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speaker is introduced and

walks out to the podium.

The applause ends, but she

doesn’t speak— not yet. She

stands quietly, making eye

contact with various mem-
bers of the audience. Everyone’s attention
is fixed on her as they anticipate her first
words. This is the power of silence.

By taking advantage of these moments
of quiet, the speaker has conveyed strength
and confidence. She has commanded the
room. But presentations are only one area
where you can use silence to your advan-
tage. It can be an equally effective tool in all
sorts of conversations.

The problem is that most of us feel awk-
ward when a conversation appears to drop
into the abyss. How do you react when this
happens? Do you try to fill the quiet with
whatever comes to mind? If the silence fol-
lows something you’ve said, do you feel like
you did something wrong?

It can be useful to find out exactly how
you feel when you’re faced with silence. Ask
someone to remain quiet with you for about
20 seconds. Does it seem like an eternity? Is
it difficult to resist the urge to jump in and
say something to fill the gap? If so, breathe!

It can be helpful to rehearse dealing
with silences, especially if you find that
your mind wanders and causes you to lose
focus. Practice until you’re comfortable with
silences for 40 seconds. For most people,
this feels like a very long time, but since
most lulls in a conversation are shorter
than 40 seconds, this will train you to be
ready for anything. If you’re prepared for
it, silence can be your friend rather than an
enemy.

Silences frequently happen immediately
after you’ve been introduced to someone.
Perhaps you have to walk down the hall
from the reception area together before
entering a meeting. While there’s nothing
wrong with the quiet that can naturally
occur in these moments, you have a golden
opportunity to begin building your relation-
ship with this person. Small talk is a great
way to establish a rapport. Use the silence
to make a comment about the building, the
neighborhood, or something interesting
(but not controversial) that you read in the
newspaper. Be sure to include a question
that requires more than a “yes” or “no”
response.

An easy way to break the silence is to
add something personal to a general com-
ment you made before. For example, if you
commented on the interesting architecture
of the building, you might mention that you
once thought about becoming an architect
before you decided to become an accoun-
tant. If the other party doesn’t comment on
this information, you can ask a question:
“What sparked your interest in actuarial
science?”

You've seen the films with actors like Al
Pacino or Robert DeNiro. The most intimi-
dating man in the room is the one who

can stay silent the longest while everyone
else starts to squirm. While you shouldn’t
initiate a silence contest unless you have
the confidence to pull it off, you need to be
prepared when someone else instigates this
kind of power play.

A silence contest generally begins when
you ask the other person a question, and
you’re met with dead air. Such a contest is

Continued on page 13
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Letter From The Chairman

The end of last year brought a few surprises to residents at
Vista Grande. Our retirement community received a bit of
attention with a visit by U.S. Senator-elect Tom Udall who
held an open forum speaking on senior issues. Rio Rancho
N.M. Mayor Tom Swisstack also took time to speak to resi-
dents. Before his visit he requested residents place their
written questions in a box and addressed them during his
visit. In addition, some of the residents were used as extras
when Dennis Hopper directed an episode of the TV show
“Crash” at Vista Grande. Watch for the show on Star TV this

\ .

AN
month.

On Dec. 5, the Board of Trustees met with the management and residents
of Vista Grande for a town hall style meeting. Like anyone, the residents are not
happy when faced with rent increases, however to ensure our place in the sun
remains viable and operational, it was necessary. Utility costs continue to climb
as well as the cost to maintain units and the overall property.

On news from The Trust— we were wrong to not include a category for chap-
ters with fourteen and under in the new awards program. We corrected that. All
chapters with fourteen or less members will be in the race to see who comes
out on top with the largest monetary contribution to The Trust and receive their
award and recognition at the 2009 Education Forum and Annual Meeting.

We're also asking for your help with a survey of our members. We want to
know how The Trust relates to you and what direction you think we should take
so we are relevant to all our members. If you haven't received it yet, be watching
for it, and please take a moment to fill it out.

