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or just mouthing the words”

id you ever consider that

delivering an outstanding

presentation is like perform-
ing a great song? Not only is the
“music” delightful to listen to, but
your voice soars on a combination
of dynamic technique and an
inspirational message. The way
you use your vocal tools carries
astonishing weight with regard to
credibility, authority and that all-
important attribute, believability.

Why does your voice alone
make such a difference? Well, for
one thing, we all respond in basic,
even primitive ways to the quali-
ties of a person’s voice. If a voice
is pleasant and authoritative, for
instance, it may inspire confidence
in the listener. But if it comes
across as unpleasant, weak or too
quiet, the speaker will have diffi-
culty persuading the audience
toward a sale or any other positive
response.

Vocal dynamics are some of the
most powerful tools presenters can
use to win an audience. Tone
quality, pitch, inflection, emphasis,
variety in pace, pauses and all the
emotional nuances our voices can
project offer a nearly limitless
palette to “paint” our “word pic-
tures” and convince others. When
we do that, we're making our
story, whatever it may be, come
vibrantly alive for the listeners.

The potential of your voice

An effective way to reach toward
your full vocal potential is simply
to remember that the voice is
inherently physical. That may
sound obvious, but it's easy to
become so focused on our presen-
tation’s content that we forget this
essential fact.

Our voices are intimately con-
nected to breathing, energy and
relaxation. Any relaxation exercises
— yoga, meditation or simply
lying down to rest — will help
free your voice from the tension
that comes from a busy life.
Distractions in life naturally take
their toll on how we express our-
selves. Although it's not always
noticeable, the tension in your
daily life reflects not only in your
body but in your voice. Your voice
functions most fluidly and power-
fully when you relieve these daily
tensions.

Getting the flow

To be convincing, you must com-
bine the use of your voice with
what you are saying. Beautiful
words that don't sound meaningful
will not convince people. The con-
verse is true as well: Meaningful
words presented without elo-
quence can also come across as
insincere. Content’s power and
effectiveness hinges on your ability
to combine the quality of your
voice and your nonverbal commu-
nication. When you look and
sound good and offer the audi-
ence a message worth listening to,
all the components will be in
place.

If you truly believe in your mes-
sage, the way you move and your
voice quality will make that mes-
sage come through loud and clear.

You will not have to try to be per-
suasive — you will be persuasive.
At that point, the presentation will
have a natural flow and persua-
sion will occur naturally among
audience members.

Delivering honesty

When you're aware of the poten-
tial of vocal power, you can learn
how to use the subtleties in your
voice to influence your audience.
The suppleness of our vocal
instruments is a factor presenters
too often neglect. The voice is the
perfect tool to build trust, instill
confidence in a product or service
or create excitement among poten-
tial clients or investors.

The key to this power is prac-
tice. When you've practiced
enough to smoothly use your
vocal tools in your presentations,
remember a last point: Your listen-
ers must trust and respect you,
which means you must have an
honest conversation with your
audience.

Also, make sure to keep good
eye contact with the audience
members at all times. Look your
listeners in the eyes and use your
voice to persuade them of your
cause, Remember to pay attention
to your nonverbal cues and the
subtleties of your voice. Convince
your listeners by respecting their
intelligence and listening to their
opinions. Do that, and you'll have
standing room only for your next
“performance.” @
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Five Persuasive Presentation Techniques

"Every speech or presentation is persuasive to some degree," says Dr. Gary Genard, president of
Public Speaking International, who offers training on presentation and speaking skills
worldwide. As a trained actor, Genard blends his acting skills with his teaching skills to help his
clients master public speaking. Here, Genard identifies five key skills that presenters need in
order to persuade their audiences.

1. Understand purpose versus topic so that you can engage and move your listeners.
What is the one thing that the speaker focuses on when they prepare a presentation? It's
content, says Genard. "Content is our expertise and our comfort zone," he says.
"However, unless we know what turns on our listeners, we can't speak to them where
they live. What are their needs and expectations? What are their preferences and is the
action that we are asking of them easy or difficult? Look at the audience's personalities
and learning styles. Examine the purpose of the presentation and not just the content. The
topic is not what you are there to do; the purpose is why you are there, so understand it
clearly. Think, 'what's in it for them?"

2. Develop confidence, focus, and credibility. "You need to be focused on your execution,
your audience, and their purpose. If you are, your credibility will follow," says Genard.

