told me it was one of the most useful so here it is again in the current edition. As is so often the case, it is one of those areas that I draw on so frequently in my work that I was taking it for granted. I have revised and updated all the chapters, though some more than others. For example, Provocative Coaching (based on Provocative Therapy with Frank Farrelly) is a huge part of the way that I work now. I think that since Frank died in 2013 he has invaded me! I certainly aim to live out his legacy, and I have added a lot about his ideas in Chapter 23, Coaching with humour (Provocative Coaching). And maybe, just maybe, I will write a book exclusively on that one day soon.


Most of my work consists of the open training programmes plus quite a lot of online one-on-one coaching which I can conduct from any part of the world. I have moved into some significant charitable work with people in the townships in South Africa, with a homeless charity in the UK (one that seeks not just to put a roof over people’s heads but to coach them back to a self-supporting life), and with women who are finding their voice in the world (so many of the ones I interact with are in India). I will support them till I die. In Mumbai I take my delegates to visit the slums in Dharavi and for everyone that is an eye opener, not usually in the way they expect. I have many delegates who work with children and teachers and parents. This is the future (assuming we have the time on this earth for this to evolve). This book is my background material, and the result is that most of my delegates come to me understanding my take on NLP and the way that I teach it. I recognize, too, that many NLP trainers use it as their course material and recommend it to their clients. I am so grateful for that.


It is like taking a step back in time to write a new edition, and I am confronted with what is happening in the world and our move towards technology in the form of artificial intelligence, the use of social media to influence huge swathes of the population, the rise of extremism in politics, and the seemingly prevalent trait for many politicians to view the world myopically. It seems that people like Greta Thunberg (the young Swede campaigning for the environment) are beginning to take things into their own hands. And I am so glad for that. If nothing else, the troubles in the world are waking us all up to the responsibility we have to act. And that is the essence of NLP – to act and to learn.


What I want for you with this book is a sense of the possible where previously there was none, a feeling of wonder and mystery and the logically inexplicable, and that there is always more to learn. If you finish the book with more questions than answers, if you find yourself seeking and discovering outstanding talent in the most unexpected of places, if you attract people and opportunities significantly more than before, if you find a way of moving the world in the direction of good and unity, if you find that you are increasingly appreciating being in the ‘now’ and if you are inspired to know and experience more, then I will feel it will have been a job well done.


And if you learn as much as I have in this magical realm and if your life becomes as rich as mine as a result, I think that you will feel truly blessed. I hope this book inspires you to work towards a great world filled with love and fun and learning.


Sue Knight


August 2019


Details of all my work are on my website: www.sueknight.com You can contact me at any time.












1   What is NLP?






Your beliefs become your thoughts; your thoughts become your words; your words become your habits; your habits become your values; your values become your destiny.


Mahatma Gandhi


 


Neuro linguistic programming (NLP) is the study of the structure of subjective experience. The study of excellence is a subset of that. I avoided using that full and original definition in previous editions for fear that, as the first line of Chapter 1, it might put people off, as it nearly did when I heard it on my very first NLP training! It is, however, very important because it embraces all our experience ‘good and bad’. So, for example, in the context of coaching we can study and discover how people do sabotage themselves and create a pattern of problems. However, the overall search is for the unique excellence that exists within each of us.


With NLP we discover our unique excellence



Everybody is a genius. But if you judge a fish by its ability to climb a tree it will live its whole life believing it is stupid.


Albert Einstein


NLP is an attitude of learning, curiosity and respect for unique ways of being in the world. At the heart there is no good or bad in our ways of being – there is structure. And when we find that structure we have the choice to enrich the way we are, to change the way we are or to stay much the same. These words are so easy to write and yet so, so challenging to really live out. This is what this learning is all about – the ‘how’ to do just that.


Over the years NLP has uncovered an increasing number of tools and techniques for discovering what works. In particular, it is a means of finding the essence of that excellence – the difference that makes the difference – and doing so in such a way that it can be coded and reproduced. We can have excellence at our fingertips, available whenever we choose. As a result, we can coach ourselves and others to consistently achieve the results that we want for ourselves, our business and our life.


NLP is a means of finding the essence of excellence




What is neuro linguistic programming?


Neuro linguistic programming (NLP) is a process of studying (modelling) the conscious and unconscious patterns that are unique to each of us in such a way that we are continuously moving towards a higher potential. NLP is not a thing – it is the study of what works, especially of what works well. What is there not to like about that?


We learn habits – some good, some bad




	
•  Neuro refers to our brain and our physiology. We learn habits, some of which we need to get by in life: how to walk and talk, how to breathe, how to drive, how to ride a bike, how to eat, how to laugh and cry, and how to feel the way that we do. Most of our habits are stored in our unconscious mind and our muscles. Some will be for the better and some will be for the worse. By increasing our awareness of the patterns in our thinking and movement, we can learn how we are influencing the results we are getting in work and in life more generally. The key to finding personal and business success comes from within ourselves; learning about how we think and act enables us to find the answers we need. And sometimes the key lies in learning to let go of thinking and in learning to move in the way we were designed and just being.



	
•  Linguistic refers to the language that we use to communicate with ourselves and others. We typically think of our verbal language, but we also have our non-verbal language, which is a ‘language’ of its own communicating important messages. Our language is an expression of our life. What we can say is what we can think and what we can do. Learning to understand and master the structure of our language is essential in a world where communication in all its various forms is the lifeblood of our personal and business welfare.



	
•  Programming is the way in which we put these patterns of thinking, language and behaviour together to get the results that we do – good and bad. We run our lives by strategies, in a similar way that a computer uses a program to achieve a specific result. By understanding those strategies we give ourselves choice: choice to do more of the same or choice to enhance our potential and our individual excellence. In essence, NLP is the study of our thinking, behaviour and language patterns to help us build sets of strategies for everything we do – for making decisions, building relationships, starting up a business, coaching a team of people, inspiring and motivating others, creating balance in our lives, negotiating our way through the day and, above all, learning how to learn. The good news is that we can learn how to refine our existing strategies as well as discovering new ones and even discarding those that are redundant. The bad news is that, for the most part, the critical pieces of these strategies are outside our conscious awareness. We do not know what we do or how we do it.






We run our lives by strategies


One of the definitions of NLP I relate to the most was written by one of the founders of NLP: ‘NLP is an attitude and a methodology that leaves behind a trail of techniques … It’s an attitude that has to do with curiosity, with wanting to know about things, wanting to be able to influence things, and wanting to be able to influence them in a way that’s worthwhile.’ With NLP, we can unpack not only the conscious elements but especially the unconscious ones, so that we can learn how we do what we do. This allows us to do what we really want and achieve what we deserve.


I have long relied on the advice given by Merlin in The Once and Future King by T.H. White: that if you are ever sad or low (and even if you are not), the best thing you can do is learn something new. I have learned French and Malayalam, how to climb hills on my bike, how to cook the food of different countries, creative writing and the Feldenkrais method. I have learnt to let go, to commit, to forgive and to be happy alone. And at a crossroads in my life, I started to learn NLP and continue to learn NLP. And there is always more to discover.







The relevance of NLP


NLP will continue to increase in relevance as we embrace new cultures, break new ground, challenge traditional ways of doing things and embrace those traditions where appropriate.


NLP will always be relevant as it is the study of what works!


We need to learn how to use new technology in ways that are creative and different. If you do what you always did, you get what you always got. And it is the combination of ‘thinking about thinking’ and technology that sets the new breed of leaders and independent business owners apart from the rest. There is nothing else in the world of human development and learning as powerful as NLP. Emotional intelligence, spiritual intelligence, mindfulness and various other concepts are derivatives of the NLP process.
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NLP enables us to go beyond the details - to create working models that provide the formulae for success in every context in which we operate. Modelling what works for ourselves and others enables us to find the most efficient strategies to do this. It is the key to success and if you read the feedback and the reviews of models on my website www.sueknight.com, you will see this success over and over again.
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We live in a world of unprecedented change. We are immersed in unpredictability and complexity. The more we discover, the more there is to discover. Every question reveals yet more questions. We need skills and attitudes to help us learn how to make sense of this chaos. When everything around us may seem to challenge who we are, we need to know how to find certainty within ourselves about what we want and what we believe. We need to take care of ourselves and stand alone in our self-assurance and empathy for others, yet we sometimes need to be able to show others our vulnerability and ask for help. We need to know how to pick ourselves up when we are down, to learn from uncertainty and disappointment, to shape our direction and even to be prepared to lose everything.


