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THINKING SECTION 



Mindsets 

“A habitual or characteristic mental attitude that determines how you 
will interpret & respond to situations.”   wordnetweb.princeton.edu  

© Spring CCR Ltd 2010 
www.springccr.co.uk 

“A mindset is simply the way you set your mind to look at things.  Tell 
your mind to look at things one way & it will notice, find & imagine a 
whole host of evidence & reasons to support that perception” 

“All the strategies designed to get breakthrough results will founder 
when faced with a strongly held limiting mindset.”  

     John O’Keefe, ‘Business Beyond The Box’ 1998 

 Keep 
on searching 
for new ways 

Treat this 
seriously 

Have some fun 
& enjoy yourself 

Sure & steady 
growth is best I’m going to 

double my sales 
this quarter 

That’s how 
we do things 
here 

Let’s get 
on with it 
- JFDI 

Think 
things 
through 
well 

Inputs 

Outputs 

Shareholder Customer 
Notice how your “self-

talk” is effecting your 

view of the world… 

Question 

Accept 
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Mindset Choices 
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Notice how your “self-

talk” is effecting your 

view of the world… 
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Mantras 
Ben Hunt-Davis and the British Olympic rowing team won Gold in the 2000 Sydney 
Olympics.  They had discussed how bitter it would taste to lose, and how great it 
would feel to win.  The team of eight realised they would need to do things 
differently – they couldn’t continue doing the same things, and expect to get better 
results.  So they agreed a way of staying focused and driving new performance 
levels, it was the simple question: “Will it make the boat go faster?”  That 
mantra informed all that they did.  It stopped them going to the pub.  It got them 
training harder and in new ways.  It even meant they chose not to attend the 
Olympic opening ceremony because they didn’t think standing in the heat for four 
hours, would make the boat go faster!   

 
Which mantras could you choose, regarding… 
 
-  hitting your budget or sales target? 
-  your team’s problem solving or creativity or influencing ability? 
-  your own self leadership style? 
 

The list is endless – it all depends what you want… 
  

© Spring CCR Ltd 2010 
www.springccr.co.uk	  

March 31st 1998 saw the McLaren F1 set the world record for fastest production road 
car at 240mph.  It is still the fastest naturally aspirated car today – only surpassed 
by four cars in 12 years but they are turbo-charged. Lightness and efficiency drives 
all that Gordon Murray does as a car designer - because it improves acceleration, 
braking, and cornering.  You don’t need giant brakes, huge tyres & cooling systems 
because over-engineering becomes a sinful circle, not a virtuous one he says.  He 
relentlessly asks the question… “Will it make the car lighter?”   
 
The sign on his Design Office door reads: “Think Light.”  

8 
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JoHari Window 
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Free download available at www.mindplatter.com 
 
And a paper on this great tool here: h/p://www.davidrock.net/files/02_The_Healthy_Mind_Pla/er_US.pdf	   



MANAGING MY STATE 
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METHOD SECTION 



The Logical Levels of Change 

©  Spring CCR Ltd 2010 (after Robert Dilts) 
www.springccr.co.uk 

 

Purpose 
 

 

Identity 
 

 

Mindsets & 
Values 

 

 

Skills 
 

 

Behaviours 
 

 

Environment 
 

The ‘Logical Levels’ is a systems thinking 
model.  If you change one part, it will 
impact the rest. 
 
Developed by Robert Dilts, it is based on 
the “neurological levels” proposed by 
anthropologist Gregory Bateson. 
 
It has immense versatility & impact in 
creating change.  You can ask questions 
ranging from – “So what do I want from 
this interaction?” to “What specific 
behaviours will have the best impact?” 
to “What are they wearing, & so what 
does that tell me about their values & 
possible mindsets?” 
 
It isolates what is helping & holding back 
change e.g Is it a process thing at an 
environmental level or due to the 
identity someone is adopting? 

12 



Logical Levels – used before, during & after any interaction, for high impact preparation, delivery & review 

You Them 

Purpose 
What do I want?  And if I get it, what 

will it do for me? 
 

What do they or could they want?  
Why are we having this interaction? 

Identity 
What role do I need to adopt? Which 

me do I need to be? 
 

What about them?  What hat might 
they wear? 

Mindsets/Beliefs/Values 
What mindset do I have? 

Which mindset would help me more? 
  

What is their mindset?  And what are 
their values? 

Skills 
Which specifically do I need to use 

for this? 
 

Which skills am I aware they use, 
they I need to know? 

Behaviours 
Which will I choose to use & when?  

Which do they adopt? 
 

