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Praise for the Coaching Techniques of Jeanette and Roy Henderson

“Thank you for working with me at our recent National Convention. This is not the first time you have helped me make a speech better than it would have been otherwise.”

—William H. Frist, MD, Majority Leader, United States Senate

 
“Without exception, the staff is of the opinion that Roy and Jeanette Henderson are far and away the finest public-speaking instructors we have been exposed to.”

—Mark R. Knowles, Executive Director, National Pharmaceutical Council

 
“This year’s meetings were spectacular, organized, and very professional. The meetings were virtually flawless, truly a compliment to your professionalism.”

—Ed Hermes, Director, Corporate Year-End Meetings, Procter & Gamble

 
“I’m pleased to say my talk received rave reviews. But even more amazing to me was the metamorphosis I saw among office workers who had never addressed an audience. From the first rehearsal to the final performance, the change was incredible: from a shy, scared person who didn’t want to do it in the first place, to the confident, dynamic presenter who played to loud applause and probably would have taken the show on the road if she had the opportunity. It was a great experience, and I thank you for your guidance.”

—Don R. Lee, Vice President, Norwich Eaton Phramaceuticals, Inc.
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Preface

The only books that influence us are those for which we are ready, and which have gone a little farther down our particular path than we have yet got ourselves.

—TWO CHEERS FOR DEMOCRACY (1951)



 
 
 
 
 
 
 
 
People talk. It’s natural, part of being human. We all have one-on-one conversations every day without giving them a second thought. Then one day, someone asks you to speak to a group, and something happens. Suddenly, everything you ever knew about speaking seems foreign, strange, unfathomable. You don’t even know where to start, much less how to finish. What to say, how to say it, what to do, how to do it. It all seems impossibly difficult and unreasonably frightening. What do you do?

We first became aware of this interesting mystery when ordinary people like lawyers and salespeople began attending our acting workshops. As lifelong members of the entertainment industry as performers, directors, producers, and staging experts, we understood the need for actors to hone their skills, but for lawyers and executives? Why did anyone need help just to talk like themselves? We became intrigued.

We decided to turn our attention to the subject of public speaking, persuasion, communication, and the entire industry it includes. We started out doing what most people do when they want to learn something new, and just what you are doing right now by opening this book: We looked for knowledge wherever we could.

We studied everything we could get our hands on. We read textbooks, business books, and pop culture books; watched videotapes; went to seminars, workshops, and classes. We did everything we could to try to understand how others taught this apparently complicated subject, though it didn’t seem all that complicated to us. We continued to push forward, thinking we were missing something, seeking the light at the end of the tunnel.

Finally, we had our epiphany. After years of effort and study, we eventually realized that just about everything we had read or heard or seen of everyone else teaching the subject was, in a word, gobbledygook. Old wives’ tales mixed with unsubstantiated claims, a disorganized collection of unscientific approaches, anecdotal stories that could never be applied to other situations, and in many cases, just plain absurd notions that were passed from one generation to the next without thought or question (Imagine your audience naked? Where in the world does that get you?). It was time to start over.

So that’s what we did. We changed our strategy and went straight to the horse’s mouth. We watched films and videos of countless speeches, listened to old-time radio broadcasts, read transcripts of all of the great (and not so great) speeches that we could get, and added the information we gleaned to our already decades-long understanding of the performance industry. We started our analysis from scratch, with the idea that we needed to distill down everything we found to the most fundamental, basic elements possible, so they could then be  applied to any communication situation, whether it was a conversation between individuals or a speech before thousands.

Then we put it in order, so that we could train people in a step-by-step process, building personal knowledge in a sensible, logical, and practical way, unlike anything we had been able to find in our own quest for understanding what makes the perfect presentation.

Our philosophy is simple: “There’s no such thing as public speaking.” Consider the speeches that were made by President Ronald Reagan. Yes, they were speeches, yet they never felt like speeches. It felt like he was in our living room having a private conversation with us. That is the goal of the perfect presentation: to realize that the number of people listening is irrelevant; you are simply having a one-on-one conversation with a lot of people at once.

When we began using our system to train lawyers, executives, politicians, and many extremely experienced speakers, we were amazed at how many would make the comment, “I’ve been speaking for years, yet I’ve never heard this advice before. It makes so much sense, why didn’t someone tell me this twenty years ago?” We knew we were on the right track.

