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BRC.26
 LESSON PLAN
THE MAGIC OF RAPPORT
(INSTRUCTOR NOTE: BE SURE THE MICROPHONE IS ON. TURN ON THE VIEDOSHOW SYSTEM. HAVE THE STUDENTS TURN TO THIS OUTLINE IN THEIR SCHOOL BINDERS.)
(SLIDE 1 ON "The Friend Who Understands You Creates You")
1. Gain attention: Think of a time when you and another person were completely in sync.  It could be a friend or a lover or a family member or someone you just met by chance.  Now go back to that time and try to think about what it was that made you feel so attuned to him or her. Chances are that you found that you either thought alike or felt the same way about something, such as a book or an experience.  You might not have noticed it, but maybe you had similar patterns of breathing or speech.  Maybe, you had a similar background or similar beliefs.  Whatever you came up with, will be a reflection of you both sharing the same basic element, or what is also known as rapport.

Overview: The purpose of this period of instruction is to provide the student with the fundamentals of establishing rapport while using a format of Family, Occupation, Recreation, and Military  (FORM) as a guideline. 

3.  Learning Objectives: None (Instructor Note: Have the students open their binders to student outline BRC.26) 

4.  Method/Media: The instruction will be presented using a lecture and demonstration format and video show presentation.  The information presented will be reinforced and used in future periods of practical application in your individual group room.

5.  Evaluation: None

(SLIDE 2 ON "Global Rapport")
Transition:  The first thing we need to do is understand the scope of rapport.  Rapport not only occurs between two people, it also occurs on a global scale.  Answer the following questions to yourself.
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     Whom do most Americans tend to feel better about, the English or the Iranians?  And whom do we have the most in common with...same answer.  Think about the Middle East.  Why do you suppose there are so many problems there?  Are the Jews and the Arabs alike in their religious beliefs?  Do they have the same language?  You could go on and on.  Their problems result from the ways that they are different.

      What about Blacks and Whites in the United States?  Where do the problems begin?  They begin when people focus on the ways in which they are different, such as color, culture and custom.  Turmoil results from a massive amount of difference.  Harmony tends to result from similarity.  The way to go from discord to harmony is to go from concentrating on differences to concentrating on similarities.  This is the first real step in developing rapport.

     When people are in a fight, don't we often say that they are " having their differences"?  Have you ever heard the saying that "opposites attract"?  This is the furthest thing from the truth.  Do you want to spend time with someone that likes to party when you don't like to party?  What about someone who likes to sleep all the time when you like to be out doing things?  Do you want to spend time with someone who disagrees with you on most everything?  The obvious answer is no.  Now think for a moment about different clubs that are formed.  I.E.- War Veterans, Stamp collectors, Baseball card collectors.  People that join these clubs all have one thing in common, and that one thing in common creates rapport. So what is rapport?

6.  (SLIDE 3 ON) Rapport is the ability to enter someone else's world, to make him or her feel that you understand them, that you have a strong common bond.  It's the essence of successful communication.
7.  (SLIDE 4 ON) What is the purpose of rapport?
      ‰The purpose of rapport is to establish a comfortable tone that sets the stage for an open exchange of information.

8.  (SLIDE 5 ON) Whom do we want to establish rapport with?  

     ‰As recruiters, we need to establish rapport with everyone that we meet.  If you realize that people are your most important resource, and that everyone you meet can provide something for you, then rapport is the way that you tap that resource.

       People that we want to establish rapport with, but is not limited to are:
       ‰(a) Prospects 

       ‰(b) Parents
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‰(c) High School Officials


‰(d) Anyone who can help us achieve what we want.

TRANSITION:  Knowing who to establish rapport with is the easy part.  The thing about rapport that most people have trouble with is just how to go about establishing it.

