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TRUST AND RAPPORT IS ABOUT GIVING NOT GETTING 
 

You need your team's credibility to succeed as a leader. Building trust and rapport is 

about getting along with other people, and gaining their confidence. It’s not something 

that people seem to work at, yet most people feel they are good at it. 

 

A speaker at a convention asked his audience members to stand if they couldn’t get along 

with other people.  No one stood up.  Finally, after some silence a young man stood up in 

the back of the room.  The speaker asked, “Young man, you mean to tell me that you 

can’t get along with other people?”  The man replied, “Oh sure I can.  But I felt sorry for 

you standing up there all by yourself.” 

 

People don’t get along because they don’t work at it or don’t know how.  They are also 

selfish, looking out for number one.  Remember the bumper sticker, “He who dies with 

the most toys wins.”  So what’s the answer for a manager who desires to significantly 

motivate or influence others? 

 

Excellence in Communicating 

 

Successful communication starts with an attitude.  Then there are six key skills that help. 

 

Author and motivator Zig Ziglar declares, “Give other people what they want and you’ll 

get what you want.”  Notice how he said this.  First, you give, then you get.  It isn’t the 

other way around.  This attitude is based on the Golden Rule.  And yes, it is a concept 

that applies in any organization.  Tom Peters, who co-wrote the book, In Search of 

Excellence, declares that they tried to identify policies, structures, and procedures that 

made a company great.  Instead, they found intangibles--enthusiasm, pride, respect, 

caring, fun, and love.  If you want to communicate effectively with people, you have to 

change your approach by giving more.  However, there are specific skills you can learn to 

get along better or to motivate more. Effective listening is one of them and it ties all of 

them together. 

 

3  Rules for Rapport and Trust 
 

 People who are like each other tend to like each other and tend to work well together. 

 People who are unlike each other tend not to like each other and tend not to work well 

together. 

 Be genuine. 
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Skills of Trust and Rapport 
 

1. Common ground 

2. Body language 

3. Voice tone 

4. Mood 

5. Concerns/problems 

6. Listening 

 

Common Ground 

 

A very successful salesperson once explained his success this way:  “I find common 

ground or interest with everyone.  If people like fishing, we talk about it.  If they are into 

sports, so am I.  If they are older, I become the long-lost son.  I’m like a chameleon.” 

 

A key to influencing others is establishing connections through common ground or 

interest.  Do you know the things that interest your employees?  How about that 

difficult/different person?  All of this has to be done genuinely. 

 

Body Language 

 

A study indicated the three items that affect the results of communication the most. 

 

 words 

 voice tone 

 body language 

 

What percentages falls in each area?  Words account for 7% of your communication 

impact.  Voice tone equals 38%.  Body language influences the outcome 55%.  Isn’t that 

amazing? 

 

What you say is one thing.  How you say it is more significant.  What you do about what 

you say is most powerful. 

 

To match someone’s body language, sit as she sits.  Cross your arms if he does.  Mirror 

the gestures and shifts in position.  Never mimic; do everything subtly!  It’ll make an 

impact that says, “You can trust me; I’m like you!” 

 

Voice Tone 

 

This skill is helpful, too.  Observe and listen to the person you talk to.  Does she speak 

fast or slowly?  Does she speak in short sentences or long ones?  Does she have a low 

voice or a high one?  Adjust your voice tone to be similar. 
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Mood 

 

This is especially critical with an angry person.  Become angry yourself.  Don’t be angry 

at the person.  Match the intensity of the mood.  Show immediate concern and a desire to 

take action.  Acknowledge that the person has a right to be upset and that you’ll get on it.  

There is proverb that says, “He who is cheerful in the morning is counted as a curse.”  In 

other words, if two people’s moods don’t match, chances are they won’t communicate 

well. 

 

Concerns/Problems 

 

When a person has a problem, pay attention to their needs and feelings.  Don’t argue.  

Try to understand the person’s point of view.  Seek first to understand, ask good what 

questions. 

 What did you mean by that? 

 What happened next? 

 What was the result? 

 

Look for areas of agreement. Obviously listening is involved which we will review in 

more depth below. Express a summary of your understanding of what a person is saying. 

This builds rapport and creates a desire in the other person to hear your point of view or 

information because you acknowledge hers or his. 

 

How Does This Relate to Excellence in Management? 

 

These five skills are ways to build individual credibility, establish teamwork, and win 

over difficult or different people.  Each has to be applied in daily situations to be 

effective.  However, each skill can rapidly improve results and relationships. Practice and 

practice these skills.  Note your observations and results. This all sets the stage for six 

skill, genuine listening. It binds all the other skills together for authentic 

communication. 