We grew a long client list of corporations, businesses, and politicians, and our methods have changed the lives and livelihoods of many people. Yet we continued to watch an overall decline in speaking skills in this country, and realized that we had to reach further to stop that decline.

That is the simple purpose of this book. Whereas many “experts” tend to complicate the simple, the goal of this book is to simplify the complicated. It is filled with techniques, methods, and eureka moments that you will be able to use immediately and will remember for the rest of your life. We promise that after you’ve read this book, you  will never be able to give (or watch) a presentation in the same way again.

Now our goal is for you to take the knowledge within these pages and apply it in what you do, and what you see others do. Whether you are speaking to your local service club, your peers in a business meeting, or to your nation, this book will provide you the tools and skills you need so that you will know what you are doing every step of the way.

Only by having more skilled presenters and more discerning listeners will we ever be able to reverse the sad trend of deteriorating communication skills that have become the norm in recent decades. By becoming better speakers, and demanding others do the same, we can all breathe life back into this dying yet immensely important skill—and convey our messages, great and small, with the immediacy and impact they (and all audiences) deserve.




PART 1

The Six Truths of Human Interaction




TRUTH #1

It’s Alive, It’s Alive!

For every action, there is an equal and opposite reaction.

—NEWTON’S THIRD LAW OF MOTION



 
 
 
 
 
 
 
 
Every time a tennis ball hits a racket, a rocket escapes the grip of earth’s gravity, or the stroke of an oar propels water in one direction and its boat in another, the existence of Isaac Newton’s indisputable, fundamental principle of physics is clearly demonstrated in all its undeniable glory. It is undoubtedly the most clearly understood and widely accepted principle in all of the physical sciences.

Somewhat less obviously, it is also a principle that pervades and contributes toward every human interaction: Whenever we give, we expect someone to take; whenever we teach, we expect someone to learn; and whenever we speak, we expect someone to listen.

Because of this Cause and Effect relationship, we must never view a listener as passive or uninvolved just because they are “simply” listening. The listener is active. The listener is responsive. The listener will react to whatever stimuli we choose to use. The listener is alive!

We see obvious examples of this kind of human interaction every day, even before someone becomes our listener. When you deliberately make eye contact with a clerk at a store with whom you want to speak, you’ve taken an action to which you expect a reaction: for that person to come and help you. When you look down at the elevator floor, you are taking an action to which you expect a reaction: that others on the elevator will be discouraged from interacting with you.

These are simple examples of how Newton’s Third Law of Cause and Effect controls all human interaction; one person does something, instigating a Cause, which subsequently creates a certain Effect in another person. All this before even a word is spoken!

Every time two people come together, a Cause and Effect relationship immediately and invariably begins. One person will put in certain actions, and the other person will react to them. In an ideal one-on-one conversation, the give and take will be well-balanced between the two, with both putting in equal actions and both providing equal reactions.

In the case of making a presentation to more than one person, however, there is an inevitable imbalance, because one person will do most of the talking, and the others will do most of the listening. The person doing most of the talking, therefore, becomes “the Presenter” (who, for convenience, is referred to as “he” throughout this book). The person who is doing most of the listening will henceforth be called “the Reactor” (and is referred to as “she” throughout the book).

In every human interaction, the Presenter puts in the Causes, and the response of the Reactor is the Effect.

Therefore, as the Presenter, you must clearly understand that everything you do, every move you make will have a consequence, and the Reactor will respond accordingly. When you wish those consequences to be of a certain nature, you must put in the correct actions, or Causes, to get the appropriate reactions, or Effects, you desire.

So when you want to earn the support of someone to win a job, persuade voters, make a sale, or have any definite result from your conversation, you must put in the right Causes in order to provoke the desired Effect from your Reactor.

By the same token, should a Reactor fall asleep during your conversation, that is a “reaction” provoked by your actions as well. That means you can never use the excuse that you had a “bad” audience, as they were only reacting to the actions you put in.

Provoking a response from your Reactor is your responsibility as the Presenter. The Reactor is merely compelled by Newton’s Third Law to respond to your actions. Knowing the incontrovertible reality of this law gives you, the Presenter, a powerful tool that you must now use, fully and carefully.

