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Belief 
System
Stories to Habits to Behavior 
to Actions = Communication

Community Stories…10x

Am I on track?

Where did it come from?

Fact based truth?

Change it? Yes

Re-storying (Activity, your story)

Letting go?

Beware of judgement

Tools: Ask the best question!
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Why is communication important

• When it’s working…

• When it’s not…

• Disaster response
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Communication Styles, aka Success Signals
by Rhonda Hilyer

Words count for 7% of the interpretation of the message

Dr. Office | Historical Dominate Styles on Earth Elements | 
Activity = Guess body language

Please Speak My Language 5



Signals to communicate info, ideas, needs, wants, and feelings

Proximity   Tattoos   Clothing

Speed   Energy Level   Fragrance

Voice  (PPP)   Use of Humor  Makeup

Inflection   Eye Contact   Facial Hair

Accent   Cleanliness   Clothing

Facial Expressions  Hair    Fingernails

Gestures   Teeth    Posture

   

20–25 signals at any given time. Attention span is 8 seconds.
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To say or not to say…
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Assessment Activity
Equal Mutts

Master Influencer



Green aka Fran

Reserved | Skeptical | Learners | RED

Do

Be prepared | Present in logical thorough manner | Ask 
questions | Give them time | Explain the how | Be 
specific, precise, accurate | Serious | Careful | 
Acknowledge other views | Send materials before 
meeting

Don’t

Out of order | Fail to deliver | Be late | Pressure them for 
a decision |  Rush a presentation | Exaggerate | Tell 
them to be bold | Ask them to trust | Use emotional 
appeal | Joke and loosen up attitude
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Brown

If it’s not broke don’t fix it! 

No whining! Fish or cut bait! Blue?

Do

Separate business from social time | Be direct, specific, 
to the point | Clear facts | Snapshot then ask if want 
details | No interruptions | Stay on task | Present 
alternatives | No feelings just facts 

Don’t

Take offence if they multitask | Challenge them in front 
of others | Chit-chat before business | Be late | 
Exaggerate | Persuade with feeling | Criticize their 
competency | Embrace (pat on back); let them first | 
Disorganized | Unsure
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Blue aka avatar cat

Harmony | Empathy | Kind | Partnership

Do

Make a personnel connection 1st | Show your feelings | 
Ask them to share | Praise | Work through problems 
together | Ask if they are ok | Safe to express | Be 
patient | Value them

Don’t

Ask to buy for them | Go right to business | Talk only 
facts | False flattery | Forget to consider their ideas | 
Come on to strong | Ask them to make a decision if 
they haven’t consulted others
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Red aka artists

Freedom | Chill | Trust me | Innovators  

Do

Present with energy & excitement | Options | Be fast, up-
beat, & non-sequential | Use humor | Caution with 
deadlines | Encourage participation and interruption | 
Experimentation is good 

Don’t

Use technical data to influence | Tell them they have no 
alternatives | Order them | Use logic | Be too serious | 
Focus only on business | Too structured in meetings | Stop 
participation | Tell its policy based | Speak in a monotone | 
Give hard deadlines

  Knowledge activity – Role Play 11



Can you relate…

Legacy description

Legacy description

Legacy description

Legacy 
descripti

on
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Leadership is…

Activity

If I came from another 
planet and had no concept 
of leader or leadership, how 
would you explain it to me? 

Your Leadership Statement 
Family | Career | Friend Circle

• 1-2 Sentences

• Your Core Values

• Inspire You

What are 8 Key Elements 
Conscious Leaders (1st)

• Emotional Intelligence (Self 
awareness)

• Self Improvement 

• Lead with Humility, Ethically

• Empathy & Compassion

• Know your Why (Purpose)

• Curiosity

• Wellness

• Energy and Power

“Leadership is influence, nothing more nothing less.” – John Maxwell
“A genuine leader is not a searcher for consensus but a molder of consensus.” –  MLK 13



It’s not easy…

 Support each other   

 Learn and grow

 Own it all

 Kinder

 Enjoy

 Observation
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Roles and Responsibilities 

Define your role and what you BELIEVE are your duties and responsibilities (be specific).

Are you on track?

More or less activity (Thank you, smile, note).

Takeaways?
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Empowerment

Core Elements - Define  

• Trust (Core values and Vision)

• The Power we hold for ourself and develop/squash for others

Tips

• Ask the best question, chronically 

• Learn and Do

• Coach

• Proximity (PPT)

• Influence

• Master Communicator 
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Trust Tips 

• Define trust – 5 words

• Firm belief in the reliability, 
truth, ability, or strength of 
someone or something…

• How well do you trust?

