


























































































































































































































































































































































































Can We Start Again? 

The same model can be used for conflict resolution. Conflict takes place 
at a behavioural level - establishing the positive intentions of both 
parties breaks up the conflict, and then they can look for specific 
agreement together. 

Let's run a couple of examples through this model. 
Firstly a 'sales' style negotiation: Let's imagine a client is looking 

for a new accountant (and you offer that service). 
Rather than assail them with your 'sales script' or talk about why 

you think they would buy your services, it would be more effective to 
find out what is driving their decision making process. 

Having pre-framed the conversation in order to initiate the 
investigation, you can ask what's important to you about your 
accountant? 

The potential client, at this higher logical level, will provide values 
such as: pro-active service, specialism or experience in the same market 
sector. 

You now have elicited their values. You may wish to qualify these, 
and you can gain a conditional agreement at this point. You could say, 
"I think my pro-active business has the experience and specialism to 
deliver the service you want. If I'm right, would you be prepared to 
work with us?" 

Having gained agreement, you can talk about your service, using 
quotes and examples and matching it to the client's values, then asking 
more and more specific questions to 'close the sale' as far as possible. 

Secondly, let's take disagreement involving two parties that want 
different things and see how we can employ this model to manage it: 

Let's imagine that you need to mediate a discussion between two 
other people who need to select a new mobile phone for everyone in the 
company. 

The two people have selected telephones and cannot come to 
agreement. They have done some research and are confident that their 
selection is the best for their requirements. Person A has selected a Sony 
Ericsson, Person B has selected a Motorola. 

Simply urging them to look at alternatives will have little effect. 
They have already made a decision that they believe to be the best 
choice. You must first get all parties to agree to investigate. This can be 
achieved with an effective and agreeable pre-frame. 

You can then begin to chunk them up - away from specifics and into 
values or intentions. 
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6. Negotiation 

If you ask person A, "What's important about the Sony Ericsson?", 
they will provide you with their values that have led them to that 
decision. For example: Compact, with an MP3 player. 

If you ask person B, "What's important about the Motorola?", they 
will provide you with their values that led them to that decision. For 
example: Slim and a flip up design. 

You can now gain a conditional agreement: If we find an alternative 
that is compact and slim with an MP3 player a flip up design would it be 
OK to investigate the options available to us? 

What's interesting is that, when you assure the individual that their 
values will be met, they are happy to let go of the specifics of the choice 
they have made. Without the conditional agreement of meeting their 
values they may remain inflexible. 

Having gained this agreement, it's now a simple process of 
elimination starting from all of the available items that fit that criterion. 

199 



Can We Start Again? 

Summary 

To summarise the process: 

• Gain an agreement that the flexibility to explore options or 
negotiate exists before you begin. 

• Chunk up to elicit their values and intentions - in doing so you 
are creating more flexibility and more potential options. 

• Utilise the values and intentions to gain conditional agreement. 

• Chunk down, maintaining agreement to specific desired 
outcomes. 
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SchoolDays 
Since becoming a trainer in the corporate world, I often think back to 
my time at school. I had a variety of teachers over the years and, 
thinking about it now, it's interesting how differently they behaved. 

For example, I remember one particular teacher that just wrote on the 
board for the whole lesson and we were expected to copy down what 
was written, and we were then set tasks for homework. To me this was 
not teaching, but some pupils did quite well under these conditions. 
Another dictated entire essays. I remember the feeling of having gained 
nothing from the lesson except for a sore hand. I could go on; I 
remember one teacher that would set up experiments that he would 
demonstrate and we would then be expected to replicate them without 
any explicit instruction or explanation. Another would just provide 
theories and ideas without the 'nuts and bolts' of the theory in practice. 
The teachers I liked would introduce topics and encourage discussion 
and argument or set up contexts for us to discover what we were 
learning, creating our own examples and paraphrases of explanations. 

Some years, I would change teacher and my grade would 
inexplicably drop, only to be boosted the following year with another 
change of teacher. I don't know if you ever had a similar experience ... 

I found this inconsistency frustrating at the time, and I thought it was 
me. I now understand what was going on a little better. 

Teaching has certainly moved on since I was a child. There seems to 
be a greater awareness of learning and processing styles; and one would 
hope that leads to a greater degree of flexibility in how the information 
is put across. (I process a lot of information with my auditory rep 
system, evaluating what I have heard with A R, and consequently spent 
most of my time at school being told to stop looking out of the window) 

In addition to teaching styles, there's something else that makes an 
enormous difference: 

I was recently speaking to a friend who is a teacher and was 
encouraged to hear his practical definition of what he considered to be 
good or bad teaching: He said something like, "Imagine that you are 
teaching Geography and the topic for the next day is farming; 
specifically crop rotation. The evening before the lesson you are 
revising and updating your lesson plan when you are interrupted by a 
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oewsflash 00 your television relaying a major volcanic eruption or 
earthquake somewhere in the world. The good teacher is the one that 
deviates from the planned lesson in order to utilise the pupils' current 
interest and teaches about volcanoes or earthquakes." The bad teacher 
continues to teach about crop rotation. 

Utilization 

This is a key point, not only for teaching, but for any type of 
presentation. Can you imagine a musician getting half way through a 
track saying, "Everybody stop - I lost track of where we are, sorry, can 
we start again?" The only way to keep the audience engaged is to play 
on ... 

Imagine a stand-up comedian that ignores heckles and pretends that 
they are not happening. It would not take long for this to break the 
comedian's spell of laughter over the audience. If not utilised and turned 
into a gag, heckles become a distraction and undermine the comedian. 

When you present there are a multitude of things that can happen 
from environmental conditions to unexpected reactions from the 
listeners. If you ignore these things and carry on regardless, you will 
lose the engagement of the audience. 

I would encourage you to welcome the unexpected, these are the 
things that make your presentation alive and engaging if utilised 
correctly. If ignored they are a distraction to you audience and, more 
importantly, to you. 