We need the capacity to move more quickly than ever before and at the same time to stand still and drink in the richness of the moment. We need to know how to communicate with people of vastly different cultures and, more than anything, how to communicate with ourselves. We need to understand others’ perceptions even if they are poles apart from ours; and we need to listen to the wisdom of our own bodies.


We need to know how to laugh, to let go, to learn, to grow, to mourn, and to move on. We need humility and graciousness and the strength to absorb our own and others’ inconsistencies. We need the resilience to remain in situations that cause us pain and to be able to find the joy in everything and everyone. We need to know how to act in the face of evil. We need to be able to distinguish the good from the bad. We need to know how to find the excellence that is within us all and to celebrate it with every part of our heart and soul. We need to forgive others, but first we must forgive ourselves. We need to know how to forget, and we need to allow ourselves and others to be who they truly are. We need to learn as we have never learned before. And, above all, we need to love.


Above all, we need to love



Love is the only force capable of turning an enemy into a friend.


Martin Luther King


How can we achieve all this? In some ways the answer is a paradox. Far from embarking on courses of accelerated learning and speed reading to be able to learn faster, we need to look within ourselves and find our unique resources. In this way we can develop our own formulae for success. We need to know how to learn from every situation, every person and every intuition.


There is so much to learn in both technology and personal development that it is impossible for anyone to learn everything. It is our ability to manage our thinking, our conflicts and our experience that will ultimately make the difference between those who will lead the way into an exciting, creative and cooperative future, and those who will rapidly fall by the wayside as they attempt to follow. This is what we can learn with NLP.







What can you gain from this book?


Success comes from within. Our success depends on our ability to be excellent in everything we think, say and do. NLP provides us with a way to achieve this excellence.


By mastering the concepts in this book and making them your own, you will discover the essence of your own and others’ excellence. You will achieve more of what you really want and become more of who you truly are.


Excellence is context specific


Excellence is context specific. Many business models fail because they assume that what works in one environment will work in another, yet what makes a leading entrepreneur in one environment may be quite different from what constitutes success in another. NLP is a means of coding experience and enhancing it so that you can establish what really works for you in your environment and with your skills.


More specifically, NLP can support you in learning how to:




	
•  discover the structure of your excellence so that you can tap into that in whatever context you choose



	
•  learn how to bring out that excellence in others



	
•  accelerate your ability to learn so that you can not only manage change but initiate and embrace it, enabling you to excel in your particular specialism and field of work



	
•  learn how to laugh at situations with others in ways that create healing and learning.



	
•  discover how you relate to and use time, and make choices that will enable you to experience time as you want



	
•  learn how to listen with respect and naivety in a way that allows you to truly learn about others and their needs and wants



	
•  continually develop new ways of thinking that support you whatever the changes in the external world



	
•  let go of old, traditional patterns and habits that constrict your growth and release hidden talents that are appropriate today



	
•  embrace feedback in a way that enables you to develop new ideas and products with the involvement of all your customers, colleagues and friends



	
•  set compelling outcomes for yourself, ones that by their very nature take on a momentum of their own and maximize the chances that you will achieve what you want, both personally and for your business



	
•  develop formulae for yourself to enable you to respond to, and more importantly take a lead in, this rapidly evolving world so that you combine the best of new thinking with awareness of yourself and others



	
•  build high-quality relationships with significant people in all contexts of your life



	
•  heighten your awareness of yourself and others, so that you are sensitive to the subtle shifts in behaviour and attitude that provide feedback on the effects of the way you communicate



	
•  develop your flexibility so that you have more choices and consequently more influence over the situations in your life



	
•  improve your ability to generate commitment, cooperation and enthusiasm in the people around you



	
•  manage your thoughts and feelings so that you are in control of your emotions and your destiny.



	
•  develop your ability to tap into your unconscious mind and draw on its superior power and potential



	
•  accept and love whatever you have, and in so doing love yourself and others in a way that transforms your business and your life.






You will find your own applications and your own formulae for success – that is the real joy and power of NLP. In business especially, NLP is the difference that makes the difference in personal and business coherence, communication, strategic thinking, e-business, motivation, influence, negotiation, leadership, entrepreneurship, self-development … the list is endless.


Overall, the purpose of learning NLP is to generate further learning and to be the best you can be. If you want readymade answers, NLP is not for you.







How does NLP work?


NLP pays very little attention to what people say they do, as that usually bears very little or no resemblance to what they actually do. You might think that by asking exemplars how they succeed you would get precise answers. You would be wrong! The key to success is often unknown at the conscious level. Being able to access the previously unknown pieces is sometimes referred to as the ‘magic’ of NLP. It is not magic, merely an awareness of what really makes the difference that is so often missing in more traditional models and techniques. Using the tools of NLP you can elicit these unknown pieces so that you can ‘code’ talent.


There will be things you do that you do not (yet) understand. Do you know, for example:




	
•  How it is that in some situations you have moments of brilliance yet you can’t reproduce them whenever you want?



	
•  How it is that sometimes you bring out the best in others yet at others seem only to trigger the worst?



	
•  What you do that is different in those relationships where you have exquisite rapport, where you know what the other person is going to say before they say it?



	
•  How you control your feelings in some situations when in others you lose control?



	
•  In those situations where you feel especially confident, how you generate that inner feeling of calm and certainty even when everything is stacked against you?



	
•  How you attract people who want to be around you in work and life?



	
•  How it is that some of your remote communications achieve as much if not more than face-to-face conversations?



	
•  What it is about the way you use technology at those times that influences people to want to do business with you?



	
•  How it is that sometimes everything you do seems just right, you feel at one with yourself and you achieve new personal bests?



	
•  What happens at those times when you are able to shift gear to a more successful way of being so that you achieve more than you previously dreamed was possible?






When you know the answers to these questions and others like them, you begin to have more choice over the way you think, feel and behave. You have more influence over the way you respond to your unique calling in the world.
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William James is usually considered the father of American psychology. He was once invited to deliver a series of lectures at Harvard on a topic of his choosing. These lectures were presented on the green and were special in that they were open to the public. After some deliberation, he chose boldly and the title for his first presentation was ‘Can One Prove the Existence of God?’, a topic sure to raise eyebrows in the early part of [the twentieth] century in New England.


Thus, it was with some trepidation that he watched the audience file into the lecture hall and, sure enough, at the very last moment, a little old lady rushed down the center aisle and deposited herself front row center. Professor James presented his topic with his usual wit and charm. He noted as he worked his way through his lecture that the little old lady was very attentive and seemed to be enjoying herself – he did mark the fact that she seemed to laugh when no one else did. Nevertheless, all seemed quite in order.


At the end of the presentation, which was very well received, the inevitable queue formed. And, of course, at the end of the queue was the little old lady. When her turn came, she looked up brightly at James and said: ‘Dr. James, I very much enjoyed your lecture. But I do still have one question.’


‘Please, Madam, ask your question!’ returned William James courteously.


‘Well, Dr. James,’ she replied with a glint in her eye. If there’s no God, what keeps the earth from falling down?’


James quickly reviewed his options … he considered such explanatory notions as centripetal force, gravitational systems … but wisely chose to respond in such a way as to learn something from this woman. Turning his attention back to her, he said, ‘Madam, I would be happy to answer your question, but tell me what it is that you believe that keeps the earth from falling down?’


‘Why that’s very simple, Dr. James, the earth is resting on the back of a gigantic turtle!’


James mused to himself over her extraordinary response for a moment and then with a hint of triumph in his voice asked the obvious question. ‘Then pray tell me, Madam, what keeps this gigantic turtle from falling down?’


‘No, no, no Dr. James!’ replied the little old lady. ‘You can’t get me there … it’s turtles all the way down!’


Taken with permission from the Preface to Turtles All the Way Down by John Grinder and Judith DeLozier.
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| Part I


The Elements of NLP












NLP brings together many techniques that have been around for years and combines them with discoveries that are new. It is both the study of masters of change, some of whom are no longer alive, and a recognition of the talents that exist within each person today. NLP is a journey of discovery. It is always relevant because it is a study of what works whatever the context.


NLP didn’t evolve in a neat chronological sequence; it exploded into the world of therapy and then did the same in the world of business. And it continues to grow in part because it is an evolving subject. The form that is common to all living systems is that they make themselves. They are produced by particular elements and in turn produce other elements. Take a compost heap, the beauty of which is that it exists to support the production of the very things that make it work. We put biodegradable material on the compost and that in turn is used to fertilize the production of more of that very same material – plants. This is how a living system works and this is how NLP works. It is used to ‘produce’ more of the elements that in turn feed the whole process of modelling.


