BODY LANGUAGE GUIDE
FOUR MAJOR COMMUNICATION SKILLS:

1. MAINTAIN or ENHANCE the other person’s SELF-ESTEEM.

2. LISTEN and RESPOND with EMPATHY.

3. ASK for the other person’s HELP and ENCOURAGE their INVOLVEMENT.

4. SET THE AGENDA and MAKE PROCEDURAL SUGGESTIONS when having a discussion.

i.e.  “I know that you have some questions about price and terms and I promise you that we’re going to get to that in just a few minutes.  As a matter of fact, you’re the one who is going to make that decision.  What I’m here to do is to give you the information you are going to need to make that decision.  So, if this is okay with you, why don’t we do this; allow me to share this information with you and then you make the decision.  How does that sound?”

FIVE MOST IMPORTANT BODY LANGUAGE SIGNALS:

1. SILENCE:  It is important that when you have silence, it is almost always about establishing power in the conversation.  Never be afraid of silence and especially the power of non-verbal communication.  A wise mentor once said that it is not necessarily the words that send the message but the “music” behind the words.

2. EYES:

· Eyes don’t lie.
· When you look at a portrait, you are first drawn to the eyes.

· Are you making and holding eye contact.  (NOTE: Different cultures may change the rules here.)
· When they say something, do their eyes reflect interest?
· Are your eyes communicating interest to them?
· When speaking to more than one person, are you distributing your eye contact equally?
· Almost all facial expressions use the eyes as the key component.
3. HANDS:
· Almost any motion to the neck shows irritation.
· A hand to the face is a very meaningful gesture; is the chin in the palm of the hand or being supported by the thumb and fingers?  Are they scratching their head and if so, how?
· Are they touching something?
· Clutching hands together shows a lack of patience.
· Tapping the hands on the table may say that they have seen and/or heard enough.

4. SPACE, THE PRECIOUS FRONTIER:

· NEVER get in between a couple.  They react negatively to the “divide and conquer” theory.
· A safe distance is between two and four feet.  This allows for conversation, eye contact, and the trading of quality information.
· If one is interested and the other appears detached, stimulate dialogue with the one who appears disinterested.

5. OTHER BODY LANGUAGE MESSAGES:

· The Classic Handshake – Beware of cultural differences.  It is not always the firmness of the grip; it is the “palm-to-palm” contact.
· When sitting down, leaning in means they’re interested in what you’re saying.  If they sit back, they may be interested by apprehensive.  If they cross their arms, they are defensive.
· When showing them properties, if one is lagging, they may have no interest or there may even be conflict between them.
· YOUR BODY LANGUAGE – Cleanliness and professionalism are paramount.  Take notes, ask questions about them and their likes & dislikes, and use appropriate eye contact.
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