You can only lose control of a presentation if you are being 
controlling in how you put the information across. If you are completely 
flexible it is not possible to be undermined. 

In addition to that, referring back to the Milton model, you can use 
whatever is happening to pace the listener's experience. Think about the 
effect of that for a minute. 

Not my style 

We know from previous chapters that people are different and they have 
a different representation of the world. 

In addition to that, we seem to have different ways of processing the 
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information we receive - different information processing 'styles'. 
So, that in mind, here's how it all goes wrong: We have a tendency 

to explain things in the way that we understand them ourselves ... 
You will communicate from your own information processing style, 

and that may be different to someone else's. You explain things in a way 
that makes sense in your world - another person may require different 
information to understand. 

In earlier chapters we have covered the linguistic patterns of 
influential speech. In this chapter I would like to add to these influential 
speech patterns by addressing how you can structure your messages to 
satisfy the learning styles of the entire audience. 

We will be working from the assumption that people, when 
presented with new information, will be asking different questions. For 
now, it would be a good idea to create an example message to use as you 
work through this section; something that you need to explain or 
persuade someone to do. 

What are they thinking? 
Below is a simple model of the questions an audience will need 

answering based upon the 4MA T System developed by Bernice 
McCarthy. 

Abstract Concepts 

What if ... ? I--~ Why? R 
A Let them teach Need reasons, and e 
c themselves relevance f 
t I 

e 
v c 
-------~ 

[ ~ 
e How? What? t 

i 
Let them try it out Give them more v 

& do it! information! e 
-------~----- -- -~---------

Concrete Experience 
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It's obvious from experience that we learn in different ways, and 
without quoting statistics or isolating people into one type or another, 
r m sure that you can accept that we require different information to 
satisfy the different questions that we are asking at the time. 

Someone thinking 'Why?' will be looking for reasons and relevance. 
They will be asking questions like: Why are we looking at this? Why is 
this happening? Why are we here? 

Someone thinking 'What?' will want explicit information, and as 
much of it as possible. They will be asking questions like: What exactly 
is this? What exactly is involved? 

Someone thinking 'How?' will want to know how it works, 
preferably by direct experience. They will be asking questions like: How 
does this work? How will it happen? How are we going to do it? 

Someone thinking 'What if?' will like to experiment with results or 
consequences. They will be asking questions like: What will happen as 
a result of this? What if we do it this way? What if we don't? 

We tend to present in a way that answers the questions that we 
ourselves normally ask. We sometimes even answer questions our 
preferred way rather than the way the question was asked. 

For example: 
Question: "Why are we moving office?" 
Correct answer: "Because our lease has expired and we are 

'cramped' in this building." (why? - reason) 
Incorrect answer: "Because if we do we will have more space and a 

better location." (what if? - consequence) 

Or alternatively: 
Question: "What is this new system?" 
Correct answer: "It's a new system for recording CRM 

information." (what? - explicit) 
Incorrect answer: "You can use it to log and view customer 

information." (how? - process) 

The first step in recognising these differences and utilising them, is to 
answer the question that you have been asked, rather than answering any 
question in your preferred style. 
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How can you talk to everyone? 
The following table contains suggestions of how to present information 
in a way that will engage all of the previously described personality 
types. 

Read the table below, and then begin to structure your message to fit 
into these descriptions: 

WHY? 
Pre-frame the communication: 
Tell story that explains why or explicitly share reasons. 
Ensure that you are communicating positive INTENTION 

WHAT? 

Explicit Frame: 
Provide precise definitions and access to more information 

EXAMPLE IN ANOTHER CONTEXT 
Make your point in another context: 
They will evaluate the idea without prejudice and be easily 
convinced 

HOW? 

Context for discovery: 
Provide demonstration and an opportunity for them to do it 

WHAT IF? 

Provide expectations of, and an open frame to discuss, 
effects/results/possibilities/consequences 
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To demonstrate this I will use an example that I used in a training 
session. My colleague Ben and I have a habit of providing each other 
with unexpected challenges at every opportunity. 

On this particular day he said to the room full of delegates, "This 
system is so convincing that if you give Daryll a difficult topic, he will 
prepare a presentation in one minute and then convince you of it." 
Thanks Ben. Fortunately, this is not an unrealistic claim, and we now 
add this demonstration as a convincer into every presentation training 
that we deliver. 

The example I will use here was provided by a client in the travel 
industry; they asked me how to convince their Financial Director that all 
business travel should be firstlbusiness class when they currently fly 
stand-by. 

Firstly, realising that the message will be rejected if asked directly, I 
pre-framed the conversation as an exploration of an idea. I said that I did 
not know the answer to this situation and would welcome the 
opportunity to explore potential solutions. (This obviously pre-frames 
the presentation in a way that will make the listener more flexible). 

I then began by addressing the reason (WHY) for the presentation. I 
may have suggested that many of the staff were currently travelling 
stand-by and being 'bumped off flights. The intention of the stand-by 
arrangements was to save money, and this was not being achieved when 
the consequences of opportunity cost, negative perceptions caused by 
arriving late and the negative mindset of the employee entered the 
equation. I may also have suggested that many staff were travelling long 
distances in uncomfortable conditions and then expected to go straight 
into a meeting and perform well. (This should provide adequate reason 
to discuss whatever follows). 

Then I made an explicit suggestion (WHAT) - that all travel should 
be business class or first class. As I said it the audience recoiled, so I 
utilized it, assuring them that they were right; it sounded out of the 
question, and therefore they would be surprised to hear what follows. I 
went on to be explicit about the conditions of the travel; that it would be 
with a few select carriers with whom they could negotiate exceptional 
volume discounts. I'm not sure how many made up details I added in at 
this stage - obviously in a real scenario this explicit information would 
be genuine and accurate. 

