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1. Introduction to NLP 
 

1.1 What is NLP? 

NLP is the practice of understanding how people organise their thinking, feeling, language and 
behaviour to produce the results they do. NLP provides people with a methodology to model 
outstanding performances achieved by geniuses and leaders in their field. NLP is also used for 
personal development and for success in business. 
 
A key element of NLP is that we form our unique internal mental maps of the world as a product of 
the way we filter and perceive information absorbed through our five senses from the world around 
us. 

 
 

Neuro 

Each individual has established their own unique mental filtering system for processing the 
millions of bits of data being absorbed through the senses. Our first mental map of the world is 
constituted of internal images, sounds, tactile awareness, internal sensations, tastes and smells 
that form as result of the neurological filtering process. The first mental map is called ‘First Access’ 
in NLP. 

Linguistic 

We then assign personal meaning to the information being received from the world outside. We 
form our second mental map by assigning language to the internal images, sounds and feelings, 
tastes and smells, thus forming everyday conscious awareness. The second mental map is called 
the Linguistic Map (sometimes known as Linguistic Representation). 

Programming 

The behavioural response that occurs as a result of neurological filtering processes and the 
subsequent linguistic map. 
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1.2 NLP Origins 

Neuro Linguistic Programming began its life early in the 1970s when an Associate Professor 
from the University of California, Santa Cruz, John Grinder, teamed up with an undergraduate 
Richard Bandler. Both men had a fascination with human excellence which charted a path for 
them to model behavioural patterns of selected geniuses. 
 
Modelling is the core activity in NLP, and is the process of extricating and replicating the language 
structure and behavioural patterns of an individual who is excellent at a given activity. 
 
Grinder and Bandler began their NLP quest by modelling three people, Fritz Perls, Virginia Satir 
and Milton Erickson. These geniuses were outstanding as professional agents of change, working 
in the domain of therapy. All three geniuses, Perls, Satir and Erickson performed their magic from 
a perspective of unconscious excellence. The geniuses did not present Grinder and Bandler with a 
conscious description of their behaviour. The modellers (Grinder and Bandler) unconsciously 
absorbed the patterning inherent in the geniuses and then provided a description. 
 
With little direct knowledge of each of the geniuses speciality and little knowledge of the field of 
psychotherapy on the whole, Grinder and Bandler over a two year period set out with enthusiasm 
bordering on fervour, to explicate selected portions of the geniuses’ behaviour. They coded the 
results of their work in language-based models using the patterns of transformational grammar as 
the descriptive vocabulary. Through NLP Modelling Grinder and Bandler made explicit the tacit 
skills of the geniuses and NLP was born. 
 
The company that Grinder and Bandler were keeping in these heady days of the 1970s was a 
melting pot of enquiring minds seeking investigation into human behaviour. John Grinder was an 
associate professor at the University of California, Santa Cruz and Richard Bandler a fourth year 
undergraduate student. The world renowned anthropologist Gregory Bateson had joined the 
faculty at Kresge College, and such was Bateson’s interest in Grinder and Bandler’s collaboration 
he introduced Grinder and Bandler to Milton Erickson. Bateson provided support, feedback and his 
enthusiasm is in part captured in his introduction to the book Structure of Magic where he states 
“John Grinder and Richard Bandler have done something similar to what my colleagues and I 
attempted fifteen years ago.” 
 
In 1975 Grinder and Bandler presented the first two NLP models to the world in the volumes 
“Structure of Magic I and II.” The volumes published by the respected publishing house “Science 
and Behaviour Books inc” put NLP on the map and interest in the new field of NLP spread quickly. 
People in fields related to communication, behaviour and change sought to learn how they too 
could get amazing results when doing change work. Grinder and Bandler willingly offered training 
courses in the application of their models. The training courses Bandler and Grinder conducted - 
proved that the NLP models were transferable to others, meaning the learners could use the NLP 
models successfully in their own work. 

  

https://nlpacd.me/jg
https://nlpacd.me/jg
https://nlpacd.me/jg
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1.3 The NLP Communication Model 
 

 
 
 
1.4 NLP Coaching 
 
How does NLP Benefit Coaching? 
 
Neurolinguistic Programming (NLP) can be used as a powerful supplement to traditional coaching 
skills, giving your clients advanced strategies for dealing with negative emotions and thought 
patterns. By replacing negative patterns with positive ones, you can effectively assist clients in 
developing the mindset necessary to reach their goals. 
 
NLP is primarily concerned with developing successful habits and mindsets by addressing the 
underlying thought patterns that affect them. By empowering clients with specific tools for 
changing thought patterns, NLP allows clients to adopt a mindset that successfully supports the 
goals they wish to achieve. 
 
Often, you will encounter coaching clients who tell you they want to achieve specific goals, but 
clearly lack the habits and focus to achieve those goals. Traditional coaching methods may be 
somewhat effective for these people; however, these clients are ultimately left to use sheer 
willpower to choose actions that support their goals. 
 
This is similar to a person who states that he or she wants to quit smoking tobacco but has not 
adequately replaced his or her addictive thoughts for thought of freedom. The result is that it is 
very difficult for the person to “short circuit” his or her old thought patterns long enough for new 
habits to take hold. 

https://www.the10minuteleader.com/wp-content/uploads/2018/08/The-NLP-Communication-Model.png
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A personal or professional coach can incorporate numerous aspects of NLP into his or her 
coaching practice to provide the tools a client needs for success. The process becomes a bit 
lengthier, because the coach must not only help the client identify his or her “blocks”, but also take 
the time to introduce and encourage adoption of specific NLP tools to address the blocks before 
the client can effectively move forward. 
 
With NLP, the client is directed and encouraged to act as if certain action or thought patterns are 
true, even though they are currently not true. To a large degree, NLP involves visualisation – the 
client is encouraged to visualise holding the new thought patterns and acting in new ways. 
Because the subconscious mind cannot differentiate between visualisation and real experience, 
NLP can be a powerful tool for reprogramming the mind to adopt new thought patterns.  
 
By integrating NLP with traditional coaching, the coach can help clients create behaviour models 
that will help them more easily facilitate change, develop new habits, and achieve life-enhancing 
goals. 
 
Some of the best NLP techniques used in coaching: 
 

• Well-formed outcomes 

• Museum of Old Beliefs 

• Perceptual positions 

• Meta model III 

• Framing and Reframing 

• Neurological Levels 

• Anchoring 

• Values elicitation 

• SCORE ‘coaching model’ 

• The Disney strategy 

• Circle of Excellence 

• Six Step reframe 

• Chunking  

• Future Pacing  
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2. Goal Setting 
 

2.1 Setting Positive Goals 
 
To i) be crystal clear on what you want / need and ii) create a positive future resolution / vision to 
motivate you to action, use the acronym POSEE to help you create a goal that is.  
 