As we welcome 2009, take a moment to read this issue of reVisions. It has
some tips on starting the New Year off right and help in deciding what is right
for your parents when choosing elder care.

Also look for two articles from the speakers at this spring’s Professional
Education Conference in Nashville. Debra Fine gives pointers on small talk and
the proper use of silence. Roz Usheroff helps you be on your best behavior at
dinner, whether you’re on a date, with your in-laws or eating with a client.

I hope your 20009 is filled with all things good.

Kathy Hampton CPS/CAP
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Vista Grande

Vista Grande is the Retirement Trust

Foundation’s most longstanding project. Our
“place in the sun” was envisioned in 1947 by
Della Herring, who contributed the first dollar to
fund it.

Many of the amenities at Vista Grande find their
home in the Community Building. The Mildred
Barr Library has books and videos, as well as a
comfortable area for reading by the fireplace. The
Lillian C. Martino Arts & Crafts Room holds quilt-
ing sessions and has an active Project Happiness
group that knits blankets and baby items for
charities. The Community Building also houses an
exercise room where we have a monthly class on
using all the equipment. A beautiful gazebo is a
picturesque setting for outdoor gatherings.

Vista Grande has all the features you would
expect from any premier retirement community,
including: a coin-operated laundry, private resi-
dent mailboxes, monthly resident potluck dinners,
organized craft activity sessions, convenient free
parking, a fully-equipped kitchen for resident use
on special occasions, and a chapter of IAAP just
for Vista Grande residents!

For additional information or a residency
application, call or write today:
Manager, Vista Grande

Retirement Center

4101 Meadowlark Lane SE

Rio Rancho, NM 87124
505-892-9300
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A New Year And A
I—Iappler New You

By Bria W Iy

5 WINTER 2009



ost of us would
like to be happy
and possibly, that
is why we make so
many resolutions,
such as those to
lose weight, stop
smoking and make more money. We
hold belief that any one of them will
make us happier. But will they?

Or is there more realistic ways to
make the New Year better? Surprisingly,
it is possible to approach the question
of happiness scientifically. It even has a
name. Hedonics, the Study of Happiness
And now amid all the psychology of
self-help books, key points are emerging
that may actually make a difference.

Here are the top ten:

1) Count Your Blessings: It may
sound glib, but we really should be
more grateful for what we often take for
granted. Take a few minutes a day to
think about all the things we should be
grateful for, starting with our health and
that of our family and friends.

2) Simplify Your Life: Harvard
University psychologist Tal Ben-Shahar
points out that many of us feel unhappy
because our lives are so cluttered that
we have no time to get on top of our
commitments. If you want to be hap-
pier, turn off your mobile and resist the
need to check your e-mails every hour.
Take time out to do very little; go for a
walk, enjoy your children.

3) Avoid Greed: Avoiding material-
ism is a sure path to greater happiness
says the experts. It’s surprising how
many people spend every waking hour
fretting about what they don’t have,

rather than enjoying the stuff that they
do.

4) Exercise: Not only will you avoid
temptation but the fresh air and exercise
will make you happier, because the thing
that an increasing number of scientists
agree on, is that we are far too physically
idle. On the face of it, running a mara-
thon is utter madness, yet thousands do
so, both for the sense of achievement and
the rush of mood-enhancing endorphins
it releases.

5) Take Pleasure In Simple Tasks:
When you become frustrated with
whatever you are trying to accomplish,
counterbalance that with completing a
simpler task. In his book The Happiness
Hypothesis Virginian University psychol-
ogist Dr. Jonathan Haidt points out the
huge sense of satisfaction nearly every-
one gets from performing what may be a
simple task extremely well.

6) Set Realistic Goals: Setting realis-
tic goals and achieving them is far better
than either having no goals, due to fear
of failure or shooting for the moon. This
applies to our personal lives as much as
our careers.

7) Admit Mistakes: Admitting
you can be wrong is, Haidt argues, a
bizarrely cathartic exercise. We are far to
obsessed with not losing face or status.
Admitting failure and error will not only
make you happier it will also raise you in
the esteem of others.