The first obligation of this newly understood responsibility is to make sure that you know what Effect you wish to instigate before you speak. As obvious as this sounds, it’s a safe bet that you, like the rest of us, have had to sit through presentations where, in the end, you had no idea what the Presenter’s point or purpose was, and were left wondering why he (and you) wasted your time.

Once you have determined the overall result you want, you can now go about the business of figuring out what Causes you need to put in to get that Effect. Simply determining what specific end goal  you want to accomplish as a result of your conversation will put you miles ahead of the pack!

TRUTH #1, then, is simply to realize that every listener is a Reactor, bound to respond to the Causes you put in, and that you must know what Effect or reaction you want before you ever speak.




TRUTH #2

If You Try, Sometimes You Get What You Need

I can’t get no . . . satisfaction.

—THE ROLLING STONES

 
 
I just need enough to tide me over until I need more.

—BILL HOEST



 
 
 
 
 
 
 
The most constant, fundamental drive we humans experience throughout our lives is the ongoing struggle for the satisfaction of our needs. It is the unforgiving, undeniable derivative of our innate animal instinct for survival.

In essence, the only answer to the simplest and most fundamental philosophical question, “Why are we here?” is the equally simple and fundamental answer, “To have our needs satisfied.”

Our lives are driven by a ceaseless effort to satisfy our needs. Every moment of every day we are consumed with the attempt to satisfy many needs: food, drink, housing, companionship, comfort, security,  approval, greater compensation, happiness, and whatever else appeals to us at any given moment.

We are constantly taking action to satisfy these needs, putting in the Causes to create the Effect of having our needs satisfied. As soon as one need is filled, we’re on to another need, and we begin to seek out ways to satisfy that need and the next, and the next.

Most of the time, we are quite capable of satisfying many of our needs on our own and proceed to do so without a second thought. When we are hungry, a quick, solo trip to the refrigerator satisfies that need. Yet back in our early caveman days, satisfying our hunger was much more complicated and often required the help of others in order to accomplish it.

Imagine this scenario: You’re hungry, you need food, but that mammoth you’ve noticed outside your cave is too big and runs too fast. You realize that you must get someone’s help in order to be able to slay the mammoth. The quickest way to get that help is to use your newly discovered ability to talk. You recognize you must begin a conversation that will put in the Causes that will have the desired Effect: getting help to slay the mammoth.

In fact, the reason communication developed in the first place was because it was the fastest way to get others to help us satisfy all of the needs we couldn’t satisfy on our own. To this day, it’s still the main reason we ever start a conversation in the first place.

So, first and foremost, before you begin a conversation of any kind, you must know what need you intend to have satisfied as a result, what Effect you desire. Once that need has been identified (“I want mammoth steak,” or “I want love and affection,” or “I want to be president of the United States”), then and only then will you be able to begin to put in the Causes to achieve the desired Effect.

Therefore, TRUTH #2 requires that you determine what needs you wish to have satisfied as a result of your conversation. From there, you can begin to put in the Causes to achieve the result of having that need satisfied.




TRUTH #3

What’s Good for the One Is Good for the Many

Norm . . .

—CAST OF THE TV SERIES CHEERS



 
 
 
 
 
 
 
 
By far, the strongest form of communication possible is a one-on-one conversation. No other form of communication can share more experiences, reach greater heights of awareness, promote a higher level of understanding, or inspire more new ideas than two people deeply involved in a single, face-to-face exchange.

This should be expected, as this is the first kind of communication that we learned both as a species and as individuals. From the moment we first hear our parents’ voices as they nurture us, we human beings observe and participate in countless one-on-one conversations. Over time, we store enough examples from these everyday experiences to develop a vast memory bank of knowledge about how humans communicate.

We learn what types of physical behaviors go with what types of verbal communications. We understand what mannerisms to pay  attention to, how a person’s voice varies between love and discipline even when the words are the same, how body language telegraphs intent, and thousands of other subtle aspects of human interaction.

This huge memory bank is the registry of norms, a personal database, if you will, of all of our acceptable communications behaviors. Because we have more experience with one-on-one conversations than with any other type of communication, this registry of norms is primarily based on those experiences.

In fact, these norms provide us with the tools necessary to determine a great deal about the accuracy and believability of any human interaction. Whenever we observe or participate in any conversation, we unconsciously compare it to what we already “know” from our vast memory bank to be “correct,” and make judgments accordingly.