Positive – what you want, not what you don’t want  

Own-Part – that you can influence 

Specific – backed up by… 

Evidence – you can clearly define how you will know when you have achieved your goal 

Ecology – you have checked what the impact of achieving the goal will be on other aspects of your 
life 

 
We should encourage our coachees to set goals within their 
own circle of influence – that is their own behaviour, actions, 
emotions and thoughts, rather than in the circle of concern – 
that is the environment, the system, other people and 
procedures. 
 
Experiment with this model, either by considering one of the 
situations you were discussing in the last activity, or perhaps 
reflecting on your role as a coach. What aspects are within your 
control and which are not? Put each element into the 
appropriate circle. 

 
Does it make sense as a coach to be working on a goal which is unachievable? 
Bacchus gave King Midas a wish – how would you have coached Midas? What are the pitfalls? 
May get an unrealistic goal and need to have a plan on how to look at the repercussions. 
 
A lot of time is spent in the “can’t control” section, which causes stress. “If only …” is victim speak. 
The more we go around the outer circle the smaller the circle of influence becomes and the larger 
the circle of concern. Use the circles for coaches and draw relative sizes and label. Break down 
what is in their control by filtering down that which they control – makes the goal very specific. 
 

2.2 Dealing with barriers to motivation 
 
Sometimes an individual may say they are motivated to a particular outcome, but their actions say 
the contrary. This can be frustrating when you are managing or coaching someone – more so, 
than if they say they do not want to complete task. 
 
In situations like this you can use a technique called “stepping up / stepping down”. This involves 
circling through a few short questions: 
 

• What do you want / instead? 

• How will you know when you have it? 

• What is stopping you? 

• What would happen if you could? 

• What needs to happen? 

• What will that give you / then what happens? 
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The stepping up / down aspects can be used separately. The example below shows THE  
stepping up aspect to increase motivation. 
 
Coach: So, what will happen if you are able to deal with the conflict in your team? 
Coachee: Well, we will get on better 
Coach: And what will that give you? 
Coachee: A happier team 
Coach: And if you have a happier team what will that give you? 
Coachee: More time to deal with harder issues 
Coach: And if you have more time for the harder issues, what will that give you? 
Coachee: I can achieve more and I will feel a greater sense of achievement 
Coach: And what will that mean to you? 
Coachee: It will make me happier 
Coach: So…this is really worthwhile then, because ultimately it will make a big difference to 

you 
Coachee: Well, I suppose so, I haven’t thought of it that way before 
 

2.3 Well Formed Outcomes 
 
Consider a major goal / ambition in your life. Take your partner’s pack and ask them each of these 
questions in turn. Allow them sufficient time to answer and write down their responses verbatim. 
 

1. What do you want? Stated in positive terms. 
 

 
 
 
 

2. How will you know when you’ve got it? Stated in sensory specific terms. What will you see, 
hear, and feel? 
 
 
 
 
 

3. Where, when and with who do you want it? 
 
 
 
 
 

4. Where, when and with who do you NOT want it? 
 
 
 
 
 

5. What resources do you need to get it? 
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6. What will happen when you get it? 
 
 
 
 
 

7. How will getting it benefit you? 
 
 
 
 
 

8. Do you want this change in any other situations? 
 
 
 
 
 

9. How will this change affect other aspects of your life? 
 
 
 
 
 

10. Cartesian Quadrant Questions: 
o What would happen if you did make that change? 

 
 
 
 
 

o What would happen if you didn’t make that change? 
 
 
 
 
 

o What wouldn’t happen if you did make this change? 
 
 
 
 
 

o What wouldn’t happen if you didn’t make that change? 
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3. Language in Coaching 
 

3.1 Using Language to Establish Rapport 
 
What does language do? 
 

• Creates a map of the world each person operates from 

• Language is filtered through our 5 senses 

• The more control you have over your language the better the outcome with your client 

• The coach works to understand their client’s map of the world 
 
Using language to build rapport 
 

• Using the correct language is the easiest way to build rapport with clients 

• Using language, the client can relate to helps to build trust and understanding 

• This will help the client to explore the possibilities and options you are discussing 

• Use the visual / auditory / kinaesthetic language / thinking patterns from NLP 

• Mirror your client’s language style. Conversely, if he or she speaks in a more rigid, formal 
style, then you can mirror his or her style to develop rapport. It takes practice, but the 
results can be well worth the effort 

• Rephrase key insights that your client has communicated to you. Saying things like” What 
I’m hearing you say is that…” will help your client know that you have not only heard, but 
stood, what he or she is telling you. More than anything, most people want to feel like they 
are being genuinely heard, and this can go a long way toward establishing rapport with your 
client 

 

3.2 Language and Thinking Styles 
 
Language is a powerful filter on our experiences. It channels our thoughts and preserves 
mindsets. The language we use is also an indication of the way we think. Once you notice how 
differently people behave in everyday communication, you will start to recognise their thinking 
style and preferences. Being aware of and matching this language help us to communicate with 
the other person and to build rapport more easily.  
 
We perceive the world through our five senses – sight, hearing, touch, taste and smell. We are 
constantly receiving vast amounts of data. We make sense of this and process the data into 
memories, ideas and thoughts in ways that are unique to each of us.  
 
Three internal representations are the building blocks of how our minds work.  
Once we start to understand the unique way we ‘code’ our experiences and notice how  
others do this differently we can further enhance our communication and rapport skills.  
The way we think in the three primary senses mirrors the way we use our senses externally. The 
main sensory based thinking / language patterns (sometimes referred to as representational 
systems) are: Visual (v); Auditory (a) and Kinaesthetic (k). 
 
We can sometimes notice a pattern of preferences expressed in someone’s mode of language. 
Predicates are words or phrases (primarily verbs, adverbs and adjectives) which presuppose one 
of the representational systems. Over a period of time, you may notice that someone refers to one 
system more than others. Not only does this give a clue as to how that person codes experiences 
and constructs their model of the world it also indicates what type of sensory input they are most 
likely to notice. 
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Communicating to someone in their Primary Representational System not only gets their 
attentions but it also increases the sense of rapport. When people say, “I see your point of view” or 
“I hear what you’re saying” or “I’ve got a grasp of your point”, they are all conveying the same 
meaning but expressing it in different ways. Although we all receive information through all of our 
five senses (sight, hearing, touch, smell and taste) and represent that information in our minds, we 
typically tend to specialise in the use of only one or two systems, or senses, in any particular 
context. 
 
