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“Why doesn’t he understand me?” 
“How can I persuade her?” 

 Communication is one of the main 
elements of The life. However, people 
have Each personality and sometimes 
it causes the misunderstanding. 

  In this course, we are going to learn 
“How to communicate with �he persons 
who have the different communication 
style.” 
  And  
“How to communicate with the 
beneficiary in the mentoring process.” 
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Communicat ion Sty le�1�C h a p t e r�

4 Types of communication style�
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Promoter� Controller�

Supporter� Analyzer�

Very sociable 
Love to be in the spotlight 
Wait, now I’m talking 
You are a good guy because 
you listen to me and praise me 

Everything need to be under my 
control 
Like to check, hate to be checked 
Give me responsibility, and I will do it 
Result is everything 

Want to be in the good mood. 
Like to take care of people. 
Let’s hold hands and go 
together 
Love to work as a team 

All you need is fact and logic. 
Observe, think, think, think and 
judge if it is right or not 
Enthusiasm? It’s for the amateurs. 
If the process is right, the result 
should be right 
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A�ROD8CE�MANY�IDEAS�
A�REFER�TO�GET�THE�ATTENTION�
A?/HALLENGE@�@/REATION@�MOTI9ATES�PROMOTERS�
A TART�FAST	  �EASY�TO�GET�%ORED�
A.CT�%Y�THE�INT8ITION�

Promoter�
“Everyone, listen to me”�

�
��������������
�
A!AL.�A%O8T�%IG�DREAMS�
A3I9E�POSITI9E�FEED%AC.	  �PRAISE�THEIR�ACTION�
A�ON>T�TRY�TO�STOP�THEM��!HEY�WON>T���
���68ST�S8GGEST�THE�DIRECTION��
A8A.E�THEM�THE�?%OOSTER@�OF�THE�TEAM�

	  
����
��
A�ATIONAL�AND�9ERY�PRACTICAL�
A�REFER�TO�CONTROL�AND�DECIDE�E9ERYTHING�
A4ATE�TO�%E�ORDERED	  �INTERFERED��
A68MP�TO�CONCL8SION��?.ND�WHAT>S�THE�CONCL8SION-‐‑‒@�
A2OC8S�ON�THE�RES8LT	  �NOT�THE�PROCESS�

Controller�

�
��������������
�
A9E9ER�TRY�TO�CONTROL�THEM�
A�EPORTING�MA.E�THEM�COMFORTA%LE�
A�;AGGERATED�PRAISE�MA.E�THEM�DO8%TF8L�
���3I9E�THEM�J8ST�GOAL	  �LET�THEM�CONTROL�HOW�TO�DO�IT�
A!R8ST��
�	  �CHALLENGE�
��

“Don’t touch. �his is my kingdom”�

	  
����
��
A ENSITI9E�TO�THE�MOOD�ATMOSPHERE�
A7I.E�TO�TA.E�CARE�OF�THE�PEOPLE�
A4APPY�TO�%E�APPRECIATED�
A?!HAN.�YO8@�IS�THE�%EST�TRAN48ILI=ER�
A?#O8�CAN�DO�IT@-‐‑‒��H	  �NO��7ET>S�DO�IT�TOGETHER��

Supporter�
“Let’s work as a team”�

�
��������������
�
A�AY�ATTENTION�TO�THEM	  �CARE�THEM�
A�ON>T�PRAISE�E;AGGERATEDLY	  �J8ST�APPRECIATE�
A POTLIGHT�THEIR�CONTRI%8TION�
���?OR.�IN�A�GOOD�MOOD�
A/OMM8NICATE�FRE48ENTLY�

	  
����
��
A.LWAYS�J8DGING�IF�IT�IS�LOGICALLY�RIGHT�OR�NOT�
A�REFER�TO�DISC8SS�%ASED�ON�THE�FACT�AND�LOGIC�
A�OESN>T�LI.E�TO�START�FROM�=ERO�
A9EED�TIME�TO�THIN.�AND�PLAN�%EFORE�ACTION��
A�IGHT�PROCESS�IS�IMPORTANT�TO�ACHIE9E�THE�GOAL�

Analyzer�

�
��������������
�
A5F�YO8�AS.�A�48ESTION	  �SPECIFY�WHAT�YO8�WANT�TO�.NOW�
A5F�YO8�AS.�THEM�SOMETHING	  �E;PLAIN�?WHY@�AND�?HOW@�
A3I9E�THEM�ALL�THE�INFORMATION�RELATED�TO�THE�TAS.�
���3I9E�THEM�TIME�TO�CONSIDER	  �%EFORE�REPLY�
A�ON>T�MA.E�ONLY�ANALY=ER�TEAM��9OTHING�HAPPENS��

“Wait, let me confirm the logic”�
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Create relaxing mood before talk, and keep it 
during the conversation. 
 -”I appreciate your contribution. Last week, 
you did-, and it was very helpful.” 

Tell them that their answer would be/was 
helpful for you  

Make open questions. 
 - “Could you tell me your opinion about-”  

Show positive reactions frequently. 
 - “Oh, sounds nice.@ ”Great.” ”Please continue.” 

Don’t stop. Just change the direction. 
 - “Yes, good, and how do you think about-” 

Make them understand that you are asking not 
because you want to threat their power, but 
because you respect it. 
 - “You are doing well. Could you just give me the 
information about-” 
 - “Could you give me a suggestion about-” 

But if you need to ask/say something negative, just 
say it strait with rational brief reasoning. 
 - “I saw the performance last month. As my duty I 
have to confirm what is the problem of-” 

1. Ask a question�
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Explain tenderly.  
�on’t Forget that They basically say yes. So 
sometimes it is very important to read their 
face and if There is a sign, ask what is anxious 
thing� 

Tell them it would help you. 

/are them often when the work started. 
 - “If you need any support, I’m here” 

If they think it is needed and it can be achievable, 
they will do it. 

�xplain “why?�and “how”. 
 - “We need to solve this problem because-. 
Maybe it will be better to start from A	  �Then Think 
about B.” 

7et them talk before they do. 
 - “We have a problem. Do you have any idea 
how can we solve it?” 
 - “Sounds great! Can I leave it to you?” 

Tell that you trust them and that’s why you are 
assigning it to them. 

�on’t forget to give them Positive feedbacks 
when they are working.  
 - “You are on the right track!” 

Just say directly. 
“Please do this.” 

Tell them why and the objective. Give them all The 
information and authority. 
 - ?We need to solve this problem because-. You 
can use these resources, and the objective is - , 
time limit is-��Can you do it?” 

When they said yes, just leave it. 
 - “Then I trust you.” 

�. Ask something to do�
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34



For them, The process is as important as the 
result. Listen to their effort and give them a 
feedback. 
Just think that reporting is The chance to 
motivate Them. 

Ask About their feeling, not only the fact. 

They want to speak In the right way, explain every 
pieceS�to prove that it was the best process and 
its logical result. 

5t is not a good idea To haste them while they are 
speaking. !ake time or If you cannot, let them 
make a brief report� 

They are not good at speak in order. But they 
need to tell, so just listen and ask them to 
summarize at the end of the story. 
 - “Sounds nice. And how can you summarize it?” 
 - “Just let me confirm the result, so–” 

To point out something to be improved, don’t 
say There is problem. Just say “it is good and it 
can be better if you do�”  

They talk from the conclusion. Very practical and 
usually they are a good reporter. 

They make a report only when it was done.  

Wait until they finished, and ask the question 
based on the fact they told.  

%. 3et reported�

Se
lf-

a
ss

e
rt

io
n
�

Emotional expression� Low�

Lo
w
�

Promoter� Controller�

Supporter� Analyzer�

It is better to appreciate, rather than praise. 
 - “Than.�you.” 
 - “You always do – for the team. It Is very 
helpful for us” 

Spotlight the small things. 

Share the sense of achieveMent, progress 
together.  
 - “We did it together” 
 - ”IT�is nice to see that everyone is smiling, isn’t 
it?”�AAAAAAAAAAA�

If you praise Like “It was great today, you are 
genius.”, they will doubT�that you are Trying to 
control them, or Might not be smart. 
Focus on the action, specify what And Why you 
are talking. 
- “It was A�great contribution that you did it -. I 
know it was not easy to solve that problem��ThaT�
you did it like���Thank you and please write down 
it so that the others can refer it.” 