Think through my matching, pacing 
& leading approach… 

Environment 
Consider the location, clothes, 
accessories, timing, structure, 

materials that will be most effective… 
 

13 



Logical Levels – used before, during & after any interaction, for high impact preparation, delivery & review 

You Them 

Purpose 
What do I want?  And if I get it, what 

will it do for me? 
 

What do they or could they want?  
Why are we having this interaction? 

Identity 
What role do I need to adopt? Which 

me do I need to be? 
 

What about them?  What hat might 
they wear? 

Mindsets/Beliefs/Values 
What mindset do I have? 

Which mindset would help me more? 
  

What is their mindset?  And what are 
their values? 

Skills 
Which specifically do I need to use 

for this? 
 

Which skills am I aware they use, 
they I need to know? 

Behaviours 
Which will I choose to use & when?  

Which do they adopt? 
 

Think through my matching, pacing 
& leading approach… 

Environment 
Consider the location, clothes, 
accessories, timing, structure, 

materials that will be most effective… 
 

14 



TO
U
GH

N
ES
S

	  	  

15 

Which me? What roles & identities do I have in my life right now – and which have I had in the 
past?  What are the values, mindsets, behaviours, skills & qualities of each that I could draw upon? 

 
 

© Spring CCR Ltd 2010 
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Which Me? Directory 
 

© Spring CCR Ltd 2010 
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Listener Questioner	   Expert	   Challenger Facilitator	   Advisor	  

Friend Headteacher	   Coach	   Strategist Relationship 
Builder	  

Problem 
Highlighter	  

Seller Buyer	   Passive Partner	   Motivator Commercial 
Operator	   Life & Soul	  

Information 
Gatherer Entrepreneur	   Solutioniser	   Boss Stirrer	   Down the pub 

me	  

Out on the 
town me Auditor	   Performance 

Driver	   Counsellor Cup of tea 
Peacemaker	   Family me	  

Controller Leader	   Analyst	   Doer Encourager	   Nurturer	  

Mentor Negotiator	   Risk Taker	   Box Ticker Explainer	   Helper	  



“Becoming what you want” 
1.  State the problem/blockage/issue that you want to overcome, or, a key focus area you want to improve 

 
 
 

2. Outcome Goal  
(What do you want?  And if you get 

that, what will it do for you?) 
 
 
 
 
 
 
 
 
 
 

5. “Talk the walk” (Make it Personal, Present tense & Positive) 
 
q    

 

q    
 
 
 
q     
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3. Performance Goal   
(Measures – how will you know you’ve 

reached or moved towards the 
Outcome?  See? Hear? Feel?) 

 
 
 
 
 
 
 
 
 

4. Process Goal  
(Specific inputs & actions that will 

support your Outcome 
 
 
 
 
 
 
 
 
 
 

BREATHER™ 
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MY PERSONAL KPI’S – FROM SQUEEZE YOUR TIME BOOK 
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YOUR SUCCESS TEAM… VIRTUAL TEAM… SUPPORT NETWORK 
(Your personally tailored group of people that release your potential) 

© Spring CCR Ltd 2010 
www.springccr.co.uk	  
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Roles, titles, names – expressed to suit you – here’s some examples. 
 

They can be specific or abstract; whichever works best for you.  Get clear on who they are though, why you 
need them and how you’ll set things up. 

Detail Person ??? Challenger Fitness Trainer Lateral Thinker Tough Talker Accountant 

Commercial 
Guru 

Questioner Plumber Nutritionist Coach Hairdresser Drinking Buddy 

??? Solicitor Friend ??? Listener Artist Career 
Counselor 

Eeyore Local Builder Comedian Confidant Strategist ??? Mentor 

Mechanic Tigger ??? Boss Specific Author Advisor Specific Family 
Member 

Who? (Expressed in 
your own words) 

Reason for wanting them on your team NEXT STEPS: Clear actions, deadlines, & help 
you’ll need 

 
 
 

 
 
 

 
 
 

 
 
 



BEHAVIOURS SECTION 



Communicating feelings & attitudes 

© Spring CCR Ltd 2009 (After Albert Mehrabian, 1972) 
www.springccr.co.uk	  

7% Words The actual words used & how many 

38% Music The way they’re spoken: 
Tone, Pitch, Pace, Volume 

55% Dance Facial Expression, 
Eyes, posture, 
body language, 
energy, skin colour 
& tone 

21 



Thinking & Communication Styles 

© Spring CCR Ltd 2009 (aHer	  Merrill	  and	  Reid,	  &	  The	  Ned	  Hermann	  Group)	   
www.springccr.co.uk	   22 

Promoters 
“Get talking & energising” 

  
Enthusiastic, high energy, outgoing, sociable & 
imaginative. Optimistic & animated. Minimal 
details or follow-up, like the bigger picture.  Don’t 
do paperwork.  Get bored quickly.    
  
