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Presented by
Kelli Vrla

Kelli@KelliV.com

3

For All HINMAN HANDOUTS for 
Kelli Vrla, CSP   Courses:
Go to :  www.KelliV.Com
Click : “FREE ARTICLES”

Click to download any of the 
FREE ARTICLES

Or HANDOUTS LISTED. 
Watch for a LINK for ALL SLIDES

4

Entire Slide Show Available

If you’d like a copy of the
whole slide show:

Email:  Kelli@KelliV.com
� Re:  DIFF Slides

5

“A 3-Hour C-r-u-i-s-e,
a 

3-hour c-r-u-i-s-e….”

6

Rest Rooms
.25 Cents
Per Visit
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7

Frames of Reference
Texas-isms

� Y’all
� Gonna

� Fixin to…

� “Jeet jet?”
(“Did you eat yet?”)

� “Nope, d’jew?”
(“No, did you?”)

8

Texas have a special phrase…

We can add “Bless yore lil heart” to 
the end of anything to take the 
sting out:

Ex: “That dress looks awwwful on 
you… bless yore lil hearrtttttt.”

9

���������	
� !
��
�����
�
����
���������
������

�
�
��������
�
��
�
��"���
��
�#

$ !
��
�����
�
����
���������
������

�
�
��������
�
��
�%���
�
�
����
�&��#

10

Empathy
� “Before we criticize…tis

better to walk a mile in the 
other person’s shoes.

� This way we’re a mile
away and we have their
shoes.”

11

Today’s Challenge:
Check Your Systems

1. Be more aware of what’s 
working and build on that.

2. Be more aware of what’s 
not working and strive to 
make it work better.

12

Ask Yourself This Key 
Question

“ Am I knowing or 
am I doing more 
of what I know ?”
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13

You
FOR

14

Our    Wheel   of
WOW-ables

M E

Dentists 

Patients

V E N D O R S

Patient’s
Friends/Family

Co-Workers

15

MISSION:
Scavenger Hunt

Find  Items A-Z
Must show them:

1)On paper and/or
2)In front of you.

16

Why we cooperate so quickly?

� Perceived benefit ( WIN)
� Agreed on Goal

� Focused on Goal (Gotta get an “X”)
� Focused on What’s right, not Who
� Open to options for solutions (What 3 options do we 

have?)

� Spin (Urgent/ EZ / I can help you with that)
� Compentency Scan ( I can do it, EZ, quickly)
� Clarifying Speeds Solutions Up

17

Priorities
Efficient & Effective means 
doing the Right Things Right

18

Scavenger hunt

Items a-z
1)On paper &
2)On your table
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Great People Skills

Q-T I P
Quit Taking It Personally  &

D T T B
Don’t Take The Bait

20
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Response-ability
“The ability to choose your own 
response. What matters most is 
how we respond to what we 
experience in life.”

—Steven Covey,
The 7 Habits of

Highly Effective People
22

23

One of those days?

24

You always have a CHOICE!

INTEREST
Vs

POSITION
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25

“Mind the Gap”

 “Accept the 
unexpected…

 and be ready to roll
 with it!”

26

Looks like she’s lightening up…

27 28

29 30

Communication Stats

� 80+ % of Problems

� 80+% of Diseases are 
Stress-Related
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31

“No one is completely 
useless, he/she can 
always serve as a 

bad example.”
32

WOW In the Patient’s Words
WOW ‘Em with Technology 

� “…I feel comfortable and at east 
knowing the doctors and their staff 
are up to date with the latest 
technology and procedures…and 
will take their time and explain 
what they’re going to do…”

33

WOW ‘Em with IMPORTANCE

� “…most of all they let me 
know I’m important sitting in 
that chair, and that 
my well-being is first and 
foremost in their minds.”

34

WOW ‘Em
When waiting for others…

� “…when they make sure 
those of us waiting are 
aware of what’s happening 
with the patient we’re waiting 
on..”

35

WOW ‘Em From the “Git-Go”

� “It’s always pleasant to see a 
beautiful smile when entering your 
dentist office. It makes you think, 
‘one day my smile could actually 
look just like that.’”

36

Wow ‘Em with TACT

� “Due to bad experiences in dental 
offices, I had stayed away for 
years…My teeth were so horrible, 
but the doctor did not have a hint 
of astonishment or sarcasm.”
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37

WOW  ‘Em with Follow Up

� “I had surgery at 9:00 a.m., and 
then in the evening after the 
surgery, the doctor called me [at 
home] to see how I was feeling. It 
blew my mind that he called and 
really cared.”

38

WOW ‘Em
With Positive Vibes & Tones

� The staff’s always upbeat and 
positive, all of which makes me 
even more relaxed.”

