Practical T. A
Introducing
ABE WAGNER

You’ll laugh, you’ll learn
and you’ll love it!
Abe Wagner has over 40 years of experience as a corporate trainer, convention speaker and author. He has worked
with organizations around the world, ranging from start-ups and Fortune 500 companies to governments and nonprofits. He is the author of Say It Straight Or You’ll Show It Crooked and The Transactional Manager.

From customer service to sales and team building, effective communication is the cornerstone of every successful
organization. Abe Wagner is himself a master communicator, blending the common-sense psychologies of
Transactional Analysis (TA) and Neuro-Linguistic Programming (NLP) with entertaining and humorous stories that
have enchanted and educated clients around the world. Abe’s in-house training is clear, practical, and easy-tounderstand. He offers different scheduling options, along with a special focus on follow-up materials for
implementation by your organization.

You’re in good company
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Alcoa
AT & T
BP Amoco
Citicorp
Fuji Xerox
Hewlett Packard
Mountain States
Employers Council
Monsanto
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Motorola University
Remax Realty
Schlumberger
Singapore Airlines
Singapore Civil
Service College
The Industrial Society
of England
United Airlines

“Abe Wagner is one of the best communicators I know. He has the uncanny capacity to take complicated
concepts and make them easily understood by everyone.”
- Kenneth Blanchard, Ph.D.
Co-author of The One Minute Manager

“Abe Wagner introduced TA to the Singapore Air Force. The response has been most encouraging.”
- Major General Winston Choo,
Head of the Singapore Military

“We have continued to use Abe’s services over the years, because we can always rely on him to deliver innovative
training that is stimulating and results-oriented.”
- James T. Judd, President and Chief
Operating Officer, World Savings Ban
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Pacing and Leading
A. Introduction
1.

All people pace. Outstanding communicators subconsciously pace and lead
daily.

2.

Pacing means to establish rapport with another person by imitating and getting
into their “map of the world”. Rapport is the foundation for all successful
communication. Rapport is a state in which comfort with one another has
been established. People often feel safe, and trusting. Please remember to
keep in mind what’s good for both of you, or you may be “manipulating”.

B. Pacing - There are two ways to establish rapport, or to pace; that is, imitate and get
into the other person’s map of the world.
1.

Imitate the other person. Imitation is natural, we start doing it from the time
we are infants. When we are doing well with others we subconsciously imitate.
When we are communicating poorly, we either imitate a negative tone or
gesture, or nothing at all.
You may imitate tone of voice, pitch, speed, energy, body posture, body
alignment, gestures, movements, breathing, AVK words.
It is helpful to imitate no more than one or two things, subtly, so that a person
does not know that this is being done, or they will resist.

2.

Getting into the other person’s map of the world. This means seeing it
from the other person’s point of view, wearing their shoes, being a good
listener. It means that you understand and communicate that you
understand. In essence, you do the best possible job to be the other person,
to see, hear and feel as he sees hears and feels. There are three ways to do
this. Using only one repetitively will not be as effective as combining these.
a.

Paraphrasing, repeating back what you have just heard in your own
words. This communicates to the person that you really understand. For
example, a customer says, “I’m unhappy because every time I come into
your organization, I am treated like a stranger, and I always seem to have
to fight to get a reasonable price from people.”
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Paraphrase: “It’s very unpleasant to be treated as though you’ve not been
here before, and to continually negotiate for a reasonable deal.”
b. Checking and paraphrasing. In response to the above comment, you
might say, “Are you saying that we don’t greet you properly nor treat you
fairly in terms of price?”
c.

Short response:
“I see what you mean.” (NC)
“I know where you’re coming from.” (NC)
“You have every right to feel that way.” (NP)
“You look unhappy.” (NP)
“You sound scared.” (NP)
“Please explain.” (NP)

C.

Check for rapport by changing something.
1.

D.

“I hear you.” (NC)
“I wouldn’t like that either.” (NC)
“I’m sorry.” (NC)
“You seem sad.” (NP)
“Tell me more.” (NP)

If you have established rapport, the person with whom you are communicating
should respond to a change in your behavior by also making a change. It isn’t
necessarily the same change. You may lean backward, they may fold their
arms, or they may lean backward. You may speed up your tone of voice, and
they may do the same. If the other person does not follow, continue to pace a
bit longer, and then check again for rapport.