NLP continues to grow
NLP produces the elements that in turn feed the modelling process


Rapport is a good example of this. When John Grinder and Richard Bandler first studied great exemplars in the world of hypnotherapy, they discovered that one of the things that made the difference was the quality of the rapport these therapists created with their clients. The knowledge they gained about building rapport was then used to enhance the process of modelling itself by enabling the modellers to build a trusting and respectful relationship with their clients, thereby increasing the speed and effectiveness of the whole modelling process.


When I wrote the first edition of this book, my publisher and I discussed in detail how I could structure the subject in a way that would enable the reader to quickly grasp the elements and begin to appreciate and experience the power of the whole. I experimented with many approaches before we decided to use the name ‘neuro linguistic programming’ as the basis for the structure. But that’s easier said than done!


The elements of NLP don’t fit perfectly into the categories of Neuro, Linguistic and Programming. Nevertheless, these headings act as useful umbrellas under which to introduce the subject. The feedback I have received over time is that readers have found this structure helpful, and so I have continued with it and expanded the content of each section.


I have chosen those pieces of the subject that I believe serve as a useful introduction and are most relevant to work and our rapidly evolving world. I have written both an easy introduction to NLP and source documents for those who want support for their coaching and training; indeed, this book contains the material that forms the basis of my own NLP training. In the last few years many NLP trainers have told me that they use the book as their reference material for courses and, with this in mind, I include steps for utilizing the skills discussed in all of the chapters.




Neuro


The first section is ‘Neuro’. Neuro is to do with the way we use our minds, our bodies and our senses to think and make sense of our experience. The more awareness we have of our thinking patterns, the more flexibility and therefore the more influence we have over our experience and our destiny.


NLP gives us the ‘how’


I start this section with Chapter 2, Thinking patterns. The discovery of the unique ways in which we think opened the doors to many of the models for change covered in the subsequent parts of the book. Many books encourage you to ‘think positively’, to ‘stay calm’, to ‘keep control’. NLP is much more than this, offering ‘how’ to achieve these results.


NLP is ‘thinking about thinking’, and this chapter in particular will help you expand your thinking power. NLP does this not by prescribing fixed techniques that work for some, but by enabling you to explore what it is that you do when you ‘think positively’, ‘stay calm’ and ‘keep control’. And it enables you to explore what you do when you ‘get stressed’, ‘wake anxious’, ‘feel demotivated’.


When you know what you do, you can do what. you want. (I repeat this line often in this book and with good reason!)


You have your own unique ways of accessing and using these kinds of resources, no matter how infrequently or how briefly you may have used them in the past. Once you understand the elements of your personal ‘program’, you can distil it down into the essence of all that is needed for it to work and run that program when you choose. This chapter will raise your awareness of how you do what you do, a stepping stone to personal mastery. Increasingly, you will find that leadership models and models for change talk about mental maps. With NLP you can discover the nature of your own mental map and how it influences everything you do.


You can learn how you do what you do


Also, in the Neuro section is Chapter 3, Filters on your world. The filters through which we experience the world govern our perception of situations and of people. By recognizing these filters, we can capture what it is that we and others are doing and thinking in achieving the results we do. And we can understand more about our ability to relate to the unique styles of others. For example, have you ever noticed how in meetings some people talk about what is different about ideas and proposals, whereas others search for what they like and how these ideas compare to other similar ones? And have you ever experienced people who are inspired by a vision of the future trying to get through to others who want to dwell on the problems? We need to learn how to accept all the differences and similarities that exist between us if we are ever to live in a unified world.


We need to learn how to accept differences and similarities to live in a unified world


Chapter 4, Thinking with your body, is a central part of NLP and still draws the greatest interest in those embarking on this study of human behaviour. This is an important chapter, as so many people have come across more traditional theories of body language where, as examples, scratching your nose means that you are lying and folding your arms means that you are being defensive. NLP offers a very different kind of understanding, one that is unique to the individual and respectful of the person. It does not put gestures into predetermined boxes, but enables us to develop the subtlety of calibrating our own body language and that of each person we meet, no matter what the context of the communication. In this chapter you will learn how to recognize different patterns in behaviour and consequently different patterns in thinking. In this way you can improve how you communicate with anyone in any situation.







Linguistic


Under the ‘Linguistic’ heading are chapters on enriched communication, metaphor, precision questions and hypnotic language, clean questions and a reintroduced topic – metamessages. This addition is significant. I realize that I am conscious of metamessages (the message behind the message) in so many aspects of my work and yet I omitted it in the Third Edition. Unconsciously we are always an example of something; the key questions are whether we are aware of the example we are giving to the world and whether that example is what we would choose it to be! Understanding this bigger message and how we can be the example we want is the subject of this chapter. The ability to walk the talk is in my experience very much the difference that makes the difference. So the chapter on metamessages is back! (Well, it never really went away but is back in the book.)


The ways of using language to facilitate change formed a large part of the early work of John Grinder and Richard Bandler, the founders of NLP. In business, language is one of the most readily available forms of influence. When you are aware of your language patterns you can use each of your senses to enrich your language and bring it alive. With precision questions you can learn how to generate quality information, the lifeblood of business. Precision questions are also undoubtedly one of the most powerful tools for challenging the constraints that we create for ourselves. Precision questions exist to reconnect us with our sensory experience and our truth.


The section of this book on language now covers the remarkable range of questions and premises on which we can work both with ourselves and others to discover the excellence that exists and to facilitate change. The questions are not reserved for the world of coaching and change. Learning language patterns and ways of responding to them will support you in achieving the results you want in the way you communicate, build relationships, lead, present, negotiate, manage conflict, show respect, learn and, of course, model … as well as much, much more.


In my initial quest to promote NLP in the world of business, I played down the role of hypnotic language. I wanted to concentrate on how we could make the unconscious conscious, rather than promoting the use of working with trance. I have since moved on. Business has also moved on, and I think that there is now a much greater understanding that hypnotism is more than a stage performance. My aim in this chapter is to help you realize just how much we are influenced by the hypnotic language that is around us every day, and how sometimes it is used to achieve ill-gotten gains. We are being subjected to hypnotic suggestions through the media, via people in power and often by people who are unskilfully using it without realizing what they are doing. Through this awareness we can learn to use this language to achieve the results that we want. Many of the techniques that are essential to business and our personal development rely on our willingness to draw on our unconscious mind, and hypnotic language is a way to work with that.







Programming


The Programming section of the book reflects the increasing importance and interest in this, the heart of NLP. The awareness of NLP has mushroomed since the Third Edition. Most people I speak to now have heard of it and have either had some exposure to it themselves or they know someone who has. I have more delegates for advanced levels of training than ever before. I have trained representatives of my work and the way that I do it in many countries – in India especially but also South Africa, Greece, Qatar, France and in the UK, of course. In the last year alone (at the time of writing in 2019) and in the coming year the places I have or will work in include Mumbai, Cherai, Cape Town, Johannesburg, Santorini, Athens, Muscat, Senegal, Auckland, Henley-on-Thames, Rotherham, Manchester and Ibiza. Most major companies have a significant population of NLP practitioners and master practitioners. The level at which I start my training is well beyond what I would have done some years ago. So, the realization that modelling is really what NLP is all about is increasingly reflected in my work and in the chapters on Modelling, Strategies for successful living, and the TOTE model.


The development of NLP internationally has grown exponentially. It has been and still is my aim to create and support communities of this learning and teaching around the world. Many of the people who train with me consistently are those who head up these communities. I have listed them at the end of this book.


I had feedback that many readers did not really get the significance of the TOTE model, included here in Chapter 12, so I rewrote it for the Third Edition and I now often get feedback that those who didn’t understand it before now do. It is too important for it not to be understood. It is at the heart of how we can live a healthy (in all senses of the word) life.


All of the elements of NLP can be used in different ways. As independent techniques they will enable you to improve the quality of your relationships and gain greater control and choice over the way you live your life and the results you achieve. Additionally, even though many of these elements were discovered through the process of coding excellence, they are now also used to enhance the quality of the coding process itself. For example, your awareness and understanding of the finer distinctions in language and behaviour will enable you to elicit and refine the difference that makes the difference in the models of excellence you choose to study.


There are many ways of teaching NLP. There was a time when I knew most of the NLP trainers running certification courses. There are now thousands, with a multitude of styles and emphases. What I have aimed to do in this book is accurately to reflect my own very personal style and my passion for the integrity and accessibility of NLP. I have been described as an NLP junkie, in that I don’t just write about NLP and teach it, I aim to live it – and by and large I do and it has served me very well. Many say I live the dream and I believe I do. I have included more of my own stories in this edition. I hope you find them interesting, amusing and, above all, a source of learning.