Give a positive feedback to their expertise. 

Positive feedbacks Are like the water and air for 
them. !hey can die without it. 

Just praise. Even if it’s short, even if it’s not 
logical, (or even not true) 
  - “Great. Are you a genius?”  
  - “I’ve never heard it. That’s a very good idea”  

Again, just praise. 

Avoid praising exaggeratedly��Praise them when 
they really worth it. Tell them why you are 
impressed. 
���“I’m very proud of you to hear that you got the 
big contract from that difficult client. No one else 
wouldN’t do it. Congratulations!@ 

�raise their capability, and the influence to the 
other people. 

	. Praise�
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. Collecting information – Owner Interview -�
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�. Diagnosis – SWOT -�
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�. Implementation – with the employees -�
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. Warp-up�
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1 = Mostly Agree 
2 = Slightly Agree  
3 = Slightly Disagree 
4 = Mostly Disagree 

Communication Style  
Test 

I’m not good at appealing my opinion clearly. 

Usually I have a passion and positive expectation for the future 

I often feel disappointed when someone doesn’t show their 
gratitude to me for what I have done for them. 
If I want to say no, I always can say no clearly. 

Usually it takes long to be off my guard to someone, or to trust 
someone. 
People often say that I am a cheerful person. 

I tend to do many things in a short term. 

I recover soon when I made a failure/mistake. 

When someone ask me of doing something, I hesitate to say no. 

Usually I make a decision after collecting many information 

When I have a conversation with someone, usually I speak more 
than to listen 
I am shy and not that eager to enjoy a nice conversation with 
someone who I meet for the first time 
I often compare myself with someone. 

I am flexible and good at coping with the environmental change 

I am not good at expressing my feeling or emotion 

I like to care for the people regardless if I like them or not 

Usually I say things very strait 

I often feel that my achievement should be appreciated more 

I like to compete with other people 

I like to do things perfectly 
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r�2� 6� 8� 14�11� Total�

1� 5� 10� 15�12� Total�

4� 7� 17� 20�19� Total�

3� 9� 13� 18�16� Total�

�Promoter 
C12 - total score�

Controller 
C11 - total score�

Supporter 
C12 ��total score�

Analyzer 
C13 � total score�

38



Leading by asking and listening���C h a p t e r�

The mediocre teacher tells.  
The good teacher explains.  
The superior teacher demonstrates.  
The great teacher inspires. 

- William Arthur Ward�
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5n the mountains of Switzerland, there was a long tunnel. 
Since it is 9ery long, it Was always dark inside, and the small lights attached were not enough to 
make the view clear.��
Some drivers drove through the tunnel with the light on, and some kept off. 

Since Swiss technicians were anxious of the accident, they made a sign %efore the tunnerl. 

�Warning: 
  Tunnel ahead 
  Turn your headlights on” 

But it caused another problem. 
After the tunnel there was a national park that has a very nice view. The staff of the park is now 
very annoyed by the tourists who ask them to help them to charge batteries. Suddenly, most of 
the drivers become to visit their park with the headlights of their cars on, and hundreds of them 
found it was still on when they returned to the after the fantastic and refreshing holiday. 

The manager of the park found out that the technicians of the tunnel created this problem. So 
he visited their office and asked them to do something to solve it. 

Now the problem returned in the different shape.  
“What should I do?” 
One technician said at the meeting. 
“How about to make another sign, saying turn off the light?” 
“But some careless drivers might turn off the light even when it is getting dark. Some would 
make an accident. And some might blame that sign. I don’t want to be sued by these careless 
people.” 
And after some meetings, they perfected the Swiss logical masterpiece.  
This is it: 

?Are the headlights on?”�

“IF IT IS DAYLIGHT, AND IF YOUR LIGHTS ARE ON,   TURN OFF YOUR LIGHTS;  
  IF IT IS DARK, AND IF YOUR LIGHTS ARE OFF,   TURN YOUR LIGHTS ON;  
  IF IT IS DAYLIGHT, AND IF YOUR LIGHTS ARE OFF,   LEAVE YOUR LIGHTS OFF;  
  IF IT IS DARK, AND IF YOUR LIGHTS ARE ON,   LEAVE YOUR LIGHTS ON.” 