9.  (SLIDE 6 ON) A.  How do we establish rapport?
     ‰To establish rapport you need to keep in mind one key phrase, "People like whom they are alike".  We establish rapport by creating or discovering things in common.  This process is called "mirroring or matching".  You can mirror interest, a similar experience or style of dress or a favorite activity, or you can mirror association, such as similar friends or acquaintances, or you can mirror beliefs.  Mirroring is simply your ability to duplicate another persons' body language and their communication. I.E.- verbiage, posture, breathing, tonality, pitch, and distinctive movements.

    (SLIDE 7 ON)  B.  The most common way to mirror others is through the exchange of words.  However, studies have shown that only 7% of what is communicated between people is transmitted through words themselves.  38% comes through the tone of voice.  55% of communication, the largest part, is the result of physiology or body language.

‰A.  Words - 7%
‰B.  Tone Of Voice - 38%
‰C.  Physiology or Body Language - 55%
          TOTAL = 100% 

TRANSITION:  Since words are the smallest part of the equation and probably the most used way of establishing rapport, lets take a specific look at how to establish rapport using just words.

10. (SLIDE 8 ON) You can start your conversation based on any information you already know about the prospect.
  ‰Example:  The first time you called the prospect his mother states, "He's not home right now, he's at school rehearsing for the senior play".  (Use this information to get the prospect to do the talking.)  Recruiter:  I understand that you're in the senior play.  Tell me more about it!  As you can see in this example, by knowing some basic background information and through the use of an open probe, we are able to get the conversation started and start to establish rapport.
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TRANSITION: Sometimes we have no background information to go off of.  When this is the case, we have found that by applying a simple acronym, that we are able to effectively initiate a conversation with most anyone.  This acronym is referred to as FORM.     
11. (SLIDE 9 ON) The acronym FORM stands for:

 (VS-10 ON)


‰(1) Family: Discuss with your prospect his/her immediate family.


‰(2) Occupation: What occupational interest does your prospect have?


‰(3) Recreation: What recreational activities is your prospect interested in?


‰(4)  Military: What interest does your prospect have in the military?

TRANSITION:  We have seen how to establish rapport through the use of known background information and the acronym FORM.  However, if we really listen to the words people use, we can start to see that they access their world by using one of their five senses.  Of these five senses, they predominately use only one of three while communicating with others.        

12.  (SLIDE 11 ON) People tend to access their world through their five senses.  Of these five, they predominately use only one of three while communicating with others.  They are:

‰A.   sight or visual

‰B.   hearing or auditory

‰C.   touch or kinesthetic. 

  TRANSITION:   People will give us certain verbal clues as to which of their senses they are predominately accessing.  By listening to the words a person uses, not only can we identify what sense they are predominately using, but also more importantly we can start to match these same words and start to establish rapport.  When you do this, they start to feel a close association with you because you have started to become just like they are.  For example, if you said to me that you liked the way the dress blue uniform looked, I would respond by saying, " You're absolutely right, it is a beautiful uniform to look at.  Can you picture yourself wearing one?

     Not only have I mirrored your words, I have also kept you in the same visual sense.  This is critical when establishing rapport.  If I had asked, "How does it sound to you if you were given the opportunity put the dress blue uniform on?"  Then I have switched you from your visual sense to an auditory one.  This is the first way in which we start to loose rapport.  Next let's take a look at some of the common words used by someone that would indicate what sense they are in.
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 (SLIDES 12, 13, 14 ON)                        PREDICATE WORDS
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 LOOK             LISTEN                 TOUCH
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 APPEAR         
 MAKE MUSIC     GET HOLD OF

           


        
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 
SHOW             
 
HARMONIZE       SLIP THROUGH

           


        
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

DAWN            TUNE IN/OUT       
CATCH ON

            

        
 
 
 
   
 
   
  
  
 


REVEAL          
ALL EARS             
TAP INTO

            

        

 
  
 
 
 
 
 
 
 
 
 
  
 
ENVISION      

RINGS A BELL    















MAKE CONTACT

           


        
 
 
  
 
 
 
  
 
 
 
  
 

 FLASH            UNHEARING        
 
SOLID

           


       
  
 
 
 
 
  
 
 
 
  
 
 


 
 IMAGINE       QUESTION          
  
 
SUFFER

(SLIDE 15 ON) TRANSITION:  As you can see, these are just a few of the words that people will use that should indicate to you what sense they are predominately using.  Next I want you to take a look at how some of these key words might be used in sentences.