Leading
When you have rapport with someone, you are in a position of leading, or of being
led. Whoever leads first, the other is likely to follow. This is a time to ask for what
you want. This is a time to make a sensitive confrontation. This is a time to give
advice.
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CAREFRONTATION
Constructive feedback techniques

A. Setting the stage to achieve your goal.
B. This is a powerful tool for communicating effectively, and therefore enhancing personal and
professional relationships. By consciously setting the stage before you confront, that is, by
saying things in a tactful manner, you can disagree, get angry, give constructive feedback
and handle sensitive issues effectively.
C. You have been doing this all of your life. Do you remember when you were a child,
wanting a cookie from your mother? What strategy did you use? People often answer this
question by saying, “Well, I asked her”, or “I waited for the right time and then I told her
she was a good cook”, or “I helped my mom first, knowing she would give me a cookie as a
reward”. All of those strategies are examples of setting the stage. There was a desired goal,
and you set the stage to achieve it. This is what effective communicators do all over the
world.
D. The key element when doing this is to be clear about your goal. You make your comments
to achieve that desired outcome.
E.

Carefrontation Techniques
The following are twelve effective carefrontation techniques. In essence, these concepts
teach the art of giving constructive feedback.
1.

The Golden Rule
The first framing technique, The Golden Rule, comes from the Bible. The Golden
Rule states, “Do unto others as you would have them do unto you.” Before you
confront someone about his behavior, ask yourself, “How would I want to be treated in
this situation?”. Your answer to that question will be the way you proceed to deal with
the other person, the way you frame your behavior. The person may not want to be
confronted the way you do. The platinum rule, therefore, was created.
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2.

The Platinum Rule
The Platinum Rule says, “Do unto others as they would have it done unto them”.
Treat people based upon the way you know they want to be treated. This requires, of
course, that you know the person in question fairly well. Ask yourself, “How would
she like to be communicated with?”

3.

Presume People Have Virtuous Motives
Presume People Have Virtuous Motives is a Dale Carnegie technique. In the vast
majority of situations in which an unpleasant or unacceptable behavior is exhibited,
the perpetrator has an acceptable motivation.
Understanding that people basically mean well, although their behavior is
unappealing, is a starting point for change. It will help you to be more accepting of
people who exhibit unpleasant behavior, including yourself.
If you presume that people have virtuous motives, this will influence how you
confront a particular behavior. When framing your comment, start by telling them
that you know they meant well. Communicating that message invites the person into
a positive state of mind, so they will be much more likely listen to whatever
constructive feedback you are about to present.
An example of using the Virtuous Motives technique comes from a workshop
participant who asked, “How would you confront my boss? His name is Collins and
he rarely delegates responsibility to any of us because he doesn’t trust us.” We
suggested that he say, “Mr. Collins, I know how important this organization is to you.
You want to see it succeed. That’s why you work long hours and that’s why you are
carrying two or three peoples’ loads.” (Essentially, Mr. Collins has been told he has
virtuous motives. With the stage set, it was then the time to confront him.) “I think
it’s time to delegate to us. We can handle it. And we’d like to help you out.”

4.

Ask For What You Want
Ask For What You Want is effective because the speaker asks directly for what he
wants. Amazingly, few people actually use this technique in their working
environment.
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How many organizations could survive if they didn’t ask their employees, customers,
and suppliers for what they wanted? How many managers fail because they don’t say
what they expect or want because they assumed their employees would know?
Asking for what you want may be difficult if you don’t have a good self-image.
Perhaps you feel rejected if somebody says “no” to you. Without a good self-image
you are likely to ignore your needs and desires.
Suppose you expect assistance from a colleague who is not forthcoming. You
can directly ask, “Lee, please help me get this project finished. I would really
appreciate it.”
5.

Give People A Face-Saving Device
Another helpful idea is Give People A Face-Saving Device. Losing face, in any
situation, is very unpleasant.
There are other people who are unaware of and/or are insensitive to the idea of losing
face. They have a tendency to back people into a corner, or invite public
embarrassment.
Giving people a face-saving device essentially means that you set the stage for the
person to have an excuse or rationale for their inappropriate behavior. Unfortunately,
this also sets the stage for someone not to be held accountable for his behavior. For
this reason, this technique generally belongs more in the workplace with clients, than
in the world of personal relations.
The following example of giving a face-saving device is common in the organizational
world. A manager says to a normally productive employee, “I know how busy you
have been lately. I do need your report as soon as possible. Please take care of this as
soon as you can.”

6.

