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LETS THINGS HAPPEN 
(Submission)

REGARD 
(Warmth)

MAKES THINGS HAPPEN 
(Dominance)

LACK OF REGARD 
(Hostility)

Q1
	�Micromanages
	� “Do it my way”
	� Top-down management

Q4
	� Leads through  
involvement
	� “Do it the best way”
	� Collaborative  
management

Q2
	� Status quo
	� “Do it by the book”
	� Pass-down management

Q3
	� Popular
	� “Do it the way that 
keeps people happy”
	�Hands-off management
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PROBE SUMMARY PROBE SUMMARY

OPEN-END PROBE Has no boundaries BRIEF ASSERTION Keeps the other person talking

PAUSE Gives time to think and speak CLOSED-END  
QUESTION Yes/no and specifics

REFLECTIVE STATEMENT Vents interfering emotions LEADING QUESTION Implies the answer

NEUTRAL PHRASE OR 
QUESTION Gets more information SUMMARY STATEMENT Restates content, in own words
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LETS THINGS HAPPEN 
(Submission)

REGARD 
(Warmth)

MAKES THINGS HAPPEN 
(Dominance)

LACK OF REGARD 
(Hostility)

Q1
	� Status
	�Recognition
	�Over-Control

Q4
	�Results
	� Independence
	� Self-Actualization

Q2
	� Safety
	�Minimal Change
	� Security

Q3
	�Camaraderie
	� Social Acceptance
	�BelongingU
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Understanding intrin-
sic needs can help 
you motivate oth-
ers. Linking intrinsic 
benefits to behaviors 
can help you be more 
influential.

STEP 1:  
GAIN INTEREST  

& TEST RECEPTIVITY

STEP 2:  
RAISE RECEPTIVITY  

& GET OTHER’S 
VIEWS

STEP 3:  
PRESENT YOUR VIEWS 

— AGREEMENTS 
FIRST, THEN 

DISAGREEMENTS

STEP 4:  
VENT EMOTIONS 

& RESOLVE 
DISAGREEMENTS

STEP 5:  
WORK OUT A FINAL 

RESOLUTION
	� Be suitably sociable

	� Provide a clear  
purpose and objective

	� Give the potential 
benefit for participat-
ing — spell it out

	� Question to test 
receptivity and check 
readiness to proceed

	� Get other’s views — 
probe

	� Listen

	� Probe for clarity and 
summarize other’s 
comments

	� Withhold your views

	� Explain your position

	� State areas of  
agreement

	� Then disagreement

	� Add information/facts 
to support your view

	� Space ideas — one at 
a time, be concise

	� Summarize

	� If needed, vent  
interfering emotions

	� Explore both positions 
and clarify  
disagreements

	� Identify possible  
solutions

	� Choose best solution

	� If needed, clarify  
solution from Step 4

	� Co-develop goals and 
action plan

	� State benefits

	� Establish milestones 
for follow-up

	� Check understanding 
and commitment