At this point they were still listening with interest and far from 
convinced, so I broke off into a story. I told them about my friend Richard 
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who raises sponsorship money for young athletes. Richard had told me that 
the UK number 5 in the high jumper is completely un-funded. He drives up 
and down the country to national athletics meets, in an unreliable car which 
often breaks down and he fails to arrive on time. To overcome this he had 
been travelling to the meet the evening before and then, unable to afford a 
hotel, sleeping in his cramped little car the night before and hoping to 
perform like a world class athlete the following day. I was amazed to learn 
that this is how we treat our top athletes in this country. If they are not in 
the top few that get funding, they get no funding whatsoever. (This 
example in another context will be directly applied to the presentation - but 
because the context has changed, it is more acceptable, allowing me to 
make the point without resistance.) 

I would then go into detail about the reality of implementing this 
idea (HOW) and walk them through the process. They could approach 
all of their current carriers, negotiate prices based upon a commitment to 
a substantial volume of activity and they could put controls in place to 
ensure that the costs do not rise above expectations. Again this was a 
load of stuff made up on the spot, in reality I imagine you would be able 
to walk someone through the process of your presentation or 
demonstrate it. 

At the end I suggested that the performance and morale of staff 
would be greatly increased and the business would certainly benefit 
from individuals being comfortable during the extensive travel that they 
undertake. (WHAT IF) I then opened a frame for questions. 

Would this work in reality? - I'm not sure. It has certainly worked 
for me with a variety of subjects and in all training sessions where I 
have done this as a demonstration. The point being; you can begin to 
notice how influential this message has become simply by covering the 
subject matter 'from all angles' . 

Obviously, for purpose of demonstration I cheat a bit - using plenty 
of Milton Model patterns and V AK sensory descriptions so the delivery 
is extremely hypnotic and paces the listener into a 'yes' rnindset 
throughout. 
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In 1968, Robert Rosenthal and Lenore Jacobson conducted 
experiments that involved giving teachers false information about the 
learning potential of certain students in grades one through six in a San 
Francisco elementary school. Teachers were told that these students had 
been tested and found to be on the brink of a period of rapid intellectual 
growth; in reality, the students had been selected at random. 

At the end of the experimental period, many of the targeted students 
exhibited performance on IQ tests which was superior to the scores of 
other students of similar ability and superior to what would have been 
expected with no intervention. In some cases such improvement was 
about twice that shown by other children in the same class. 

The purpose of the experiment was to support the hypothesis that 
reality can be influenced by the expectations of others. Obviously this 
can be positive or negative depending upon the expectation. Biased 
expectancies can essentially affect reality and create 'self-fulfilling 
prophecies'. In the context of this experiment, Rosenthal predicted that, 
elementary school teachers may unconsciously behave in ways that 
facilitate and encourage the success of the students they believe to be 
brighter. 

Knowing that you will be communicating your perceptions and 
beliefs through your body language, voice tonality and choice of words; 
how does your belief in the ability of others influence their 
performance? How does your perception of your message affect other 
people's reception of your message? 

I invite you to playa quick imagining game with me: 
Imagine yourself walking into a meeting of some kind that you are 

dreading: You expect it to be difficult, a battle of wills that is likely to 
descend into a heated argument. See yourself in this scenario and 
observe your behaviour - How are you walking? What else do you 
notice about your behaviour? 

210 



7. Presentations 

Now imagine yourself walking into a meeting that you are looking 
forward to: You expect it to be fun and creative with plenty of laughter. 
See yourself in this scenario and observe your behaviour - How are you 
walking? What else do you notice about your behaviour? 

What dynamic are you creating as a result of those different 
expectations? If you prepare yourself for an argument you may be 
causing that argument - even though you are oblivious to doing so; and 
when it happens you may say something like, "I knew that would 
happen," or, "I told you so." 

What's even more dangerous is that our beliefs become self-fulfilling 
prophecies. We will find evidence for what we believe, and miss 
evidence that falls outside of that frame of reference. 

If you believe that the performance of a certain person is poor, you 
will notice all of the things that support that belief, and miss all of the 
things that contradict that belief. 

And you do the same thing with beliefs you have about yourself. 
You will find plenty of evidence for the things you believe about 
yourself, that does not mean that they are true. 

Any day now my son will begin to attempt to walk. When I think 
about it now the corners of my mouth begin to curl into a smile, I get a 
warm feeling in the centre of my chest and hope that I will be there 
when he takes his first steps. I can imagine the scene now - my wife and 
I kneeling on the floor, facing each other and encouraging him to walk 
from one of us to the other. 

But what if, after his first attempt to walk results in a stumble and 
fall, he decides that he is no good at walking and will not attempt to do 
so in the future? He thinks 'I'm not a walker - I tried and failed' and 
resigns himself to a life of crawling. Is this likely to happen? 

The ability to fail is something we learn in later life. The only way to 
fail is to give up. If you don't give up, you haven't failed. You have 
simply learnt another lesson that will help you to ultimately succeed. 

211 



Can We Start Again? 

Every time my son stumbles, he is learning another lesson that will 
ultimately allow him to walk. 

Did you learn to ride a bicycle without a grazed knee or elbow? 
I believe Thomas Edison said: "I did not fail, I just discovered 99 

ways how not to invent a light bulb." 
Any negative feedback that you receive is only feedback. And, when 

you think about it, feedback is extremely valuable. Without it, what 
have you learned? 

The first time I ever delivered a training session, I handed out 
feedback sheets and was delighted to receive 10110 for every question I 
asked. I showed the sheets to my business partner, Ben, and he 
suggested that the feedback was not particularly good. 

I said, "Are you mad? How could it be any better?" To which Ben 
answered, "What have we learned? What would we do differently next 
time? How can we improve?" 

I particularly like this Boris Becker quote: "Feedback is the breakfast 
of champions." 

The ability to take on board feedback, and do something about it is 
often what distinguished the excellent from the average. 

