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need from you

THE STRUCTURED CALL MENU™
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‘A mindset is a fixed way of looking at 
things. We all have mindsets, some of them 
helpful, many of them limiting. People and 

organisations have mindsets without 
realising it. 

A mindset is simply the way you set your 
mind to look at things. Tell your mind to look 
at things one way and it will notice, find and 

imagine a whole host of evidence and 
reasons to support that perception’

John O’Keeffe, Business Beyond The Box, 1998. P157                              

MINDSETS

‘All the strategies designed to get breakthrough results will flounder when faced with a strongly held 
limiting mindset. A limiting mindset can stifle and overcome any other other actions to stimulate 
behaviour to get breakthrough results. It can be the rock against which all these efforts flounder.

Limiting mindsets form the walls of the box of incrementalism. Without changing the mindset it’s 
impossible to break out of the box.’

© Coloured Square 2014
www.colouredsquare.com

Every manager carries around in 
his, or her, head a set of biases, 

assumptions and 
presuppositions. Gary Hamel

John O’Keeffe, Business Beyond The Box, 1998. P155                              



Identify the key mindset shifts you want to make, to help you get the change you’re looking for:

MINDSETS
WORKSHEET
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PLANNING

INTRODUCTION

PRE-CALL CHECK

DOWN TO BUSINESS

POST-CALL CHECK

PIN DOWN

STATE OF PLAY™

OBSERVE

TIME OUT

CONTRACT

Reviewing performance data. Making decisions about my priorities – where, with whom & when to make the best use of my 
time this day, week or period. Identifying objectives for those meetings, visits or ‘calls’ (rather than agenda items) & getting
clear about what’s going to be important. Deciding on time to spend. I’ll use MASCOT™ & The PP Grid to help me.

Stopping before I go ‘in’ to get clear again on my goals, my focus areas & my behavioural approach, so that I don’t go in on 
‘autopilot’. This helps me deliver an efficient & effective ‘call’. I’ll use GAMBITTS™ as a checklist for me to do all that.

I immediately set the tone I want for this interaction & start to get a sense of where they’re at. I may immediately modify my 
approach, depending on what I notice. We ‘contract’ about the purpose of our time together, how long & how we’ll work.

This clearly defined & crucial step enables me to get fully connected with the manager & current context. I listen out for their
mindsets & possible impacts on their business. I get a sense of their priorities & goals. I look for opportunities to leverage 
their levels of drive & motivation to deliver the goals we agree. It gives me clarity about my direction from here.

I take time to observe how my ‘target’ person or people are working. I maintain a ‘Roving Focus (STTINC)™’ as I look. This 
widens my perspective & tells me how this team are being led & managed. I take notes to help me give detailed feedback.

I conduct a 1-to-1 with the manager to work on a particular issue or opportunity we’ve noticed today or already planned to 
work on – it’s when we get into something meaty. I may use BOMM to help them Activity Plan. I may Coach-Sell-Teach or 
Tell™ to help them deliver the plan. In doing all this, I make sure I balance short term fix & long term development.

I now want to agree clear Actions. I step up my Controlling (Red) behaviours to ensure I get complete clarity with them 
regarding actions, who’s responsible for making them happen & specific timings. I make sure we both have a record.

This is where I ‘seal the deal’ regarding those actions. I make sure each of us are clear about what (if anything) we need 
from each other to make sure those actions happen. This gives me confidence that the actions we have agreed will be 
completed & it also gives me more leverage if I need it later. I say that I will be following up on agreed actions next time.

I finish as I started – on my own – to quickly review my Pre-Call Check plan to evaluate what I did, what happened & my 
effectiveness. I decide how & when to follow up, and where to focus my attention next time. I complete any admin or phone 
calls relating to the meeting, visit or call & move on to the next thing in my schedule. I may use GAMBITTS™ again.

This is the step that gives me real added value. It’s when I take a few moments to step back & think about what I’ve heard 
and seen so far. Based on that, I re-focus & get clear about my priorities & strategy for the rest of my time with them. I then 
‘get back in’ to do that. It’s also where I may interrupt what’s happening (‘Intervene’), so I can help the manager be more 
effective right now. I choose whether to Coach-Sell-Teach or Tell™, according to which one will drive the best result.