Sensory Language 
 
The language that we use is an indication of the way that we think. Most of us prefer one, or 
possibly two, representational systems. If you listen to your own and other people’s language, you 
will begin to notice what their preferences are. Matching a person’s language is an excellent way 
of increasing rapport. To be able to use all our representational systems enriches our language. 
Some examples are: 
 
The Visual Thinker 
 
People who think primarily in a visual way tend to use language that contains visual words and 
phrases, such as: 
 

Let’s look closely at this idea 
Things are looking good 
We need to focus on this aspect 
She has a bright future here 
Let’s look at this a different way 
This will shed some light on the matter 
Let’s get perspective on this problem 
Let’s get this in perspective 
There’s a cloud on the horizon 
She’s being short sighted 
You’ll look back on this 
I get the picture 

I see what you mean 
It appears that 
Shows me 
The focus of attention 
Looking closely 
A blind spot 
It’s clear to me 
A different angle 
He’s a dark horse 
This is the outlook 
With hindsight

 
You can create rapport by thinking in this way yourself, picturing internally the person’s description 
and using the same sort of ‘sensory words’ (known as predicates). 
 
The Auditory (Hearing) Thinker 
 
In the same way, auditory predicates may indicate auditory thinking, e.g. 
 

This silence is deafening 
We are on the same wavelength 
They are living in harmony 
Your idea really struck a chord 
She turned a deaf ear to that one  
It was music to my ears 
In a manner of speaking 
It’s coming through loud and clear 
Let’s talk about it 
Who calls the tune? 
Within earshot 
Let’s discuss things 
I’m speechless 

Shout from the hilltops 
People will hear you 
Word for word 
I’ll echo that one  
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By matching these words and recreating the sounds in your head, you will start to think the way 
the other person thinks, identify with their thinking style and create rapport as you begin to ‘speak 
their language’. 
 
The Kinaesthetic (Feeling) Thinker 
 
People who have a primarily kinaesthetic thinking style will tend to use words related to feeling or 
touch, such as: 
 

She’s beginning to grasp the idea 
He’s got his finger on the pulse 
I’m under a lot of pressure! 
It’s based on concrete evidence 
You can sense what’s happening 
I am not happy about this  
I can’t put my finger on it 
A warm-hearted person 
We are scratching the surface 
Hit the nail on the head 
He’s thick skinned 

A cool customer 
I grasp the meaning 
A heated argument 
I will be in touch 
She’s a cold fish 
Let’s dig deeper 
You’ll get shot 
A lukewarm attitude 
I feel it in my bones 

 

 
Start to get a feel for how these people express themselves and use similar words and figures of 
speech. You will see how sometimes, almost miraculously, rapport increases as you share their 
experience. 
 
Rapport will be enhanced by listening to the kind of language a person is using and then 
responding and replying with the same kind of language. 
 
People thinking and speaking in a… 
 
Visual way  Tend to look up, gesture skywards and breathe high in the chest 

and might say ‘I see what you mean, that looks good to me’ 
 
Auditory way (Hearing) Look to their ears, adopt a telephone posture, with hand on ear 

and mouth and breathe mid-chest and might say ‘Sounds good 
to me, tell me more’ 

 
Kinaesthetic Way (Feeling) Look down, gesture down to the floor, breathe low in the chest 

and might say ‘I’m going to go with my gut feeling, I’d like to get 
to grips with this idea’ 

 
Other phrases include: 
 

Visual  
Channel 

Auditory (Hearing) Channel Kinaesthetic (Feeling) 
Channel 

See what you mean Music to my ears Gut feeling 

Get the picture Blast from the past Feel-good factor 

Look into it Tell me about it Get a grip 

 
 
Start to get a feel for how these people express themselves and use similar words and figures of 
speech. You will see how sometimes, almost miraculously, rapport increases as you share their 
experience. 
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Rapport will be enhanced by listening to the kind of language a person is using and then 
responding and replying with the same kind of language. 
 
 
Visual words 
 
Analyse 
Illustrate 
Angle 
Image 
Appear 
Inspect 
Aspect 
Look 
Bright 
Notice  
Clarify 
Obscure 
Clear 
Obvious 
Cloud 
Outlook 
Cognisant 
Paint 
Colours 
Perception 
Conspicuous 

Perspective 
Dark 
Picture 
Delineate 
Pinpoint 
Demonstrate 
Preview 
Depict 
Reveal 
Discern 
Scene 
Distinguish 
Scope 
Dream 
Screen 
Dress up 
Scrutinise 
Examine 
See 
Expose 
Short-sighted 

Flash 
Show 
Focus 
Sight 
Foresee 
Sketchy 
Glance 
Spectacle 
Glimpse 
Survey 
Graphic 
Vague 
Hindsight 
View 
Horizon 
Vision 
Idea 
Watch 
Illusion 
Witness 

 
Visual expressions 
 
An eyeful 
Bird’s eye view 
Beyond a shadow of doubt 
Catch a glimpse of 
Clear-cut 
Dim view 
Eye to eye 
Flashed on 
Get perspective on 
Get a scope on 
Being into focus 
Hazy idea 
Horse of a different colour 

In light of 
Make a scene 
Looks like 
Mental picture 
Mental image 
Naked eye 
Mind’s eye 
Photographic memory 
Paint a picture 
Pretty as a picture 
Plainly see 
Short sighted 
See to it 

Sight for sore eyes 
Showing off 
Tunnel vision 
Take a peek 
Brighten up 
Up front 
It’s clear that 
Project the image 
Lost / gained focus on 
Imagine the scene 
I get the picture 
Blinded by 
Appears to me 
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Auditory words
 
Accent 
Noise 
Alarm 
Note 
Amplify 
Oral 
Announce 
Proclaim 
Articulate 
Pronounce 
Ask 
Rattle 
Audible 
Remark 
Boisterous 
Report 
Chord 
Ring 
Clear 
Roar 
Clock 

Rumour 
Communicate 
Say 
Compose 
Scream 
Converse 
Screech 
Discuss 
Shout 
Dissonant 
Shrill 
Divulge 
Silence 
Earshot 
Sing 
Enunciate 
Sound 
Gossip 
Speak 
Growl 
Speechless 

Harmony 
Squeal 
Hear 
State 
Hush 
Static 
Inquire 
Talk 
Interview 
Tell 
Key 
Tone 
Listen 
Tune 
Loud 
Utter 
Mention 
Vocal 
Muffle 
Voice 

 
Auditory expressions 
 
After-thought 
Blabbermouth 
Clear as a bell 
Get clear on 
Clearly expressed 
Call on me 
Describe in detail 
An earful 
I’m hearing you 
Express yourself 
Give an account of 
Give me your ear 
Listen to 
Heard voices 

Hidden message 
Hold your tongue 
Idle talk 
Chatting 
Inquire into 
Keynote speaker 
Loud and clear 
Manner of speaking 
Power of speech 
Purrs like a kitten 
Outspoken 
Rap session 
Rings a bell 
State your purpose 

Tattletale 
To tell the truth 
Tongue-tied 
Turned in / out 
Unheard of 
Utterly 
Voiced an opinion 
Well informed 
Within hearing range 
Ear shot 
Word for word 
Amplify 
Turn up the volume 
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Kinaesthetic words 
 