I would ask the question: Is it realistic to get everything correct on 
first attempt? I think not. Generally speaking there is a degree of trial
and-error in our learning process. 

In order to develop we need to 'have a go' , identify the errors we make, 
and do something about them so that we can succeed the next time. 

If we are inhibited by 'fear of failure' it may prevent us from 'having 
a go' , or it may prevent us from acknowledging the feedback we receive 
by attempting to defend ourselves from it. 

It can be helpful to recognise that failure is not a permanent 
condition. If you reach the end of your life and insist that there are a few 
things that you have failed to achieve I may accept that. Until then; the 
only way to fail is to quit; to give up; to stop. 

If you want to continue to improve, it is necessary to welcome 
feedback, and perceive it in such a way that allows you to treat it 
objectively, letting go of your 'defensive reactions'. 

Without making what we perceive to be mistakes, we would be 
unlikely to learn anything new. 

You can perceive feedback as criticism and retreat from it, or you 
can recognise feedback as the very thing you need to pay attention to if 
you are to improve; it's your choice. 
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Delivery 

I hope that you are now ready to experiment with constructing 
influential and engaging messages. 

Using the structure of the 4MAT system, you can add in Milton 
Model Patterns to make the presentation more agreeable and influential. 

I would urge you to set conditions for yourself to utilise and 
incorporate whatever happens during the presentation to pace the 
audience experience, keeping them engaged and maintaining agreement. 

To engage the listener even more, vary your voice tone, act out what 
you are explaining with confident gestures and add a variety of visual, 
auditory and kinaesthetic descriptions. 
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Re-visiting the map ... 

Several years ago I was working in my office early one morning when a 
member of my team (who was often late) arrived early. 

Surprised to see him I asked, "What brings you here so early; an 
accident in bed?" 

He said, "Well, it's funny that you ask. When I began working here 
five years ago I experimented with several routes to work. I tried 
different roads at different times and discovered the best route to work. I 
have been driving to and from work the same way ever since. There 
have since been four sets of traffic lights and three roundabouts installed 
on that route, and it's taking half an hour longer to get here every day. 
Regardless of this I've still been using the same route to work, out of 
habit. I didn't give it any thought. 

I was late for work twice last week so I finally revisited the map and 
realised I have been using what is now the slowest route to work. I have 
wasted hours without realising that I was doing so." 

We can start again! 

Today is the first day of the rest of your life. What will you decide today 
that will improve your journey? What have you taken from this book? 

By now I would expect you to be becoming more and more aware of 
the many things that happen in our 'worlds' when we interact. 

If you have managed to develop enough flexibility to experiment 
with new beliefs and perceptions, the Big Ideas in this work book should 
have provided you with plenty to re-evaluate. 

In addition, your awareness of language and body language may well 
have begun to change to some degree. 

One of the common practical applications of NLP is goal setting. In 
fact, of the many incorrect explanations of NLP that I have heard in the 
past, there have been some people who think NLP is goal setting. I 
found that perception amusing and confusing. 

Well, certainly there are a couple of things that you can do to make 
your objectives more compelling in your own mind. To set up goals in 
such a way that it is almost as if they become a neurological filter of 
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some kind, drawing your attention to anything that will support the 
achievement of that goal. 

I'm not a fan of setting goals, or any other pattern that's full of 
conscious content, for reasons that I will go into later. However I 
appreciate that, for many people, this is useful so I am happy to run 
through an effective goal setting model. 

For some reason or another you have picked up this book. I don't 
know if it's part of your Practitioner Certification, as an introduction to 
NLP or to gain just a few extra resources. Either way, there is an 
intention of self development on some level. 

So I would like you to ask yourself a couple of questions. Take as 
much time as you need to reflect upon these: What is it that you want 
that you have not got at the moment? What is the outcome that you want 
for yourself as a result of your current development activity? Make a 
note of you desired outcomes. 

Now that you have identified to some degree what it is that you 
want. We can run it through a goal setting model and make it a 
compelling and realistic outcome. 

So where do you think you're going? 

This section of the workbook can help you to achieve your goals if you 
know what they are. As you begin or continue your journey, you may 
end up 'going to the moon', which is great - if you wanted to go to the 
moon. If you really wanted two weeks in Disneyland you are going to be 
disappointed. 

Why does having a defined goal make a difference? Every day you 
are confronted by choice of behaviour. Do this or do that. Write an 
email or make a phone call, contact one person or another, talk about a 
familiar topic or start a new one. Do it now, do it later or ignore it 
completely. 

The idea is: if you have a clearly defined and compelling goal, it sets 
up a neurological filter or frame of reference that makes it very easy to 
make these micro decisions on a daily basis and end up in the place that 
you want to be. 

If you do not have an overall awareness of where you are going, you 
make every decision based upon the presenting factors there and then, 
without an awareness of an overall direction. You may well make good 
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decisions, but you will have no idea where those decisions are leading you. 
Sometimes the small decisions we make today can make a big 

difference to us tomorrow. 

How will you know when you get there? 

When you decide to set goals you should really make sure that you do it 
well. A goal that is too easy does not drive you to perform. A goal that 
is too difficult may leave you feeling defeated, and that's not much of a 
motivator either. 

How can you set the right goals? Have a think about it. What are 
your goals? Firstly, state what it is that you want (as per the previous 
page) 

Then ask yourself why you want it; what is the purpose of that 
objective? It helps to be aware of the positive intention behind your goal 
or outcome. 

Then identify, in real terms, exactly what you will do when you have 
reached the objective and state that as a positive outcome. 

Do you remember "Don't think of baked beans"? 
If you set a goal that includes the words don't, won't, can't, 

shouldn't, mustn't; your unconscious mind will focus on the statement 
that follows them as if you had used the words do, will, can, should or 
must. 