STRUCTURED CALL MENU™
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THE STRUCTURED CALL MENU™
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PLANNING
MASCOT™
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PRE & POST CALL CHECK
GAMBITTS™
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STATE OF PLAY™
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THE NEWCI MODEL ®

N E W C I

NEED EXPECT WANT COULD IMPOSSIBLE

How much do you 
need to be on 

target?

Where do you 
expect to be?

Where do you want
to be?

If you really pulled 
out all the stops, 

what could you do? 

Beyond that, what 
would be really 

impossible?

And what would 
that do for you?

It’s ok… I’m not 
going to hold you to 

this?

So if that was the 
target what would 
you have to do? 

N E W C I

NEED EXPECT WANT COULD IMPOSSIBLE

How much do you 
need to be on 

target?

Where do you 
expect to be?

Where do you want
to be?

If you really pulled 
out all the stops, 

what could you do? 

Beyond that, what 
would be really 

impossible?

And what would 
that do for you?

It’s ok… I’m not 
going to hold you to 

this?

So if that was the 
target what would 
you have to do? 
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Ways of standing Slouched Upright Chin up Head straight

Head on one side (I’m 
listening)

Owning the space – filling 
the space Hand to chin or mouth Weight on one leg Firm planted feet

100% eye contact Varied eye contact Looking down Side on Face on

Looking away to think 
sometimes

Regularly looking away to 
look at team members

Regularly looking away to 
look at customers

Gathering team members 
around

Gathering team members in 
(close)

Sitting alone Staring into space Poised at the flip chart Crouched Leaning on something

Facial expressions Smiling Beaming Frowning (I’m thinking) Puzzled (wrinkled brow)

Wide eyed (surprise) Wide eyed (enthusiasm) Blank faced Raised eyebrows (surprise) Piercing eyes

OBSERVING BEHAVIOURS
BINGO SHEET

Big Skills Matching Mismatching Getting others talking Personal Organisation

Closing Listening Advising Noticing Questioning

Observing Decisiveness Setting Direction Personal Organisation Meetings & Huddles

Confidence Warmth Enthusiasm Humility Selling

Ways of Moving Arms folded Arms open (palms up) Big gestures Palm down (emphasis)

Fidgety Dancing Arms open (vertical palms) Small gestures (constrained) Pen as a pointer

Hand chopping horizontally Hand chopping vertically Pointing at products Pointing at the person Shrugging shoulders

Weather reporter Newsreader Auditor Referee/Linesman Preacher

Hand on Heart Teapot Waltz Dragging your feet Big Strides

Ways of Writing Separate scribble book Task list – dated, 1 per day Timed notes Bullet points

1-week diary view 4-week diary view Same opening line Thinking in boxes Blank paper covered table

Tabbed notebook e.g. 1 per 
team member

Tabbed notebook e.g. 1 per 
project

Follow up e-mails: here’s 
what we agreed, by this date

Writing words/numbers in 
front of the customer Drawing diagrams

15



Ways of Listening Silent ”I get it” “I understand” Paraphrasing Nodding

Vocal encouragement e.g. “I 
can hear that”

Hand gestures that say 
“keep talking”

Summarising “so what you 
mean is”

Pausing – holding the silence 
to get more

Words for emphasis e.g. 
“Great!” “Nice!”

No–word vocal agreements No-word questions No word empathy e.g. 
“aahhh” Still

Saying words like 'Yep, aha, 
understood’ to speed people 

up

Ways of talking Quiet Loud Monotone Varied tone Fast

Slow or Ponderous Varied pace Gentle, soft vocals Strong tone Emphatic Rhythmic

Rambling High energy Low energy To the point Detailed Facts & figures

Specifics Benefits Feelings/emotions Chatting Laughing Closing

Words like “wow” “make it 
happen” “great”

Words like “yes/no” “I 
agree/disagree” “good”

Words like “think” 
“interesting” ”objective”

Words like “Nice” ”Us” 
“maybe” “if you want”

Strong, solid, brief 
vocals

Strong, big 
expressive vocals

“Here’s what we’re going to 
do”

“This is what I need 
from you”

“What do you need 
from me?”