Active  
Motion 
Affected 
Move 
Bearable 
Muddled 
Callous 
Panicky 
Carry 
Pressure 
Charge 
Rub 
Concrete 
Rush 
Crash 
Sensitive 
Crawl 
Set 
Emotional 
Shallow 
Feel 
Sharpen 

Finger 
Shift 
Firm 
Shock 
Flat 
Smash 
Flow 
Soft 
Foundation 
Solid 
Grab 
Sore 
Grasp 
Stir 
Grip 
Stress 
Grope 
Strike 
Handle 
Stroke 
Hanging 
Structured 

Hassle 
Support 
Heated 
Tangible 
Hit 
Tap 
Hold 
Tension 
Hunch 
Throw 
Hustle  
Tickle 
Impact 
Tied 
Impress 
Touch 
Intuition 
Unbearable 
Irritate 
Unsettled 
Lukewarm 
Whipped

 
Kinaesthetic expressions
 
All washed up 
Boils down to 
Chip off the old block 
Come to grips with 
Control yourself 
Cool / calm / collected 
Firm foundation 
Floating on air 
Get a handle on 
Get a load of this 
Get in touch with 
Get the drift of 
Get your goat 
Hand in hand 

Heated argument 
Hold it 
Hold on 
Keep your shirt on 
Hot head 
Lay cards on table 
Lightheaded 
Moment of panic 
Not following you 
Pull some strings 
Sharp as a tack 
Slipped my mind 
Smooth operator 
Start from scratch 

Stiff upper lip 
Stuffed shirt 
Too much a hassle 
Topsy turvy 
Underhanded 
Heavy 
Follow train of thought 
Heavy handed 
If it feels right 
Feels good to me 
Too hot to handle 
Powerful feeling 
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VAK Channels Questionnaire 
 
Activity 
 
Read each of the following questions in turn and circle the letter a, b or c of the answer that 
applies to you: 
 
1. What would make you suspect that someone was lying to you? 

 

• The way they look, or avoid looking at you 

• Their tone of voice 

• A feeling you get about their sincerity 
 

2. How do you know that you have had a good day at work? 
 

• A productive meeting or good news over the telephone 

• A clear desk or a ‘things to do’ list with everything ticked off 

• An inner glow, a smile and a feeling of deep satisfaction 
 

3. What kind of activity do you prefer on holiday? 
 

• Lazing on a sun-drenched beach, swimming to cool off 

• Attending a concert or a lecture on local culture and history 

• Seeing the sights and local colour, visiting a museum or art gallery 
 

4. Which of the following groups of hobbies / interests appeals most to you? 
 

• Cinema, photography, art, interior design 

• Sport, sculpture, cookery or gardening 

• Playing a musical instrument, listening to music or a taped book, singing 
 

5. Which television programme would you prefer to watch? 
 

• A wildlife programme 

• A programme about painting or art 

• A pop / classical concert 
 

6. Which would you prefer for a celebratory treat? 
 

• A personal dedication on the radio 

• A week-end break to somewhere you have never visited before 

• Your favourite meal with good wine and good company 
 

7. Which would be the best way for you to unwind at the end of a trying day? 
 

• Gaze at something relaxing such as a candle flame 

• An aromatherapy massage 

• Talk to a friend 
 
 
 
 



www.pearlcatchers.co.uk 16 01753 670 187 
 

8. If you want to thank or reward someone for doing you a favour, which of these would you do? 
 

• Telephone them 

• Give them a bottle of their favourite tipple / bottle of perfume 

• Write them a thank you note 
 

9. Which of the following groups of careers most appeal? 
 

• An artist or designer in television 

• Lecturer, telesales or customer liaison 

• Gardener, nurse or counsellor 
 

10. Which accessories do you like to have in your home? 
 

• Chiming clock, wind chimes 

• Lots of pictures, accented lighting 

• Pot pouri, soft cushions 
 

11. Which magazine would you be most likely to pick up and read? 
 

• DIY, sports or creative crafts 

• Music or current affairs 

• National Geographic or Vogue 
 

12. How would you discipline a naughty child? 
 

• A piercing look or frown 

• Punishment by deprivation: for example, no pocket money 

• Shout or use a stern tone of voice 
 
 
Add up your scores by letter and record below: 
 

(a) ……….. (Visual) 
 

(b) ……….. (Auditory ~ Hearing) 
 

(c) ……….. (Kinaesthetic ~ Feeling) 
 

 

  



www.pearlcatchers.co.uk 17 01753 670 187 
 

Questionnaire Results  
 
If you scored highest on Visual, then you may identify with part or all of the following description: 
 
Visual people often sit forward in their chair or on the edge of their chair. They tend to be more 
organised, orderly and deliberate. They are conscious of their appearance and will be neat and 
well-groomed. They are good spellers and memorise things by picturing them. They are 
sometimes quieter and are less distracted by noise. They may have trouble remembering verbal 
instructions unless they have pictured them and are bored by long verbal explanations because 
their minds tend to wander. They would rather read to themselves than be read to.  
 
A visual person will notice how someone looks at them and likes to learn by seeing pictures, 
graphics and diagrams. Their hobbies and interests may have a strong visual element in them, 
such as art or photography. 
 
If you scored highest on Auditory (Hearing) then you may identify with part or all of the following 
description: 
 
Auditory (Hearing) people typically may talk to themselves and are easily distracted by noise. They 
may move their lips when they are mentally saying words and can repeat things back to you 
easily. They find spoken language easier than mathematics and writing. Music is important to 
them and they learn by listening. They may play personal development tapes in the car or listen to 
‘speaking books’ for leisure. They commit things to memory by using steps, procedures and 
sequence. They are interested in being told how they are doing and will particularly notice different 
tones of voice.  
 
They may spend a lot of time on the telephone or have hobbies that involve sound, such as 
listening to music, singing or playing an instrument. 
 
If you scored highest on Kinaesthetic (Feeling) then you may identify with part or all of the 
following description: 
 
Kinaesthetic or Feeling people often have a more relaxed posture – either slumped or laid back. 
They may move or talk in a very relaxed, slowed-down fashion. They use their intuition or instincts 
to ‘get a feel’ for what they are doing. They are more likely to talk with their hands and may touch 
people they are talking to. They may fidget and are inclined to fiddle with things such as their 
jewellery, pens and so on. They learn by doing – the hands-on approach.  
 
Their hobbies or interests are likely to be physical in some way, such as sport or gardening. 
Alternatively, because they are intuitive and empathetic, they may be drawn towards counselling. 
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Matching VAK Channels During Communication 
 
It’s important when communicating with the other person how they experience the world around 
them. This will help you to improve the way you express your ideas and views, and they can see, 
hear or get in touch with your message. Recognising their predominant communication channel is 
a starting point but to take rapport to a higher level you also need to think how the person’s VAK 
channel affects your communication with them.  
 