Neuro





 



My religion consists of a humble admiration of the illimitable superior spirit who reveals himself in the slight details we are able to perceive with our frail and feeble mind.


Albert Einstein


 


We cannot change other people; we can only change ourselves. Our environment is tempered by our mental models. There are some people who see only the good in others. They have no representation for bad. In their world, bad doesn’t exist.


Our thoughts leak out in everything we do, often in ways that are outside our conscious awareness. These thoughts send out signals to the world about what we want, what we believe and who we are. And the world responds to those signals. Consequently, the key to influencing the responses is to change the inner signals.


Learn to manage your mind


NLP offers us the opportunity to manage these inner representations and signals. In doing so, we begin to tap into the potential of the world’s most powerful computer – our mind. By learning how to manage our thoughts we can:




	
•  change our experience of situations and people


	
•  influence the reactions we get


	
•  hold memories in a way that supports the person we want to be


	
•  create the future we want


	
•  build the relationships we would really like


	
•  discover the thinking that releases our unique excellence.





That list is only for starters. We can learn to manage our mind in ways that work for us and help us lead the life we are meant to lead.


On my recent bike tour of Tamil Nadu in the south of India, our group of Lycra-clad cyclists travelled through some of the region’s most remote villages. I was reminded of the story of Magellan’s explorers sailing along the shores of Tierra del Fuego in Argentina: the Spanish galleons were dismissed by locals as an apparition because they could not make sense of the unfamiliar sight in front of them. Judging by the shocked looks on the faces of some of the villagers we passed, we seemed to inspire much the same response.












2   Thinking patterns






Our achievements of today are but the sum total of our thoughts of yesterday. We are today where the thoughts of yesterday have brought us and we will be tomorrow where the thoughts of today take us.


Blaise Pascal


 


The structure of our experience exists to a large degree in how we think. What we think influences how we act. So learning to identify how our thinking is shaping our actions enables us to unpack and understand how we are creating the life that we have – upsides and downsides.


And, in particular, learning to recognize how we think gives us the ability to reproduce not only others’ talents but our own. With the awareness that we can develop with NLP, we turn what might have seemed like ‘luck’ into choreographed success.


Learning how we think enables us to understand and relate to the many different cultures with which we come into contact. Most of the teams with whom I consult are multicultural, and even when team members originate from the same country and speak the same language, each person still has their own unique language and personal culture. We can learn to recognize, respect, accept and relate to these unique styles and in so doing navigate our way successfully through the diversities of the global network of which we are a part.


We can learn to relate to all cultures


By exploring the structure of how we think and how others think and act, we can begin to understand the subtleties of these different cultures. We can do this as we encounter them; we do not need to research for months in advance. The value of learning NLP is that we use it in real time.


We often only learn what is important by noticing others reactions. I have worked for over 14 years in India now, spending between two and three months there every time. I have friends who have educated me in so many aspects of Indian life and yet from time to time still I notice reactions that make me question what is happening. For example, as well as regular chairs we have large Indian floor cushions in my programmes. So many people are so used to sitting on the floor cross-legged that to expect them to sit on an upright chair is counter to their natural choice. These large cushions are at the front of the training room, and I saw several Indian delegates recoil when they saw one of the European delegates stand on one of the cushions. They said nothing. I asked them what had happened. They explained that those cushions were seats of learning and God is in the learning. This is similar to the Indian custom of never putting a book on the floor and certainly never putting one’s feet anywhere near it. To notice is to learn.


The connections we make and the way we represent memories, ideas and information are unique to each one of us. Everyone has their own way of thinking. When we understand the nature of our representations, we begin to influence our thinking, our emotions and consequently our experience. What we think is a representation of who we are.


What we think is a representation of who we are


We take in information through all the senses – sight, hearing, touch, taste and smell. We represent this information in our mind as a combination of sensory systems and inner feelings. These thinking patterns are a part of how we ‘code’ our experience. By learning to manage our thoughts, we learn how to create the life and career we want for ourselves. Life is literally what we make it.


Life is what we make it





Preferences in thinking patterns


Let’s explore some differences in thinking patterns. Think of ‘coffee’. What comes to mind?


A picture? Maybe you imagined coffee cups and a coffee maker?


Or maybe you heard the hiss of the coffee machine? Or the noise of the coffee being poured into the cup?


Then again, maybe it was more of a feeling? The feel of the coffee cup, perhaps? Or the feeling of relief you associate with your morning coffee break? Or the taste or aroma of the coffee?


Possibly it was a combination of some or all of these.


These different ways of thinking are:




	
•  Visual We think in pictures. We represent ideas, memory and imagination as mental images, for example a picture of a cup of coffee.


	
•  Auditory We think in sounds. These sounds could be voices or noises, for example the sound of a coffee machine.


	
•  Feelings We represent thoughts as feelings, either internal emotions or the thought of a physical touch. We can include taste and smell in this category of feelings, the taste of the coffee, for example, or the aroma.
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You will find that you have a preference for some systems over others, both in the way you think and in the way you communicate.


When we are relating to the world at large it helps if we appeal to all the senses. In this way we connect with all the preferences of our readers, our listeners, our viewers and our potential clients. At the time of writing there is a backlash against some e-business propositions, and yet there is also a boom in interest in ‘clicks and mortar’ businesses. These are established high-street businesses (the mortar) that have developed ways of attracting people to their premises through the web (mouse clicks). Given what we know about our need to appeal to all senses, this is not surprising. The combination of the technology with a physical outlet appeals to both our intellectual and our physical needs. So people are currently more likely to search for what they want on the web but follow through with a visit to a store where they can see, hold, touch and talk through the items they want to buy.


Is it any surprise that communication is one of the most widely spoken about problems in business? Consider the level of frustration so many people express with the meetings they attend. Even when an objective is agreed, it is likely that each person at the meeting will represent a successful conclusion in a different way. For example, outcomes could be expressed in the following ways:




	
•  Visual An image of all the agreed proposals written up on a whiteboard with names against each one.


	
•  Auditory People talking to each other at the close of the meeting, making comments such as: ‘That’s been really useful. I know exactly what my department has to do next.’


	
•  Feelings Thoughts about shaking hands with other people at the meeting and a satisfied, warm feeling.





The ability to offer choice has become a key differentiator in business


The ability to offer choice has become a key differentiator in business. We can choose the layout of our home page on the web, the colour of the displays. We can choose how we want our orders sent to us in the post. We can choose what extras we want to pay for when we book travel tickets. To do so we need to understand the way our customers think, even if they themselves do not consciously know (and they often don’t). This awareness of unconscious need is becoming much more important than the information that we gain from standard customer surveys. We don’t know what we don’t know! We need to be able to offer choices that our customers only realize are important to them as they experience the difference.


Our eye movements contain clues to how we think


A clue to the way we think is in how we move our eyes. For example, is there someone near you now who considers themselves a good speller? Ask them to spell ‘phenomenon’ without writing it down. Watch their eyes as they do so. If they are really skilled, ask them to spell ‘phenomenon’ backwards. Good spellers will typically look up, eyes right or eyes left, to see the word in their mind’s eye. (Some may look straight ahead but in a defocused way.) Because they can ‘see’ the word written out, they have no difficulty in spelling it backwards. It is as if it is there on the page in front of them.
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Did your school teacher ever say to you, ‘You won’t find the answer on the ceiling’? The truth is that you probably would!


Your eyes are an indication of how you are thinking. I have come across managers who, when interviewing candidates for a job, have been suspicious of people who break eye contact. The implication for them is that they may very likely have recruited people who do not think!


Details of all the eye movements and their meaning can be found in Chapter 4, Thinking with your body.







Finer distinctions in thinking


Within each of the main thinking patterns of visual, auditory and feelings there are finer distinctions, for example the colour and clarity of an image, the tone and volume of a sound, the strength and location of a feeling. People who can influence their emotions and their experience have the ability to choose these fine distinctions in their thinking. Learning to exercise and extend your range of thinking patterns leads to mental agility, just as physical exercise leads to bodily flexibility.
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You return home and walk into the kitchen area. The working surfaces are clean and white. On one surface is a blue ceramic bowl filled with fruit - vivid green apples, purple grapes and several bright yellow lemons. You pick up one of the lemons and feel the textured surface with your fingertips. You raise it to your nose and smell the sharp aroma. Also on the surface is a sharp kitchen knife and a wooden chopping board. You place the lemon on the board and slice through the middle of it. A fine mist of lemon juice sprays into the air. You pick up one half of the lemon and see the defined segments and pips, some of them cut through. You raise this half to your mouth; the sharp aroma is even stronger now. You sink your teeth into the skin.
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How is the saliva flow in your mouth now? This is the power of thought. The way you think affects your internal state, which in turn triggers a physical reaction, in this case saliva flow. Your mind does not distinguish between what is imagined and what is real.


