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Emotionally driven 

We like to be right 

Event-thoughts-emotions-behaviour

Selfish - WIFME 

Driven by fear 

In simple terms there are two sides of the brain, the 
logical and primitive/emotional brain. The logical 
brain is when we are conscious, thinking about what 
we are going to say. When we feel threatened our 
emotional brain takes over to protect us.

What’s in it for me. Most of us view life from this 
perspective.

When we feel our opinion or belief is being ques-
tioned it can cause us to fear a loss for example if 
your company implements a change this can cause a 
fear of security or fear of the unknown.

It makes us feel valued and validated and we sur-
round ourselves with people who are like us and 
agree with us. 

this is a cognitive therapy model. An event happens, 
it provokes thoughts about the event, these thoughts 
create emotions within us and then this is reflected 
in our behaviour. Road rage is a classic example of 
this. Use relevant examples to the organisation. 
Change, new team member, new manager, 
new policies.

Driven 
by fear

We like to
be right

Event > 
thoughts > 
emotions > 
behaviour

Selfish
WIFME

Emotionally
driven

A little bit of psychology
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3 styles of communication

Aggressive

Assertive

Submissive

Aggressive - includes passive aggressive, driven by 
emotion and includes sarcasm, talking over people, 
not listening, putting people down, laughing at other 
people, talking about other people when they are 
not there.

Submissive - not answering or asking questions, 
saying sorry for no reason, internalising rather than 
sharing how they are feeling.

Assertive - non emotional, listens to other peoples 
views, understand they have their own views and 
beliefs and willing to put across their opinion/ideas 
but also to listen to others.

Meeting someone half way across the bridge.

Betari’s Box

Agressive Assertive

Submissive

Your 
attitude

Your 
behaviour

My 
attitude

My 
behaviour

AffectsAffects

Affects

Affects
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Relationship Stairway

This stairway is used by FBI negotiators across the world and is fundamental in building 
relationships quickly.

The first step is how we set the scene with another person. For me it’s that first meet-
ing of the day as well as in life. We leave an impression within 0-7 seconds and we judge 
others in the same time.

Rapport - this is where we find similarities between ourselves and others and start to 
build deeper relationships.

When we have work colleagues we already have something in common.
Empathy - understanding how people might be feeling

Trust, the hardest step to get and the easiest to lose
We build trust through consistency, not letting people down, showing up when we say 
we will, completing work on time. Trust can be broken by us or others who work with us.

Once we get to the top of the stairway we  an influence and persuade other people. We 
get them to listen you our ideas and our beliefs. We can not do this without trust.

Initial Contact, Opening lines, first impressions

Rapport and empathy

Trust

Influence and persuade

EMOTIONAL INTELLIGENCE
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Barriers to Communication

Thinking we 
know the answer

Emotions

Tiredness

Barriers to 
communication

Values & BeliefsIt's all about us

Inner dialogue
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Active
Listening
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4 Modes of Listening

Conversational Skills Open Questions

Reflection

Summarise

Affirmations

Be careful of why as this can sound accusatory. 

Important because it allows people to respond with 
more than a yes/no answer

Praise people and be precise about what it is you are 
praising. 

Thank you for getting that piece of work back to me 
so quickly it ensured we were able to give the 
customer a better service. 

Important because it helps the other person feel 
valued and validated.

Reflection - reflecting back a person’s emotions or 
words they have said.

Important because it helps the other person feel 
validated and it keeps the agenda about them and 
builds relationships quickly.

Summary - reflecting back what you believe some-
one has told you.

Important because the other person feels listened to 
and if you haven’t understood what they meant they 
will clarify it for you.

Reflection

Summary

Affirmations

Open
Questions

Combative Competitive Passive Active
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Summary

•	 People are driven by their values & beliefs

•	 We are all selfish 

•	 There are different ways of listening

•	 Relationship stairway

•	 Conversational skills
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Scroll down 
if you want to learn more 

about Symbia

Thank you



Follow us on 
Linkedin

Facebook 

for inspiring conversations and insights on 
mental fitness and team effectiveness.

Listen and 
subscribe

Jodie Rogers
THE HIDDEN EDGE OF TEAM PERFORMANCE

with JODIE ROGERS

Leadership Expert and Founder of Symbia 

MENTAL FITNESS:  WHAT IT IS AND WHY IT MATTERS

Subscribe 
to our Symbia 
newsletter here 

Amazon #1 Bestseller 

The Hidden Edge is loaded with 
engaging stories, real case studies, 
and over 24 tools and resources to 

help you improve your performance 
and manage your most important 

asset: your mind.

How mentally fit are you? 

Take our online 
Mental Fitness Pulse Check 

and find out how to 
optimize your mindset and potential 

in under 4 minutes.

to The Hidden Edge 
podcast here for 
discussions with 
C-suite leaders of 
global companies, 
entrepreneurs and 
special guests.
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