VISUAL
I SEE YOUR POINT.

I WANT YOU TO TAKE A LOOK AT THIS.

AM I PAINTING A CLEAR PICTURE?

I KNOW BEYOND A SHADOW OF A DOUBT THAT IS TRUE.

THAT IS PRETTY HAZY TO ME.

I TAKE A DIM VIEW OF YOUR PERSPECTIVE.

MY METAL IMAGE OF LIFE IS SPARKLING AND CRYSTAL CLEAR.
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AUDITORY
I HEAR WHAT YOU ARE SAYING.

I WANT TO MAKE THIS LOUD AND CLEAR.

DOES WHAT I'M SAYING SOUND RIGHT TO YOU?

THIS INFORMATION IS ACCURATE WORD FOR WORD.

THAT DOESN'T REALLY RING A BELL.

LIFE IS IN PERFECT HARMONY.

KINESTHETIC
I FEEL THAT I'M IN TOUCH WITH YOU.

I WANT YOU TO GET A GRASP ON THIS.

ARE YOU ABLE TO GET A HANDLE ON THIS?

THAT INFORMATION IS AS SOLID AS A ROCK.

I AM NOT SURE THAT I'M FOLLOWING YOU.

LIFE FEELS WARM AND WONDERFUL.

TRANSITION:  It's hard to believe that only 7% of what is communicated between people is transmitted through words themselves.  So if we are just trying to create rapport merely by content of our conversation, were missing out on the largest way that we could be communicating.  And if you're currently able to build rapport using just words, think of the incredible power of rapport you can develop with words and physiology linked together.

13.  (SLIDE 16 ON) What about the other 93%? 

                  ‰(Tone Of Voice - 38% + Physiology Or Body Language - 55% = 93%)

     ‰The facial expressions, the gestures, the quality and type of movements of the person and their tone when delivering a communication provides us with much more about what they're saying than words do themselves.  And most important, they make up the other 93 %.
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TRANSITION:   So how do we mirror another person's physiology?  Remember our key phrase, 'People like whom they are alike'.   What other kinds of traits can you mirror?

14.   (SLIDE 17 ON) Things that we can mirror:

‰We can mirror their tonality and phrasing, their pitch, how fast they talk, what sort of pauses they make, their volume.  Mirror favorite words or phrases.  How about posture and breathing patterns, or eye contact, body language, facial expressions, hand gestures, or other distinctive movements?  Any aspect of physiology, from the way a person plants their feet to the way they tilt their head, is something you can mirror.  While the words are working on a person's conscious mind, the physiology is working on the unconscious.  It stands to reason that the more you can become like someone, the more they will like you.

INSTRUCTOR NOTE: Explain to the students that over time, people tend to do this process naturally.  Have the entire class freeze their movements and have them notice the different pockets that have been formed amongst themselves.  This is due to the fact that since they have been here at the school, rapport within their groups has been established.  Our goal at Recruiters School is to make them purposely aware of this process so that they can start it sooner. 

TRANSITION: All things said, I believe that you can start to see how effective your new mirroring skills can be when employed as a recruiter.  Next, let's take a look at some of the common body language singles that someone may send us

15. (SLIDE 18 ON) How to interpret the six common body language signals: 














         ‰a.  Lifting an eyebrow for disbelief. 

‰b.  Rubbing of nose for PUZZLEMENT. 

‰c.  Crossing of arms for ISOLATION / DEFENSIVENESS.

‰d.  Shrugging of shoulders for INDIFFERENCE. 