Mind and body are one


For example:
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Jim often had to give presentations as part of his work. Although he felt comfortable in one-to-one meetings, whenever he had to present to groups of half a dozen or more he felt anxious, tense and nervous. It was worse if he knew about the presentation several days in advance, because he would start to imagine what could go wrong. In particular, he would imagine a dark room, and the faces of the people that he imagined there would be blurred. He would typically start telling himself in a harsh, critical internal voice the problems he might have. For example, he wouldn’t be able to explain his points clearly, he would lose his place in his notes, and people would get bored. If he heard himself speaking, it would be almost in a whisper. He could see people straining forward to hear, or sitting back and looking away. He would feel a heavy, sick feeling in his stomach, his heart would begin to beat faster, and his mouth would feel dry. Beads of perspiration would break out on his forehead and hands. And all this even before he gave the presentation!
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We ‘dry run’ our lives in our minds to such an extent that we influence the eventual result. Our lives are self-fulfilling prophecies. Our self-image and the way we represent that influence completely the state we experience and consequently the patterns that run through our lives.


Our lives are self-fulfilling prophecies








Managing your thinking process


Think about something you did last week. Now think of something you could have done last week but didn’t. The question is, how do you know you did one and not the other? After all, these are only memories, one remembered, one created. How often have you had the experience of not knowing for sure whether you did something or not? ‘Did I lock the front door?’ ‘Did I turn off the light?’


Think of something you did yesterday that you will do in an identical way tomorrow. It might be getting out of bed, brushing your teeth, or setting the alarm. How do you distinguish between the one you did yesterday and the one you will do tomorrow? In fact, can you distinguish between what you did yesterday and what you will do tomorrow?


How do you distinguish events in time?


Many people distinguish between the past and the future according to where they position the images in their mind. For example, the past might be behind you or to your left. The future for some people is in front of them or to their right. Where is your past? Where is your future? And where is the present? There is more about how we code time in Chapter 17, Carpe diem: Time.


Identify two people, one you like and admire and one you dislike. Now take the one you like and admire. In your thinking about this person, consider the following:




	
•  Do you see them and, if so, what is the quality of the image? For example, is it bright or hazy, colour or black and white, moving or still?


	
•  Are there any sounds associated with the thinking?


	
•  What are the qualities of the sounds? Are they loud or faint, harsh or soft?


	
•  What is the location of the sounds?


	
•  And what about the feelings? What exactly do you experience and where?





Now think of the person you dislike and consider the same questions. What is similar in the quality of your thinking about the two and what is different? The content is irrelevant. It is the nature of your thinking that makes the difference.


It is the nature of your thinking that makes the difference


This ability to distinguish between the various aspects of your own and other people’s experience is a way of determining the difference that makes the difference between those who do achieve what is important to them and those who don’t.







Visual distinctions


Let’s consider these distinctions in thinking patterns in more detail by taking a few simple images and experimenting with them.


Think, for example, about your journey to work. You can change your experience of this journey to make it better or worse by experimenting with your thinking about it. Start by changing some of the visual distinctions. For example, if it is dim, turn up the brightness. Then put it back as it was. If it is still, make it into a movie. Each time you experiment with a distinction, return it to its original form before you experiment with another. This way you will be able to establish how a change in a specific distinction affects your experience of the situation, in this case the journey. You may find that your thinking about it becomes more relaxed, more stressful, more interesting, or maybe even more exciting.








	Brightness

	Bright or dim? Dull or sparkly?






	Clarity

	Dim and hazy or sharp and in focus?






	Size

	Larger than life, life size, or smaller than life?






	Colour/black and white

	Full colour, shades of grey, partial colour, black and white?






	Location

	In front of you, to one side, behind you?






	Distance

	Close to or distant?






	Motion

	Still snapshots or movies?






	Speed

	Fast/slow?






	Framed/panoramic

	Enclosed in a frame or panoramic?






	Sequence

	In order/random/simultaneous images?






	Associated/dissociated

	Are you seeing as if out of your own eyes (associated) or can you see yourself in the picture (dissociated)?









You may find initially that you are not aware of any pictures in your thinking. This is not unusual. If this is the case, do the exercise with your eyes closed and allow yourself to become aware of what you do notice.







Auditory distinctions


Take another memory, for example your last disagreement at work. Experiment again, this time with the auditory distinctions.


For example, if you can recall voices, make them soft and whispery. Now give them a different accent. Make them loud and boomy, remembering to return the memory to its original state before experimenting with the next distinction.








	Volume

	How loud/quiet?






	Speed

	Fast or slow?






	Location

	Where is the source of the sound? Is it in front of you, to one side, behind you?






	Distance

	Is the sound close or far away?






	Voice/sound

	Is it a voice or can you hear other sounds? If it is a voice, whose voice and what tone is it in?






	Pitch

	High/low/mid-range?






	Continuous

	Is the sound continuous or intermittent?









Note how this experiment affects the quality of the memory. What starts as an unpleasant memory can become an amusing one merely by changing the nature of the voices. Give someone the voice of a cartoon character, such as Bugs Bunny. What effect does that have?







Feelings distinctions


Now think of a time when you felt happy. What does ‘happy’ feel like to you and where exactly in your body do you experience it?


What does ‘happy’ feel like?


Experiment again, this time with the intensity of the feeling. Can you turn it up and down? Return the feeling to its original state. Change the pace of the feeling. Continue to experiment with each element of the feeling, returning it to its original state before you experiment with the next one.








	Pressure

	What sort of pressure can you feel? Is there a sense of being pushed, a general or specific pressure?






	Location

	Where in your body do you experience any sensations?






	Motion

	Is there movement to the feeling? Is it fluttery, steady, intermittent, tingling?






	Temperature

	Hot/cold/damp?






	Intensity

	Strong/weak?






	Pace

	Is it a fast feeling or a slow one?









You will find that in each case there will be one or two key distinctions for you. By changing these distinctions, you can change the quality of your experience.


Jim experimented with his thinking about presentations, first thinking about one-to-one meetings in which he felt confident and relaxed. He discovered that the key distinctions for him were brightness, focus and the tone of voice with which he spoke to himself. By bringing the quality of his thinking about presentations into line with his thinking about one-to-one meetings, by making the image bright and in focus, and by softening his internal voice tone, he noticed that he felt a steady rippling feeling in his chest. This was the same feeling he experienced in one-to-one meetings. This was the feeling that he associated with confidence.


Everyday expressions indicate trends in thinking


There are some general trends in the distinctions associated with feelings of confidence, happiness and certainty. Not surprisingly, there are expressions in everyday language that reflect this – for example:




	
•  ‘The future is looking brighter’ or ‘The future looks black.’


	
•  ‘That’s becoming clearer’ or ‘That is a bit hazy.’


	
•  ‘Aha, that has clicked for me now.’


	
•  ‘We had a rough ride in that discussion’ or ‘That went smoothly.’





The richness of our internal thinking leaks through into our communication and into the way we influence ourselves and others. Enrich your thinking – enrich your life.


Enrich your thinking – enrich your life







Summary


Once we have experienced something, it becomes a memory. When we react to a memory we are reacting not to the direct experience but to the way we store that memory in our mind. Managing the distinctions in our thinking gives us the ability to influence and change the nature of our memories, so that we can store them in a way that results in us feeling the way we want to feel.


You can choose the state you want


Many people develop the habit of storing memories in a way that leads to depression, anger or other negative feelings. Why choose these when you could choose pleasure or peace? The same is true for the future. Why make yourself worried or frustrated about an event that hasn’t occurred when you could be at peace? You might choose to keep some of the worry in the form of concern. The point is that you choose the state you want rather than it choosing you. Our ability to manage our state is more and more important in a world that defies control and seems to be increasingly chaotic. Or is that just my thinking?


Why choose to worry when you can choose to feel pleasure or peace?


You can be sure that you already use distinctions in your thinking patterns in this way. Whenever you change your experience of something you are almost certain to have reprogrammed the way you think about it, even though you may not have realized that this was what you were doing.








Shortcut to managing your thinking: the SWISH


The SWISH is a technique for utilizing these distinctions in thinking to replace a problem state with a desirable state. It is fast and powerful, as well as being great for dealing with unwanted behavioural habits. Note that the SWISH will not necessarily be ideal for deeper, more significant issues; there are other techniques later in the book that can help with these.