“I want to see you…” “I want to hear you…” “The feel I want you 
to go for is…”

Positive spade feedback Negative spade 
feedback

Sandwich technique 
feedback

Sponsorship feedback See-Saw feedback Brief – 2 or 3 word 
statements

Talking in bulletpoints Repeating key phrases 
& magic words

Tricolon Anaphora Apophasis Alliteration

What’s the action?           
Who will take that? By when?

Let me think about 
that…

“Here’s my decision” Yes/No “I need you to do this 
by this time”

“Has this been 
done?”

So what’s the new date we’re 
going for?

What do we want? What have we tried so 
far?

What could we do? What will we do? This is my 
recommendation

Mini closes: “yes?” “yes?” Alternate closes Assumed closes Action closes Nodding (“yes?” Anti closes

“Based on what you’ve said, 
the benefits to you are…”

“What are the benefits 
of this?

“Results,” ”Drive,” 
“Delivery, ”Standards”

“Make it happen,” 
“Let’s do it”

“Shall we?” “What do 
you feel?” “People”

“Let’s think about it” 
“What’s our 
objective?”

Facts Feelings Figures Nasal From the stomach Lots of words

OBSERVING BEHAVIOURS
BINGO SHEET
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I NOTICE
• I notice that when you do (A) there’s an impact on (B) as 
well 

COACH
• Just remind me, what were you trying to do?
• Take me though what happened
• What could you do differently next time?
• So what are you going to do? 

SANDWICH
• I thought you did (A) very well
• And… I think you can really improve on (B)
• To be clear though, you did (A) very well

POSITIVE SPADE
• I loved the way you did that - brilliant – you’re great at this!

SEE-SAW
• How do you feel that went?
• I agree… and I also noticed… (A)
• So how could you do it differently next time?
• I agree… and I’d also like to see you do (B)

SELL
• Let me tell you how I’m seeing it at the moment
• Ok, I can show you a great way to be even better
• So, this is what I want you to try
• Once you’re doing that, it means (A, B & C) will happen
• Agreed? Great – when’s the earliest you could try that? 

EEC
• Here’s an example of what you do
• When you do that, the effect on me is (X)  
• So, this is the change I’d appreciate you making…

STOP-START-CONTINUE
• Ok, let’s get clear… I want you to stop doing (A)
• And I want you to start doing (B)
• And to continue doing (C)

STATE OF PLAY™
• How do you feel it’s going? 
• Which areas do you feel you’re struggling with?
• So what do you see as your key priorities to improve on?
• And for each of those, what do you want? Give me the first
one…

• And if you get that, what will that do for you? And the next 
one…?

NEGATIVE SPADE
• Frankly, I’m disappointed with that – that’s not the standard 
I expect from you and I need to see an improvement 

TELL
• Ok, let me cut to the chase
• I’m going to show you a better way of doing this

SPONSORSHIP
• Ok… I’m a big supporter of yours - I rate you very highly
• And now, I want you to step up a level – I know you can do 
this…

• So, let’s go for it - this is what I want you to do… 

3 Cs
• Confront - I’m afraid that just wasn’t up to standard 
• Clarify - Specifically, what you did was (A) 

- That meant the result was (B)
• Change - So, I’m looking for you to change to (C)

TEACH
• Ok, let me explain how this should be done 
• Now I’ll show you how to do it – you’ll be having a go in a
minute 

• Now let me see you do it in the same way
• Let’s now go back through it to make sure you’ve really 
got it

FEEDBACK TOOLS

17 © Coloured Square 2008
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INTERVENING TOOLS
COACH-SELL-TEACH-TELL™



The basics of Pinning Down are straightforward. What needs to be done, why and how? Who will do it? By when?
But getting people to deliver SMART actions that will create the changes needed, involves more technique and more skill…

First, shift your behaviours to a more Analytical and Controlling style (Blue-Red behaviours). In identity terms this is like shifting into a 
‘Jeremy Paxman style’ set of behaviours. The aim is to increase ‘productive pressure’ on the person you’re with, so that they think clearly 
– to make decisions and commitments. Increase your speed and fire in questions (machine-gun-style).