What can you do, given that you know which VAK channel they prefer, to ensure your verbal and 
non-verbal communication matches theirs during a conversation with them. Think in terms of 
where you would stand in relation to them, whether you would make gestures or otherwise, how 
would you use your voice. 
 
Visual people – like space, so sit or stand far enough away from them so they can see all of you. 
They also speak faster than other channels, their breathing is usually shallow and they make 
many hand gestures during conversation. So, it may be an idea for you to increase your rate of 
speech, match your breathing to theirs and subtly make hand gestures when you speak. They 
prefer to ‘visualise’ or see how to ‘do’ something so you will need to demonstrate rather than 
explain verbally what they need to do. 
 
Auditory people – they tend to converse with themselves a great deal – internal dialogue, so give 
them enough ‘space’ to allow them to think through how they want to respond to you. Their speech 
is slower, so you should try to slow down yours to match. They tend to touch their mouth and chin 
a lot and lip movements are common as if they are speaking out aloud to themselves! Body 
language is less important than facts and figures. 
 
Kinaesthetic people – during a conversation you should stand close enough to enable them to 
reach out and touch you – on the shoulder or the arm. They tend to hold on to your handshake 
and are very aware of their body. They speak a lot more slowly than the other two styles. Their 
lack of speed during communication conceals their intellectual ability and it is a common 
assumption that they lack intelligence because of their slow speed when speaking. 
 
A conversation between a person whose predominant channel is Visual and a person whose 
predominant channel is Kinaesthetic can result in conflict. This can be because the Visual person 
can speak too quickly for the Kinaesthetic thinker who believes the other person is slow, dull and 
boring. So, you need to be adaptable. 
 
Not everyone can be placed into neat boxes in which they are one communication channel or 
another. It’s just something that happens. Some people have a more dominant style whilst others 
adopt a specific style in most situations but not all. Other people will switch from one style to 
another in given situations. It’s important that you try to substantiate which style they are currently 
using when you communicate with them by pacing (reading) them and using questioning 
techniques. 
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3.3 Language Filters – The Meta Model 
 
When people speak they have what linguists describe as a deep structure which is unconscious 
and is a full representation of their sensory experience.  However, they have to shorten this 
experience and what they say is the surface structures.  In this conversion from the deep to the 
surface structure, people unconsciously use filters in the form of deletions, distortions and 
generalisations. 

Our personal filters, our maps of the world vary according tour individual experiences.  Some 
people have an impoverished map of the world and have narrow filters through which they take in 
experience and express themselves.  The purpose of the Meta Model (developed by Richard 
Bandler and John Grinder as a result of their modelling of the language patterns of two excellent 
communicators, Virginia Satir and Fritz Perls), is to help people see beyond their personal filters, 
to do a reality check on their view of the world. The Meta Model is set out in categories of types of 
limiting statements that people may say about themselves or the world, together with responses 
that guide them to check how what they have said compares with their actual sensory 
experiences. 
 
As some of the responses are of a challenging nature, it is important to ensure that you are in 
rapport with the other person when making them.  The purpose is to facilitate their understanding 
by clarifying meanings, gathering information, identifying limitations and opening up choices.  The 
Meta Model will allow you to loosen a persons’ model of the world and get them ready for change 
work.  The model must be used in rapport and sensitively as the level of specificity possible using 
this model can intimidate or anger people. 
 
In these notes, the Meta Model categorisations are split into deletions, distortions and 
generalisations. 
 
3.3.1 Deletions 

 
1. Nominalisations – the purpose is to help the speaker to change a noun back into a process 

word so that he / she can see that what had been regarded as a finished event is still ongoing 
and can be changed. 
 
We have a difficult relationship. Who is relating to whom? How would you like to relate to each 
other? 
 

2. Unspecified Verbs – asking the speaker to specify the verb connects him / her more fully to 
his / her experience. 

 

He insulted me. How specifically did he insult you? 
 

3. Simple Deletions – aids clarification by helping the speaker to recover some object, person or 
event that has been left out of the surface. 

 

I am feeling uncomfortable. Uncomfortable about what specifically? 
 

4. Lack of Referential Index – helps the speaker to get in touch with the source of their 
generalisation by recovering the deleted object or person. 

 

People should make money. Who, specifically, should make money? 
 

5. Comparative Deletions – asks what or whom the comparison is being made with. 
 

He works more quickly. More quickly than who? More quickly at what? 
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3.3.2 Distortions 
 

6. Mind Reading – questioning the validity of statements where someone purports to know, 
without evidence, what another is thinking. 

 

John is angry at me. How do you know that John is angry at you? 
 

7. Lost Performative – challenging statements which are in the form of general evaluations but 
actually represent the speaker’s own view of the world.  The aim is to discover the source of 
their belief. 

 

It’s good to make a lot of money. According to who, who says, how do you know? 
 

8. Cause-Effect – questioning beliefs of the speaker that another person is responsible for how 
they feel. Opens up their choice of how to respond.  Find the source of the belief, disconnect 
then regain choice. 

 

His manner makes me angry. How specifically does his manner make you angry? 
 

9. Complex Equivalence – finding out the source of the speaker’s belief about why two things 
are experienced as being the same. Find the source of the belief, use counter example then 
regain choice. 

 

You don’t love me anymore; you don’t buy me presents. How does my not buying you 
presents mean that I don’t love you anymore? 
 

10. Presuppositions – purpose is to help the speaker to understand the basic assumptions that 
distort his / her model of the world and limit his / her options for coping. 

 

My son is becoming as lazy as my husband (presupposes that her husband is lazy). How is 
your husband lazy? In what way lazy? 

 
3.3.3 Generalisations 
 
11. Universal Quantifiers – brings the generalisation to the attention of the speaker by 

emphasising it or by asking of exceptions. 
 

She never listens to me. Never? Has there ever been a time when she has? 
 

12. Modal Operator of Necessity – Questions the consequence s of not complying with the rules 
or limits and helps the speaker to see that they might not be as bad as he / she thinks. 

 
I must not show my feelings in public. What would happen if you did? 
 

13. Modal Operator of Possibility – questions the speakers limitations to what he / she thinks is 
possible. 

 
I can’t speak in public.  What stops you? What would happen if you could? 
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META MODEL 

 
PATTERN RESPONSE PREDICITION 

 
DISTORTIONS   

1. Mind Reading: (knowing someone’s 
internal state) “You don’t like me” 

How do you know I don’t like 
you 

Recover source of 
information 
 
 

2. Lost Performative: (Value judgements – 
person doing the judging is left out) e.g. 
“It’s bad to be inconsistent” 

(gather evidence)  
Who says it’s bad?   
According to whom? 
How is it bad? 
 