  

How to Listen 

 

By listening to someone you are not necessarily agreeing with them.  The major goal of 

the listening technique is to better understand the employee.  And, during that process, to 

express interest and concern in the helping the employee with the problem or idea. 

 

Successful salesman, businessman, and motivator Bob Conklin says, “To listen, you must 

want to listen.”  That’s the first ingredient.  Do you care enough to pay attention? 

 

All excellent managers are good listeners.  They take time to hear the problems of 

subordinates, co-workers, or customers. 

 

There are many barriers to effective listening.  Here are a few of them (put a √ by those 

that affect you in your attempts to listen effectively): 
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 noise distractions 

 interruptions 

 differences of opinion 

 prejudices, biases 

 different priorities 

 busyness 

 no interest 

 limited time 

 thinking of other things 

 thinking someone is wrong 

 tiredness 

 perception differences 

 

Listening can be tough work.  My brother in law did a internship counseling AIDs 

patients. He said, "It was the hardest thing he ever did." Unfortunately, few managers or 

people in general know how to listen effectively.  Often the only reason employees say 

they don’t feel appreciated is because no one listens properly.  The lack of listening and 

poor communication skills cost businesses millions of dollars a year in performance and 

morale problems. 

 

As stated earlier, first you have to want to listen.  However, there are other techniques 

that help.  Each are described below: 

 

 Make eye contact. 

 Use positive body language. 

 Use the person’s name. 

 Paraphrase what’s said. 

 

Eye Contact 
 

In our society, we don’t lock eyeballs; that’s intimidating.  We use the glance-away 

method instead.  Look at your partner for 3 to 4 seconds then quickly look down or to the 

side.  Then make eye contact again.  Proper eye contact expresses interest and empathy.  

One consultant is so adroit at this that her co-workers and customers call it uncanny.  

Anyone who talks to her feels special and that they really matter. 

 

Body Language 

 

Lean forward and in towards the employee.  Face the person directly.  Don’t fold your 

arms.  Keep them on your lap or desk.  Take notes if appropriate.  (Tell the employee 

before you do).  Put your feet flat on the floor.  Use this approach in the beginning to 

express your concern and willingness to be involved. 
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Person’s Name 

 

Use it.  The sweetest sound to anyone is their name.  By using their name, you 

demonstrate a positive relationship and interest.  You’ll also get the person’s attention. 

 

Paraphrase 

 

At an appropriate time (whenever you feel you’re receiving too much information to 

remember or understand) in the conversation, repeat to the person what she told you.  Use 

your own words, of course.  Start a paraphrase like this: 

 

“If I understand you correctly . . .” 

“What I hear you saying is . . .” 

 

Don’t say bland phrases like, “I understand.”  This isn’t a paraphrase.  Also, avoid 

saying, “What you really mean is _________.”  This is nothing more than an attempt to 

put words into someone’s mouth or interpret someone’s statement. It's manipulation. 

 

THREE WAYS TO APPLY YOUR COMMUNICATION 

SKILLS 

 

 Introduction 
 

One of my customers asked me to coach two of his top managers.  They needed help 

because of their critical and negative approach to communicating with employees.  Over 

a period of 6 months, I met one/one with each of these managers.  The goal was to 

improve their communication skills.  While communication can be a broad term, we 

created SMART goals to measure our progress.  In the end, each had significantly 

improved their results by applying their skills with employees through one/one sessions, 

regular department meetings and, borrowing a Tom Peters term, Management By 

Wandering Around (MBWA).  Through the coaching process, they discovered how to 

apply their skills more effectively. 

 

One/One Sessions 
 

Managers can’t lead merely through meetings.  While meetings are important, a manager 

needs to meet one/one with his or her employees.  This means at least quarterly 

goalsetting sessions and coaching sessions when appropriate.  Let’s turn our attention to 

coaching. 

 

The goal of coaching is to develop an employee’s skills to improve performance.  It’s a 

discovery and questioning process.  A manager’s job is to help the employee solve his or 

her own problems.  Here are the steps: 

 

 Clarify the goals 
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 Ask questions about the current situation 

 Listen effectively 

 Offer guidance 

 Develop an Action Plan 

 Follow-through 

 

Through a mutual decision-making process, discussion are held to improve results.  

Usually, this requires weekly meetings of about an hour. 