Extremes: Show-off, inconsistent, lack substance, 
exaggerate, aimless 
They don’t like: Being ignored or suppressed 
They do like: Recognition, status, action, fun 
 

Supporters 
“Care about others & listen” 

 
Expressive, warm & sympathetic. Good at listening 
and easy to be with. Considerate of others’ 
feelings and avoid conflict.  People-people.  Share 
emotions easily. 
  
Extremes: Walk over, can’t stay no, lightweight, 
too sensitive, emotional 
They don’t like: Being dominated, pushed around 
They do like: Relationships, team, agreement  

Controllers 
“Take Charge & get going” 

  
Achievement & task focused. Direct and to the 
point.  Demanding & authoritative wanting to get 
the job done.  Like an action plan & sticking to 
timelines. They are purposeful, competitive, fast 
paced & strong willed. 
  
Extremes: Impatient, domineering, aggressive, 
forget the people involved  
They don’t like: Waffle & small talk 
They do like: Results, efficiency, power 
 

Analysts 
“Think it through then plan” 

 
Thoughtful & detailed.  Like facts & figures. 
Systematic, planned, considered & reflective. Like 
to assess & scrutinise thoroughly. Logical, factual 
& deliberate – can be perfectionists 
  
 
Extremes: Slow, process driven, nit-picking, 
inflexible, unemotional, critical, aloof 
They don’t like: Vagueness & exaggeration 
They do like: Logic, objectivity, information 



Thinking & Communication Styles 
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PROMOTERS CONTROLLERS SUPPORTERS ANALYSTS 

WORDS 
7% 

Fab, amazing, 
great, superb, wow, 

love it, fantastic. 
 
 

100 words when 10 
would do. 

Now, no, 
unacceptable, 

enough, achieve, 
results, move on. 

 
10 words when 100 

are needed. 

Ah, bless, lovely, 
nice, how are you? 
can you do me a 
favour please. 

 
Few words until 

they’re listened to. 

How, why, 
interesting, tell me 

more, evidence, 
facts 

 
Lots of words or 

hardly any. 

MUSIC 
38% 

 
Loud, lyrical, often 
fast paced, lots of 
variation in tone & 

volume. 
 
 

 
Strong, deeper 

pitch, often medium 
paced, direct, talking 

like a text or in 
bullets. 

 
Quiet, often slow 

paced, gentle, soft, 
higher pitch, mmm’s 

& ahhh’s 

 
Can be monotone, 
slow or fast rarely 

medium, flat, 
pauses between 

sentences. 

DANCE 
55% 

Up & moving about, 
smiling, laughing, 
exaggerated hand 
gestures, taking up 

a lot of space. 

Straight, balanced, 
shoulders back, 
vertical hands, 

pointing.  Little facial 
expression, frowns. 

Sat down, side by 
side, head on one 
side, eye contact, 
raised eyebrows, 

encouraging nods, 
tactile. 

Less eye contact, 
hand on chin, 

looking away to 
think, making 

notes, scratching 
head, little overall 

movement 



Tone & Pitch of Voice              √	   Rhythm & Pace                            √	  

High	   Fast	  

Medium	   Medium	  

Low	   Slow	  

Monotone – one level	   With Pauses for emphasis	  

Varied – up and down	   Mixture of pace & rhythm	  

Facial Expressions                  √	   Body Language                           √	  

Smiles	   Upright	  

Frowns	   Slouched	  

Lots of eye contact	   Relaxed/Leaning to one side	  

Little eye contact	   Standing or sitting still	  

Varied expressions	   Moving around	  

Little change – Poker Face!	   Hand gestures	  

Words (circle)	  

Facts & Figures	   Lots of Words	   Few Words	   People/Names	   “I & Me”	  

“Us & We”	   Emotions & Feelings	   Descriptive	   Specific & Detailed	   Vague & General	  

Communication Toolkit 
(Tick or circle below) 

© Spring CCR Ltd 2009 
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Other notes, observations and comments 
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Other notes, observations and comments 



Behavioural Dashboard 

© Spring CCR Ltd 2015 
www.springccr.co.uk	  

Which qualities do you need to dial up or down to get the outcome you want? 
 

Set process goals to help you achieve this. 
EG. For Toughness – Frown 3 times, disagree & talk in sentences of less than 10 words. 

Decisive Sociable Decisive Warm 

Fun Tough Integrity 

Confident Detailed Humble Enthusiastic 

Thoughtful 

Considerate 

26 



Listen	  

Maintaining Rapport –  
During Objections, Tricky Questions & Conflict 

Repeat	   Add	  

Demonstrate that you listened by briefly 
repeating their key words & phrases 

Nod, agree where you can & find some 
common ground that means you Add to 
their point, instead of replace it.  
 