Second, use 4 Ws questioning. Become increasingly picky & analytical, matching your behaviour shift into Analytical-Control.

What? Who? When? Waterproofing

What needs to be done? Who will do it? By when? What will stop you?

Specifically what is involved 
to make that happen?
How will you deliver this?

Who will do it?
Who with (to who)?

Beginning When?
Finished by?
So how long will it take?

Where does the buck stop with this?
Who’s finally accountable for making this happen?
Why are we doing this anyway?

What will I see you doing?
What will I hear you saying?
How does that feel?

Who else needs to 
be informed?
Who else needs to 
be consulted?

How many times a day?
How many times a week?

If it’s not done as agreed what do you want me to 
say to you?
Why is this so important?

Show me …
Tell me the words

Who haven’t you 
thought of yet … 
who should also be 
involved?

For how many minutes?
On which days of the week?

Is this realistic?
Do you need longer?
What other actions should we postpone to ensure 
you deliver on this?

Finally, to ensure your Pinning Down is implemented and works, TAKE CHARGE of the 5th W - Writing

PINNING DOWN 
5 W’S™
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Pay attention to a number of principles and approaches here – each of them taking you 
into Analytical-Control behaviours (Blue/Red):

1. Who’s Writing? Decide whether you or they are recording the actions agreed.

When it’s you: adopt an increasingly ‘auditing’ body language – holding the page in 
front of you, pen poised above the paper ready to record.

When it’s them: ensure they are recording the actions.  Instruct them with simple 
sentences – “write that down”.

Check what they’re writing: “let me see what we’ve got”.

Check it’s all there.  Check it’s understandable. Check the timescales. 
Check ‘who’ and ‘when’ is recorded.

2. Risk Being Annoying. This is the key moment to ensure the work you’ve done has 
meaning, so don’t back off for fear of being picky.

Don’t be satisfied: if the record isn’t understandable or is incomplete, say so –
hand it back and ask for amendments.

Get more: if you’re not sure they’re really going to do it, get them to tell you more, 
or record more – or both: “I don’t understand what this action means….”

3. Be Decisive

Cross out: identify those actions which you don’t really care about – or which they 
don’t seem really bought into.  If, when you check back in future, you wont be 
bothered if something’s not completed on time – do yourself a favour – cross it out 
now: “let’s take this one off – I’m not sure either of us are really committed to this 
right now”.

Look at the big picture: check the total actions recorded…

Too many: remove lesser priorities – and sell this to them – “I don’t want 
you to focus on this at the moment – these others are more important.”

Unrealistic: now is the time to check for realism.  Demonstrate that you’re 
willing to push timescales back on some actions if appropriate, and sell 
again – “you’ve got too much to do within the same time-frame – this one’s 
too important to rush – I want to give you a further x days to complete this.”

PINNING DOWN
THE 5TH W - WRITING
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Agreed Actions Who When

Discuss Later When

What You Need From Me What I Need From You

Name: Date:
Pinning Down

Contracting

Next Meeting Date:

PINNING DOWN & CONTRACTING
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Agreed Actions Who When

Discuss Later When

What You Need From Me What I Need From You

Name: Date:
Pinning Down

Contracting

Next Meeting Date:
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Agreed Actions Who When

Discuss Later When

What You Need From Me What I Need From You

Name: Date:
Pinning Down

Contracting

Next Meeting Date:
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Agreed Actions Who When

Discuss Later When

What You Need From Me What I Need From You

Name: Date:
Pinning Down

Contracting

Next Meeting Date:
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“When you are listening to someone, much of the 

quality of what you are hearing is your effect on 

them.  Giving good attention to people makes 

them more intelligent.  We think we listen, but we 

don’t.  We finish each other’s sentences, we 

interrupt each other, we moan together, we fill in 

the pauses with our own stories, we look at our 

watches, we sigh, frown, tap our fingers, read the 

newspaper, or walk away.  We give advice, give 

advice, give advice.”