Whenever someone fails to meet our norms of behavior, by exhibiting actions that are inconsistent with what our memory bank indicates they should be under the circumstances, internal alarm bells go off. Whenever these alarm bells are ringing, we find ourselves distracted from what the person is saying, because we’re trying to figure out what’s wrong.

These incongruities between someone’s actions and our unconscious norms often register quite subtly—so subtly, in fact, that many people refer to the discovery of these hidden discrepancies as “intuition.” While we are often unable to put our finger on exactly why we find a particular person or conversation difficult to believe or trust, we still just know that something is wrong, and can only explain that uneasiness by attributing it to our own indefinable sense of intuition. In reality, we’re feeling this sense of uneasiness because the other person’s behavior conflicts with our memory bank of norms.

In a typical everyday conversation, we both observe and perform  these norms of communication without giving them a second thought. Our actions, regardless of whether we are the Presenter or the Reactor, will appear perfectly normal as long as we aren’t thinking about them. When the situation changes, however, such as when we find ourselves speaking in front of a group of people, or perhaps being confronted by one very important person, we sense that somehow our behavior should change, too.

Suddenly, we start to think more carefully about what we’re doing and what we’re saying. We recognize that it’s no longer a normal one-on-one conversation; it’s something more. We feel we must somehow change what we would normally do to accommodate that difference, though we may have no idea how or why.

The more we consciously think about what to say and do, the farther we stray from our norms. The farther we stray from our norms, the more likely we are to set off those alarm bells. When alarm bells are ringing, the Reactor will respond only to those alarm bells, not to anything else a Presenter might be doing or saying.

It should be apparent, then, that your first and foremost need as a Presenter is to make sure that your communication style does not set off any alarm bells in your Reactor (your audience). You must be sure that you meet the norms of one-on-one behavior, regardless of the venue, to ensure your message will be believed and trusted.

Logically, then, the best approach is to first understand exactly what happens when we speak to just one person in a normal conversation. Once you take the time to identify what is considered the norm and why, you can then learn how to replicate that norm in any venue, in front of any size audience.

This is the essence of outstanding presenting and speaking—to understand each and every element of the norms of a one-on-one conversation. Once you know what happens normally, you will then be able to replicate them in a way that captures the strength of that one-on-one conversation no matter how many other people are listening!

TRUTH #3, then, is simply to understand that every communication is just a conversation, no matter how many people may be listening. Everything you say and do at the podium must meet the one-on-one norms of your audience, regardless of the number of Reactors. What’s good for talking to the one is good for talking to the  many.




TRUTH #4

First Contact

There is neither East nor West, Border, nor Breed, nor Birth,
When two strong men stand face to face, tho’ they come from
the ends of earth!


—RUDYARD KIPLING



 
 
 
 
 
 
 
 
The first door to open in every communication is that of Acknowledgment .

Every creature on earth has instinctively devised some method of acknowledging the presence of another, either of its own or some other species. An acknowledgment provides each the opportunity to determine the nature and intent of the other, whether it be friend or foe, or worthy of notice, avoidance, or confrontation. Like dogs sizing each other up, they must sniff winds, faces, and other sundry places before deciding what kind of relationship exists between them at that first moment, and what might potentially develop.

The same is true for human beings. It is necessary for us to acknowledge others nearby, to determine whether to flee or fight, to talk or remain silent, to open or close the door to further conversation.  Acknowledgment is the first essential and mandatory need, for both the Presenter and the Reactor, which must be satisfied prior to the advancement of any personal contact.

Acknowledgment in humans always begins the same way; it requires that both parties turn their entire bodies to face one another, shoulders squared up, looking at each other straight in the eye. This is known as a full frontal stance. Regardless of culture, the full frontal stance is the universally understood way that humans initially acknowledge one another.

Consider what happens when a full frontal stance and eye contact is ignored. When we look at the floor in an elevator, or when a clerk turns away from us as we stand at a counter in a store, we recognize that any potential conversation is stopped dead in its tracks, simply because there is no full frontal stance, therefore no acknowledgment.

As simplistic as this may seem, a full frontal stance and direct eye contact are necessary to achieve acknowledgment, and acknowledgment is necessary to allow a conversation to move forward. So when a conversation is desired, it must always begin with an Acknowledgment.