For example, if your outcome is, "I won't eat chocolate." This is 
ineffective for two reasons. Firstly, each time you remind yourself of 
your goal you are reminding yourself of chocolate. Secondly, you do not 
know what to do instead. There will be a positive intention in eating 
chocolate, and without an alternative behaviour, this intention is 
unsatisfied. 

You may be creating these goals consciously at the moment, but as 
soon as your conscious mind becomes occupied with the next thing you 
will be revert to the behaviours that are outside of your conscious 
awareness. 

Another thing that will make your goal more compelling is making it 
'toward' rather than 'away from'. For example, more free time rather 
than less time at work, easier rather than less difficult, more focused 
rather than less distracted. 

Secondly, make sure the goal is specific. 
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"I want more money", is not a good goal. All you have to do is find 
some change down the back of the sofa and the goal is achieved. 
Hooray! Be careful with intangible goals like, "more free time". How 
much free time exactly? What do you need to do to make this possible? 

The goal needs to be measurable so that you can know when you 
have achieved it. What exactly will need to happen to know you've got 
it? Will you need to see a report? Will someone have to tell you? Will 
you be handed something? Think about exactly how you will know 
when you have it, even consider whether you need to see, hear, smell, 
taste or touch something. 

Thirdly, make sure it is achievable. By all means aim high, just make 
sure it can be achieved and make sure it's realistic. Do you have the 
resources that you need? 

When are you going to achieve it? That's an important question 
because goal that 'rolls over' indefinitely is not a goal, it's a dream. 
Goals are meant to be achieved, and to ensure that you do, you need to 
know when you are going to achieve it. 

To avoid disappointment, make sure it's just about you and does not 
rely upon anyone else, or any other circumstances that are subject to 
change. It really needs to be just about you because that's the only way 
you can be absolutely sure that you can make it happen. 

Lastly, just check something: Is it really OK with you to set this 
goal? If you do what it takes to achieve it, will any other area of your 
life suffer? Will it take important time away from friends, family, 
relationships, community, self development, fitness or hobbies? 

I'm quite sure I could double my earnings next year through 
increased work activity if I didn't mind the resulting divorce and 
expanding waistline. I would mind those things very much so double my 
earnings through more work activity is not a good goal for me. 

Remember this checklist: 

Positive 
Specific 
Measurable 
Achievable and Realistic 
Resources 
Time 
Self initiated 
Ecological 

- Is it towards what you do want? 
- What exactly? 
- Will you know when you have it? 
- Can it be done? 
- Do you have/can you get what you need? 
-When? 
- Is it solely down to you? 
- Is it OK with all areas of your life? 
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To check the ecology of your goal, I suggest that you check it with 
the application of Cartesian Co-ordinates below: Rather than attempting 
to answer these questions, simply think about the questions carefully: 

• What will happen if you do? 
• What will happen if you don't? 
• What won't happen if you do? 
• What won't happen if you don't? 

Now to make your goal or outcome compelling: Make it real. 
When you have set your goal, it will help you to clearly imagine it 

happening. Create realistic representation in your mind of your achieved 
goal. 

Where will you be? Who will be there? What can you see? What can 
you feel (externally)? How do you feel (Internally)? What can you hear? 
Are there any smells or tastes? 

Now capture that experience - imaging taking a larger than life 
photograph in your mind with all of the sounds and feelings included. 

Now imagine 'putting' the experience in all its detail into your 
future. Actually place it into the physical space around you so that when 
you look to the future the picture is there - something that you are 
looking forward to. 

How achievable does it seem now? 

Watch out for the story teller ... 

I have included the above content on goal setting because it is my 
perception that many people expect a practical book on NLP to contain 
some information on setting compelling goals, and it certainly works in 
my experience. The method outlined above will indeed make your goal 
compelling, and I would invite you to consider a couple of additional 
factors about goals. Goals are, by nature, a limitation. 

Setting a compelling goal sets up a frame of reference in your mind 
that allows you notice and utilize everything that will move you closer 
toward achieving it. Even really ambitious goals, when you set them up 
in a compelling way, will limit you because they may prevent you from 
noticing or achieving anything that falls outside of that frame of 
reference. Compelling goals backed with a lot of motivation and 
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determination can create 'tunnel vision' in the awareness of the 
individual. 

I would urge you to consider the consequences of devoting a large 
amount of your attention to the pursuit of just one thing. 

I am often interested, and mildly amused, by perceptions of what 
constitutes 'success'. Like any nominalization the definitions vary 
widely and change from one context to another. There is, however, an 
underlying theme amongst many of the people I work or interact with. 

To illustrate this kind of perception I would like to share a story: I 
was in a coaching session some months ago, and my client began to 
describe an individual that they held in high esteem. For the purpose of 
this story, let's call him 'Fred'. 

The conversation was frequently drawn back to what Fred had 
achieved; what Fred said; how successful Fred was; how financially 
wealthy Fred was. I paid some attention to what the client was telling 
me about Fred and his success because, from calibrating on behaviour, I 
was able to observe some states in my client. 

It was much later in the session that the client began to add in 
additional details about successful Fred. It transpired that Fred was 
suffering from several physical ailments that were essentially stress
related, was on his second marriage after an acrimonious split from his 
first wife and currently had no contact with his children. 

Such comments usually pass me by without acknowledgement unless 
I can see by a visible shift in state that it is somehow significant to the 
client. On this occasion, I must confess, I completely lost my state. I 
stopped observing the client for a moment and found myself in my own 
thoughts, thinking, "What? This guy is your model of success? Are you 
kidding?" 

I would like to make it clear that I am not making a value judgement 
about divorce or any other circumstance that an individual can so easily 
find them self in. I am making a comment about balance, bias and 
consequence. 

The other thing to be aware of when setting goals is that, the things 
that we decide we want as a result of our conscious reasoning may not 
be the things we want at all. We have a terrific ability to 'tell ourselves 
stories' . 