 

Department Meetings 
 

In one company I worked with, a department manager actually asked, “Can I hold a 

meeting with my people.”  Regular--weekly or monthly--department meetings are 

important for any manager.  It’s a communication tool to: 

 

√  solve problems 

√  share company news 

√  discuss or create plans and goals 

√  celebrate results 

√  brainstorm ideas 

√  build teamwork and morale 

 

Without the meetings, you lose the above benefits.  Each meeting needs an agenda and a 

time limit.  Most meetings can be completed in 1/2 to 1 1/2 hours.  Remember to start on 

time and end on time.  For over twenty years, I have used this principle.  It works if you 

do it.  Too often, meetings lack agendas and timeframes, and countless hours are wasted 

because of pointless meetings, people coming late, lack of accountability, and extended 

timeframes.  Be different; do it right.  

 

MBWA 
 

Jim was a super successful general manager with over 40 years of practical experience.  I 

asked him, “How did you do it?”  I will never forget his answer.  He replied, “I didn’t go 

to college!”  Then, he laughed heartily. 

 

He responded again that he always walked around the business before he went to his 

office.  During his walks, he talked to people about non-business.  He got to know people 

and their lives.  If they wanted to talk business, they brought it up.  While he didn’t talk 

to everyone every day, he talked to different people each day.  He learned to understand 

his people, their needs, and issues.  When problems arose, he received excellent input 

because of the trust and credibility that was established. 
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This whole process is called MBWA.  It’s a focused effort, not wandering aimlessly.  

Your goal is to: 

 

√  Be informed 

√  Observe the business 

√  Get to know people 

√  Talk to people in their work areas 

√  Be available  

 

Contrast this with the boss of a manager I know.  Her manager came in the front door and 

went straight to his office.  He never talked to anyone unless there was a problem.  One 

day, she stopped him and suggested that he talk to others or hold a department meeting.  

He responded by saying, “I don’t have time for that stuff.”  And then he walked to his 

office and slammed the door shut.   

 

Excellent managers take the time to communicate through one/one meetings, department 

meetings, and MBWA.  If a manager doesn’t do these things, seldom becomes a "real" 

leader.. When you do these things your translate your communication skills into a 

business setting. What you do is authentic as it backs up what you say. Employees feel 

valued and respected. It leads to greater morale, higher employee engagement and better 

performance. It accelerates results, their success and your success as a leader. That's what 

you want isn't it?  

 

 

Check out this listening checklist on the next page. 

What can you learn or relearn about yourself? 
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LISTENING CHECKLIST 
 

Directions:  Rate yourself on a scale of 1-5 for each item. 1 = very infrequently like you; 5 = 

very frequently like you. 
 

____ 1.   Do you want to listen? 

____ 2. Do you put what you are doing out of sight and out of mind? 

____ 3. Do you make eye contact? 

____ 4. Do you ignore or eliminate distractions? 

____ 5. Do you smile, nod your head, and otherwise encourage the other person to talk? 

____ 6. Do you think about what you will say? 

____ 7. Do you try to figure out what the other person means through clarification? 

____ 8. Do you try to figure out why the person is saying it? 

____ 9. Do you let the other person finish what he or she is trying to say? 

____ 10. If the person hesitates, do you encourage him or her to go on? 

____ 11. Do you restate or paraphrase what the person says and ask if you got it right? 

____ 12. Do you withhold judgment about the idea or problem until the person is finished? 

____ 13. Do you listen regardless of the person’s manner of speaking and choice of words? 

____ 14. Do you listen even though you anticipate what the person is going to say? 

____ 15. Do you question the person in order to get him or her to explain the idea more fully? 

____ 

Total 

____   

16. Do you ask what is meant by some words to eliminate misunderstanding later? 

 

 

 

How Well Do You Listen? 
 

80 -70 Excellent! . . . You do a fine job of listening. 

69 - 59 Your efforts are positive and done well. 

58 - 48 Some areas are fine and above average.  Pick a few areas to work on. 

47 or less Listening is a skill that can be learned.  Practice to improve.  It will make a 

difference in your communication with others. 

 

Note: This is self-perception assessment. Input from others will give us even better feedback. In 

addition, there is no statistical evidence to validate this scoring. One thing is true, listening well 

to others helps create better relationships it's documented by research. Our standards for listening 

effectively need to be highe 
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Listening Action Plan 
 

Note: How well did you rate on items 1 and 11? If you don't want to listen the other skills won't 

help you much. The paraphrase is an approach that helps you perfect all of the skills. If you miss 

something in a conversation it will assist you to clarify for understanding. It also demonstrates 

your empathy. 
 