3. Exhibit honesty, trust, and a conversational style. "When we prepare for a
presentation, we typically take notes, writing down everything and then polishing it,"
explains Genard. "Only after that do we try to move to the world of speaking."

If you polish the written word and it sounds bad or too stilted or formal, it won't do you
any good. That's why Genard says you need to listen to tone and sound while beginning
your presentation. "Isn't it much better to think in oral terms right away?" he asks.
"Instead of just writing everything down, say your words out loud to hear if they sound
good to you. By the time you finish the process, you'll be 50 percent finished with your
presentation.

"You also need to talk with them, not at them," adds Genard. "Be conversational. The
best sales presenters don't sound any different when they are doing a sales presentation or





sitting across from us at Starbucks. Conversation is part of what builds trust and lets us
feel that this salesperson is being open and honest."

4. Use principles of persuasion. Genard teaches the C.U.R.E. Method of Persuasion, which
stands for credibility, using evidence, reasoning, and emotional appeals. In establishing
credibility, Genard says to use evidence by providing examples, stories, statistics,
testimonials, case studies, visuals, and expert opinions. "The audience must be able to
follow your reasoning," he says. "It needs to be a reasonable proposition; be organized."

To make an emotional appeal, Genard says that presenters must bring emotional language
into their presentations.

5. Maximize your non-verbal communications. "Critical research done at UCLA by
Albert Mehrabian and his colleagues on the impact of non-verbal communication shows
us just how much we are affected by it," says Genard. "Mehrabian's study showed that an
audience's perception of a message was 55 percent visual, 38 percent vocal, and only 7
percent verbal or content related. This means audiences respond consciously or
subconsciously to facial expressions, movements, gestures, and visual aids, more than
your words."

"Know your audience, say something important that will matter to them, and just be
yourself,” summarizes Genard. "If you do these things, you will succeed.”

y o

GARY GENARD, Ph.D., is founder and president of Public Speaking International, a training
firm specializing in public speaking and presentation skills. You can reach PSI at (866) 643-
2095, www.publicspeakinginternational.com, or at gary@pubspeak.com
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Great Speaking? — It’s About Performance over Content

By Gary Genard

- Are you married to your content instead of your true love, your audience?
(\_ Too many public speakers are guilty of this crime of passion. To be in love
y

with your information instead of your listeners is to ruin the marriage of

| content and influence that makes any presentation a success.

i
Like many hopeless lovers, speakers can be too easily dazzled by the obvious and the pretty: the
selling points and bullet points that they’ve tenderly selected for their presentation. “But this is a

labor of love,” we can hear them saying. — “This proposal is exactly the way I want it to come out!”

But audiences don’t want perfect information delivery. They want a meaningful relationship with
the speaker, and ideally, a positive outcome from the encounter. Regurgitating information in the
face of this need is simply an embarrassment. We need to move listeners when we speak. Yes, our
content is part of that equation. But there’s infinitely more needed in terms of rapport and

emotional connections than can be supplied by our PowerPoint slides.

Think of it this way (and this distinction is critically important if you speak in public): A speech or
presentation is a shared experience, a small example of community, in which you and your listeners

make an interesting journey together.

You need to prepare for that journey by thinking about how to project such a relationship. When
you spend all your time sharpening your information recital, you’re leaving that relationship up to
chance. Doesn’t this sound like a recipe for disaster? After a certain point, in other words, you

must forget about gathering and shaping content, and begin to rehearse your performance.

Here’s a simple formula to keep in mind: Rather than spend 100% of your time amassing content

and 0% time (or close to that) practicing, make the ratio something like this:

40% creating content, 60% practicing





This sounds radical to you, doesn’t it? But remember this: You are already extremely strong on
your content. It’s the reason you were hired for this position; that you spend every business day
working on these issues; that you’ve been selected to make this presentation, in fact. Whether you’re

aware of it, you already have content coming out of your ears!

What you don’t have if you’re a typical speaker is a maximum level of comfort on your feet, and a
knack for conversing with audiences as if that’s the most natural thing in the world. You’re up there
to give an oral performance, for goodness sake, not to recite facts and figures like a recorded voice
on a GPS!

Strengthen the area where you’re probably weakest. Your strengths won’t disappear in the process.