• Handout | Activity (2) 17



Signs of Trust Issues - Activity

• You focus on the negative

• You feel like you have to do everything

• You are suspicious

• You hold grudges

• You keep to yourself

• You avoid commitment

• You smother or become overly connected/attached to those you care 
about
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Trust Tug of War   

If we don’t

• Declined Motivation

• Complacency

• Participation Withdrawal

• Emotional Decline

• Quite Quitting
• Psychological 

disengagement 6/10 
($8.8 trillion global 
economy drain) 50% 
always looking

If we do

• 61% Retention w/ trust
64% Salary/Benefits1st

61% Well Being/Balance
     Health, Stress, Joy, Inspiration

58% Do What They Do Best
 Strengths, Passions
53% Job Security
43% Covid Vaccination that        
Align w/ Beliefs

How do we

• Experiment

• Shadowing

• Ask the hard question!

• Practice

• Train

• Daily & Immediate Feedback

• 2-3x more likely to trust
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Learning to Trust…

• Perspective

• Story

• Own it all, apologize w/ pause

• Empathy

• In the end, only kindness matters

  When trust grows transparency shines brighter!
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Service Philosophies 

What is it?

A customer service philosophy is a set of guiding principles that a company uses to solve 
customer issues and build better customer, community, and staff relationships. It directs every 

customer interaction. This customer service vision guides your approach to how you want 
employees to interact with clients and resolve customer issues. It ensures you are upholding your 

core values and standards. 

How we show we care!

Collaboration | Honesty | Resourcefulness | Accountability | Integrity
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How Does it Feel…

22



Messaging
Branding
Buy-In
Accountability

• What is our service message/brand now? 
• How do we want to be known? More of what?
• The one word on the street is?
• In 2 Words…

Southwest Airlines – Friendly, Fun, Family

Pleasanton, Ca – City of Smiles

Government – Professional, Efficient, Helpful, Effective, Creative…
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Bad for 
Blue!
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Top 10 Tips

Forever 5

• Evaluate & edit what influences you! 
(External environment, people, 
media, home/car, etc.) aka B.A.R.T.

• Belief Systems | Stories | Social Media

• Fears

• Forgiveness

• Faith

Forward 5

• Ask a better question! Is this the 
best question I can ask myself? 
Is this question supporting the 
best outcome? Post it! 

• Get a coach, mentor, trust tribe

• Move (mind, body, spirit) = energy

• Master communications

• Make & implement (mini) plan
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Accountability 

   Any thoughts?

• Biggest Mistakes (aka Excuses)

• Best Practices

• Top Tool
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Accountability Defined

Responsible | Acceptance of Ones Own Actions 

(Performance and Outcomes)  

• See it

• Own it (excuses) 

• Solve it 

• Do it

27



Excuses (activity 1st)

”He that is good at making excuses is seldom good for anything else.” – Ben Franklin

Defined

• Rationalization about 
ourselves, incented 
reasons to defend out 
behavior, postpone an 
action or neglect a 
responsibility!

Why?

• Fear of Failure

• Fear of Embarrassment

• Fear of Success

• Fear of Change

• Fear of Uncertainty

• Fear of Responsibility

• Fear of Making Mistakes

• Perceived Lack of 
Confidence

Release from Fear

• Letter 1M – S.O.

• Lack of Understanding

• Lack of Information

• Lack of Resources

• Lack of Experience

• Lack of Perspective

Confidence Takes the Hit!
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Excuses and Fears Continued…

Consequences

• Recognizing opportunities and 
strengths

• Lack of growth (responsibility)

• Self-limiting beliefs

• Regrets

• Negative nelly 

• Fear builds

• Blocks creativity and action

Most common (2)

• Not enough time

• Not enough money

• I’m not educated enough

• My age

• Don’t know how

• I can’t change

• I’m afraid

• Not the right time, need to 
plan more

• Won’t work

• Not inspired

Tools to help

Mindset: Re-story, ask a better 
question (samples), mantra, breath

• Don’t compare

• Leave the past alone

• Best questions: samples

• Re-focus on the solution

• Talk to someone

• Take responsibility – whew!

• Be kind and patient 
29



Best Excuses Pivot Questions – Top Tool 

• Why am I right now making this excuse?

• How is this excuse preventing me from moving forward?

• How badly do I want this on a 1-10? 

• How much do I fear this on a 1-10?

• What will I miss out on? And how will I feel about it?

• How will this effect my health, relationships, career opportunities?

What specifically do I need (actionable) right now that will help me get beyond this 
limiting belief?
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Best Practices for Accountability

• Make accountability a core value

• Role model (publicly)

• Develop deep trust

• Master communicator (clear, consistent)

• Follow through – rewards, recognition, PIPS

• Integrity, kindness

• Proactive
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It has been my honor to 
serve you today~

Stacey 
Bristow
www.citygateassociates.com
sbristow@citygateassociates.com
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