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The Challenge.

“Inherent Resistance”
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• Explain the concept of “inherent resistance” and
ways to overcome it

• Learn foundational elements of strategic rapport
development

• Identify maladaptive behaviors and how they impact
communication

• Discuss the differences between “reacting” v.
“responding”

learning objectives

I D E N T I F Y  T H E  T R U T H w w w.w - z . c om

First things first. 
Rapport.

3

4

AWI 2023

©2023 Wicklander-Zulawski & Associates, Inc. All rights reserved. Reproduction and distribution without written permission of this handout is prohibited.



3

I D E N T I F Y  T H E  T R U T H # W Z T r a i n e d

Starts and Ends with Rapport

Identify 
Concerns Descalate Engage

I D E N T I F Y  T H E  T R U T H # W Z T r a i n e d

Not just what you say….but HOW you say it.
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I D E N T I F Y  T H E  T R U T H # W Z T r a i n e d

Not just what you say….but HOW you say it.

# W Z T r a i n e dRapport
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# W Z T r a i n e dRapport

• Significance of the ORBIT research 
findings

• Largest field-based study focused on 
rapport during investigative 
interviews

• Universal impact across all venues

FOUNDATIONS OF 
RAPPORT

Honesty

Empathy

Autonomy

Adaptability
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HONESTY

• Transparency
• Credibility
• Respect

EMPATHY

• Supportive environment
• Trust
• Cooperation
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AUTONOMY

• Make decisions
• Take action
• Trust & mutual respect

ADAPTABILITY

• Flexible
• Mutual understanding
• Collaboration
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responding v 
reacting
What's the difference?

I don't like the tone you are using 
with me right now.

Your significant other says...
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I can't believe how great this 
diet is. I can't stop losing 

weight! You really should try 
it!

Your coworker says...

I really thought you'd 
be married by now.

Your mother says...
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I told you that I already 
looked there and I don't see it!

I'm not an idiot. 

Your significant other says...

This place would just collapse
if it wasn't for me. 

Your coworker says...
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So, now 
what?

If you can't
make 

something 
better,

don't make it
worse.
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You can do 
better than that.

Try again!
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You can do 
better than that.

Try again!

You can do 
better than that.

Try again!

Ok, bud.
I’ll get right on 

it.
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I want to make
this happen. Here

are my 
expectations.
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I want to make
this happen. Here

are my 
expectations.

I want to make
this happen. Here

are my 
expectations.

I appreciate 
that.

Let me see what
I can do.
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I don't know what I'm
going to do.  I can't 

lose my job.
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I don't know what I'm
going to do.  I can't 

lose my job.

I don't know what I'm
going to do.  I can't 

lose my job.
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I don't know what I'm
going to do.  I can't 

lose my job.

Should've thought 
about that before

you…

I don't know what I'm
going to do.  I can't 

lose my job.

39

40

AWI 2023

©2023 Wicklander-Zulawski & Associates, Inc. All rights reserved. Reproduction and distribution without written permission of this handout is prohibited.



21

I don't know what I'm
going to do.  I can't 

lose my job.

I know this is difficult,
but I'll walk you 

through next steps
as best as I can.
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COMMUNICATION 101

ADAPTIVE 
BEHAVIORAL 
RESPONSES

Increase 
productive 

communication

MALADAPTIVE 
BEHAVIORAL 
RESPONSES

Decrease quantity 
and quality of 

information

MIRROR, MIRROR...

ADAPTIVE 
COMMUNICATION

-
ENCOURAGES 

ADAPTIVE 
RESPONSES

MALADAPTIVE 
COMMUNICATION

-
ENCOURAGES 
MALADAPTIVE 

RESPONSES
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Threats trigger "flight or fight"

"Fight or flight" increases irrational, emotional 
REACTIONS and decreases rational, intentional 

RESPONSES

HIGH emotions = LOW quality of response

Time to "rewire"

Maladaptive Communication and Emotions

learning objectives

Explain the concept of “inherent resistance” how ways to overcome itExplain

Learn foundational elements of strategic rapport developmentLearn

Identify maladaptive behaviors and how they impact communicationIdentify

Discuss the differences between “reacting” v. “responding”Discuss
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Thank You
For more 

information:
www.w-z.com
@WZ_Training

Access slide handouts, here:
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