A huge number of us believe that a lottery win would make us 
happy. If this is your belief, I would urge you to look into any of the 
research into the links (or indeed lack of them) between a lottery win 
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and happiness. It may negate your financial difficulties, and this will not 
automatically transform you state into one of permanent joy. 

If you are interested in happiness or positive psychology I would 
point you in the direction of Martin Seligman at the University of 
Philadelphia. His books Learned Optimism and Authentic Happiness are 
very accessible. 

In terms of setting goals to make yourself happy - be careful what 
you wish for ..... . 

As for what you can do instead, I would recommend that you set 
your objectives at the higher logical level of intention. 

As we covered in the chapter on negotiation; at a higher logical level 
you have far more choices and options available to you. If you set very 
specific goals you are working at a lower logical level where the 
specificity is likely to be a fairly restricting, creating an outcome 
without much flexibility around how you can achieve it. 

For the purpose of illustration, let's take the lottery win example. If 
you set the goal of winning the lottery you have one acceptable outcome 
- and an extremely unlikely one. 

If you address the intention in the lottery win you will have far more 
flexibility, options and choice. 

If the intention is to be financially independent, and you recognise 
that as the outcome, how many more ways are there of achieving that? 
What plans can you make? 

If the intention is to retire, what's the intention in retiring? What 
would retiring get for you? More leisure time? More quality time with 
family and friends? Doing what you enjoy? If that's what's really 
important, how else can you achieve those things without retiring? 
What other options do you have? 

I could go on. Whatever your desired outcome, ask yourself, what's 
the intention in that outcome? 

If you set the intention as the desired outcome you will have far more 
choices and options about how you can achieve it. 

Another Point of View 

One of the techniques that is a prerequisite to any activity that could be 
called NLP is the ability to dissociate from your current experience. It's 
amazing how empowering it can be to step out of your immediate 
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experience and gain a different perspective. 
This different perspective is referred to as taking a different 

perceptual position. I will cover the three perceptual positions in this 
chapter: 

Firstly, first position. 
This is your experience of the world, looking out through your eyes, 

seeing what you see, and having all of the other sensory experiences like 
sounds and feelings. 

You will remember many of your past experiences this way, as if 
you are actually having the experience. Some imagined experiences may 
also be seen from this perspective and are likely to contain feelings and 
other sensory information. 

When you are experiencing your experiences in this way, you are 
associated. You are having the experience, whether real or imagined. 
Are you with me so far? 

As human beings, we have the ability to disconnect ourselves from 
the first person experience. We can view things from another 
perspective in amazing detail. We can imagine what it would be like if 
we were viewing ourselves from outside, like an observer. 

Second perceptual position is associating into perspective of 
someone else; to view yourself as someone else would view you, which 
can reveal some interesting things about yourself, and indeed gain 
further insight into that other person's point of view. 

This can be great for breaking down misconceptions and mind reads 
about other person's intentions or behaviours. For example, I 
occasionally have the opportunity to coach people through the interview 
process. In many cases people approaching an interview see the 
situation from their own frame of reference and, in the absence of 
thinking about the interviewers' perspective, make the mistake of 'mind 
reading' that the interviewer is there to be overly critical or 'catch them 
out'. 

Think about this for a moment, if you were interviewing to fill a job 
position, would you hope to reject every candidate? What a waste of 
time that would be. So what would your intention as an interviewer be? 
Surely you would be hoping to find someone that you are happy to 
employ; you would be hoping that the applicants do well, wouldn't you? 
So what are you as the interviewer looking for? What is going to make 
the difference between similarly qualified applicants? What will sway 
you? 
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Without going into further detail of this application, I'm sure you can 
begin to appreciate that taking second position can be extremely 
resourceful for breaking up your unhelpful misconceptions and creating 
a more realistic and balanced perception of the situation you are walking 
into. 

Third position is to dissociate form the situation and view it as a 'fly 
on the wall' . 

Taking third position, so that you can see yourself as an impartial 
observer removes the emotion from the representation and allows us to 
evaluate ourselves free of any unhelpful shifts in state. 

If you would like to experience this; first think of something you 
strongly like or dislike and create a representation of it in your mind 
viewed from first position - looking from your own eyes as if you are 
actually experiencing it. 

Notice the feeling that you are having with that representation. 
It may help to stop for a moment and do this with your eyes closed. 
Now create the same representation but this time view it as the 

impartial observer. Make sure you can see yourself in the representation 
with the subject of the representation. 

Notice the feelings have changed with that representation. 
Again, stop and do this with your eyes closed. 
The ability to create this impartial perspective is extremely valuable 

to us. If you are associated (1 st position), you are likely to run the same 
patterns you have always run, and if you always do what you have 
always done ... guess what. 

Let's imagine that there is a situation that you find stressful and have 
a knee-jerk reaction that is unhelpful to you. If you think about this past 
behaviour and create a representation from 1 st position, you will get the 
stressful feelings and begin to think the same unhelpful way again. You 
are unable to gain a realistic perspective on your behaviour because you 
are 'in it'. 

In order to generate choice and flexibility, you need to think about 
the situation without having the stress reaction, and taking the 
dissociated 3rd position will allow you to regard the situation without the 
overpowering emotions. At last you are free of the old pattern of 
behaviour and you can begin to think of alternatives that will be better 
for you. 

If this book has provoked you to question your past behaviours and 
review them with a different outlook, or evaluate your current behaviour 

225 



Can We Start Again? 

to look for possible improvement. then I would recommend that you 
view these scenarios from 3rd position with the intention of generating 
alternatives. 

What prevents you? 

Setting compelling goals is all a good idea in principle and it does beg 
the question why have you not done this already. what's getting in the 
way? Whatever that is; will it sabotage your future efforts? 

There are a few things that you can do to make yourself aware of 
your un-resourceful thought patterns and the obstacles that you are 
putting before yourself: 

Check your own attribution of meaning 

Even when you are perfectly aware of the 'meta violations' of our 
surface level opinions. you may still finding yourself equating meaning 
to things. 