Recover source of belief 
Recover Per formative 
Recover Belief Strategy 
 

3. Cause –Effect (A>B) sad 
(Where cause is wrongly put outside self) 
e.g. “You make me sad” 

 

How does what I’m doing make 
you sad? (Counter example or 
how specifically?) 

Recover choice 

4. Complex Equivalence (A=B) 
(Two experiences are interpreted as 
being  synonymous) e.g. “She’s always 
yelling at me, she doesn’t like me” 
 

How does her yelling mean that 
she doesn’t like you? 
Have you ever yelled at 
someone you liked? 

Recover Complex 
Equivalence 
Counter example 

5. Presuppositions: e.g. “If my husband knew 
how much I suffered, he wouldn’t do that” 

Presumptions: 
1. Suffer 
2. My husband acts in a certain way 
3. My husband doesn’t know I suffer 

 

1. How  do you choose to suffer 
2. How is he reacting 
3. How do you know that he 
doesn’t know? 

Specify choice and Verb 
Specify what he does 
Recover internal 
Representation and 
complex equivalence 

GENERALISATIONS   

6. Universal Quantifiers: 
(all, every, never, everyone, no-one etc.) 
e.g. “she never listens to me” 

(Find counter examples) 
Never? 
What would happen if she did? 

Recover counter 
Example 
Effects, outcome 
 

7. Modal Operators: 
a) Modal Operators of necessity (Required) 

(should, shouldn’t, must, must not, have 
to, need to, it is necessary) e.g. “I have to 
take care of her” 

b) Modal Operators of Possibility (or 
impossibility) (can / can’t, will / won’t, may 
/ may not, possible / impossible) e.g. “I 
can’t tell him the truth” 

 

a) What would happen if you 
did? (What would happen if 
you didn’t?) 
Also: “or?” 

 
b) What prevents you? (What 

would happen if you did?) 

Recover effects 
Outcome 
 
 
 
Recover causes 

DELETIONS   

8. Nominalisations: 
(Process words, verbs that have 
been turned into nouns) 

Who’s communicating what to 
whom? 
How do you communicate? 

Turn back into a process, 
recover, deletion and 
referential index. Process 
+ specify verb 

9. Unspecified Verbs:  
       e.g. “He rejected me” 
 

How specifically did he reject 
you? 

Specify the Verb 
 

10. Simple Deletions:  
a. Simple Deletions “I am 

uncomfortable” 
b. Lack of Referential Index: “They 

don’t listen to me” (fails to specify a 
person or thing) 

c. Comparative Deletions: e.g. ”she’s 
a better person” (good, better, more, 
less, most, least) 

 

 
a. About what, whom? 
b. Who specifically doesn’t 

listen to you 
c. Better than whom, better at 

what, compared to whom, 
what? 

 
Recover deletion 
Recover referential index 
Recover comparative 
Deletion 
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3.4 Meta Model 111 
 
MM 111 is directed questioning to produce specific results.  This is how you can use questions to 
change your client’s internal representation. 
 
   

 
 1. What’s wrong? 
  
  
      
 2. What caused this problem? 
 
      
 
 3. How have you failed to resolve this? 
 
      
 
 
 4. How can you overcome the solution to your problem? 
 
 
      
 
 
 
 
 
 
 5. What would you like to CHANGE NOW? 
 
 
 6. When will you STOP IT being a limitation? 
 
  
 
 7.  How many ways to you know you’ve solved this? 
 
 
 8. I know you are CHANGING and SEEING things differently now
  
 

 
 
 
 
 
 
 
 
 

 

FLIP 
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4. Other NLP Tools 
 
4.1 Neurological Levels 
 
You want to change something? You don’t know where to start? In this article, we present a 
powerful tool that can help you quickly identify what is causing a problem and how to move on 
from it. This tool is the NLP neurological levels model. 

The neurological levels model, also known as Dilts logical levels, was developed by Robert Dilts 
and Todd Epstein, who were, in turn, inspired by the work of Gregory Bateson and Bertrand 
Russell. 

The logical levels model is a very helpful tool for personal change in that it gives a framework for 
identifying why things happen the way they do. The model assumes that the processes of 
learning, problem solving, sensory processing, change, and communication occur at six different 
hierarchical levels (or seven if you count values and beliefs as separate). 

4.1.1 Understanding the levels 
 
The logical levels model is built up of the following six stages: environment, behaviour, capability, 
beliefs and values, identity, mission or purpose. 

Take a look at the chart below. The hierarchy of the six levels can be represented as a pyramid in 
which all levels are related to each other. 

The respective position of a given logical level becomes important for the realisation of sustainable 
changes. Making a change at a lower level may, but not necessarily, affect an upper level. 
However, a change at an upper level will have a distinct impact on the levels below it. In other 
words: Whatever is on top runs everything underneath. 

 
 

Let’s go through each of the neurological levels starting from the bottom: 
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1. Environment: Where do I need to change? 

This level refers to the physical and emotional environment around us such as the community, our 
living arrangements, the people around us, the tools and resources available to us, the culture of 
which we are part. To access this level, ask yourself: How does my environment affect my goal? 
What are my external opportunities or constraints? What kind of people do I like to have around 
me? Where do I gain support from? Where are my resources? How does my working environment 
make me feel? 

2. Behaviour: What do I need to change? 

The second level refers to the action and behaviour of a person. How does a person act or react in 
a given situation? What are the physical signs in terms of body language and voice? What are the 
habits? What is the current lifestyle? Are they any patterns? 

3. Capability: How do I make these changes? 

This level is about the abilities, skills, talents, knowledge, and competencies that we have and 
which lead to a series of action and behaviours. What are the skills and abilities that we currently 
possess that will help us get the changes we want? Which skills we need, but have not yet learned 
in order to make the needed changes? 

4. Beliefs and values: Why do I make these changes? 

Beliefs and values drive behaviours. They provide the primary motivating force behind our actions 
and capabilities and have, therefore, a massive impact on our outcomes. They define who we are 
and direct our lives. Yet often we are not even aware of them. Useful questions to access this 
logical level are: What is important to me? What do I believe and value? Why do I believe and 
value that? What do I believe to be right and wrong? What beliefs might help me you get better 
results? 

5. Identity: Who am I and do I reflect that in the way I live? 

Identity is our sense of self, our core beliefs and values. This level can be summed up by the 
questions: Who am I? How do I think about myself? What I stand for? What is my vision of life? 
How is what I am experiencing an expression of who I am? How would others describe me? 

6.Mission / Purpose: Whom do I serve and for what purpose? 

The highest logical level deals with the big picture of life, when we begin to question our own 
purpose, ethics, mission, or meaning in life. Asking the following questions helps us to get a 
glimpse of your purpose in life: What is my meaning in life? For what reason am I here? How 
would I like to be remembered when I am gone? What greater good do I believe in? 
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4.1.2 Identifying the different levels 

 
The following sentence highlights five of the key levels. Where the person emphasizes a word will 
often bring out, which logical level need to address to take action. 