List 4-5 Strengths (where you rated yourself higher) 

 

 

 

 

 

 

 

List 2-3 Areas for improvement (where you rated yourself lower) 

 

 

 

 

 

 

 

What actions steps will you take to begin to be a better listener? 

 

 

 

 

 

 

 

 

 

 

"Listening effectively expresses respect, care, empathy and love." 
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CONTACT RICK 

ONLINE  

TRAINING 

 

 

COACHING 

 
 

CONSULTING 

 

 

SPEAKING 

 

To learn how you can do amazing 

things, visit us online at: 

www.rickconlow.com                          

or call us at 612-868-8521 
CHECK OUT OUR OTHER TITLES 

RICK’S SUCCESS 

‘ 

http://rickconlow.com/online-training/
http://rickconlow.com/online-training/
http://rickconlow.com/coaching/
http://rickconlow.com/consulting/
http://rickconlow.com/the-worlds-management-consultant/
http://www.rickconlow.com/
http://rickconlow.com/product/superstar-leadership/
http://rickconlow.com/product/superstar-sales-a-31-day-plan-to-motivate-people-build-rapport-close-more-sales/
http://rickconlow.com/product/superstar-customer-service-a-31-day-plan-to-improve-client-relations-lock-in-new-customers-and-keep-the-best-ones-coming-back-for-more/
http://rickconlow.com/product/ow-to-be-a-superstar-employee-how-to-increase-personal-performance-and-career-success/
http://rickconlow.com/product/designing-a-superstar-experience/
http://rickconlow.com/product/goalpower-how-to-increase-your-personal-performance-and-career-success/
http://rickconlow.com/product/the-great-customer-experience-scam-ebook/
http://rickconlow.com/product/unparalleled-leadership-how-to-achieve-extraordinary-success-and-results-as-a-manager-ebook/
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RICK CONLOW 
 

 

There aren’t many who’d 
argue the fact that Rick is 
one enthusiastic and 
results-oriented guy. 
Even the titles of his 
books, articles, speeches 
and initiatives reflect his 
drive and positive                    
energy.

A quick glance at his 
professional resume leaves you 
with the strong impression that 
effort and optimism are a 
winning combination. Case in 
point: with Rick by their side, 
clients have achieved double-
and  triple-digit improvement in 
their sales performance, 
quality, customer loyalty and 
service results over the past 20-
plus years and earned more 
than thirty quality service 
awards. 
In a day and age where 
optimism and going the extra 
mile can sound trite, Rick has 
made them a differentiator. His 
clients include organizations 
that are leaders in their 
industries, as well as others that 
are less recognizable.     
Regardless, their goals are his 
goals. While many consultants 
talk about consistent and 
sustainable results, Rick helps 
his clients achieve them. 
Rick’s life view and extensive 
background in sales and   
leadership as a general 
manager, vice president, 
training director, program 
director, national sales trainer, 
business owner and 
management consultant are the 
foundation of his coaching, 
training and consulting services.

Participants in Rick’s 
experiential, live action 
programs walk away with aha’s, 
inspiration and skills they can 
immediately use. 
These programs include “BEST 
Selling!”, “SuperSTAR Customer 
Service”, “Excellence in 
Management”, “SuperSTAR 
Selling”, “The Greatest Secrets 
of all Time!”, “The State of the 
Art in Improving the Customer 
Experience”, and “SuperSTAR 
Leadership, Good Boss/Bad 
Boss, Which One Are You?” 
Rick has also authored 
Excellence in Management, 
Excellence in Supervision, 
SuperSTAR Customer Service, 
SuperSTAR Selling, Designing a 
SuperSTAR Customer 
Experience, SuperSTAR 
Leadership and Returning to 
Learning. He 
 

CEO/FOUNDER 

‘ 
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FOR MORE INFORMATION ABOUT  

RICK CONLOW INTERNATIONAL 
 

See these resources: 

 

 

 

 

 

 
 

Contact RCI 
 

 
 

 
 

              612-868-8521 
      email us 

            Connect Online 
 

 

 

 

RCI WEBSITE 

RCI ONLINE STORE 

RICK’S BLOG 

https://rickconlow.com/
https://rickconlow.com/store/store/
https://rickconlow.com/superstar-leadership-blog/
https://rickconlow.com/contact-rick/
https://www.facebook.com/RConlow
https://twitter.com/RickConlow
https://www.linkedin.com/in/rickconlowconsultant/
https://www.youtube.com/user/RickConlow
https://www.pinterest.com/rickconlowint/_created/
href="https://rickconlow.com/feed/" rel="self" type="application/rss+xml" /
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