As Presenter, simply turn to your intended Reactor with a full frontal stance and direct eye contact. The Reactor will almost automatically turn to you with a corresponding full frontal stance and eye contact, as that is her instinctive norm. Congratulations, you have just put in the first intentional Cause and have been rewarded with the first deliberate Effect. You’ve opened the first door toward further conversation.

We’ve just described what happens almost without thinking in every one-on-one conversation. When the venue or situation changes, this need to be acknowledged must still be satisfied, in every venue.  How to make proper Acknowledgment in alternative venues will be discussed in detail in later chapters. For now, simply be aware that  TRUTH #4 is that Acknowledgment is the first step in creating the opportunity to start a conversation.




TRUTH #5

To Shake or Not to Shake

Give a man a free hand and he’ll try to put it all over you.

—MAE WEST IN KLONDIKE ANNIE (1936)

 
 
Come gather ’round people, wherever you roam . . .

—BOB DYLAN



 
 
 
 
 
 
 
Once the need for Acknowledgment has been satisfied with a full frontal stance and direct eye contact, it will immediately be replaced by the next essential need: that of Acceptance.

Ever since human beings first walked on this earth, we have experienced the overwhelming need to gather together. We learned very early in our human history that failure to be included in some kind of group generally threatened our existence. Failure to at least attract a mate (the most critical one-on-one conversation of all!) spelled extinction.

It was much safer and more secure to be part of a multitude, because it increased our odds for survival and for finding a suitable mate. Clearly, excommunication from a group (a most appropriate term,  when you think about it) almost assuredly meant a shortened life span for those unfortunate enough to be expelled.

Therefore, in order to insure our survival, we were compelled to gather in groups. The more successful the group, the larger it became. Families became clans, clans became tribes, tribes became nations. These successful groups became the ones others desired to join, as it improved our chances of survival. Acceptance within a group became an essential need.

Once a group was established, it became necessary to be able to identify members of that group from potentially dangerous nonmembers. Therefore, each group established a cultural norm of acceptance. Handshakes (secret or otherwise), bowing (with or without gestures), and kissing cheeks (one cheek or two) are all examples of how human cultures have developed a means of identifying members of their own culture.

It should be no surprise that all of these gestures of Acceptance begin from a full frontal stance. That’s because the moment the need for Acknowledgment is satisfied with a universally recognized full frontal stance, it is immediately replaced with the need for a culturally specific gesture of Acceptance. When that Acceptance is then offered in the way we expect, such as with a handshake in the Western culture, the progression of the conversation will continue uninterrupted, with barely a moment’s notice.

We understand that the moment we recognize that the Acceptance being offered meets our norm, chances are the rest of the norms of conversation will be met as well. This makes it easier for us to trust that conversation, simply because we know that should our norms be violated, we will immediately recognize it, and will know to become  suspicious. We trust our “intuition,” our memory bank of norms, to tell us so.

In cases when an alternative Acceptance is unexpectedly offered, such as a bow or an approach to the cheek for a kiss or a hug, there will be a moment of hesitation, a moment when the Reactor must consider whether to allow herself to be accepted into foreign territory, as it were. Alarm bells begin to sound, signaling a warning she cannot ignore.

This happens because any movement outside of our cultural norm is, for a moment, the same as if the Presenter were to put up his fists in a boxer’s stance. The Reactor’s imbedded instincts are to protect herself from anything outside her norm; therefore, her intuitive alarm bells will go off when any incongruity occurs. She must then check herself and reason whether the action was a threat or a simple faux pas by the Presenter.

One thing the Reactor knows for sure is that the Presenter has demonstrated different cultural norms, which will require her to be more cautious during her conversation, lest a cultural misunderstanding of those alternative norms occur, causing mistrust when none was intended, or worse, creating trust when no trust was intended.

In cases when we know that the Presenter is a member of our group, that he, in fact, shares our cultural norms in every predictable way, alarm bells can still be set off when he ignores those cultural norms. Let’s say that he has, indeed, turned to you in a full frontal stance in Acknowledgment. Suppose you reach out your hand to his to be shaken, and it is ignored.

For a moment, you will be confused, even insulted, because the Acceptance you had expected, had needed at that moment, didn’t occur.  Further conversation would be very strained, simply because this basic action of Acceptance was ignored, and the natural reaction would be to feel uncomfortable because of it. Whether that discomfort was intentional or not doesn’t matter; the result is the same: The alarm bells are ringing.

Now reverse that.
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