“Even if they expect your advice, you will be most 

effective if you keep them doing their own best 

thinking first.  After that has happened thoroughly, 

you can tell them what you think.  They will hear 

you better then anyway.  And if you are very good 

at being a Thinking Partner to them, you may not, 

except for any information they may lack, have to 

tell them very much.”

Time to Think, Nancy Kline, 1999

COMMUNICATION
LISTENING
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“It’s so hard to get people to take the time to

be good listeners. It’s not just about being

nice – until you’re a good enough listener,

until you can sense what the other person is

going through, you won’t be able to make a

reasonable suggestion, to come up with

something they’ll buy.”

Working With Emotional Intelligence,
Daniel Goleman, 1998

“When we listen, do we really hear?  When we look, do we really see?  

We short-change ourselves and those we mentor if we do not really 

hear and see them, and by that I mean maintain eye contact with them. 

Obsession with our own thoughts and opinions and the compulsion to 

talk, particularly if one is placed in any kind of advisory role, are strong.  

It has been said that since we were given two ears and one mouth, we 

should listen twice as much as we speak.  Perhaps the hardest thing 

[someone] has to learn to do is to shut up!”

Coaching for Performance, John Whitmore, 1996 

COMMUNICATION
LISTENING
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Repeating… To Build Rapport, To Help Recall & To Clarify

• Ok, you said… (repeat key things they’ve said - their words)

• Let me just understand this… (repeat  key words you heard)

• So, I’m hearing it’s about these three things… (their words)

• Ok, you said (their key points)… have I got that right? 

• It seems to be about (their key points)… what else? 

Cutting In… With Rapport

• This is great - I’m getting loads - just sum that up for me in no 
more than 12 words

• Ok good - so I’ve really got it, just give me that again in 3 or 4 
bullet points

• I’ve got it - thanks - really helpful. Now which is the key one?

• Don’t want to rush you here… let me see if I’ve got it (& repeat)

Agreeing… To Build Rapport & Overcome Objections 

• I agree 

• You’re right - this is an issue 

• I get it, I can see the problem

• You can’t live with that… I completely agree

• I’m not happy with that either - we’ve got to get that fixed 

• That’s great feedback thanks – any more for me?

Cutting In… Without Rapport 

• Ok, let me stop you there - we need to move on
• OK, I’ve heard enough - cut to the chase 
• Hold on - too much - just give me the headlines 
• I don’t understand - halve the words & make it simple for me 
• Enough… move on 
• Got it… Ok, we’re going to move on 
• I don’t agree 
• Ok, I get all that… Now, what are you not telling me? 