8) Avoid Commuting: We didn’t
need a psychologist to tell us that!
Surveys consistently show that the length
of time people spend getting to and from
their workplace every day correlates
strongly and negatively with their state
of happiness. If you want a happier 2009
move closer to your work, get a new job
or work from home.

9) Tradition: Haidt admits many
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of the more positive values— “hard work,
family, tradition, dress customs, even reli-
gious observance”— seem to make many

people happier than the anything goes
morality. People like freedom but they also
like structure.

10) Stop Trying: Don’t try too hard
for happiness in the end. Probably the best
advice about happiness is not to look for it

Make A Plan

too hard. Like love, it will turn up when
you least expect it. If you stop looking
for happiness you never know, it may just
come looking for you.

Brian Worley takes pleasure in the simple side of
life. He finds happiness writing a variety of articles
including home repair and science articles.

For The New Year

By Kim Knight

Need a plan for the new year? You can create

the first draft of the following plan in thirty
minutes.

1. Focus on your goals. Answer the fol-
lowing questions: If I were sitting here next
year at this time and feeling really satisfied
with my life what would be different? What
kinds of new relationships would I have?
What would I have achieved? What’s the
accomplishment I would have reached?

2. Determine all the resources you will

need. Who do you have to include and get on

board in your dream to achieve your goals?
Identify one person or one other form of
resource for each goal.

3. What have you already done that was
a step forward in the right direction? Identify

steps you have taken in the past year for each

goal and then expand on this. Be consistent
and persistent with strategies that are work-
ing to stop yourself from starting down a

path you want to take but then get distracted.

Evaluate all your little or big successes in the
past year and then establish your fresh start-
ing point.

4. What would a big turning point be
for you? Think of your accomplishments,
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victories and your successes one year from
now and imagine that you had a “big
break” that was pivotal to your success.
What would that “big break” be? Usually
it would be someone you met, some new
perspective you entertained or speaking to
an expert in the task you want to move for-
ward in. Once you can identify those tools
and strategies or certain someone, you have
a new starting point from where to move
ahead in reaching specific goals and plans.

5. Lastly, don’t be discouraged when
things do not turn out exactly as you
planned them. Be flexible and be consistent
in your efforts. If something does not work,
try something new. Think outside the box,
ask for help and support, and don’t let go
of your dream for the sake of a minor or
major setback. However, if something is
not working time and time again, take time
out to re-assess the situation and see what
you can do differently that will produce dif-
ferent results.

Freelance writer Kim Knight is planning
on a great 2009. She writes lifestyle articles
for a variety of web and print publications.



Book Reviews

HELPING

EDGAR H.SCHEIN

Helping: How to Offer, Give and Receive Help by Edgar H.
Schein (Berrett-Koehler Publishers, Inc.)

Helping is a fundamental human relationship. There are many
different words for help: assisting, aiding, advising, caregiving,
coaching, guiding, mentoring, supporting, teaching and many
others. The diversity in terminology alone illustrates the nature
of the differing type of help.

The moment of asking for and offering help is a delicate and
complex one, fraught with inequalities and ambiguities. Schein
helps readers navigate that moment so we avoid potential
pitfalls, mitigate power imbalances and establish a solid founda-
tion of trust.

The Power Of A Positive Attitude by Roger Fritz (Amacom

Books)

It's well-documented: people who are optimistic and hopeful
tend to live longer and lead happier more productive lives.
Learning to use the power of positive thinking, adopting posi-

tive attitudes and overcoming obstacles is one of the main PDSltlve

keys to success. In addition, a recent study conducted by the

University of Texas showed that people who have an upbeat Att]_tude

view of life tend to stay healthier and stronger into their later
years. Author Roger Fritz shows readers how to develop a

Discovering the Key to Bucoess

deeper understanding of the effects of their attitude and how ROGER FRITL

it influences not only their lives but the lives of others.