 

• “I can’t do that here” – Emphasis on the identity level: Who could do the job? What could I do? 

• “I can’t do that here” – Emphasis on the beliefs and values level: What keeps me away from 

doing the task? Who told me that I am not made for to do that? 

• “I can’t do that here” – Emphasis on the capability level: Do I need additional skills, techniques 

or methods to proceed? 

• “I can’t do that here” – Emphasis on the behaviour level: What kind of actions can I do? Does 

the task have a positive intention? Is it in accordance with my personal development? 

• “I can’t do that here” – Emphasis on the environment level: Where, when, with whom could I 

take action? What is my ideal working environment? What time of the day will be best? 

 
4.1.3 Neurological Levels - Questions to ask at each level 
 
Vision 
 
“What larger body are you a part of, socially, at work, spiritually?” 
“What legacy do you want to leave behind you?” 
“What difference do you want to make in the world?” 
“What value do you currently bring to different parts of your life?” 
“What other parts of your life’s mission do you want to explore?” 
 
Identity 
 
“How would you describe and describe who you currently are?” 
“How will you describe the person you want to become?” 
“What makes you unique?” 
“What are your strengths and areas for development?” 
“What part of your identity is holding you back?” 
 

https://ansusconsultingblog.files.wordpress.com/2012/11/identifying-logical-levels.png
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Capability 
 
“What skills do you already have to help you to achieve your goal?” 
“What skills do you need that will help you to support your goal?” 
“How will you handle the change needed to achieve your goal?” 
“What knowledge do you need to help you to support your goal” 
“How do you reward yourself for making changes and moving towards your goal?” 
 
Beliefs and values 
 
“How do you view yourself and what you do?” 
“What do you believe about yourself?” 
“What is it you truly value now and about the goal you want to achieve?” 
“What do you believe that others think of you now?” 
“What do you think they will believe of you when you have made the change and 
achieved your goal?” 
“What beliefs do you have that are holding you back?” 
“What beliefs do you have that will propel you towards achieving your goal?” 
“What do you value above all else?” 
 
Behaviour 
 
“What actions are you taking every day to move towards where you want to be?” 
“What actions are you currently using that are holding you back?” 
“What thoughts do you have that support your goal and which do you have that 
holds you back?” 
“What thoughts and actions do you need to do differently to achieve your goal?” 
“Which of your behaviours support your goal and which challenge it?” 
 
Capability 
 
“What skills do you already have to help you to achieve your goal” 
“What skills do you need that will help you to support your goal?” 
“How will you handle the change needed to achieve your goal?” 
“What knowledge do you need to help you to support your goal” 
“How do you reward yourself for making changes and moving towards your 
goal?” 
 
Environment 
 
“What do you currently have around you that supports your vision and what 
hinders it?” 
“What needs to change in your surroundings?” 
“Who do you need to move away from and who do you need to move towards?” 
“What parts of your environment do you need to reinforce and make stronger and 
what else needs to be in place” 
“Where can you go to create the change you want to have?” 
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4.1.4 Activity: Neuro Logical Levels 
 

Taking stock – where are you now? 
 

Instructions: 
 
1. Lay out the different levels using sheets of paper 
 
2. Starting with Environment stand on each level and think / feel only in that level 
 
3. Person B act as coach to help your partner explore each level in relation to where you are now, 
make brief notes to capture this information 
 

Vision – What else? Who else?  
What is my purpose? 

 

Identity – Who am I? 
What is my mission? 

 

Beliefs and Values – Why? 

What motivates me, what do I believe about 
myself / others? (Values and Meanings) 

 

Capabilities – How? 

What strategies and states do I currently have 
available? (Maps and Plans) 

 

Behaviour – What? 

What specific behaviours do I have that support 
me and what behaviours do not support me? 
(Actions and Reactions) 

 

Environment – Where? When?  

Where are my external constraints and 
opportunities? What are they? 
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4.2 Perceptual Positions 
 
There are (at least) three ways in which you can look at an experience or a communication.  
These are called the first, second and third perceptual positions and using all three is a powerful 
way of increasing the flexibility of your thinking. 
 
In the first perceptual position you can look at the world exclusively from your own point of view, 
from your own reality and from what you think as an individual from your own personal experience.  
You do not take anyone else’s point of view into account, you simply think: 
 
How does this affect me? 
 
In the second position you can consider how it would look (or sound or feel) from another person’s 
point of view.  It is clear that the same situation or behaviour can mean different things to different 
people and in communication (and especially in conflict) it is essential to ask “How does this 
appear to them”.  This is sometimes called empathy and the better rapport you have with a person 
the easier it will be to attain the second position. 
 
The third perceptual position (sometimes known as the metaposition) is that of the entirely 
independent and uninvolved observer.  This gives you an independent viewpoint, which is on a 
different (but not superior) level to the other positions.  Third position is useful for taking an 
objective and resourceful view of your own behaviour so that, in a difficult situation, you can create 
some useful alternatives. .This is a useful skill that can help you avoid the stress, which can be 
caused by hasty decisions. 
 
All three positions are equally important and they are extremely useful when you develop the 
ability to move easily between them.  A person stuck in first position will tend to be very egotistical 
and care little about others.  A person stuck in second position will be strongly influenced by the 
ideas of others.  In permanent third position a person will be a detached and unmoved observer of 
life. 
 
An example in management context would be as follows: 
 
A colleague asks a question.  From your point of view (first position) the answer is so obvious 
that you cannot understand why he has asked it.  Taking a moment to imagine yourself in the 
colleague’s shoes (second position) you realise that there must be a key point that they have 
missed.  Now looking at the situation as an observer (third position) you may notice that the rest 
of your colleagues are waiting to see how you react to such an obvious question – will you use a 
put down, or be sarcastic?  By bringing the missed key point into your answer, you will enlighten 
and satisfy your colleague and enhance your relationship with the rest of your colleagues. 
 
The three perceptual positions help us to understand situations or behaviours better and to see 
the world in different ways, which leads to a greater range of choices in how we deal with it.  
Inventive solutions come from seeing things in different ways. 
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4.3 SCORE 
 
Developed by NLP developers, Robert Dilts and Todd Epstein in 1987. It serves as a good 
problem analysis tool and goes deeper into “causes” than some of the other models. 
Good for service issues. Looks at the current situation. It aims at PULL rather than 
PUSH and would be suitable if someone knows that there is a problem, but does not 
know what the outcome will be. 
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You can arrange these elements on a timeline like this: 
 

 
 

 
 
SCORE Process in more detail 

 
Symptoms – The coach mines for how the client feels; what their current situation might be. 
Questions such as: ‘What’s happening with you at the moment?’, ‘How are things at work?’ will 
start the exploration. 
 