COMMUNICATION
MATCHING, LEADING & MISMATCHING TOOLS
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COMMUNICATION 
OVERCOMING OBJECTIONS (L3A)
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HOW GOOD AM I AT… Poor OK  Good Strong 
Closing     
Using ‘mini-closes’ at regular intervals to get a sequence of ‘yes’s’ from the person or audience (e.g.‘ok so far?’)     
Using assumed closes at regular intervals to check understanding, level of commitment & shifts in thinking     
Using closing word patterns to ensure there is no ambiguity or misunderstanding about what I am saying     
Using closing word patterns to make sure I get a high degree of confidence that things will happen as I want them     
Having a variety of closing word patterns which sound natural and not overly ‘salesy’     
Knowing how to phrase the final close to make it easy for the person or audience to say ‘yes’       
Listening     
Hearing what’s really being said (e.g. from their body language, voice & what they’re not saying)      
Using what I’m hearing to be able to provoke new levels of thinking in this person – probing further     
Listening to what is being said without being judgemental (outwardly or inwardly)     
Inhibiting my natural desire to ‘jump in’ & advise, give my opinion, move them on to my agenda etc.     
Finding ways to repeat back enough exact key words & phrases they’re using to build understanding      
Managing to stay fairly silent, but finding ways to encourage them to continue & expand further     
Taking notes of what they’re saying & what I’m thinking, whilst retaining enough good eye contact     
Advising     
Advising people of exactly what I need & expect, and how I want it done     
Advising people how they should think differently about how they are going about their work     
Advising people of what I see as good about their performance and what I see as below standard     
Advising people of exactly what the solution to a problem is, when it’s appropriate (i.e. not coaching)     
Advising people of the process they should (or could) follow to come up with their own solutions     
Noticing     
Noticing what’s stopping a person from performing to their potential or to the standard required      
Noticing the specifics of what the person is and isn’t doing in the way they do their job      
Noticing the other person’s mindsets & state, and the resulting impact on their performance     
Noticing what’s going on inside me (my state/mindset) which is preventing me from helping them     
Noticing the habitual ways I behave which limits my ability to connect with/influence all types people      
Noticing signals that tell me one of my strengths is becoming overdone & is working against me     
Noticing their behavioural style (Colour/Influencing Style/CHEFWIT) so I can adjust mine as needed     
Noticing what’s going on in whilst we’re interacting to enable me to change tack if needed      
Noticing what’s going on ‘beyond just content’ (i.e. sense of identity, values, mindsets, motivators, behaviours etc.)     
Questioning     
Asking questions that uncovers new information that could be useful to both of us     
Consciously choosing different question types to improve the quality of the communication     
Asking questions that bring up the answers I already have (& want to hear from the other person)     
Asking questions that bring up answers I don’t already have     
Asking questions that help me and the other person think differently to get a different result     
Not accepting the first answer – being able to probe further to provoke more thinking & clarity     
 

COMMUNICATION SELF ANALYSIS 
CLANQ

30 © Coloured Square 2008
www.colouredsquare.com



Promoters (‘Sanguine’) 

“The sanguine temperament is fundamentally sociable and pleasure-seeking; 
sanguine people are impulsive and charismatic. They tend to enjoy social 
gatherings, making new friends and tend to be boisterous. They are usually 
quite creative and often daydream. Sanguine personalities generally struggle 
with following tasks all the way through, are chronically late, and tend to be 
forgetful and sometimes a little sarcastic. Often, when they pursue a new 
hobby, they lose interest as soon as it ceases to be engaging or fun. They are 
very much people persons. They are talkative and not shy. Sanguines
generally have an almost shameless nature, certain that what they are doing 
is right. They however, lack confidence. Sanguine people are warm-hearted, 
pleasant, lively and optimistic. 
They have been called ‘people-oriented extroverts’”

Supporters (‘Phlegmatic’) 

“The phlegmatic temperament is fundamentally relaxed and quiet, ranging 
from warmly attentive to lazily sluggish. Phlegmatics tend to be content with 
themselves and are kind. Phlegmatics are consistent, they can be relied upon 
to be steady and faithful friends. They are accepting and affectionate, making 
friends easily. They tend to be good diplomats because their tendency not to 
judge and affable nature makes reconciling differing groups easy for them. 
Phlegmatics prefer to observe and to think on the world around them while 
not getting involved. They may try to inspire others to do the things which they 
themselves think about doing. They may be shy and often prefer stability to 
uncertainty and change. Their fear of change (and of work) can make them 
susceptible to stagnation or laziness, or even stubbornness. They are 
consistent, relaxed, calm, rational, curious, and observant, qualities that make 
them good administrators. They can also be passive-aggressive. 
They have been called ‘people-oriented introverts’”

Controllers (‘Choleric’)

“The choleric temperament is fundamentally ambitious and leader-like. They 
have a lot of energy, aggression and/or passion, and try to instill that in 
others. They are task oriented people and are focused on getting a job done 
efficiently; their motto is usually "do it now." They can dominate people of 
other temperaments with their strong wills, especially phlegmatic types, and 
can become dictatorial or tyrannical. Many great charismatic military and 
political figures were cholerics. They like to be in charge of everything and are 
good at planning, as they can often immediately see a practical solution to a 
problem. However, they can quickly fall into deep depression or moodiness 
when failures or setbacks befall them. 
They have been called ‘task-oriented extroverts’”