Spend quality practice time—and a quantity of it as well—learning to be comfortable with
audiences. Stand and move in space. Try out gestures. Solidify your eye contact. Use stories and
illustrations to give your concepts a human dimension. Sometimes those stories will come to you on
the spur of the moment. Use them! Develop your ear to the point where the casual conversational

you (the interesting-sounding one) sounds no different from your presentation persona.

The more comfortable you are talking to people, the more you’ll feel like yourself saying the things
you’re passionate about. In no time at all, you’ll find yourself loving your audience instead of your

content.

Guess how your audience will respond.

GARY GENARD is an internationally known speech coach and corporate trainer. A former
professional actor, he is the founder of Boston-based Public Speaking International, one of the
world's premiere presentation skills and media training companies. PSI offers communication skills
improvement including public speaking training, executive speech coaching, speech improvement
training, presentation skills and using PowerPoint, sales presentation training, and media appearance
training. Public Speaking International can be found online at

http://PublicSpeakinglnternational.com.
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Making The Most Of Your Message

By KAREN KAPLAN
Day Staff Columnist, Copy Desk
Published on 4/11/2004

There's a great deal more to what you say than what you're actually saying.

How you say it — tone of voice, inflection, the rate and volume of your speech, facial
expressions, body language — in short, nonverbal communication — conveys just as much as
the words you speak. So whether you're giving a major presentation or just discussing an issue at
a staff meeting, you should remember this:

“It's useful to think of giving a presentation in terms of physical performance, because, like an
actor, a speaker communicates with far more than words,” says Gary Genard, a Boston-based
consultant and trainer in public speaking and communications skills. “The key question for
businesspeople is this: How can you ensure that the messages you broadcast physically increase
your credibility, authority and persuasiveness in the minds of listeners?”

Here are a few key points to keep in mind.

* Voice, or what Genard calls vocal dynamics. This involves emphasis, pitch, pacing and
rhythm. Your nonverbal message should match your words, he says — if you're speaking about
something you consider very important, but you're almost whispering, people won't listen as
carefully as if you were speaking somewhat more loudly.

On the other hand, you also have to remember the size of the room and of your audience. If
you're in an auditorium addressing several hundred people, you should speak loudly, even
stridently, but you don't have to yell if you're in a conference room or meeting with 10 or 12
other people.

Still, if you're feeling very strongly about what you're saying, Genard says it's only natural that
you might speak with more volume.

“Volume of speech is really tied to the space you're speaking in,” he says. “That (vocal) energy
should be adjusted so that you're expending enough to reach your listeners, and also in terms of
the message and the fullness of the communication, the fullness of who you are.





“As listeners, we respond to that level of that energy and passion — it's a clue to tell us whether
we should pay a lot of attention, and give back that same level of energy. That's one of the things
that nonverbal communication does — it allows the level of commitment in your speech to come
back from your listeners. It's like Newton's law — for every action there is an equal reaction.
You're giving more, so more should be coming back to you,” he says.

*Visuals, or what Genard calls visual thinking. If you're in a small room, try not to wave your
hands wildly about — he says it could turn people off and away from your message and they'll
focus more on your gestures than on what you're actually saying. They might even lean away
from you. Similarly, even if you're in an auditorium, but you're constantly fidgeting with your tie
or your hair while you're speaking, your listeners will pay attention to what you're doing, not to
what you're saying.

“If we have a subtractive gesture like fixing our hair or our clothing, people concentrate on the
gesture. They're not even listening to what we're saying,” Genard says. “We live in an
increasingly visual society. We are trained to focus on visual stimuli. That's why getting a handle
on leveraging our visual communication is so important. People respond to us in visual ways,
and it's very important for us to have a handle on what we're doing while we're speaking.”

Genard also says fluid, relaxed movements, not jerky or abrupt gestures, impart the message that
the speaker is in control and knows what she or he is talking about.

He also says that if you're giving a presentation, or even speaking in a small meeting, try to avoid
nodding quickly when someone asks a question, especially if they haven't finished their query.
Rapid nods partway through a question send a message that you're impatient to get back to what
you're saying. If you want to reflect interest in the question, nod slowly, but only towards the end
or after the speaker is finished, Genard says.