‰e.  Tapping of feet for IMPATIENCE

‰f.  Slapping the forehead for FORGETFULNESS. 
TRANSITION: We've learned some of the body language signals and how to interpret them, now let's talk about some positive body language displayed by a prospect during a sales situation.
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16-A. (SLIDE 19 ON) The six signs of positive body language displayed by a prospect during a sales situation.    

 ‰a.  Head up for CONFIDENCE.

 ‰b.  Chin up for EGO.

 ‰c.  Leg position wide = CONFIDENCE / SELF ASSURED.   


 ‰d.  Stance feet out = CONFIDENCE / EXTROVERTED PERSONALITY.

 ‰e.  Arm placement open = OPENNESS, NOT DEFENSIVE.

 ‰f.  Gait bounce plus energy = CONFIDENCE.
TRANSITION:  Now that we know the positive signs of body language, let's take a look at how our audience should view us.

16-B. (SLIDE 20 ON) Positive body language in a public speaking situation is as follows:


 ‰a.  Appearance - DRESS & GROOM IN AN APPROPRIATE MANNER.

 ‰b.  Approach and Departure - ERECT & CONFIDENT = IMPRESSION.
          ‰c.  Speaking Position - DON'T PUT UP BARRIERS OR ELEVATE YOURSELF. 

 ‰d.  Posture - ERECT, BUT AT EASE.


 ‰e.  Movement - USE IT TO ADD TO YOUR MESSAGE.

 ‰f.  Gestures - NATURAL.

 ‰g.  Eye Contact - DIRECT FOR 3 SECONDS.

 ‰h.  Facial Expressions - EXPRESS FEELINGS AND ENTHUSIASM / SMILE.
TRANSITION:  A prospect's body language can also indicate tension.

17. (SLIDE 21 ON) The four examples of a prospect's body language that indicate tension are:









  


 ‰a.  Closed eyes - HE WANTS TO HIDE = TENSION.
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 ‰b.  Rocking or swinging legs - HE IS NERVOUS.

 ‰c.  Chin - RESTING ON CHEST.

 ‰d.  Shoulders - HUNCHED.
18. (SLIDE 22 ON) What happens to a person when their territory is invaded?

 ‰a.  The normal reaction of a prospect when his or her territory is invaded.


            ‰1.  That the uninvited invasion of his / hers territory will provoke a DEFENSIVE REACTION.
TRANSITION: Not only will a defensive reaction be warranted if you are too close to a person but there are other distances that we should be aware of.

19. (SLIDE 23 ON) The four distances relating to the territorial needs of people and examples of each are as follows:


 ‰a.  Intimate distance ranges from 0" to 18".   This zone is reserved for WIFE, HUSBAND, and GIRLFRIEND/BOYFRIEND.

 ‰b.  Personal distance ranges from 1 1/2 FT. to 4 FT. 

         

‰1.  This zone is reserved for HUSBAND / WIFE IN PUBLIC.


‰2.  This is considered the limit of physical DOMINANCE

 ‰c.  Social distance ranges from 4 FT. to 12 FT.



‰1.  This zone is reserved for IMPERSONAL BUSINESS.

 d.  Public distance ranges from 12 FT. to INFINITY.

(SLIDE 24 ON) OPPORTUNITY FOR QUESTIONS:





   (5 min)
1.  Questions from class.

2.  Questions to the class.
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    a. QUESTION: How many signs of positive body language are there?


ANSWER: Six.

    b. QUESTION: How many distances relating to the territorial needs of people language are there?


ANSWER: Four.

SUMMARY:









    (5 min)
1. So far, we covered the two ways body signals are transmitted, the two factors that influence body language, how to interpret body language, the six positive body language signs displayed by a prospect, the eight positive body language signs used by a public speaker, body language that signal tension, prospects reaction when his territory is invaded without permission, and the four distances relating to territorial needs.

2. At this time, turn in your IRF's and take a ten-minute break. Your next class begins at         .

REFERENCES:    RECRUITERS SCHOOL SALES DIVISION
                                "UNLIMITED POWER" BY ANTHONY ROBBINS
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