Analysts (‘Melancholic’)

“The melancholic temperament is fundamentally introverted and is given to 
thought. Melancholic people are often perceived as very (or overly) pondering 
and are both considerate and very cautious. Melancholics can be highly 
creative in activities such as poetry, art, and invention – and are sensitive to 
others. Because of this sensitivity and their thoughtfulness they can become 
preoccupied with the tragedy & cruelty in the world and are susceptible to 
depression and moodiness. Often they are perfectionists. Their desire for 
perfection often results in a high degree of personal excellence but also 
causes them to be highly conscientious and difficult to relate to because 
others often cannot please them. They are self-reliant and independent, 
preferring to do things themselves to meet their standards. One negative part 
of being a melancholic is that they can get so involved in what they are doing 
they forget to think of other issues. Their caution enables them to prevent 
problems that the more impulsive sanguine runs into, but can also cause 
them to procrastinate and remain in the planning stage of a project for very 
long periods. Melancholics prefer to avoid much attention and prefer to 
remain in the background; they do, however, desire recognition for their many 
works of creativity. They have been called ‘task-oriented introverts’” 
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INFLUENCING STYLES
THE FOUR TEMPERAMENTS
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Promoters - MATCHING
High energy & upbeat - stand up, move about

Animated physiology - face & hand movements
Lots of small talk  

Be enthusiastic about them & their stuff - match stories  
Minimise the detail - key points only

Promoters – LEADING
Visibly & audibly, step up a gear & get down to business 

Pin them down to detailed actions – on paper
Contract about what you’re both going to do next

Supporters - MATCHING
Easy going chat about them & their team first

Make your voice and physiology warmer & gentler….smile
Slow down & take a genuine interest in what they’re saying

Position yourself at an angle – not face on
Listen & gently question, but don’t interrupt or take over 

Supporters - LEADING
Strengthen physiology & voice and increase the pace 

Focus on helping them & their team
Keep acknowledging, but get to pinning down at the end

Controllers - MATCHING
Be well prepared

Strong energy, clear & direct voice, good eye contact 
No small talk - straight in, to the point, no nonsense

Contract about purpose, structure & length of meeting
Use bullet points, but have the detail available 
Focus on results, performance & timed actions

Controllers - LEADING
Use higher risk, more challenging questions
Offer recommendations, based on evidence

Analysts - MATCHING
Keep intro short and ask “What’s the objective here?”

Match their energy & voice – could be fast, could be slow
Allow plenty of time to go into the necessary detail 

Explore what they’re interested in – ask for more information
Stay well away from selling, flattery & small talk 

Analysts - LEADING
Step up a gear into Red (more control & authority)
Cut in & get to action - so what are we going to do?

Use hard data & examples to support your argument

INFLUENCING STYLES
MATCHING & LEADING
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INFLUENCING STYLES
WORKSHEET

33 © Coloured Square 2013
www.colouredsquare.com



THE GRAPHIC EQUALISER (CHEFWIT)™
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THE GRAPHIC EQUALISER (CHEFWIT)™
WORKSHEET
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Me

Overdone Underdone Do 
More

Do 
Less

Do 
More

Do 
Less

Do 
More

Do 
Less

Do 
More

Do 
Less

Do 
More

Do 
Less

Do 
More

Do 
Less

CONFIDENCE

HUMILITY

ENTHUSIASM

FAIRNESS

WARMTH

INTEGRITY

TOUGHNESS



STRENGTHS… OVERDONE
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CONFIDENT

DRIVEN BULLY

OPTIMISTIC NAIIVE

QUESTIONING IRRITATING

FOCUSED

HONEST

BLINKERED

RUDE

SLOWCONSIDERED

STRUCTURED INFLEXIBLE

EASY GOING

ARROGANT

SOFT TOUCH

DISPASSIONATE COLD

MY OWN STRENGTHS & OVERDONES



IDENTITIES… OVERDONE
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MY OWN IDENTITIES & OVERDONES



It’s clear that people who are good at their jobs, and have impact & influence, know exactly what their roles are about. 
• They are able to decide if a task they are being asked to do is relevant or not
• They can reassert their role over and over again as a way to influence other people

1. So… what’s the purpose of my role?

2. And what do I need to do to achieve this purpose:

3. What are the top 5 activities I complete – and how do these fit with the above?

4. How would I sum that all up in 2 or 3 sentences (less than 30 words)?

DEFINING MY ROLE
30 WORDS OR LESS
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How much 
do I know 

about them?