*Facial expressions and eye contact. Even today, in a business environment that's edging
toward egalitarianism, women are told more often than men to smile. Genard says you don't have
to walk around like a doll with a grin pasted on your face at all times, and, in fact, a smile may
be inappropriate if it doesn't match your verbal message. On the other hand, he points out, people
do respond positively to a smile, and that's the whole point of speaking — you want to win people
over to your side.

“The important aspect of professional situations is, is this person confident, a leader, can we be
persuaded by her or him,” Genard says. “It's simply a fact that people are persuaded more by
people they like by people they don't like. But that doesn't mean we should walk around with a
silly smile on our face just for the sake of smiling.”

What's equally as important is looking at your audience as you speak, Genard says, no matter its
size. “You need to establish a communication bond between you and your listeners with eye
contact,” he says. “Don't look down at the table or your notes. Look at the people. People (who
are speaking) get so wrapped up in the content of their talk. They're looking at their notes before
they even start, and they don't have to when they're just introducing themselves. Establish eye
contact with your audience and maintain it.”





Why is it so important? Because the audience needs to feel as if a dialogue is taking place, even
if you're speaking to a group of thousands. “Eye contact tells the audience you are talking to
them as individuals so they can feel free to respond,” Genard says. “That means they can give
you feedback and they can feel free to ask questions if they don't understand. If you're not
looking at them, then they don't feel like there's any kind of communication, that there's no bond,
no conversation. And then they're less apt to respond to you, even in Q&A sessions.”

*Stay relaxed. How do you do this? By breathing slowly and deeply. Genard, who has a
background in theater, says it's extremely important to supply your brain with enough oxygen,
both so that you can think properly and so that you won't sound out of breath — which tells your
listeners you're nervous and uncomfortable and probably not worth listening to.

“You have to remember to breathe,” Genard says. “In situations that make us nervous or self-
conscious, we forget to breathe a lot, or we breathe shallowly, and the brain and heart aren't
getting enough oxygen. Your voice isn't supported, and your listeners will pick up that clue, and
you yourself will feel that you aren't nourished enough with air. The process of breathing deeply
will slow down your heart and oxygenate your brain so that you'll feel calm.”

And once you're calm, he says, you can adopt a conversational tone — which will help you to win
over your listeners.

“A conversational tone makes you sound like yourself,” Genard says. “We sound like ourselves
and we communicate the fullness of who we are and our message by talking to people. You can't
sound like something you're not.”

Also, he says, when you're calm, you tend to speak more slowly, which again conveys the
message that you're in control and that what you're saying is important — and people will listen.

“It's about not losing control,” Genard says. “From the world of theater, the really exciting
performers don't give you everything. There's a sense that there's more power there you're not yet
seeing. That really gives (listeners) the impression of power, because if you already feel the
speaker is powerful but there's more that isn't being released, that there's an even deeper
reservoir, it's even more impressive.”

*Don't sweat the small stuff. You may have heard that crossing your arms or legs signals
defensiveness and will turn your audience or listeners off or away from you. Nonsense, Genard
says. It's all about physical comfort. And, once again, if you're comfortable, if you're at ease, it's

a much simpler thing to bring your audience onto your side. m

© The Day Publishing Co., 2004
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ow do you develop fully your natural talents as a communicator?

Whatever your task or leadership role, authoritative and influential
speaking requires clarity, commitment, and focus, and a vision that will
inspire your listeners. You are always the message, in every form of inter-
personal and public communication. With over thirty years of experience as
a speech and performance expert, my coaching & consulting is unique.
I work closely and intuitively to help professionals discover their own path

to communication excellence.

Speak for success,
as only you can. »





SERVICES:

PUBLIC SPEAKING & PRESENTATION SKILLS

Learn the skills you need to speak with clarity and persua-
siveness in professional situations. Improve dramatically
your ability to deliver speeches and presentations that get
results. Discover your own dynamic voice and the vocal
variety that will let you speak with confidence before any
audience, handling your message and visual aids with ease. For any individual or team
whose need to influence listeners is of paramount importance.

EXECUTIVE COMMUNICATION FOR LEADERSHIP
Dynamic and influential communication—one of the paths to the highest levels of
success—demands more than excellent platform skills. Your image as a leader depends
upon your ability to project yourself with both power and empathy. My coaching
works one-on-one with executives to explore the aspects of your communication style
that are helping or hindering listeners’ perception of you as a leader.