Let It Go, Just Let It Go by Kent A. Rader (Brown Books)

This stress reduction book outlines the cause and effect rela-
tionship of stress, guiding readers to discover that stress is an
internal reaction to outside stimulus. It offers practical advice for
redirecting thoughts toward the stimulus rather than focusing
on changing circumstances over which they may have little, if
any, control. Once the reader acknowledges that stress is inter-
nally generated, he or she can begin eliminating it by learning
practical methods of dealing with emotional responses to situa-
tions that trigger stressful feelings. Finally, the book delves into
the nature of creative problem-solving skills and how partici-
pants can easily learn to tap into these at any time.
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ood manners and prop-
er dining protocol can
make or break a promis-
ing business or personal
relationship. Proper eti-
quette can enhance your
credibility and make you stand out.

Many people fail to recognize a busi-
ness meal for the wonderful opportunity
you have been given to distinguish your-
self. It’s about your standing out from the
crowd; it’s about being accessible and con-
nected to others; it’s about making others
feel important and valued. To take it one
step further, it’s about demonstrating
good manners. And good manners show
respect for others and an awareness of
social convention. I look at it as the frame
around an oil painting— it just completes
the total picture.

I once attended a business lunch
hosted by a well-known technology CEO.
Sitting at our table was a member of his
sales management team, a gregarious
gentleman with a reputation for being
easy-going and highly effective in his sales
role. No sooner had we sat down at the
table when he began to show cracks in his
dining facade. He tucked his tie into his
shirt during the soup course and, when the
entrée arrived he attacked it like a hunter,
holding knife and fork in his fists as if he
were about to field dress an animal. This
embarrassing display of poor table man-
ners did not go unnoticed, and I could
hear the sound of his career advancement
trickling away when the CEO remarked:
“Well, it is hunting season after all.”

But etiquette is not simply a case of
putting lipstick on the deer-hunter. It’s
a set of guidelines for everyday living
and for behaving appropriately in the
company of others. Table etiquette helps
you to define your level of professional-
ism. Here are a few helpful tips to help
make your business dining experience a
remarkable experience— as well as a few
pitfalls you can avoid so you don’t take a
complete pratfall:

Pre Meal Etiquette
Arrive on time.

* Call ahead if you know you will be
late.

* Wait 15 minutes before calling to
check on the arrival status of your
dinner partners.

* Greet your host(s). If you need to
introduce people, address the senior
or most prestigious person first:
“Mister Smith, I’d like you to meet
my friend, Sarah Smith. Sarah, Roger
Smith is the CEO of WorldCOM
International and is our host today.”

Sitting Down

* Do not place any bags, purses, sun-
glasses, cell phones, or briefcases on
the table. Cellphones and pagers off,
please!

* When you are all seated, gently unfold
your napkin and place it on your lap,
folded in half with the fold towards
your waist

e Hands and wrists on the table, not on
your lap— it will diminish your pos-
ture. And no elbows on the table.

* Do not rearrange cutlery to accommo-
date yourself if you are left-handed.

*  Wait for all parties to arrive before

RTF reVisions
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beginning any part of the meal.
Whether basic or formal place setting,
use your utensils from the outside in.
Dessert utensils may be above the place
setting or served with dessert.

Ordering

e When in doubt, follow the lead of the

host. That includes the consumption

of adult beverages. Generally, you will
not want to order alcohol at lunch;
dinner is okay, but again, mirror your
host and do the same as he or she does.
If they are familiar with the restaurant,
you get bonus points if you ask them to
recommend a wine.

Don’t order the most expensive item.
Unless you are the host and want to
signal to your guests that their dining
pleasure is your pleasure. Translation:
you are picking up the tab. Make sure
you do.

Order simply. Do not attempt to cus-
tomize your plate with Entrée Item A,
with the vegetables from Entrée B and
the carbs from Entrée C. Waiters are
busy, and it will be your order they for-
get.

