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Part 1: Communicate Effectively 

Identify the Characteristics of a Service-Minded Attitude 
-     Being service-minded is essential to the quality of the relationships that you have with 

your contacts both inside and outside of your company. 

-     You can learn to be more service-minded as it is all about knowing how to behave and 
working on basic relationship skills that we are all familiar with: being curious, being 
sincere, adapting to those around us, being determined and knowing when to be firm. 

Set Up A Conversation For Success 
-     How you behave and communicate largely depends on your analysis of a given 

situation and your own subjective point of view. Sometimes it is better to try to change 
your point of view on a situation rather than to desperately try to change a reality that is 
staring you in the face. 

-     We often focus first and foremost on the negative aspects of a situation, leading us to 
have negative opinions of people we meet. Furthermore our cognitive confirmation bias 
then leads us to confirming such negative views. We could, however, change our 
perception by trying to focus on the positives, by thinking about the positives in a 
person/situation and by questioning why we think the way we do about this 
person/situation. 

-     Even very small details can have a major impact on how you perceive a person, often 
without you even realising that this is the case. Thus even the smallest details are 
important and can work either in your favour or against you (details like the colour of 
your shirt or whether you arrived on time for the meeting). Most details are impossible to 
control but some are very much within your grasp: punctuality, being polite, spelling, 
allowing the other person to initiate a handshake or invite you to sit down, arriving for the 
meeting feeling refreshed and well-rested, getting to know your contact person, etc. 

Listen With Intent 
-     Listening to someone properly means developing a genuine interest for them or for the 

topic they are talking about. 

-     We can be affected by cognitive bias about our listening skills or display a lack of 
interest because we think we know what the other person is going to say. Being more 
aware of these obstacles to active listening and trying to overcome them is part of being 
more service-minded. 

-     Listening well will allow you to better understand what your contact is trying to say to 
you, to understand them better as a person and to build a stronger relationship with 
them, a relationship based on trust. 

-     As well as active listening silence is the most important behaviour to adopt: don’t 
interrupt the person you’re listening to, let them say everything they have to say and 
practice waiting for 3-4 seconds at the end of their comment before you answer them in 
order to be sure that they have indeed finished. 
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Ask Relevant Questions 
-     Asking questions is another key part of being service-minded and asking relevant 

questions requires both preparation and practice. 

-     When you’re preparing your questions for an important business interaction try to always 
bear in mind the objective behind each of your questions. Think to yourself, “why am I 
asking them this question? What am I trying to find out here?” 

-     There are hundreds of different types of questions: closed questions, open questions, 
detail questions, framework questions, confirmation questions, etc. Choose the types of 
questions that will best meet your objectives and practice doing this in your day-to-day 
work, noting down which questions are working best for you. 

Part 2: Personalize Professional Relationships 

Determine the Intimacy of Your Professional Relationship  
-     Getting to know your contacts and their unique characteristics will allow you to adapt to 

them and to provide them with the right service at the right time. 

-     You will have different levels of intimacy with your different contacts. 

-     You should learn to identify the level of intimacy in your different relationships and to 
adjust things to be at the level that you and your contact person are most comfortable 
with. 
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Adapt To Different Behavior Types 
-     We all have unique personalities that we express with different ways of behaving and 

communicating. 

-     DISC provides you with a method for analysing behaviour, here is the first DISC behaviour 
diagram. 

 
-     You should observe other people’s communication and adapt your communication 

according to three factors: word choice, voice and body language. 
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Adapt to Your Contact’s Personal Motivators 
-     You can try to get to know the other person even more by analysing what motivates 

them. Being aware of what is similar and what is different about what drives you and your 
contact can help you to build a stronger relationship with them, one based on trust. 

-     Here are the WPMOT workplace motivators and how they are broken down: 

 

Part 3: Overcome Relational Challenges 

Handle Objections 
-     An objection is an opinion which expresses in a negative manner - or which is interpreted 

in a negative manner - your contact person’s needs. Managing objections is all about 
understanding and welcoming such needs. 

-     We often tend to react in a rather animalistic manner to objections, we perceive them 
as attacks and opt to flee, to justify our actions, to counter-attack or we can be stunned 
into silence. Unfortunately in the working world we cannot react in such ways to 
objections in the long term. 

-     The 5 steps for dealing with an objection:  
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Give and Receive Feedback 
-     Feedback is an opinion on something that has already happened, on a situation that 

has been perceived in a positive or a negative manner. Giving and receiving feedback is a 
key part of communication. So when you’re unhappy (or happy) about something you 
should say so or else the problem could get worse and not mentioning it sooner could be 
seen as a mistake on your behalf. 
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-     Giving feedback: 

 
 

-     Knowing how to give feedback is important but you also need to know how to receive 
feedback without trying to justify your actions.  You should ask your business contacts for 
feedback and reassure them that your only intention in asking for feedback is to use it to 
improve your performance in the future. 

Define an Operating Framework for Your Relationships 
-     Sometimes you will have to put a stop to inappropriate behaviour or reactions on the 

behalf of your contacts - doing so will improve your credibility and will help you avoid 
suffering from situations which would eat up your time and energy in the long term. 

-     It is, therefore, important to learn how to set out efficient frameworks for your working 
relationships. When doing so you should: 

● Reassure the person that you are listening to them and outline how important it is 
to you to be having this conversation with them. 

● Be firm, direct and calm when presenting the framework for your working 
relationship (you should prepare what you are going to say in advance). 

● Ask the person to commit to working under these rules in the future. 
● If necessary write an email to get written confirmation of this. 

-     In a situation where you already have a framework for your relationship but it isn’t being 
respected you should be firm, direct and calm when reminding the person of the rules 
you agreed for your working relationship. 
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-     You will sometimes have to be ready to put an end to business relationships which are 
simply not working anymore. 

 