MEDIA TRAINING

Will you be “meeting the press” concerning an opportunity or crisis?
Whether its television, radio, newspapers, or press conferences, this
training will teach you how to turn a potentially stressful encounter into
a golden opportunity. Learn not only how to survive the medias scrutiny,
but acquire proven techniques for achieving your goals while allowing
your own influence and your organization’s reputation to soar.

POLITICAL COMMUNICATION

You need to persuade voters in stump speeches, TV inter-
views, debates, and campaign ads. How do you overcome
“politics as usual” and get the public to believe in your lead-
ership, during the election and afterwards? Tll show you
how to strengthen your presence and influence through
speech coaching, debate tactics, and practice sessions that
transform your entire relationship with the podium, cam-

era, and microphone.

GLOBAL COMMUNICATION SKILLS

Today’s global leaders must speak with poise and authority
to vastly diverse audiences. To build trust in your message
and your organization, you need to combine your perspec-
tive with an understanding of other communication styles
and expectations. My experience training international
executives, diplomats, and educators will help you build
awareness and skills in cross-cultural communication.
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Public Speaking e~ Communication Skills
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GARY GENARD, Ph.D., brings thirty
years of experience as a speech and

performance expert to his work in
communication and leadership
training. He provides a unique
blend of hands-on skills and aware-
ness in his consulting practice,
through practical knowledge gained
as a professor of communication
and former professional actor. His
background and experience provide
clients with a wealth of expertise in
public speaking & presentation
skills, media training, and executive
communication for leadership. Dr.
Genard holds advanced degrees
from Tufts University, the University
of Illinois, and the Webber Douglas
Academy of Dramatic Art in
London. In addition to his consult-
ing practice, he has taught at
Harvard, Boston College, Tufts,
Emerson College, Bentley College,
and The Fletcher School of Law and
Diplomacy. He has published arti-
cles in a number of journals and
professional magazines, and is the
contributing editor on courtroom
performance for Court Call, the
journal of the American Society of
Trial Consultants.
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Presentations

Leveraging the Power
of Nonverbal Communication

Humans communicate with far more than words. Becoming adept at nonverbal
communication will increase your power and persuasiveness as a business speaker.

by Gary Genard

N O MATTER HOW KNOWLEDGEABLE a speaker and how
sophisticated his audience, speeches rest on a primi-
tive aspect of communication. Humans experience basic
and visceral reactions to signals they receive from other
human beings. It’s the reason we conduct our most impor-
tant business in person; we know instinctively to rely on
the clues evolution has provided to help us make decisions
concerning other people’s honesty and trustworthiness.

In other words, we are paying careful attention to non-
verbal communication. How comfortable a speaker is in
his own skin, how he stands and moves, how he looks at
others in the room, his tone of voice, even the clothes he
wears—together, these variables constitute a constant flow
of data running underneath whatever the speaker is saying.

It’s therefore useful to think of giving a presentation in
terms of physical performance, because, like an actor; a
speaker communicates with far more than words. So the
key questions for businesspeople are: How do you shape
your performance at the head of the conference table or
behind the podium to reinforce the messages you want to
convey? How can you ensure that the messages you broad-
cast physically—quite apart from anything you say—
increase your credibility, authority, and persuasiveness in
the minds of listeners?

The answers lie in these three key areas of nonverbal
communication for speakers.

1.Vocal dynamics

Few things work better in getting an audience to listen to
your message than a lively, dynamic, and empathetic
speaking voice. Empathy in this sense is an “in-the-
moment” quality that tells your listeners you're connecting
with them on an individual and emotional level. And it’s
our voice that carries that message loud and clear—or
not—for our audiences.

Listeners use these vocal clues to judge whether they
should trust us when we speak. Susan Berkley makes the
point clearly in her book Speak to Influence: How to Unlock
the Hidden Power of Your Voice (Campbell Hall Press,

6  Harvard Management Communication Letter

1999): “The “first brain’ of the people listening to you
responds to vocal pitch, inflection, and tone,” she writes,
and you’ll lose your listeners “if anything in your voice
seems threatening, boring, phony, or hostile.”

So stay in the moment with your listeners, and allow
your voice to reflect your goodwill toward them and your
commitment to your message. Pay attention to the four
important tools of vocal delivery: emphasis, pitch variety,
pacing, and rhythm. You'll not only be staying on message,
you'll also be showing your listeners how much their opin-
ion matters to you.