We tend to learn by cause and effect - if I touch the hot oven it hurts 
or the appearance of the high-chair means it's dinner time; so the 
process of equating meaning to our experience of the world can be a 
hard habit to break. 

When we begin to use this process of thought to apply meaning to 
the motives or opinions of others. it's pretty clear that these are nothing 
more than distorted 'hallucinations'. 

I would remind you of some examples that we used in the 
investigative listening section where the speaker has used cause & effect 
reasoning or added meaning incorrectly: 

"I know what they are thinking." - "If we charge more then the 
client will go elsewhere." - "They left us waiting in the reception 
area; that means they are annoyed with us." 

This is meaning that you are 'adding in' without evidence; it's 
unqualified, a perception, a product of your imagination, a hallucination. 

When you become aware of yourself using these thought patterns, 
challenge yourself. Does it really mean that? How do you know? 

If you insist on creating hallucinated meanings, then hallucinate 
three times. Having created one possible meaning. go on to create two 
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more. It is remarkable how empowering this flexibility of 'meaning' can 
be, and it will prevent you from running the same un-resourceful 
thought patterns. 

Question your own modal operators 

One of the clearest indications of inflexibility is a modal operator of 
impossibility (can't, won't), necessity (must, have to) or negative 
necessity (mustn't). 

When I am coaching, if I hear one of these modal operators I 
immediately challenge it before anything else. 

If I hear myself using one of these it 'stops me in my tracks'. Before 
continuing with whatever I am thinking or saying, I first challenge the 
modal operator that has appeared in my speech or thoughts. 

The rules and boundaries that we apply to ourselves are often the 
very things that limits us. 

When you hear yourself say 'can't' ask yourself; if it is really 
impossible? What prevents you? 

When you hear yourself say the word 'won't', ask yourself: is there 
really no way? 

When you hear 'must' or 'have to' ask yourself; what would happen 
if you didn't? When you hear 'mustn't' ask yourself; what would 
happen if you did? 

Add options 

A problem is only a problem because you have either become inflexible 
about how you deal with something (you only have one strategy for 
doing something, and when that strategy is ineffective or produces 
negative results, it becomes a problem) or you have become inflexible 
about a potential outcome (you have only one acceptable outcome, and 
if things aren't going that way it becomes a problem). 

A problem ceases to be a problem when we recognise the choices we 
have. 

Think about it; anything you currently see as a problem, what are 
you being inflexible about; what do you need to let go of in order to 
move on? 
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One choice is no choice; two choices is a dilemma; only with three 
of more choices are we really acting at choice and therefore 'at cause'. 

The more you can add options (more than one way of going about 
things or more than one acceptable outcome) the more you can have 
flexibility, choice and influence over the results you get. 

Listen to your own advice? 

We discovered that: The way we communicate affects perception and 
reception. Let me take this idea a little further and suggest that your 
perception is a projection: 

Imagine two people, let's call them Bill and Ben, talking about a 
mutual friend who has recently lost their job, let's call him Jack. 

Bill says, "It's a nightmare, Jack is unlikely to find another job as 
good as the last one and he now has the agony of the interview process 
to go through. 

Ben says, "Jack will be fine, the job market is booming and 
interviews are easy. 

Bill and Ben probably think that they are talking about Jack, but the 
two contrasting opinions above tell us far more about Bill and Ben than 
they tell us about Jack. 

Bill would have a nightmare with the interview process, Ben would 
be fine, and Jack is irrelevant - they are talking about themselves 
without realising it. 

We have a tendency to put our stuff on other people. 
The things that annoy you about others are a reflection of something 

you do not like about yourself. (Look at it this way - other people don't 
find the same things annoying as you do) 

If it's pushing your buttons, you must have a button that can be 
pushed. 

If you have some advice to give someone that is really annoying you 
- give that advice to yourself first. Just like stress, annoyance is 
something that you create. In order for someone to 'push your buttons' , 
there must be a button to be pushed. 
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Coaching Behavioural Change 
To provide just one more practical application of the patterns already 
covered in this book, I'm going to take you through a model for 
coaching behavioural change. It will be very effective if you apply the 
model to yourself as an evaluation of this process. 

Firstly, like any communication, priming the conversation with an 
effective pre-frame will go a long way to negate defensive reactions and 
reduce the opportunity for misunderstanding. 

If working with another person, they with may not be aware of your 
positive intention unless you 'spell it out' to them. They may mind-read 
your intention as something negative and you can imagine how that will 
affect the dynamics of the interaction. 

In coaching of this nature I recommend that you be explicit, open 
and honest about you intentions. 

Bear in mind how influential your preconceptions will be in setting a 
frame for what you perceive and unconsciously communicate. Clean up 
your preconceptions to remove bias before you embark upon this 
process. 

For example: "My intention is that you fully understand this 
feedback and that you are supported in making any positive changes." 

Also, by separating your intent from the content, it will make it 
difficult for the recipient to 'shoot the messenger'. If the content of the 
conversation could be perceived as grizzly; you are not perceived as 
grizzly for delivering it. 

I would also like to refer you back you the Big Idea: There is Only 
Feedback. The most effective way of negating defensive reactions so 
that the individual takes valuable feedback on board, is for them to 
perceive the feedback as positive - a grazed knee on the way to cycling 
competence. I would invite you to think of what story you would tell to 
effectively induce this way of thinking. This feedback is of value. Ignore 
it, deflect it or deny it and they are cheating themselves out of the very 
thing that will help them to improve and overcome their current 
challenges. 

If your pre-frame is future focused, toward the positive changes that 
they can make this is far more resourceful than a reflective autopsy of 
previous negative results. 
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Effective Pre-Frame 
There is only feedback 

Having set an effective pre-frame, we are ready to begin: Now we 
need to address the feedback, or reason for the required change - and it 
is amazing how unqualified such feedback can be. 