Ask For Their Advice About How To Approach Him
Ask For Their Advice is a technique credited to Harvey MacKay. This particular
technique is extremely useful with people who easily get defensive or feel hurt when
confronted.
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The speaker begins with a statement such as, “I really need some advice from you. I
don’t know how to best approach you when I have an issue to discuss with you. Any
help you can give me would be greatly appreciated.” The recipient might respond
angrily saying, “What do you mean you don’t know how to approach me”? In such a
case, you might respond by saying, “You sound angry. I must have said something
wrong, or you wouldn’t be angry. How would you like me to approach you so that
you won’t feel that way?”
Ideally, the result of this exchange would be that the recipient might become aware of
how difficult he or she is to approach. Another possible result might be that they give
you feedback about when and how you might best approach them, so that you could
do it differently next time.
7.

Share Your Apprehensions
Share Your Apprehensions is based on the premise that each of us has had time in our
lives when we have been afraid, concerned, or apprehensive about discussing
something with someone.
Stating your apprehensions up front invites others to listen.
If you are apprehensive that someone might be hurt, you might start with, “I want to
discuss something with you, but I’m concerned that you might feel hurt.” Almost
always, the person is much more likely to be receptive, and to respond, “I think I can
listen objectively. What do you want to discuss?” Once you do discuss the issue at
hand, if the recipient gets angry or their feelings are hurt, you can get into their Map of
the World.

8.

Pair An Authentic Negative With An Authentic Positive
Still, another framing technique involves starting with a criticism and ending with a
compliment. This is referred to as, Pair An Authentic Negative With An Authentic
Positive. Both the negative and the positive must be authentic, and must be true.
This technique often raises the question of manipulation. No strategy in and of itself is
manipulative. It is the motivation of the initiator which determines if a strategy is to
be used for mutual benefit of both participants, or for the selfish needs of one. The
motivation of the latter creates a potentially manipulative situation; the former does
not.
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An example of Pairing An Authentic Negative With An Authentic Positive might be to
say, “You know, I’m really unhappy that you’ve been unavailable lately, and that
materials are coming to me late as a result. I tell you about this because I know you
pride yourself on doing an efficient and effective job.”
Starting with a compliment and ending with a criticism, tends not to work as well.
After the compliment, people expect a ‘but’ or ‘however’ and when they hear it, the
compliment is lost. For instance, one person might say to another, “I know you pride
yourself on doing a good job, but you are missing deadlines lately.” While the
message may be true, ending with a negative invites defensiveness.
9.

The Sandwich Technique
The Sandwich Technique involves starting with an authentic positive, putting a
negative in the middle, and ending with authentic positive. This technique differs from
the above technique because the transaction begins with authentic positive. To cite an
example, “I think you do an exceptionally good job. (positive) Recently, you’ve been
coming to work late, and you’ve been missing deadlines. (negative) That’s not like
you. You’re usually here on time, and your work is done in a timely
fashion.” (positive).
Notice the absence of the word “but” in the preceding phrase. Ending with a positive
made the technique effective, as did the fact that all comments were authentic and
sincere.

10.

The Light Touch
The Light Touch communicates that what you want to discuss is a “misdemeanor” and
not a “felony”.
Encouraging someone to feel uptight or lose sleep is not necessary for the achievement
of your goals. Too frequently, when confronting someone, the confronter makes it
sound as though a felony was just committed. The recipient is likely to become
defensive, feel hurt, grow anxious, and may even have sleepless nights.
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Available Materials
Books by Abe Wagner
The Transactional Manager – Break The Communication Barrier book
Say It Straight Or You’ll Show It Crooked book

In-House DVD Training Program by Abe Wagner
Breaking the Communication Barrier: TA + NLP = Synergism
Includes 2 DVDs (total running time: 2 hours and 9 minutes, in 8 segments),
and 1 leader’s guide, 5 workbooks, 5 CDs, and 5 Transactional Manager books.

CDs by Abe Wagner
The Transactional Manager CD (One 60-minute CD)
Say It Straight Or You’ll Show It Crooked CD (One 60-minute CD)
Humor Is A Laughing Matter (70 jokes on CD)
CD Series: Say It Straight Or You’ll Show It Crooked (4 CD series)

Abe’s books, CDs and DVDs can be ordered directly through:
Abe Wagner & Associates, Inc.
10200 E. Girard Avenue, #B-230
Denver, Colorado 80231 USA
Tel. (303)-368-7227
Fax. (303)-368-7268
Email: abewagner@att.net
Web Site: www.abewagner.com

© Copyright 1991 Abe Wagner & Associates, Inc.

!14