39

WOW ‘Em
With Professional Integrity

“You showed great integrity by 
immediately remedying the situation (at 
no cost to me) when a crack was 
discovered in my crown. I understand 
for a dentist, time is money, and this 
was a time consuming procedure. Yet 
you handled it graciously. “Thanks 
again for "standing by your work".

40

WOW ‘Em
When They’re “Quirky”

� “ Just a note to thank you for the great care 
I've received from your office... 

Thanks again for putting up with this quirky old 
man...in these uncertain times I find myself 
fortunate, indeed, to have found you and your 
staff...you are all nothing shy of a wonder.”

41

Pack Item 

 Better People Skills: 
Practice the Platinum Rule

42

Platinum Rule

“Do unto others 
as they would 

have you do unto 
them .”
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43

There are two

theories to arguing 

with women.

Neither one works.

44
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45

Use the 
POWER of  

E C H O
46

SELF Profile

1

2

3

6

5

4

6 5 4 3 2 1

S

F

E

L

Attention

Recognition

Information

Accuracy

Power

Control

Relationships

Teamwork

TASKSPEOPLE

DIRECT

INDIRECT

47

SELF Profile

1

2

3

6

5

4

6 5 4 3 2 1

S

F

E

L

Limited Options

Showy Demos

Stats &

Logical Process

Bottom Line

Bullet Points

Human Side

Big Picture-
helps all of us

TASKSPEOPLE

DIRECT

INDIRECT

Re: Free! Food!!
Fun! Fireworks

RE: Mandantory Annual PicnicRE: Come and share a day with
Your familes and peers!

Re: Get More Done—
A Quick Way to 
Touch Base w/Your Staff!

48

Low need
to direct

High need
to direct

need
people
more

need
people
less

6

5

4

3

2

1

Affiliative

D
i
r
e
c
t
i
v
e

6         5       4 3        2      1
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49

Strengths
S

Persuasive
Risk-taker

Competitive
Pursues Change

Confident
Socially Skilled

Inspiring
Open
Direct

Outgoing

E
Practical
Orderly

Very Direct
Self-determined

Organized
Traditional

Goal-oriented
Dependable
Economical
Ambitious

L
Team-oriented
Peacemaker

Caring
Devoted

Enthusiastic
Helpful

Accessible
Trusting
Sensitive

Good Listener
Good Friend

F
Exacting
Thorough
Factual

Reserved
Meticulous
Practical

Calm
Has High Standards

Risk-avoider

Direct

PEOPLE

TASKS

Indirect

AFFILIATIVE
D

IR
E

C
T

I V
E

50

Limitations

AFFILIATIVE
D

IR
E

C
T

IV
E

S                Pushy        
Intimidating Overbearing    
Restless         Impatient 
Manipulative    Abrasive         
Reactive     Dominating

E
Dogmatic            Stubborn                   
Rigid        Unapproachable      
Distant                   Critical             

Insensitive

L                       
Too other-oriented Indecisive           
Impractical          Vulnerable               
Hesitant                Subjective

F           

Slow to get things done Perfectionist             
Withdrawn                     Dull                              

Sullen         Shy                                 
Passive

51

Turn-OnsS
Attention

Achievement
Recognition
Adventure
Excitement
Spontaneity

E
Control

Responsibility
Mastery
Loyalty

Fast Pace

L
Popularity
Closeness

Affirmation
Kindness
Caring

F
Perfection
Autonomy
Consistency

Practical
Information

High Low

LowD
IR

E
C

T
I V

E

52

Turn-Offs
High

High

Low

LowD
IR

E
C

T
IV

E

S

Lack of enthusiasm     Waiting                 
Indecision           Convention

E
Ambiguity         Irreverence        
Laziness            Showing 

emotions

L

Insensitivity         Dissension            
Insincerity           Egotism

F
Over-assertiveness 

Carelessness           Arrogance               
Fakes

53

W H A T  to SAY

� Know / Do / Feel
� Be Clear

� Concise vs Brief
� Specific

54

H O W we’ll Say IT

7%

38%
55%

WHAT

HOW

VISUAL
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55

It’s all in HOW we say it…

56

T A C T
Definition:  

The ability to make a 
point without 

making an enemy.

57

Tact :
“The ability to tell 

someone where to go
in such a way he/she 
looks forward to the 

trip…

58

The Law of Forgetfulness
� How many times 

do I have to tell You?????

9

� 10-60-90

59

It’s Hit or Myth!

5
Common Myths

Of 
Communication

60

Misconception    # 1

People always pay
attention when you are

speaking to them.
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61

Misconception   # 2

When people say
they’re paying attention,

they really are.

62

Misconception    # 3

When someone says,
“I know,” he or she really 

does.