Time in this job:  
Previous Experience: 
Mindset about the company: 
Mindset about me:
Family details:  
Hobbies/interests: 
Level of ambition:
What they want:

Where are they here?

Promoting Supporting

Controlling Analysing 

Which of 
these are they 
interested in?

Self 
E.g. Growth & 
Advancement

Achieving 
The Task

Building The 
Team

Developing The 
Individual

The Numbers Customer 
Experience

Achievement Recognition Responsibility The Work Itself Routines & 
Procedures

Discipline & 
Standards

Key words or phrases you might hear them using

Typical attitudes & mindsets: 

What do you notice about them – pick just 2 or 3 words to sum up each of these On a scale of 0-5, score their 
behavioural balance (5 is high) 

Clothes/Shoes/Image:
Office/Desk/Car:
Pace & Energy:
Facial Expression:
Voice Tonality & Volume:
Amount of Words:
Personal Organisation:

Confidence: 0   1   2   3   4   5
Humility: 0   1   2   3   4   5
Enthusiasm: 0   1   2   3   4   5
Fairness: 0   1   2   3   4   5
Warmth: 0   1   2   3   4   5
Integrity: 0   1   2   3   4   5
Toughness: 0   1   2   3   4   5 

As a percentage split what is your current 
approach with this person?

Coaching Selling

Teaching Telling

HOW WELL DO I KNOW THIS PERSON…?
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How much 
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Coaching Selling

Teaching Telling

HOW WELL DO I KNOW THIS PERSON…?

40 © Coloured Square 2009
www.colouredsquare.com



STRUCTURED
CALL MENU™ Notes What I Will Do

Planning

Pre-Call Check
(GAMBITTS™)

Introduction

State of Play™

Observation

Time Out

LEARNING LOG
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Down to Business

Pinning Down
(3 W’s & 5 W’s)

Contracting

Post-Call Checks
(GAMBITTS™)

WORD PATTERNS Notes What I Will Do

Coach

Sell

Teach

Tell

LEARNING LOG
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COMMUNICATION Notes What I Will Do

Closing

Listening

Advising

Noticing

Questioning

FEEDBACK Notes What I Will Do

• State of Play™
• Coach
• Sell
• Teach
• Tell
• EEC
• 3 C’s
• Sandwich
• Negative Spade
• Positive Spade
• Sponsorship
• See-Saw
• I Notice
• Stop-Start-Continue

LEARNING LOG
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COMMUNICATION Notes What I Will Do

Influencing Styles

Graphic Equaliser
(CHEFWIT™)

Communication
(Mehrabian

7%-38%-55%)

Overdone Strengths

Overdone Identities

LEARNING LOG
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MANAGEMENT Notes What I Will Do

Defining the Role

Activity Planning

Following Up

Reviewing

Intervening

LEARNING LOG
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LEADERSHIP Notes What I Will Do

Setting Direction

Motivation

Influence

Alignment

Developing

LEARNING LOG
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CREDIBILITY Notes What I Will Do

Expertise & 
Authority

Contact Strategy

Personal Impact

Brand

Personal 
Organisation

LEARNING LOG
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MINDSETS Notes What I Will Do

KEY MINDSET SHIFTS I WANT TO MAKE                                                                                                Who with & in which situations does this apply?

KEY BEHAVIOURAL STRENGTHS I WANT TO MAXIMISE WITHOUT OVERDOING Other behaviours I want to improve in myself

KEY IDENTITIES OF MINE I WANT TO MAXIMISE WITHOUT OVERDOING 

LEARNING LOG
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KEY SKILLS I WANT TO IMPROVE IN MYSELF

Who with & in which situations does this apply?