	  1 First, identify the response in yourself that you want to change. What exactly is the reaction you would like to replace? For example, you might want to change a state such as anxiety or apprehension.


	  2 Identify precisely what it is that triggers this response. There will be something specific that immediately precedes your reaction. Identifying this trigger is a key part of the process. If, for example, it is a response to the way in which someone speaks to you, identify what it is they say or what it is about the way they say it that triggers your reaction. Recreate this in your thinking in exactly the way it happens. If it is the way in which someone speaks to you, then hear them saying the words in exactly the way they do. If it is the sight of an audience in front of you, imagine yourself in that situation looking out at the audience in the way you do. See exactly what you would see if you were there.


	  3 Now determine which facets of the way you think about this trigger have the greatest effect. There will be some elements that intensify your reaction. The SWISH lends itself most readily to visual triggers; often the size and brightness of the image have the greatest impact. For example, if it is the sight of a certain person who works for you that triggers a response, experiment with each distinction in turn, putting the image back the way it was before you experiment with the next one. The aim is to find the one or two that intensify the response. Although these elements are currently triggering the response that you don’t want, the aim of the SWISH is to hook these elements to the response that you do want. In so doing, you are making your own resources work for you rather than against you.


	  4 Think about something completely different to ‘break your state’. For example, what colour was the front door of the last house in which you lived?


	  5 Now imagine the person you would like to be, irrespective of what you have been in the past and irrespective of any specific behaviour. This is an opportunity to imagine how you would like to be, the sort of qualities you would really like to have, the style that fits with who you truly are. Imagine this as if you are looking at yourself as an observer, dissociated. Develop this until you have an image that is compelling and desirable. Check that this ‘you’ really fits in with the significant people in your life – it needs to be a real benefit to them, too, for you to be this new way. Explore how this fits with whatever sense of purpose you have, with your beliefs and values, with every aspect that is important to you. Check that this new you meets any needs that you may have been satisfying in less healthy ways in the past. If, for example, you have been getting attention for being stressed, check that you are going to get the level and quality of attention you need from this new way of being in the world.


	  6 Think of something completely different to break state again – for example your telephone number backwards.


	  7 Make an image of the trigger, the stimulus that prompts the response that you want to change. Use the key factors that enhance the trigger. For example, if the distinctions of size and brightness intensify the trigger, make this image bright and big.


	  8 Take the image of the ‘new you’ and make it small and dark. Place this small, dark image in the corner of the bigger image.


	  9 Very quickly, make the large image small and dark and at the same time make the small image large and bright. Do this as fast as you can; the speed is important. You can make a sound to accompany this movement, a SWISH sound, hence the name of this process. (You can choose another sound if you wish.) The sound can become the association for the feelings of becoming the new you.


	10 Break state again. Clear the images so that you start afresh. Create a new image so you break the image before you start again, otherwise you may set up a loop in your thinking.


	11 Repeat the process five times and check to see if it works. You will know this when you either experience or imagine the trigger for the original state and your response to it has changed to what you want it to be – you SWISH into the new you immediately. If this is not happening, go back and experiment with different parts of the process until it does.





It is interesting how the importance of different techniques emerge over time. I recently coached a young woman who had witnessed a tragic accident and could not get the image out of her mind. There were many things that she needed to resolve that underpinned her reactions. However, the SWISH was helpful in the short term and accelerated her ability to remember people and situations as she wished to remember them … and subsequently to find some peace.







Thought provokers




	  1 What sort of jobs do you think would best suit people whose thinking preference is (a) visual; (b) auditory; (c) feelings?


	  2 Think of a successful outcome of a regular meeting that you hold/attend. How do you think about this? Is it a picture? Do you hear sounds or conversation? Do you experience certain feelings?


	  3 Look at a website that appeals to you. Which senses does it employ to capture your attention?


	  4 Think of a part of your work that you really enjoy. Now think of a part that you enjoy less well. How do the distinctions in your thinking vary?


	  5 Think of someone with whom you have a really good relationship. Now think of someone you find it difficult to deal with. Compare the differences in your thinking about each person. What are the main distinctions?


	  6 Take out a letter or email that you received recently. Which senses are you using as you read it?
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One day a traveller was walking along a road on his journey from one village to another. As he walked, he noticed a monk tilling the ground in the fields beside the road. The monk said ‘Good day’ to the traveller and the traveller nodded to the monk.


The traveller then turned to the monk and said, ‘Excuse me, do you mind if I ask you a question?’


‘Not at all,’ replied the monk.


‘I am travelling from the village in the mountains to the village in the valley and I was wondering if you knew what it is like in the village in the valley?’


‘Tell me,’ said the monk. ‘What was your experience of the village in the mountains?’


‘Dreadful,’ replied the traveller. ‘To be honest, I am glad to be away from there. I found the people most unwelcoming. When I first arrived I was greeted coldly. I was never made to feel a part of the village no matter how hard I tried. The villagers keep very much to themselves; they don’t take kindly to strangers. So tell me, what can I expect in the village in the valley?’


‘I’m sorry to tell you,’ said the monk, ‘but I think your experience will be much the same.’


The traveller hung his head despondently and walked on.


A few months later, another traveller was journeying down the same road and he also came upon the monk.


‘Good day,’ said the traveller.


‘Good day,’ said the monk.


‘How are you?’ asked the traveller.


‘I’m well,’ replied the monk. ‘Where are you going?’


‘I’m going to the village in the valley,’ replied the traveller. ‘Do you know what it is like?’


‘I do,’ replied the monk. ‘But first, tell me, where have you come from?’


‘I’ve come from the village in the mountains.’


‘And how was that?’


‘It was a wonderful experience. I would have stayed if I could but I am committed to travelling on. I felt as though I were a member of the family in the village. The elders gave me much advice, the children laughed and joked with me, and the people generally were kind and generous. I am sad to have left there. It will always hold special memories for me. And what of the village in the valley?’ he asked again.


‘I think you will find it much the same,’ replied the monk.


‘Good day to you.’


‘Good day and thank you,’ replied the traveller, smiled, and journeyed on.
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3  Filters on your world






The world exists as you perceive it.
It’s not what you see, it’s how you see it.
It’s not what you hear, it’s how you hear.
It’s not what you feel, it’s how you feel.


Rumi


 


Technology is becoming ever more intelligent at knowing and responding to, as well as influencing, our personal needs. In a culture so infused with technology, we had better be pretty smart at knowing our clients’ needs too. If we want to build lifelong relationships, either in our personal lives or, as is becoming the expectation, in our business lives, we need to learn how to read other people’s styles and requirements with ever-increasing sophistication. Either that or we need to become experts in our understanding of the perils and the dangers of AI for the future of humankind. And maybe just both!


We need to be smart at knowing our clients’ needs


The better able we are to identify needs, the better able we are to present ourselves, our products and our services in a way that is excellent. Companies talk about doing much more than keeping customers satisfied – they talk about customer delight. To delight our customers we need to be able to ‘model’ their thinking and behaviour to ensure that we appeal to what really matters to them. We not only need to ‘read’ these styles, we need to have the flexibility to respond to them.


At one time I decided that I would learn some Danish so that I could open my next programme in Denmark in the native language. I felt that this would be respectful of the time my delegates give to listening to me speak in English. I asked a Danish delegate on a programme I was running in England if he would translate a passage I had prepared so that I could practise what I wanted to say. I asked if he would send the translation to me via email. He made a decision that it would be more helpful for me if he were to record the translation so that I could hear the words instead. In his heart he was being helpful, but auditory is not my preferred choice for learning a passage like this. I wanted to see the written word, having already learned some of the pronunciation.


It can be tempting to make choices about presenting material in ways that fit our own preferred ways of thinking rather than suiting the preferences of our customers. We may think we know best in terms of what our customers ‘should’ have. And we make unconscious as well as conscious choices about the people with whom we want to do business, depending on how well they skilfully match our needs. In the instance I quote what happened led to learning for us both, but in business making the wrong choice might cost you the work.


We may think we know best!


In our choices about how to present ourselves to customers, the margin for error has become significantly smaller. The way we use the internet is a good example of this. If you haven’t grabbed your potential clients’ interest by relating to the way they think within six seconds of their logging on to your web pages, research shows that they will not wait to make sense of what you are saying – they will move on.


In this chapter I illustrate some fundamental needs. There are hundreds, even thousands of needs, and it is your skill in detecting not only those I have explained here but the unique ones you can discover for yourself that will enable you to model what is happening. Being able to do this and having the flexibility to adapt to what you discover can determine your success in working, dealing, communicating and living with other people.