To imagine how this would play out in a speaking situa-
tion, listen to the difference you hear in these two sen-
tences: “We think this is exactly the message that our
customers want to hear.” And: “We think this is exactly the
message our customers WANT to hear”

Wouldn't it be beneficial to use the vocal delivery in the
second example, not the first, when speaking to your sales
force?

2.Visual thinking

In our media-saturated age, all speeches and presentations
must include a visual component. But this goes beyond the
ubiquitous and stultifying PowerPoint, beyond handouts
and leave-behinds. What is now needed, given every audi-
ence member’s daily and sometimes hourly immersion in
media-generated images, is a “third eye” with which you as
a presenter see yourself commanding the space around you
and moving with power and grace.

What does it mean to command the space around you,
and how do you accomplish this? First of all, keep in mind
that audience members make decisions about your credi-
bility and professionalism just by watching how you carry
yourself and how you relate to their presence in purely
physical terms. They know that these things are part of
your “show,” and they’re conditioned by television and
movies to consider the visual element of any performance

. as central to its inessage.
Ask yourself, then, how you move through space. Do





Harvard Management

e A Newsletter from Harvard

W Business Schaol Publishing

Yolume 2, Nurnber 1
Winter 2005

ommunication Letter

Tools, Techniques, and Ideas for the Articulate Executive

you “own” the territory that becomes the stage upon which
you are a physical and visual component? That is, are you
expansive enough in your movements and gestures to
appear confident—not only in occupying the space your
physical presence requires, but in claiming the region
around you as befits your status as a leader? Leaders know
how to move boldly and decisively. There is nothing tenta-
tive about their movements and gestures—instead, they
literally command the space through which they move.

Physical ease and confidence are also marked by a fluid-
ity of movement, rather than stiffness, jerkiness, or statue-
like immobility. When audience members ask you
questions, for instance, do you wel-
come them into your space by your
hand gestures—e.g., an open palm—
or do you point to them with an out-
stretched finger that seems to stab the
air between you?

Other physical expressions that
can send subtly hostile messages include:

* Nodding repeatedly as an audience member asks a
question. This indicates impatience on your part and
a desire to get to your answer.

e Takinga hunched-over or defensive posture in meet-
ings or Q&A sessions. This telegraphs your discom-
fort with a topic.

* Using overly large and abrupt movements. This
reduces listeners’ confidence that youre a leader who
can remain firmly in control.

Incorporating visual awareness and physical command
into your presentation style will increase your confidence
as a speaker—and your “onstage” presence should
improve dramatically. Use this new awareness in combi-
nation with the age-old advice about maintaining eye
contact with your listeners. Most of us sound more gen-
uine when we're simply having a conversation with
another person, and the sense of relationship created will
allow your listeners to be comfortable asking you ques-
tions when they need to. It’s just one more aspect of your
focus on thinking visually.

3. Gestures and facial expressions

An ocean’s worth of ink has been spilled about appropriate
gestures in public speaking. And it’s generally good advice.
The danger is that a superficial concern with, say, hand ges-
tures guarantees that the speaker’s awareness of her physi-
cality will remain shallow. Physical expression isn’t
something that can be brush-stroked onto a presentation
once the content and all the other aspects of speaking style

Lean toward the
audience at key moments
in your presentation.

are taken care of. Instead, it's behavior that we naturally
and unselfconsciously employ to amplify our message.

To demonstrate the importance of this aspect of non-
verbal communication, think of the people you consider to
be truly dynamic speakers. Now, how many of them are not
adept at using gestures to express themselves? Well-defined
(i.e., with a clear beginning and end), strong, nonrepeti-
tive, individualized gestures are essential components of
who you are as a communicator. They should be used
freely and confidently.

One way to build this level of confidence is to recognize
that gestures mean much more than simply allowing your
hands to get into the action. By
using the whole arm, from the
shoulder on down, and widening a
gesture, for instance, youw'll include
audience members at the sides of
the room or auditorium. Since we
tend to lean toward those we are
trying to persuade, lean toward the audience at key
moments in your presentation. If you want to indicate
amazement, don't rely on just words. Shrug your shoul-
ders—this is a gesture that speaks volumes. If you want to
convey your frustration with the status quo, go ahead and
shake your head as you outline what’s wrong with the way
things stand now.