Avoid finger foods or foods that are
difficult to eat. No sushi unless you

are at a sushi restaurant. It’s too much
of a mouthful at once. The same with
elongated pastas such as fettuccine, lin-
guine or spaghetti. Remember the drip
and slurp factor: You don’t want to
leave the table with your shirt or blouse
looking like a Jackson Pollock painting.

sharp knife to cut and skewer things. It
took centuries for people to learn not to
eat with the same knife they had used

to kill their dinner (or each other, for
that matter). The fork as we know it
came much later, after the spoon and the
‘spork,” a hybrid beast that resembled a
spoon with dual tines. Of course, they
wiped the knife and their fingers after
they used them, either on their coat or on
the dog under the table. Washing dishes
came later. No wonder people rarely
lived beyond their fourth decade.

Most of the North American rules of
eating weren’t shaped until the 17th cen-
tury, by European society and by mili-
tary etiquette. Two styles have evolved:

Continental or European style: cut-
ting the food with the right hand and
using the left hand to hold the food while
cutting and when eating. Hold both
utensils as you would a pen, cut small
amounts and eat with the fork tines fac-
ing down.

American style: cutting the food with
the right hand and holding the food with
the left, then switching hands to eat with
the right hand. Do not hold either utensil
in your fist.

While both styles are acceptable, the
European style is much more elegant
and, when dining with Europeans,
imparts an air of sophistication and
respect for your guests or host. Eat
slowly.

Table Etiquette

If you leave the table, place the napkin

Eating Styles

Once upon a time, everyone ate with their

on your seat. After you have finished
eating, fold the napkin and place it to

hands. Then they began using a single the left of your plate. If you leave while
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eating, place your knife in the clock posi-
tion of ten to four. Place your fork in

the opposite direction over your knife,
with the tines up. Together, they should
resemble an “X”. The cutlery should
extend beyond the edges of the plate but
must never touch the table.

To show that you have finished eat-
ing, place your cutlery side by side on
your plate in the clock position of ten to
four. The knife blade is placed closest to
the right side, however the blade faces
left. The fork is placed closest to the left
side and the tines rest down.

Business talk starts with small talk.
Switch over to business until the food
arrives. Never discuss business when
your client is eating. Reconvene the
business talk when coffee is served.
Remember that lunches and dinners are
great opportunities to build rapport and
solidify your relationship. Breakfast,
however, is usually quick and you can
discuss business throughout.

And now, some nitty-gritty:

Shrimp can be dipped into the cock-
tail sauce using a cocktail fork. If the
shrimp are large, place them onto the
plate, cut with the fork before dipping
them into the sauce. You have the option
of using either a cocktail fork or salad
fork for large shrimp.

Salad. In North America, salad is
usually served before the entrée. If you
are served large pieces or a whole wedge
of lettuce, cut one bite at a time, using
the knife provided. If the salad is served
before or after the main course, use the
smaller fork. If the salad is considered
the main course, use the entrée fork.

Rolls and bread. When the rolls are

served in a basket, take one, and always
pass the basket to your right. Place the
roll on the bread plate which is located
on the left side. Take a pat of butter and
leave it on your bread plate. Never tear
your roll in half or into many pieces. The
rule is that you can tear two bite-size
pieces at a time and butter one. And it’s
never appropriate to cut a roll with a
knife.

Passing the salt and pepper. Pick
them both up and place them on the
table within reach of the person next
to you. They are never passed hand-to-
hand. Nor should anyone other than
the original requester sprinkle their food
when they have the shakers in their pos-
session.

Paying The Bill
You should prearrange how the bill is
being paid. The host pays, or you offer
to split the tab. Tip appropriately, 15%
is the norm; 20% for exceptional service.
Remember first and foremost that
eating is a pleasure. And dining etiquette
is an art. Knowing both will ensure that
you get invited to the table, both literally
and metaphorically. And for that, you
must think before you eat.