63

Misconception    # 4

Saying something
over and over ensures that 
your listener understands.

64

Misconception   # 5

Saying something
over and over again loudly
is even more effective than 
just saying it over and over.

65

For Instant Rapport

Listen More

66

#1  BEST 
LISTENING TIP

It’s very 
simple…
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67

Another great LISTENING TIP

Enter listening...
(shhhhh)

68

Listen with
Your Eyes

(Not your “I’s”)

69

Words to Lose
“but”

“should, could, would have…”
“company policy” (only with a 

benefit)
“What were you thinking???”

“Is the project finshed?”
70

Instead use
For “but”   “and”  or nothing at all
For  “shoulds”     “Next time…
For   “company policy”     Show how it helps

increase safety, security, cost savings

For   “What were you thinking” or “Is it 
finished?”      use   “Tell me a little more 
about the ____project / procedure.”          

71

Communication Stats

� 80+ % of Problems

� 80+% of Diseases are 
Stress-Related

72

Bumper Sticker

“Do you believe in 
Love at First Sight?

….. Or Should I walk 
by again?
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73

Bumper Sticker

“Get in. Sit Down. Shut 
Up, and Hang On.”

74

Why People Don’t Do
What We Ask

� 1. They don’t know they should do it.
� 2. They don’t know how.

� 3. They don’t know what they’re supposed to do.
� 4. They think your way will not work.
� 5.  They think something else is more important.

� 6.  There’s no positive outcome for them doing it. 

75

Spotting Communication 
FAILURE

Fear

Assumptions

Insensitivity

Labeling

Uncertainty

Resentment

Ego 76

Using SUCCESS to Improve 
Communication

Self-awareness

Understanding

Care

Control

Esteem for self

Self-confidence

Sharing of one’s self

77

Conflict…
What Does It Mean?

“To fight, to battle, to contend, to be 
antagonistic, incompatible, contradictory, 
to be in opposition, to clash.”

“Sharp disagreement or opposition, as of 
interest, ideas, etc.”

—Webster’s New World Dictionary

78

H O W   we’ll Say IT

7 %

3 8 %
5 5 %

W H A T

H O W

V I S U A L
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79

T A C T

Definition:  

The ability to make a 
point without 

making an enemy.
80

Tact :
“The ability to tell 

someone where to go
in such a way he/she 
looks forward to the 

trip…

81

The Law of Forgetfulness

� How Many times 

Do I have to tell You?????

9

� 10-60-90 82

Texas have a special phrase…

We can add “Bless yore little 
heart” to the end of anything to 
take the sting out:

Ex: “That dress looks awwwful on 
you… bless your little hearrtttttt.”

83

Response-ability

“The ability to choose your own response. 
What matters most is how we respond to 
what we experience in life.”

—Steven Covey,
The 7 Habits of

Highly Effective People

84

7 Types of Resistance

� Change
� Bad mood
� Invasion
� Irritation
� Negativity

� Fear
� Perceived roles



15

85

7 Keys to Conquering 
Resistance

� Be likable
� Give status to resistance
� Don’t aggravate
� Don’t force the defensive
� Don’t find fault

� Lose to win
� Be patient

86

Great Script

� I’m bringing this up for the sake of ______.
� When _____happens, it causes ____ to 

happen.
� What I’d like to have happen is________.
� How can we work together on this?

87

The Bull

•Characteristics

•Reasons

•Coping Strategies
88

The Fox

•Characteristics

•Reasons

•Coping Strategies

89

The Time 
Bomb

•Characteristics

•Reasons

•Coping Strategies
90

The Whiner

•Characteristics

•Reasons

•Coping Strategies



16

91

The Stone 
Wall

•Characteristics

•Reasons

•Coping Strategies
92

The 
Ultra-
Agreeable

•Characteristics

•Reasons

•Coping Strategies

93

The 
Bump-
on-a-Log

•Characteristics

•Reasons

•Coping Strategies
94

The 
Know-It-All

•Characteristics

•Reasons

•Coping Strategies

95

The 
Fake 
Know-It-All

•Characteristics

•Reasons

•Coping Strategies
96

The 
Procrastinator

•Characteristics

•Reasons

•Coping Strategies
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97

90 % of WORKPLACE 
CONFLICTS

…are caused by 
MISCOMMUNICATON

98

If you don’t do anything about 
it, it will…(Choose one)

a. Just go away quietly
b. Go away for now…and keep coming back 

for visits when you least expect or want
c. Go away for good
d. Get much, much worse
e. Any combo of all of the above

99

Keep Your Head 
in the Game!

100

Motivating Others

Pride Buttons
Happy
Safe

Confident

Hot Buttons
Angry

Frustrated
Afraid

What 
makes 

me
TICK

What 
TICKS 

me OFF!

