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Interpersonal Skills & 

Understanding Human Behavior
“Reality is subordinate to perception.”—David B. Cole Jr.

Project a Successful, Professional Image
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Understanding Communication

Communication is the process of sending and receiving messages. It’s more important than ever in a world that’s shrinking because of technology. How we interact with coworkers, superiors, and staff members as well as customers determines our success in efficiency, effectiveness, and the bottom line. 
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Characteristic Behaviors

To practice being people-smart effectively, you need to be able to read people. This involves observing their behavior, listening for tone of voice, and actively listening. It requires that you tune in to them. Find and communicate on their channel, rather than waiting and expecting them to communicate on yours. That creates interpersonal chemistry.

Being people-smart is based on the fact that human beings are often predictable; they develop habitual ways of dealing with other people in their environments. It means we recognize that people are different and that others may not wish to be treated the same as we do. Patterns that you’ve developed for communication may not work with them. Being people-smart allows for individual differences and preferences. Not only does this work with your staff; it also serves as a useful guide for home and work relationship situations.

When knowledge of behavioral styles is combined with the application of being people-smart, you have an invaluable tool for creating better chemistry, faster, more often, and in more of your relationships.  

When people act and react while communicating with others, they exhibit behaviors that help define their behavioral styles. We can identify these styles by watching for the observable patterns. These are the verbal, vocal, and visual traits that people display when relating to others. 

Identifying a person’s behavioral style is possible. You begin by classifying their behavior on two dimensions: Openness and Directness. The degree to which each of these is demonstrated 

varies from person to person, but we all exhibit some level 

of openness and some level of directness. 

Summary of Openness Behaviors

After reading the summary, score yourself on the scale to the left. 

Openness shows in the degree of self-disclosure: a person’s readiness and willingness to outwardly show thoughts and feelings, and accept openness from others.




       Very Open



       Somewhat Open




       Somewhat Self-Contained



           Very Self-Contained

 Summary of Directness Behaviors

After reading the summary, score yourself on the scale in the center of the page. 

Directness is the way one deals with information and situations. It is also the amount of control and forcefulness a person attempts to exercise over situations or other people’s thoughts and emotions.




 Communication Tactics

(Less private, informal, people-focused, anecdotes/stories)






        Open




      Indirect                                                                               Direct



        




        Closed

    (Private, formal, task-focused, facts/data)

Is Your Net Working? 


Work the Room

· Include vs. Intrude

· Set the tone

· Be comfortable with small talk

· Stop and move on

And What About…

· The waiting game

· Playing it safe

· Assuming

Assertive, Thoughtful Correspondence




Thank-You Notes


Special Occasions


Gifts

Check Yourself!

1. What are some simple ways that you can project a professional image?

2. Determine your instructor’s style.

3. How can you adjust your behavior for each of the four preferences? 

4. Draw a plus sign (+) on your name tent and indicate with an “X” where your preference is.

                End Day 2 Professional Development Plan     
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Listen























INDIRECT BEHAVIORS





Approaches risk, decisions, change slowly/cautiously


Infrequent contributor to conversation


Infrequent use of gestures or voice intonation


Often makes qualified statements: “according to my sources . . . ”


Emphasizes point by explanation


Questions for clarification/support/information


Reserves expression of opinions


More patient and cooperative


Diplomatic


When not in agreement (and no big deal) often goes along


Understated, reserved


Initial eye contact is intermittent


Often waits for others to introduce self at social gatherings


Tend to follow established rules and policies
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Positive Body Language






































Look





Sound



































“People will believe what they see before they believe what they hear.”


—Bert Decker


High Impact Communications
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OPEN BEHAVIORS


Self-disclosing


Show/share feelings freely


Many decisions based on feelings (subjective)


Conversation may digress/stray from subject


More relaxed and warm


Go with the flow


Opinion and feeling oriented


Easy to get to know in business or unfamiliar social situations


Flexible about how their time is used by others


Initiates/accepts physical contact


Enjoys listening to personal feelings, especially positive


Shows above-average enthusiasm


Friendly handshake


More likely to give nonverbal feedback


Responsive to dreams/visions/concepts














SELF-CONTAINED BEHAVIORS


Guarded


Keep feelings private; share on a need-to-know basis


Make most decisions based on evidence (objective)


Keeps conversations focused on issues/tasks; stays on subject


More formal and proper


Go with the agenda


Fact and task-oriented


Takes time to get to know in business or unfamiliar social situations


Disciplined about how time is used by others


Prefer to work independently


Avoid/minimize physical contact


Enjoys goal-related stories and anecdotes


Limited range of facial expressions during speaking and listening


Shows below-average enthusiasm


Formal handshake


Less likely to give nonverbal feedback


Responsive to realities/actual experiences/facts



























































Objectives of this module are to:





Help you project a successful, professional image;


Clarify how people communicate differently;


Teach you how to determine a person’s style quickly and easily; and


Give you an opportunity to apply it mentally to your workplace.








Upon completion you will be able to:





Determine a person’s preference based on clues; and


Adjust your style to improve interaction and rapport. 





Be structured/organized


Allow them time to think/plan 


Use lots of facts/data


Be task-focused


Provide assurances


Involve in problem-solving activities


Use policies, established standards


Use feel/felt/found








Let them be in control


Provide supportive data


Ask goals/objectives


Provide options to choose from


Be organized and to the point


Be decisive


Prepare to substantiate statements


Act and accept consequences








Fast Pace


Tell


Decisive


Varied Pitch











Leisurely pace


Ask 


Slower decisions


Monotone pitch














Be interested personally


Be flexible, not structured


Draw out opinions


Summarize, minimize details


Keep a fast pace


Make decisions quickly


Tie solutions to their dreams


Give them time to express self








Don’t hurry


Establish personal interest


Reassure of minimal risk


Be patient (they ask questions)


Show sincere appreciation


Try not to confront


Get them involved in solutions


Use feel/felt/found 







































































DIRECT BEHAVIORS    


Approach risk, decisions, change quickly


Frequent contributor to group conversations


Frequent use of gestures and intonation to emphasize points


Often make emphatic statements: “This is great!” “Fantastic!”


Emphasizes points with vocal intonation and body language


Express opinions readily


Less patient, more competitive


Confronting


More likely to “stand their ground” even if no big deal


Intense, assertive


Initial eye contact is often sustained


More likely to introduce self at a social gathering


Firm handshake


Tend to bend established rules and policies





Very Indirect 		Somewhat Indirect		Somewhat Direct		Very Direct

















Negative Body Language
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