“Are you serious?” 
The manager of the technicians turned down the idea, and said. 
“Why are you all regard those drivers like babies? They are rational adults and of course they 
want to drive and go back home safely.  
 You don’t need to explain everything. 
 All we have to do is just to help them think by themselves.” 

The technicians restarted the meeting. 
And they decided to trust the drivers, and just suggest the drivers a view point. 
They supposed that the drivers are mature persons, and just need to be reminded. 
In that case, a simple sign should be enough.  
They made the same sign on the both side of the tunnel: 

“Are your lights on?” 

This sign eliminated the problem, and the message was short enough to be put on the sign 
in several languages. The engineer always remembered his lesson from this situation:  

If the lights in their head are on, a little reminder may be  
more effective than your complicated solution. 
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Mehrabian’s Study  

38% 
Voice tones, volume, 
Speed etc.�

55% 
Gestures,  
body languages etc.�

7%�

Words 

Tones Non-verval 
Behavior 

Listening skill is especially important and effective when you talk to promoters and supporters.  
For promoters, having someone who listens to their story and encourage them can already be 
the very valuable time to develop their idea. 
For the supporters, building the good relationship is essential basement of the discussion and 
people always likes who listens to you. 

However, since we usually prefer to talk, more than listen, sometimes we need to remind 
ourselves of the importance and the technique of active listening. 

Active Listening�

������	��
��������������������������	��
�������
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People tend to commit what they found by themselves, not being told or ordered.  
So it is always a good approach to ask some good questions to the beneficiary and let them 
find the solution by themselves. 
But what can be the good question?  

Leading by questions�

Why are you so lazy? 
Why were you late? 

How many minutes were 
you late? 

What happened this 
morning?�

What will you do to  
improve this problem?�

Negative - Past Neutral - Present Positive - Future 

Typical bad manager : Checker�

Typical good manager : Coach�

� Type of the question�

Using the framework makes the discussion effective and efficient. 
There fore, mentors are expected to learn many frameworks like SWOT, 3C, 5P, 5S and use them 
in the proper situation of the mentoring activity. 
Here we are going to learn the basic framework of general problem solving. 

GAP Analysis Solution Focused Approach 

Goal�

� General framework of problem solving�

Actual Status�

Problem�

Cause�

Solution� Spotlight what you 
have done�

Image perfect 
future�

Just do it more�
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Meeting is one of the main activities of the mentoring. Therefore, to make it effective and 
efficient is very important for the successful mentoring. 

Meeting facilitation�

Before the meeting On the meeting� After the meeting�

� Basic for the successful meeting�

BSelect just 1-3 theme 

BNotify the agenda to the 
participants 

BPrepare the tools  
A- flipchart 
A- projector 
A- whiteboard 
A- A3 size paper & bold pen 
A- Post it 

BAsk pre-work 
A- Data 
A- Pre-thinking  

BShow the topic 

BVisualize the discussion 

BAsk questions 

BSummarize the opinion 

BEncourage the discussion 

BRemind them the agenda 

BFind the next action 

BSpecify the people who is 
in charge of each action 

BLeave a homework to the 
beneficiary 

BMake a brief minutes 

BSend/confirm the minutes 

BSend the information you 
promised 

BRemind them about the 
actions 

BPrepare the agenda of the 
next meeting  

Before the meeting On the meeting� After the meeting�

� Developing the way of meeting facilitation�
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When you Talk you are 
only Repeating what 
you know; but when 
Listen, you may Learn 
something new. 
 - Dalai Lama�

To make the change sustainable 
MentorS�can provide the useful suggestions to the beneficiary, and that is why we are the 
mentors. However, it is not enough only to ”deliver the right thing”, but we have to “deliver it 
In the right way”. In other words, we need to deliver it in the way the beneficiary is 
motivated and feel the passion to achieve it. 

Usually, people Commit more to the things they Found by themselves, rather than just being 
told or suggested. Therefore, it is important for the mentors to actuire the skills to lead the 
beneficiary not by telling	  �but by letting them tell. 
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