101

Practice “Anti-Boredom” !
E + R = O

102

Pack Item 

 Big Stuff  vs Small Stuff
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Change Model
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104

Worry-Busting
“Worry is like a rocking 

chair;
It occupies you for 
hours and gets you 

NOWHERE

105

Worry-Busting Formula

• Note worry is a habit you can choose or 
NOT

• Practice the opposite: Solution and 
Action Focus

• Replace negative talk/thoughts with 
positive

• Never participate in a “worry”
conversation.Talk up, not down

• Read POSITIVE quotes, Listen to 
POSITIVE music (words!)

• Hang out w/POSITIVE folks! 106

Influence and  Control

CAN’T 
CONTROL 

CAN
CONTROL

Influence

107

4 CHOICES
1.Stay and do nothing
2.LEAVE (mentally/ 

physically)
3.Change your attitude 
4.Change your behaviour

108

SOLUTIONS CHART

Event   Can Control     Can’t      My Plan

My            Their     
Thoughts

Words
Actions 
Beliefs
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109

3 MAGIC QUESTIONS
Before you Jump In…

1. What’s my real goal here ?
2. What can I or can’t I control or 

influence?
3. Based on #1 & 2, is the battle 

worth it? 

110

Planning Solution Meetings

1. It involves issues:
Misinformation, 

Perceptions, role-related, 
resources, long-standing history, 
personality differences,
methods/prodcedures, ambiguity of 

roles/structures/groundrules, 
power/prestige, communication 
breakdown

111

In a perfect world:

1. If I had complete power in this, I 
would…

2. The only thing keeping us from 
resolving this

is……..

3.  What I wish the other person would 
see is….

112

Great Script

1. I’m bringing this up for the sake of 
____(Perceived benefit)

2. When ___happens, it causes ____.
3. What are your thoughts on how we could 

work together to 
achieve______(#1repeat)

4. OR  How can we work together to 
achieve this?

5. OR (If MGR:What are you committed to 
do to honor that responsibility of your 
job?)`

113

You always have a CHOICE!

INTEREST
Vs

POSITION
114

FIND
A

WAY
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115

Food for Thought
What you feed your mind 

on a regular basis is 
what your mind feeds off

of in tough times.

116

Be a “Plan B” Thinker

“What’s Plan B?”

“SW, SW, SW, SW”

117

Instant STRESS RELIEF

Ask, ‘Is there anything I can do about this 
RIGHT NOW?” (If so, DO IT!)

If not, when is the FIRST OPPORTUNITY you’d 
have to do just the FIRST STEP…

Then DO IT…or Let it go until you can ACT.

118

DE-STRESS  SOLUTIONS 

1. Control your anger-Choose to save NRG
2. Breathe – slowly & deeply
3. S-l-o-w down
4. Finish one simple To-Do item
5. Fresh air break!
6. Avoid hunger or dehydration 
7. Posture Check!
8. Recharge & Reward @ day’s end

119

Pack Item 

 Slow Down Your
 “Fast Lane” Habits

120

You Know You Need to 
Lighten up on the Coffee 

when...

•You get pulled 
over for 

speeding and 
don’t have a car.



21

121

“A problem is a 

solution disguised.”

122

“There are two ways of 
meeting difficulties: you alter 

the difficulties,
or you alter yourself 

to meet them.”
- Phyllis Bottome

123

Let There Be P’s on Earth!

Positive

Professional

Proactive

Polite
124

The Five Most
Under-Used Motivators

Professionalism

Respect

Involvement

Dignity

Expectation

125

The Key to SOFTEN the 
Hardest Heart

Smile

Open posture

Forward lean

Touch

Eye contact

Nod
126

Dedicated

Important

Genuine

Nurturing

Integrity

Trusting

Yes, I care
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127

The Law of Forgetfulness

� How Many times 

Do I have to tell You?????

9

� 10-60-90 128

“No one is completely 
useless, he/she can 

always serve as a bad 
example.”

129

Platinum Rule

“Do Unto Others as 
THEY would have you 
do unto them.”

130

Empathy

� “Before we criticize…tis better 
to walk a mile in the other 
person’s shoes.

� This way we’re a mile away 
and we have their shoes.”

131

We are born naked,

wet, and hungry. 

Then

things

get worse .
132

So if you're going to steal 

your neighbor's newspaper, 

that's the time to do it.

It's always darkest
before dawn. 
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133

Some days 
you are the windshield, some 
days
you are the bug.

134

The quickest way to double 
your money is to 
fold it in half and put it back 
in your pocket.

135

A closed mouth

gathers no foot.

136
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Bumper Sticker

“Get in. Sit Down. Shut 
Up, and Hang On.”