So let’s consider some of the patterns in thinking and communicating that enable us to recognize what is happening in our thoughts, language and behaviour, and in other people’s. As we understand this, we can learn what affects how we present ourselves so that others can relate to what we are doing and saying, and so that we can relate to them in a language and style they understand.


We are bombarded with stimuli throughout our life. There is no way we can take in and pay attention to everything that happens to us. So what we do is filter for some things over others. This is what makes our perception and experience what it is. It is not the experience itself that affects us but how we process it. When we understand what we and others are doing, we can begin to understand how we get the results that we do.


It is what we do with experience that makes the difference




Learning to relate successfully


Have you ever bought a car and suddenly become aware of all the other cars of the same type on the road? Or have you ever had an experience, maybe an insight about yourself, only to discover that many of your friends have had the same or a similar experience, even though you weren’t aware of that before? Do you see the glass as half full as opposed to half empty by looking for what is there as opposed to what is not?


Do you see the glass half full or half empty?


These are examples of ways in which we have subconsciously chosen to pay attention to some things and to delete others from our awareness. What we think about is what we get.


What we think about is what we get


Here is an example that highlights the need to be able to understand and relate to different filters.
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When Janet and Bill had a conversation, each found the other frustrating. Janet liked to discuss the details of what was needed, whereas Bill preferred to discuss the broader strategic concepts. For example, Janet would say, ‘I’d like Peter to go to the next meeting,’ and Bill would reply, ‘We haven’t decided on the main areas of the plan that didn’t work.’ Janet’s conversation centred on future actions, whereas Bill concentrated more on the past. Janet would pay attention to the similarities between one situation and another: ‘This is like another idea I have about what we might do to improve the office layout.’ Bill would concentrate on the exception by saying things like ‘No, this is different’ or ‘We didn’t include an overall plan.’ It was as though they were talking different languages. They had different filters on their experience. They didn’t find meetings with one another easy!
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When two people are using the same filters there is a greater chance that they will be communicating with each other in a way that both understand. They are likely to experience rapport. If the filters you use are different from those used by your partner, then, as with Janet and Bill, you may experience discord and frustration. By using similar language patterns to your partner, you are increasing the level of mutual trust and influence.


By using similar language patterns you increase the level of trust


Learning to recognize the filters that we and others use is the first step. Developing our flexibility in the way we use the filters then gives us a greater chance of finding a way of communicating with each person we meet. We make hundreds, thousands, even millions of unconscious choices every day about what we pay attention to and what we don’t. And that is fine, provided those choices work for us. However, if we are not getting the results we want, we can learn to make new choices until we find what does work.


We can make new choices until we find what does work


In our example, Bill could have replied in the following way:








	JANET

	I’d like Peter to go to the next meeting.






	BILL

	Yes, Peter would make some useful contributions. Let’s note that, so when we have decided what areas of v plan didn’t work we can also decide who else we might want to include. (Bill is here matching Janet’s preference for agreement and future thinking yet still registering his concerns.)







	
JANET

	This is like another idea I have about what we might do to improve the office layout.






	BILL

	You come up with lots of ideas, Janet. Can we discuss those when we have gone through my idea about the overall plan? (Here he is acknowledging, future referencing and then making his request.)










Overall, his strategy now has a much greater chance of gaining agreement from Janet.


We don’t always know what will work in advance, but by having an awareness of what is and what isn’t working we give ourselves choices.


Let’s explore some of the filters. What follows is a ‘starter set’.







Associated/dissociated


Think of a conversation you had recently with one of your colleagues. As you think about this conversation, pay attention to how you are thinking about it. For example, are you seeing, hearing and feeling the situation as if you are in your own body – seeing it out of your own eyes, hearing it with your own ears and experiencing the feelings of being there? Or are you experiencing the situation as if you are outside of your own body – seeing yourself in the situation, hearing yourself as if you were an observer? The experience of being in your own body is referred to as associated and the experience of being outside of your body is known as dissociated.
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Pay attention for a moment to your surroundings. You may begin to notice what you see around you, the quality of the light, the colours and shapes, the shadows, and the clarity of the scene. As you notice the scene, you may begin to hear sounds close to you and farther away. As you become aware of even more sounds, turn your conscious mind towards them. Be aware of the location of the sounds, their loudness or softness, their tone and speed. You can become aware of what you feel, of the textures and pressures on your body. Sense those parts of you that are touching the ground or a chair. Allow yourself to notice any smells or tastes that you experience. As you do this, pay attention to the feelings within you, to any tensions or internal emotions, their precise location and intensity.
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The above is an associated state.
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Now step back or stand behind the chair in which you were sitting and see yourself sitting or standing, as you were a moment ago. Look at yourself so that you can see the whole of you. Notice how the ‘you’ there interacts with the environment. Be aware of how the ‘you’ there in front of you looks and sounds.
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In this dissociated state you will be detached from the feelings. You have the ability to consider situations with a detached objectivity without getting involved in the emotions.


Both associated and dissociated states are valuable. There are times when associating is the best option, for example if we want to engage our emotions, create a state of motivation or show vulnerability. However, people who are able to ‘keep their heads’ in the midst of a crisis can usually dissociate.
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One of the people responsible for coaching and supporting the people in the London Fire Brigade discovered that the members of the crew who experienced the highest levels of stress were those who relived their memories in an associated way. As they recalled what had happened, they re-experienced the emotions they had felt at the time. So, as well as experiencing the trauma of each situation, they were experiencing it over and over again and subsequently intensifying the stress they felt. The coach also established that those who had the lowest levels of stress were those who were able to dissociate from what they experienced.
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Game designers have discovered that software that encourages us to ‘associate’ into the role of one of the players gives us an intense emotional experience. It is as if we are there. Considering that we make many decisions in an emotional state, these game manufacturers are also potentially influencing our addiction to the experience. It is important to be aware of how these tactics are used on us and how they can potentially work for us.


These tactics can be used on us or for us


When I first worked in IT, we would send off programs to a nearby computer centre and wait for the results to come back, ideally later that day or more often later that week. Not so today. We are accustomed to getting a response from our computer in a split second. It is important that we too can work in this real-time way, and we can do this successfully only if we are willing to immerse ourselves in a climate of feedback. One of the elements we need is the ability to dissociate from feedback that we might otherwise take personally and reject, and then associate once we have the resources we need in order to let the feedback in and act on it. Chapter 21, Giving and receiving feedback, explores ways of doing this.


The skill lies in choosing an associated or a dissociated state for a purpose. The appropriate choice depends on your desired outcome. You might choose to dissociate to protect yourself from painful emotions, or you might choose to associate in order to fully experience all the feelings of a situation. Most people’s decision-making strategy results in a feeling, no matter how much logical analysis might have preceded that. If your preferred style is to keep yourself and others dissociated, don’t be surprised if you and they struggle to make decisions!


Most decision-making strategies rely ultimately on what we feel


If your business depends on supporting others in making decisions, you need to know how to associate and how to help others do the same.
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One of the directors of a marketing company found that she was struggling to get potential clients to make a decision about the work her company was proposing. She ran through what she had presented and how she had done that. What we noticed was that she came across very objectively and factually. Everything she said was logical, but she gave no space to feelings. Her voice communicated a consistently auditory way of thinking; the tone was even and slightly hard. There were few pauses in her presentation.


Once she’d been given feedback about her style and the likelihood of her clients’ needing to make decisions through a feeling, she tried the technique of associating into her presentations and changing her tone of voice to make it softer and lower (communicating and inviting feelings). She spoke with greater certainty, whereas before she had raised her voice at the end of most sentences, as if asking a question. The next time she presented to a customer, they stopped her part way through the presentation and told her that she need not continue - they liked what she was saying and she had got the business. This presentation and subsequent ones broke the record for the time needed for the client to make a decision.
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Towards/away from (Desired state/Problem state)


Think of a goal you have for yourself right now. It can be a personal goal or a work goal. It can be short or long term. Be aware of how you are thinking about this goal. Are you imagining what it is like to achieve the goal, what you are seeing, hearing and feeling? Or are you aware of what stops you and what you don’t want? For example, if you are thinking of being healthy, do you imagine yourself slim and fit or do you think of the food you want to avoid and the weight you want to lose? What is in your mind? Your ability to think about what you really want is known as towards thinking. Your ability to think about what you don’t want is known as away from thinking.


I recently received a request to carry out some training with the senior management team of one of my clients. Their request frames the goal of the training as follows: ‘How to avoid letting strength of personal view get in the way of management.’ This is a classic ‘away from’ statement. Before I commit to the work I will want to know what it is they really want. And I’ve drawn some conclusions already!