Effective Pre-Frame 
There is only feedback 

1 
'THE FEEDBACK' 

Words are unreliale 

Remember: Words are unreliable! Meaning operates context
dependently. I was recently coaching someone that was given the 
feedback that they were 'arrogant'. 

This is obviously some kind of nominalized value judgement and, as 
such, has no specific meaning so I asked him, "Do you know what you 
do that is arrogant?" 

He said, "No." 
I said, "Hmm, interesting, so would you know how to go into the 

office tomorrow and not be arrogant?" 
He said, "No idea." 
It's fairly obvious that this feedback is of little value. If the recipient 

cannot associate a meaning to the feedback, it's a criticism. It's of no 
use. How can they change something that they have no awareness of? 

Similarly, process driven or numerical feedback can be equally useless. 
For example: If someone's 'numbers are down' in one area of the business, 
that's just a fact. It does not become performance feedback until we begin 
to get some idea of how it is happening or what events lead it. 
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Feedback is the observations of our actions; it does not provide an 
awareness of what the actions were in sensory detail. 

So, from your awareness of how unreliable surface-level 
communication is, I'm sure that you can recognise that this feedback 
only becomes valuable when we qualify it. 

My recent favourite piece of utterly useless feedback was, "You are 
not exhibiting management behaviours." What on Earth does that mean? 
When asked to specify the provider of the feedback said, "You know ... 
management behaviours." 

I would suggest that, if you are giving feedback that you cannot 
qualify, your input is more of a hindrance than a help to the 
development of that individual. 

In order to get the individual to 'associate into' the feedback, you can 
ask them to provide specific behavioural evidence of whatever is 
causing the feedback using 'how' or 'what' questions and provocative 
paraphrasing. 

For example: If the feedback is a perception that the individual is 
arrogant, you can ask, "What might you be doing that allows other 
people to create this perception?" or, "How specifically are you 
behaving?" 

This should provide us with specific behaviours that the individual 
recognises they are doing. Now we have something to work with. 

Effective Pre-Frame 
There is only feedback 

1 
'THE FEEDBACK' 

Words are unreliable 

1 
Specific Behaviour 

People are NOT their 
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Resist the temptation to suggest alternatives at this point, any 
suggestions you make will be what you would do in their shoes, or what 
would be most effective for you. The person you are coaching is not 
you. They have different knowledge, abilities and intentions. 

Having qualified the behaviour to work on, we know that 'People 
Are Not Their Behaviours' and that 'All behaviour functions from 
positive intention'. 

Having established the relevant behaviour we can chunk it up to the 
intention behind the behaviour. 

By the way; a 'not' behaviour is of no use to us. At any given 
moment there are a million things you are not doing. Right now you are 
not waterskiing. This is not helpful. We cannot discover the intention 
that is driving a non behaviour. What is your intention in not 
waterskiing right now? We must first what behaviour the individual is 
doing that results in the non-behaviour. 

Also watch out for mission statements. Intention in this context 
means intention for the individual. For example; something like: 'to 
deliver value to stakeholders' is unlikely to be intention behind the 
behaviour. 

Effective Pre-Frame 
There is only feedback Intention??? 

1 All behaviour functions from 

positive intention 

'THE FEEDBACK' 

/ Words are unreliable 

1 
Specific Behaviour 

People are NOT their 

At the higher logical level of intention the individual has more 
choice and can clearly identify alternate ways of achieving the positive 
intention. 

You can now assist the individual in selecting alternative behaviours 
that will be more helpful for them. 
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Unlike positive and helpful suggestions, or a logical, deductive 
thought process of conscious reasoning, they will apply the alternative 
because they satisfy the intention that is driving the current behaviour. 

To work through this model, take a piece of feedback that you have 
been given and run it through this process. 

Effective Pre-Frame 
There is only feedback 

'THE FEEDBACK' 
Words are unreliable 

Specific Behaviour 
People are NOT their 

INTENTION? 
All behaviour functions from 

positive intention 

Choices / Options 
Alternatives / Cause 

I would like to leave you with a last Big Idea that relates to the use of 
what you have learned with other people. 

Have you ever come to an agreement with someone only to find they 
have second thoughts? Perhaps they will make things difficult, or back 
out of a deal. 

From a practical point of view, if you effectively influence someone 
in a way that is not ecological for them, i.e. not congruent with their 
intentions, the influence will not be effective - if it is it will not last, and 
more consequentially, may have a damaging effect on your relationship 
with them. 
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If you are using these patterns in business, provided that you have an 
awareness of your positive intention and do nothing immoral or illegal then 
have fun with this stuff - from my perspective it's all just a game and we 
influence each other in commerce all of the time - that's what sales and 
marketing departments are there for. Just beware of over doing it. 

If you are using these patterns in coaching, or any scenario when 
they are applied to the individual, then it is essential to evaluate any 
change in terms of ecology for that individual. Un-ecological changes 
may have more severe consequences. 

Moving on ... 

So, just like the controls of a car during my first driving lesson, there is 
so much to pay attention to all at once. 

Your ability to assimilate these communication patterns to a level of 
unconscious competence is unlikely without a substantial effort on your 
part. NLP is simple - it's not easy. 

I would advise you to experiment, practise, play, observe, adjust and 
practise again. Be obsessive. Set yourself challenges. Isolate one pattern 
and use it until you have seen the effects and can utilise it easily. I wish 
you every success ... 

I hope that you have enjoyed this book. 
As I look at this final draft on my computer screen I am unhappy 

with it. My experience and awareness of this material continues to 
expand, I could present this material so much better if only I could start 
again. There have been many changes already. 

There comes a time when I must accept that this is 'where I am at' 
right now. Of course I can, and will, do it better tomorrow. By the time I 
finish typing each word it becomes a word that Daryll typed when he 
was younger and less experienced than he is now. 

Whatever feedback this provokes, it's just feedback and is of 
enormous value on a continuing journey ... 
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