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-l Nhe Art of Executive Comimunication

What do you change?

by Cathy C. Bonczek

During a session on Tracom’s Social Style ® as a basis for audience analysis,
a participant asked me: “What do you change when you notice someone
is communicating in a different style than yours?”

| said, “Everything.”

| change my eye contact to match their comfort level and to give them the
impression that | know what | am talking about.

I modulate my energy to be more harmonious with theirs. This may, or may not,
involve a change in my rate of breathing.

| change the pace of my speech — either speeding it up, or slowing it down.
| modulate my tone of voice -either making it more calming or more strident
depending on the message.

| change whether | use an agenda or not.

| will change the order of topics after they express their preferences.

I modify the length of my answers, getting more concise or more voluble.

| play with the very semantics | use — either adding the language of emotion or eliminating it entirely.
| change whether | use a deck or not.

I match my gestures to their level of physical engagement.

| shift my body posture. | may sit or stand, if that's appropriate in the room we’re using.

| employ different visual aids. Some people respond to charts, others to photographs.

| alter the stories | use.

| weigh which types of evidence to use to bolster a point | am making.

| vary the length of my pauses.

| craft questions to match their style.

| listen more, to glean clues to the values they live by.

| observe everything, then | check my observations against my assumptions.

What don’t | do?

| don’t mimic their style or copy their words and phrases.

| don’t repeat their names over and over in an attempt at fake rapport.

| don’t leap to conclusions like “they hate me” or “they’ll never do this deal.”

| avoid smarmy, fake methods of gaining agreement (trying to get them to say yes four times in
arow, as | was once taught in a sales training!)

| don’t interrupt them, or cut off a rambling response.

| don’t hold to a false agenda and force a march through every page of a pitchbook.

| don’t refrain from conflict — if they bring it on, | match it, and then diffuse it.

| don’t waiver on what | believe to be true.

| don’t concede readily, but | don’t hold an opinion with a need to be proven right, either.
| don’t go over the time allotted for the meeting.

| don’t take it personally (anymore!)

The bottom line is that there is so much to observe and adjust to in every conversation. We need to allow more
time for the back and forth, the adjustments and the inquiry.

Communication really is as active as any sport. It just doesn’t burn as many calories.

Cathy C. Bonczek, CCB Communications®
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