And closer to home, as I was discussing the drafts of the cover for this book, I asked my personal web designer (who has trained with me in NLP) to give me some ideas as I felt that the design that was being proposed was ‘too blocky’. ‘Sue,’ he replied, ‘you are telling me what you don’t want – how about telling me how your ideal cover would be?’ Point taken!


Do NOT think about kangaroos right now


The concept of towards/away from is explained further in Chapter 4, Thinking with your body. In the context of goal setting, the principle is that what we think is what we get. Our mind does not recognize the ‘not’ part of a problem-centred statement. For example, if you tell yourself not to worry, you are effectively programming yourself to worry. If you think about being confident, then the likelihood is that this is what you will begin to experience.


What we think is what we get







Match/mismatch


Look at the shapes below and describe their relationship to each other.
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Describe what you see. Do you notice in what ways they are similar – that is, they are all oval – or do you notice that two are upright and one is on its side? In effect, do you look for what is the same – match – or do you look for what is different – mismatch?


When meeting a person for the first time, someone who sorts for a match might think of similar people, similar situations, or how the other is like them. Someone who sorts for a mismatch will identify what is different about this person and this situation compared with others they know.


Certain professions train people to think in a particular way. For example, I have come across more mismatching patterns of thinking in professions associated with information technology and finance than I have in many other fields of business. There is no right or wrong. Certain jobs depend on a person’s ability to match, just as some depend on an ability to mismatch. A software engineer trained to uncover system ‘bugs’ may be skilled at mismatching, looking for what doesn’t fit, as indeed will someone in accounting whose job it is to find the imbalance. What matters is to what extent our choice takes us closer to the outcome that we want. If they do then the choice is presumably a ‘good’ one, and if not then it is time to find a new choice.


The ‘Yes, but’ pattern in conversation is an example of mismatching.


Yes, but …








	PERSON A

	I’m really pleased with the way this project has gone.






	PERSON B

	Yes, but there’s a danger we’re going to get overconfident.






	PERSON A

	You’re right. Let’s review objectively what we’ve achieved so that we build some of the good practices into future projects.






	PERSON B

	That’s all very well, but we don’t have the time right now.






	PERSON A

	Well, how about putting a date in the diary in a few weeks’ time?






	PERSON B

	That’s easy to say but not so easy in practice. Things change so rapidly around here.









Everything before the ‘but’ is bull!


As someone once said to me, everything before the ‘but’ is bull****!


Dealing with this in conversation can be hard work unless you are another mismatcher who enjoys a good argument.








Big chunk/small chunk


Look around you at the room you are in. How would you describe the room to someone who has not seen it before? To what do you pay attention: spaciousness, feel and style? Or do you pay attention to the number of windows, colour of furnishings, the details? Is it a mix of both? The spaciousness, feel and style are examples of big chunk thinking, whereas the details are small chunk.


This pattern of thinking can apply to anything. For example, if you have set a specific goal for yourself, you could chunk up to more global goals or chunk down to more specific examples of the bigger goal.
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Let’s suppose you are in a cookery class. You need an orange for the dish you are preparing. Another member of the class also needs an orange, but there is only one. Without flexibility in thinking the usual solution would be to accept the facts as they appear and cut the orange in two, taking half each.






OEBPS/nav.xhtml




Contents





		Cover



		Title Page



		Dedication



		Table of Contents



		Preface to the Fourth Edition



		1 What is NLP?



		PART I The Elements of NLP



		NEURO



		2 Thinking patterns



		3 Filters on your world



		4 Thinking with your body









		LINGUISTIC



		5 Enriched communication



		6 Clean questions



		7 Metaphor: The key to the unconscious mind



		8 Precision questions



		9 Hypnotic language



		10 Metamessages









		PROGRAMMING



		11 Modelling



		12 Strategies for successful living













		PART II Model Yourself with NLP



		13 Tap into your inner potential: Anchoring



		14 Align yourself: Levels of influence



		15 Write your own life script: Beliefs of excellence



		16 Achieve what you really want: Well-formed outcomes



		17 Carpe diem: Time









		PART III Lead with NLP



		18 Develop a climate of trust: Rapport



		19 Negotiate your way through life: Perceptual positions



		20 Resolving conflict: Parts integration



		21 Giving and receiving feedback



		22 High-performance coaching



		23 Coaching with humour (Provocative Coaching)









		Glossary



		Acknowledgments



		Taking your learning further



		Copyright











Guide





		Cover



		Copyright



		Contents



		1 What is NLP?











Pages





		Cover



		i



		ii



		iii



		iv



		v



		vii



		viii



		ix



		x



		xi



		xii



		xiii



		1



		2



		3



		4



		5



		6



		7



		8



		9



		10



		11



		12



		13



		14



		15



		16



		17



		18



		19



		20



		21



		22



		23



		24



		25



		26



		27



		28



		29



		30



		31



		32



		33



		34



		35



		36



		37



		38



		39



		40



		41



		42



		43



		44



		45



		46



		47



		48



		49



		50



		51



		52



		53



		54



		55



		56



		57



		58



		59



		60



		61



		62



		63



		64



		65



		66



		67



		68



		69



		70



		71



		72



		73



		74



		75



		76



		77



		78



		79



		80



		81



		82



		83



		84



		85



		86



		87



		88



		89



		90



		91



		92



		93



		94



		95



		96



		97



		98



		99



		100



		101



		102



		103



		104



		105



		106



		107



		108



		109



		110



		111



		112



		113



		114



		115



		116



		117



		118



		119



		120



		121



		122



		123



		124



		125



		126



		127



		128



		129



		130



		131



		132



		133



		134



		135



		136



		137



		138



		139



		140



		141



		142



		143



		144



		145



		146



		147



		148



		149



		150



		151



		152



		153



		154



		155



		156



		157



		158



		159



		160



		161



		162



		163



		164



		165



		166



		167



		168



		169



		170



		171



		172



		173



		174



		175



		176



		177



		178



		179



		180



		181



		182



		183



		184



		185



		186



		187



		188



		189



		190



		191



		192



		193



		194



		195



		196



		197



		198



		199



		200



		201



		202



		203



		204



		205



		206



		207



		208



		209



		210



		211



		212



		213



		214



		215



		216



		217



		218



		219



		220



		221



		222



		223



		224



		225



		226



		227



		228



		229



		230



		231



		232



		233



		234



		235



		236



		237



		238



		239



		240



		241



		242



		243



		244



		245



		246



		247



		248



		249



		250



		251



		252



		253



		254



		255



		256



		257



		258



		259



		260



		261



		262



		263



		264



		265



		266



		267



		268



		269



		270



		271



		272



		273



		274



		275



		276



		277



		278



		279



		280



		281



		282



		283



		284



		285



		286



		287



		288



		289



		290



		291



		292



		293



		294



		295



		296



		297



		298



		299



		300



		301



		302



		303



		304



		305



		306



		307



		308



		309



		310



		311



		312



		313



		314



		315



		316



		317



		318



		319



		320



		321



		322



		323



		324



		325



		326



		327



		328



		329



		330



		331



		332



		333



		334



		335



		336



		337



		338



		339



		340



		341



		342



		343



		344



		345



		346



		347



		348



		349



		350



		351



		352



		353



		354



		355



		356



		357



		358



		359



		360



		361



		362



		363



		364



		365



		366



		367



		368



		369



		370



		371



		372



		373



		374



		375



		376



		377



		378



		379



		380



		381



		382



		383



		384



		385



		386



		387



		388



		389



		390



		391



		392



		393



		394



		395



		396



		397



		398



		399



		400



		401



		402



		403



		404



		405



		406



		407



		408



		409



		410



		411



		412



		413



		414



		415



		416



		417



		418



		419



		420



		421



		422



		423



		424



		425



		426



		427



		428



		429



		430



		431



		432



		433



		434



		435



		436



		437



		438



		439



		440



		441



		442



		443



		444



		445



		446



		447



		448



		449



		vi











OEBPS/OEBPS/images/tp.gif
NLP at Work

The Difference That Makes the Difference

Fourth Edition

SUE KNIGHT

7

PUBLISHING

London - Boscon





OEBPS/OEBPS/images/cover.jpg
FOURTH EDITION

NLP
AT WORK

Neuro Linguistic Programming

The Difference that
Makes the Difference

Sue Knight





OEBPS/OEBPS/images/44-1.jpg
OO O





OEBPS/OEBPS/images/22-1.jpg





OEBPS/OEBPS/images/rules.jpg





OEBPS/OEBPS/images/23-1.jpg





OEBPS/OEBPS/images/iv-1.jpg