Causes – When the opening questions raise an issue, it’s time to seek the causes or causes. If 
the client expresses frustration and anger with a colleague, the next questions will seek to expose 
the root cause of the feelings, so: ‘What specifically is he doing to make you feel like this?’ might 
be a route to take. 
 
Outcomes – The coach might review the first two stages in order to clarify the situation in the 
client’s mind: ‘I understand that you feel angry and frustrated when he does this…’ and then might 
seek to find out what this means in a practical day-to-day sense: ‘When you feel that anger, what 
do you do?’ or ‘How does that anger affect you and your work?’ 
 
Resources – Resources are the tools at someone’s disposal, whether within the client, or perhaps 
in the hands of others, that will help resolve the issue. A coach might ask: ‘When you’ve had 
feelings like this before, what have you done?’ or ‘Do you know anyone else who has been 
affected like this? Might they be able to advise you how they got round it?’ 
 
Effects – This is simply a look at what the result of a solution might be. If the client can resolve the 
issues, feel better and less frustrated, perhaps through taking some help or advice from someone 
who has had a similar experience, then what will then effect of that solution or resolution be? 
‘When you no longer feel you need to spend energy and time being angry or frustrated, what will 
change for you?’ or maybe ‘After this, what happens next?’ 
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Example Questions for each stage: 
 
Symptoms 
 

• What’s not working? 

• What do you want to change? 

• What is the problem that you would like to solve? 

• When so you notice this problem? 

• What are the signs that there is a problem? 
 
 
Causes 
 

• What do you believe are the causes of the problem? 

• What triggers it off? 

• What events or contexts cause the problem to happen? 

• What stops you from fixing this? 

• Who or what is benefiting from you not fixing this? 
 
 
Outcome 
 

• What do you want instead of this problem? 

• What outcome do you seek? 

• Where do you want to get to? 

• How would you know if you had solved this problem? 
 
 
Resources 
 

• What resources (skills / money / equipment / contacts) do you have that you can use to 
solve this problem? 

• Have you solved similar problems in the past? 

• What resources do you already have that you can use to solve this problem? 

• Do you know anyone else who has these resources or has overcome this similar 
challenge? 

 
 
Effects (+ Ecology) 
 

• What will it do for you / your team / your organisation for you to attain this solution? 

• What will be affected by your solving this problem? What effects may this outcome bring? 

• Who else will be affected when you have your outcome? 

• What else is possible? 

• How will reaching your outcome change things? 

• How will you manage the changes? 

• What will you learn from it? 

• Have you really thought this through? 
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Examples of SCORE in Practice 

Using Score gives us multiple perspectives and styles of thinking that we might not automatically 
use and helps us to quickly understand what is involved in each part of a situation. Score can be 
used when organisations need solutions to big picture situations, but also for small detail situations 
that are specific to you. Use score to discover: 
 
What’s needed for winning an NHS contract. (Big picture) 
An NHS organisation which was tendering for repeat work was losing contracts. They were 
already aware that they had to tender at lower prices. They implemented SCORE to find out what 
else was missing from their efforts. Then they realised that although they were offering a service 
that was above and beyond that of any competitors, they were losing out to charities who were 
good at tendering and offered what was ‘written on the box’. For their next contract they worked on 
offering only what was written on the specifications without any frills 
 
Getting as far as the interview and then not getting the job. (Small details) 
Jane would get as far as the interview, so she felt assured that she was over halfway towards 
getting the job. However she was never offered a job. She used SCORE to identify the problem 
and to pinpoint the resources she needed in order to put things right. Jane’s score looked like this: 
 
Symptoms: What are the symptoms that define Jane’s problem? 
She got so far with her job applications and then got stuck at interview stage. 
 
Causes: What are the causes that maintain the problem situation? 
Jane became aware that there was a gap either in her understanding, or ability to read the panel 
or react in the interview situation that she was not aware of. 
 

Mind The Gap 

Where is the gap in your understanding? 
 
Symptoms arise in the form of resistances, interferences and constraints to reaching the goal. 
 
Find the Gap - you need first to identify it, and then to work out what needs to happen in order to 
put things right. 
 
Causes may be explored by asking what is triggering or creating the symptom? What prevents 
you from changing the symptom? 
 
Outcomes What will you see if you achieve your goal? (These can vary depending on the 
problem posed: Satisfied customers / quality products / new product features / profitability / 
organisational success. (Or in Jane’s case getting a job). 
 
Since Jane really did not know what she was doing wrong in interviews she hired a career coach 
to interview her with questions from the specific teaching and training field she wanted to enter.  
 
Resources what will assist you in realising your outcomes?  
From feedback from her career coach Jane realised that there were three key points she needed 
to address. In particular that her nervousness meant that she did not always listen and respond to 
the questions in the way the interviewers had expected her to. 
 
Effects (i.e. Do the results of whatever you have done feel right?). 
With her newfound knowledge and some practice Jane went for three interviews in one week and 
was offered two jobs. 
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Exploring Symptoms, Causes and Effects 
 
Symptoms come up in the form of resistances, interferences and constraints to reaching the goal. 
Symptoms are the most obvious aspect of a problem.  
 
Physical symptoms often crop up as pain, weakness, or lack of mobility. 
 
Psychological symptoms occur in the form of inner conflicts and emotional struggles. 
 
Questions to elicit answers include ‘What is the problem? What is going wrong or giving you 
trouble? What do you want to change? What stops you from getting what you want, or being the 
way you want to be?  
 
Treating the symptoms alone will only bring temporary relief. 
 
Causes are often less obvious than the particular symptom that is being manifested at the 
moment.  
 
Causes may be Explored by Asking: 
 
Where is the symptom coming from? What is triggering or creating the symptom? What was going 
on just before, or at the time that the symptom started? What is holding the symptom in place? 
What prevents you from changing the symptom? What is the positive intention behind the 
symptom? What purpose does the symptom serve? Are there any positive consequences that 
result or have resulted because of this symptom? 
 
Questions Related to Effects Include:  
 
What would happen if you reached your outcome? What will it do for you to attain your goal? After 
you have reached your outcome, what will you do, or what will happen next? 
 

How to use S.C.O.R.E. for problem solving 

 

Think of a problem that you would like to resolve, then answer the questions below: 
 
SYMPTOMS What are the symptoms that define it as a problem? 
 
 
CAUSES What are the causes that maintain the problem situation? 
 
 
OUTCOMES What are the options available to you for achieving your goal? 
 
 
RESOURCES What will assist you in realising your outcomes. Money / Good will / insight / 
Anything else that will further your efforts. 
 
 
EFFECTS + ECOLOGY (i.e. Does it feel right?). What will it mean if you get what you want? What 
does it let your do if you get the effects that you want? Does having this outcome feel right to you? 
What does feel right? 
 
*The NLP S.C.O.R.E. model was devised by Robert Dilts and Todd Epstein in 1987. 


