Chapter 2 - Building Rapport by observing the other person’s body language, choice of words and eye movements
There are three other specific skills that can help you enter and stay in rapport with another person.  Using these skills will increase your effectiveness as a communicator.  These skills are:
1. Noticing the other person’s body language
1. Observing and monitoring their choice of words
1. Observing their eye movements

[bookmark: _GoBack]Noticing the other person’s body language
You may have noticed that when two people are completely relaxed in each other’s company they unconsciously adopt very similar body positions.  For example, if they are both sitting at a table, they both might be leaning back in their chairs with their hands clasped in front of them and with their legs stretched out under the table.  They are in deep rapport and all this is happening unconsciously and naturally.
When you are with another person with whom you want to build or rebuild rapport it is helpful if your posture is broadly similar to theirs.  Take care not to immediately change your posture each time they change theirs or exactly mirror what you see in front of you.  This is unnatural and could make the other person feel uneasy.  Instead, when your colleague changes position, pause for a few seconds and adopt a broadly similar posture.  For example, if they are now clasping their hands together you could, after several seconds, slowly bring your hands together and place one hand on the other.
When you are listening or talking to others it is essential that you stay in rapport.  You can easily break rapport if your body language is not congruent with what you or the other person is saying.  For example, at an impromptu meeting in an office corridor you have just told the other person that what they are saying is important to you, but you keep looking over their shoulder in the hope of catching the eye of someone else.  In this instance you are sending a very loud message to the person in front of you that they are not that important to you at all, except perhaps when you want something from them.  Your behaviour creates a dissonance or mismatch between your body language and what you are saying.  As a result, when presented with a choice, the other person will tend to believe the body language rather than your words.
Beside body positions and gestures, you can match the other person’s breathing.  The person may arrive agitated or angry and be breathing shallowly.  You too could match this and slowly change to deeper breathing as you observe your colleague calming down.

Observing and monitoring their choice of words

You will see as you progress through this book, that each one of us has our unique set of personal preferences in the way we work, think, learn, influence and motivate ourselves.  All these preferences have an impact on the way we communicate – and the way in which we build rapport with those around us. 

An example of personal preferences is in our choice of words and phrases which we select from our following senses:
· Visual 		Sight and spatial awareness
· Auditory		Language and other sounds
· Kinesthetic A	Touch, tangible items and temperature
· Kinesthetic B	Emotional feelings
· Olfactory		Smell
· Gustatory	Taste

Although we have a wide vocabulary and can think of words that are connected to each of the above senses, from our childhood onwards we start to develop preferences.  As a result, one or two of the senses became dominant at the expense of the lesser-used senses.
Your preferences for using certain types of words and phrases are relevant when it comes to building rapport and indeed to all your communications with colleagues and clients.  Your communication will be more effective if you use the same type of words as the other person.  Accidental mismatching, on the other hand, can break rapport, triggering a feeling in the other person that you are not on the same wavelength as they are on, or you do not understand them.  For example, let’s assume that you and your colleague are upset because you have both just heard that you have lost a major client.  If your colleague says something like ‘I feel a complete failure!’ (kinesthetic-emotional), it won’t help the relationship rapport if you then mismatch by saying ‘The way I see it is……………’ (visual).  Instead, in order to stay in rapport, you are encouraged to keep on the same wavelength as your colleague and use their preferred words to show you sympathise or empathise with how they are feeling – maybe you will share your feelings too.
Rapport is all about entering the other person’s mental map of the world, their reality and matching (or ‘pacing’) their language preferences, energy levels and non-verbal cues.  You continue to pace the other person until you sense that they are ready to move towards listening to your view of the world.  Then together you can create a new reality e.g. ‘Let’s accept that we have lost this client and recognise we now have time to market our product elsewhere’.  How do you feel about that?’
Observing their eye movements

Another clue as to the other person’s preferred choice of words is to observe their eye movements whilst they are talking or thinking.
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Observing eye accessing cues.  First postulated in Bandler & Grinder's ‘Frogs into Princes’ (1979) and widely quoted elsewhere since then.
Taking these eye movements in turn:
· When you notice the person’s eyes move upwards this may indicate that they are accessing the visual / spatial part of their brain.  You can test match your observation by using visual / spatial words
· If the person is looking down and to their right, they are likely be accessing their feelings or their sense of touch
· If the person is looking down and to their left, they may be engaged in ‘internal dialogue’ i.e. the person may be silently talking to themselves
· Looking horizontally and slightly to the left or right may indicate that the person is thinking more in words or other sounds
· The other person gives you additional information depending on whether their eye movements are to their left or to their right.  If their eye movement are upwards or sideways to their left it may indicate that they are recalling information from the past
· If their eye movements are upwards or sideways to their right they are probably thinking into the future and mentally constructing a picture or words
These eye movements, whilst not 100% accurate, give you clues as to the choice of words you could use to keep in rapport and improve the ease of communication.  
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