Roz Usheroff is one of the leading executive coaches,
business etiquette experts and personal branding
trainers in North America. Author of “Customize Your
Career,” For further information visit www.usher-

off.com. She will be speaking at IAAP’s Professional
Education Conference March 9-11, 2009 at the
Gaylord Opryland Resort in Nashville, Tenn. For more
information visit www.iaap-hq.org.
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Continued from page 2

not for the faint of heart, and if someone
decides to sit quietly for several seconds
in an effort to watch you squirm, you
know you’re dealing with someone who
wants to control you. In this situation,
you have two choices— break the silence
or try to win the contest. While it may
be tempting to try to beat the other per-
son at the game, it may not always pay
off to be the most intimidating person

in the room. Don’t allow your sense of
competition to get in the way of your
objective. Instead, use the period of
silence to genuinely contemplate what
you have discussed. Then, interject a
comment such as, “After thinking about
this further, I really believe it would be
to our advantage to ...” This should end
the power play and get the conversation
back on track.

Another important tactic is to sim-
ply speak slowly. This can be difficult
when you have a lot to lose, but it’s
very important to leave plenty of gaps
between your sentences. This allows the
other party to jump in and make a con-
cession, giving you the advantage.

When you surrender to relevant
pauses during a negotiation, you have
the opportunity for productive listening.
If you rush through the process, never
allowing the quiet you need to assess the
situation, you may miss important verbal
and non-verbal cues that will give you
the edge.

Powerful Presentations—

It’s All In the Pauses

You can easily spot inexperienced public
speakers. The adrenaline causes them

to rush through the presentation, barely
taking a breath. The audience struggles
to keep up but eventually tunes the
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speaker out entirely. Skilled speakers
know how to use the blank spaces to cre-
ate drama.

A few seconds of silence in a presen-
tation can be effective for many reasons:

* When you want to emphasize
something, stop to make your point. For
example, you might offer a startling sta-
tistic such as, “85% of the homes in this
area are too expensive for 75% of the
population.” A pause after this statement
will allow your audience to ponder its
importance and will make the statistic all
the more dramatic.

* If you say something funny, give
the audience time to laugh!

* When you’re shifting gears in your
presentation, a slight pause will alert
your audience that you’re beginning a
new point. It gives them time to digest
what you have said before you offer the
next bit of information.

Whenever you find your nerves get-
ting the better of you, find a moment
when you can pause to make eye con-
tact with the audience. Using silence
effectively is an advanced communica-
tion skill. Practice keeping quiet during
silences. Soon, you’ll stop feeling awk-
ward and will smile quietly to yourself,

waiting with confidence.




n November The Trust’s Board of Trustees met in Albuquerque, N.M. for
its quarterly board meeting. The trustees discussed the direction of the
Trust and decided a survey to IAAP members will help to determine its

future direction.

If you're already received the survey and filled it out, thank you. If you've yet
to get it, please take a few minutes to give us your thoughts on the future of the

Trust. We value your input.

Below is the new photo of The Trust taken at the fall board meeting.

Chairman - Kathy Hampton CPS/CAP
Vice Chairman - C. Joyce Hawkins CPS/CAP
Secretary - Patricia D. Row CPS/CAP
RTFC Liaison - Kelly A. Reggio CAP
TAAP International President
- Barb Horton CAP
TAAP International Treasurer
- Karlena Rannals CPS/CAP

Great Lakes District - Karen S. Kohn CPS/CAP
Northeast District - Dawn Hall CAP
Northwest District - Jennifer DeJong CAP
Southeast District - Judy M. Pazerski CPS/CAP
Southwest District - JoAnn Digman CPS
Canada District - Lina Veglia

Tr we 2 Invested In The Future Of

ust

wimemross  Administrative Professionals

B FOUNDATION H
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Join The Trust’s

Date

_"m3__< Of Givers!

Individual IAAP Member

Address

Contribution Amount
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State Zip

Contact
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Email

Telephone

Fax

Make checks payable to “Retirement Trust Foundation” and mail to the address below.

Contributions must be received in IAAP Headquarters by June 30 to be counted toward Trustees

IAAP Education Forum and Annual Meeting.

’
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All contributions to the Retirement Trust Foundation are tax deductible in the US.
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