Does this mean you need to become an accomplished
mime as a public speaker? Of course not. It simply means
using your physical gestures to express the fullness of your
commitment to the ideas and emotions inherent in your
speech. Very few people have trouble experiencing the
thoughts and feelings that are important to their message.
Yet many find it difficult to transform a level of strong per-
sonal commitment into effective speech performance.
Reminding yourself that you can express yourself with the
whole of your physical self, and using specific gestures to
do so, will help you achieve that transformation.

Finally, don’t forget your facial expressions. Your face
usually reflects what you're thinking and feeling even more
revealingly than your gestures—and that’s a realization any
speaker ignores to her own peril. The human face is a won-
der of expressiveness, so put it to work! As speech expert
Sue Gaulke describes the process in her book 101 Ways to
Captivate a Business Audience (Amacom, 1997): “Animate
your face. Use your eyebrows, eyes, cheeks, mouth, lips,
nose, neck, and teeth to express emotion.” s

Gary Genard is a public speaking and media coach based in
Boston. He can be reached at hmci@hbsp.harvard.edu.
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When Your Presentation Encounters Hostility

If an audience appears to be hostile or agitated, you need to act fast, says Dr. Gary Genard,
president of Public Speaking International, who offers training on presentation and speaking
skills worldwide.

"First, you should have seen this coming," he says. "Don't be like a deer in the headlights.
Prepare yourself by knowing the political climate, how much to share, who will be in the room,
and how they like to receive information. Know your audience's need and expectations,
otherwise you'll be flying blind."”

If you understand your industry, your clients, their cultural biases, and their needs, you should be
able to deal with anger, resistance, or hostility with confidence, he says. Genard provides these
seven tips for overcoming resistance:

1. Understand the type of resistance you're facing. "The more information we have at our
fingertips to counter the resistance, the more accurate we'll be in the action we take. Is the
resistance institutional? Fact-driven or cultural? Is it a flaw in your logic or an ego-trip for
the questioner? In other words, you should be alert to what's coming your way and respond
honestly. Look below the surface; look for subtext — the real action beyond the scene. Does
the audience need an emotion validated? If they do, show them you understand.”

2. Listen for emotions. "Even in an emotional storm, there may be subtle differences as to
what you are hearing and what you can respond to,"” says Genard. "Emotions, not your
message, may be making your audience hostile toward you. You may represent a point of
view or a company to them; therefore, you provide a convenient target for the audience to
attempt to redress a recent problem or vent after decades of resentment and anger. You
don't have to change your message; instead, deal with the audience's emotional response."

3. Recast erroneous assumptions. "The more serious the assumption, the faster it must be
countered,"” says Genard, saying that you may even interrupt (politely, of course) the
erroneous statement. Why? Because the more time that goes by before the error is
countered or corrected, it starts to set like cement."





4. Welcome unclear or fuzzy arguments. "If an argument is unclear or fuzzy enough, it's a
gift to you," says Genard. "You can go anywhere you want with it. It's your golden
opportunity to express your critical messages all over again in a different way."

5. Go low-key and conversational. "The more someone rants and raves at you, the quieter
you should become,” says Genard. Why? Because everyone else in the room will quickly
realize that the person ranting is out of line. They will see the contrast immediately
between the raving person and the considerate, soft-spoken, and reasonable person (you).

6. Be aware of your tone. "Watch how are you saying what you are saying," says Genard.
"The best arguments in the world will fail if they sound defensive or angry. Audiences will
remember a presentation’s tone far longer than they will recall the facts and statistics.”

7. Disagree neutrally. "There will be many opportunities for you to demonstrate your rapier
wit and responses when you are faced with skepticism and hostility. Resist every one of
them, for the reasons given above," says Genard.

In summary, Genard says to think in terms of shaping the issue. "In other words, frame your
message in ways that work to your advantage,” he says.

More information on these tips can also be found in Genard's book, How to Give a Speech: Easy
to Learn Skills For More Successful & Profitable Presentations, Speeches, Meetings, Sales, and
More! (Cedar & Maitland Press, 2007).

Gary Genard, Ph.D., is founder and president of Public Speaking International, a training firm
specializing in public speaking and presentation skills. You can reach PSI at (866) 643-2095,
www.publicspeakinginternational.com, or at gary@pubspeak.com