Yes, absolutely, and… 
You’re right, this needs sorting, and… 
I agree, [repeat] is a problem, and… 

Get really present, 
mainly silent with 
just enough response 
to show you’re taking 
in what they’re saying 

Move It on 

State your point of view again 
Here’s another idea 
Let me tell you about x as well 
We could do this instead 
Yes, you’re right…I got it wrong 

Buy Some Time 

Tell me more… 
Specifically what do you mean by x? 
How would you deal with this? 
Listen, let’s talk again later 
I need time to think this over 

You can use this simple approach when someone fires an awkward question at you, or they disagree and 
challenge you.  Sometimes they might be openly aggressive.  Sometimes it could be more subtle.  
 
 It works well in any situation.  The main thing is to practice it lots – so that you’re able to draw on it, when 
you need it.  Then you can tailor your tone & style of reply, according to who it is that you’re dealing with.	  

© Spring CCR Ltd 2014 
www.springccr.co.uk	  

27 



Question Menu 
The following set of questions, can all be used at different times as specific tools in communication.  Notice which 

ones you use and when - as they all generate very specific types of responses.	  

©  Spring CCR Ltd 2009  
www.springccr.co.uk 

Open: How, What, 

Why, When, Who, 

Where? 

 
Talk me though that… 

Tell me some more… 

 

Chunking Up: (to find 
out values & motivators)  
 
What do you want?  What is 
important to you about 
[that]?  If you get that, what 
will that do for you?... And if 
you get [that], what will that 
do for you? 
What’s the purpose of [that] 
for you? 

Chunking Down: (to 
get into the detail)  
 
Specifically what do you 
mean by that? 
Would you give me an 
example of that please… 
Tell me exactly… 
 
 
 

Repeat 
Back:  
Say exactly what 

the other person 

has just said, with 

a rising intonation 

in your voice and 

raised eyebrows.  

Then wait without 

saying anything 

else – it demands 

a clarification 

Closed: To prompt a specific or Yes/No answer… 
Are you?  Did you? Will you? Can you? Is it? Was it?  Do you?  

Leading: Where 
the desired answer is 
within the question… 
 
So when will you try 
that first?  So you like 
that then, do you?  
That’s a brilliant idea 
isn’t it?  You would 
agree that’s the best 
option? 

Creativity:  What could you do? What else could you do? 
What if you did this? What other options are there? Anything else? 

Visual, Auditory & Kinesthetic: So describe to me then…

What would I see?  What would I hear?  What would I feel? 

Prioritising:  So if you had to summarise that in 
ten words?...What would the top 3 points be?...How 
would you prioritise those?... On a scale of 1-10? 

28 



Actions & Contracting 

29 ©  Spring CCR Ltd 2014 
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The actions captured The owner The deadline 

Be really specific.  Possibly break an 
action down into several smaller 
actions. Ideally the person who’s 

action it is writes it down or types into 
their device.  Prioritise & only agree to 

what you really want to get done – 
otherwise drop it 

Always allocate actions to 
specific people.  You need 

to be clear on who is 
responsible and/or 

accountable for what 

Go for dates & specific times.  
 

Do not accept: 
-  Immediately 

-  ASAP 
-  Ongoing 

-  Week Commencing 

ACTIONS – CLEARLY AGREE THEM 

CONTRACTING – SEAL THE DEAL 

Issues, Obstacles, Excuses Your part Their part 

This is intended to increase 
commitment by getting people to 

think about what barriers might stop 
them from achieving the action.  It 

might mean you re-prioritise or drop 
the action because it highlights a lack 
of commitment or relevance.  Or you 

have to contract tighter! 

What do you need from 
me? 

This is what I need from you… 



Actions & Contracting 
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READING LIST SELECTION – for the full list: http://astore.amazon.co.uk/spring03-21   
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First Know What You Want – Andrew Halfacre 

 

Screw Work Let’s Play – John Williams.  

 

The Power of Habit – why we do what we do & how to change - Charles Duhigg 

 

The Dip – A little book that teaches you when to quit (and when to stick) – Seth Godin 

 

The Journey – Debra Searle 

 

Squeeze Your Time – Mark Dando & Doug Richardson 

 

More Balls Than Most – Juggle your way to success – Lara Morgan 

 

Getting More – You’re always negotiating – Stuart Diamond 

 

Strength Finder 2.0 – Tom Rath 

 

Drive – Dan Pink 

 

How to win every argument – The use & abuse of logic – Madsen Pirie 

 

David & Goliath – Underdogs, Misfits & The Art of Battling Giants – Malcolm Gladwell 

 

Tough Choices - Carly Fiorina 
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