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ESTABLISHING REMOTE RAPPORT

Rapport is defined as: the quality of harmony,
recognition and mutual acceptance that exists
between people when they are at ease with one
another and where communication is occurring
casily. When meeting individuals, we are
generally able to shake hands, make eye contact

and demonstrate enthusiasm and interest with A “N -

facial expressions and gestures. But what if we . '

are only ever going to have contact with that

individual over the phone or internet? Remote -

Rapport takes a wide spectrum of possible )

communication methods and reduces that down 7 h‘

to one method—verbal communication. So How do we build rapport with someone we’ve
how do we build rapport with someone we’ve never met, never will see and cannot see?

never met, never will meet and cannot see?

Attitude and enthusiasm go a long wa . . . .
. g g way With Remote Rapport, listening skills must
towards making someone feel engaged and . .
) ) be very sharp. Listening to each word as well as
appreciated even over the phone. Our voice and ’ . . .
o . . inflection and tone is essential. It is important to
tone are indicators of our level of interest in the . . . .
) ) i listen for what is not being said, such as: pauses
person we are speaking to. Having a smile on . . o
o ) in conversation or hesitation to answer a
your face is something that the person on the . . . .
. . . question. In face to face conversations we can

other end of the phone will be able to notice as it
B . ) ) make eye contact and nod to show someone we
will have a direct impact on your attitude and . .
are listening. Over the phone we need to

disposition. provide verbal cues that we’re actively listening.
Ensure that you’ve taken the time to focus on Where necessary, send an e-mail after your

your conversation and that will let the other phone meeting to summarize the conversation.
person know how important the discussion is to This provides documentation of the conversation
you. Clear off your desk and behave as though and also will assist in clearing up any

you are going into a face-to-face meeting, even if misunderstandings or miscommunications.
you’re only communicating over the phone. )
. . . . Continue to page 2 >
That will provide a sense of professionalism to

your meeting.
7

POWER BREAKFAST SPRING 2009

PowerBreakfast featuring Mclver, Human Resource Health & Safety Innovation,
Creating Remote Executive & Denise Orrico, ~ Mississauga, ON.
Rapport. Corporate Trainer. www.tchsi.ca

Two guest speakers: Martha ~ Held at: CHSI, Centre for Invitations coming soon!
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ESTABLISHING REMOTE RAPPORT..CONTINUED

> Continued from Page 1

Another way to establish
remote rapport is to match
the pace of the person you
are speaking to. For
example, if that individual is
speaking very quickly and

excitedly, you want to ensure

0Schedul i ntpptydquireme inflecgng

have a conversation

some excitement and

may help to minimize enthusiasm in your voice.

di stract

0 MEe JUST
CHECKING TEAM
MANAGED TO
PROVIDE A VERY
THOROUGH
RESPONSE IN A
VERY TIGHT
TURNAROUND. 6

! Nl?rrgrithhe person you are
talking to, by subtly matching
words, is another listening
signal you can send. Using
some of the same words as
the person you’re speaking to
can give consistency and be
very helpful. For example, if
the person describes

something as “disappointing”,
you could reflect back and say
“I understand that this was
disappointing for you...”

This mirrors the person’s
language and also lets them
know that you empathize and
understand.

It is also important to ensure
that your message is
strong when speaking over
the phone. Scheduling time
to have the conversation may
help to minimize the other
person’s distraction and
ensure their interest, speaking
in a succinct manner and
being respectful of their time.

Speaking in a relaxed and
friendly manner is one of the

best ways to establish remote
rapport. A calm and friendly
manner will come through to
the other person and put
them at ease.

Rapport can be established in
a remote environment if there
is a genuine willingness on the
part of both parties to create
an open association and to
overcome the lack of in-
person contact.

- Denise Orrico, Senior

Consultant/ Corporate Trainer

TRUST THE EXPERTS

“As Vice President, Human
Resources at Hewlett-Packard
and Agilent I have been a
client of JUST Checking
Resources Inc. for almost 10
years and I’ve found JUST
Checking’s services to be very
thorough and responsive. HP
and Agilent Technologies
required work references as
well as confirmation of
education certificates and in
some cases criminal
background checks. Indeed I
know that on occasion our
companies had “rush”
situations and the JUST
Checking team managed to
provide a very thorough
response in a very tight
turnaround.

In HP’s initial implementation
of the reference checking
process I found the
partnership with JUST
Checking in developing a
candidate permission form
and referee information
template to be very helpful.
This approach to vendor
relationship demonstrates
JUST Checking’s long-term

customer-centric service.

Also, as an HR professional
I’ve had the ability to compare
other reference services and I
can unequivocally say that
they don’t measure up to the
behavioural based specific job-
related questions deployed by
the JUST Checking team.

Other services have a list of
questions that don’t take into
consideration the job
complexity, culture of the
company or level of the job.

I wouldn’t hesitate to
recommend JUST Checking’s
services to any company that
is interested improving the
quality of their recruitment

process.
Best Regards,
Martha Mclver

Human Resource
Executiveo

Thank you to Martha Mclver for

her testimonial.
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CPIC

What is CPIC and what does it
mean to you?

CPIC is an acronym for the
Canadian Police Information
Centre. Itis a computerized
information system providing
Canadian law enforcement
agencies with information on
criminal offences. CPIC is
maintained operated by the
RCMP.

When your firm requests a
criminal background check on a
candidate or current employee,
this is the database from which

that information will be
verified.

Many firms require criminal
verifications on candidates
applying for positions. Firms
want to ensure they have
covered their bases and their
risk has been mitigated by
requesting these checks be
conducted.

Well, what about Independent
Contractors? With so many
companies outsourcing, they
need to ensure that the same

policies and procedures

regarding criminal checks are
being conducted on
Independent Contractors as

well as potential employees.

Ensuring that criminal
background checks be
performed on Independent
Contractors, in accordance to
your firm’s policies and
procedures, is a valuable tool in
mitigating your firm’s risk.

PLEASE PROVIDE 3 REFERENCES...

How a candidate provides
references may be a good
indication of certain skills.

Think of this; asking for
references may be the first
assignment that you give a
candidate. The references
provided and they way they are

provided is important.

Here are some things to
consider as the candidate
follows through on your request

for references:

1. Did they choose
references that make
sense?

This demonstrates the
candidates common sense and
judgment.

2. Did they provide
accurate information?

This demonstrates their
attention to detail and respect
for time management.

3. Are the references aware

that they will be called?
Did the candidate ask for
permission to use the
reference?

This demonstrates their
professional courtesy and team

work skills.
4. Are they prompt?

This demonstrates their
reliability.

Your request is important. The
candidate needs to reflect that.

CPIC is an

acronym for the
Canadian Police
Information
Centre.

0 AKING FOR
REFERENCES MAY
BE THE FIRST
ASSIGNMENT
THAT YOU GIVE A
CANDIDATE. THE
REFERENCES AND
THE WAY THEY
ARE PROVIDED
ARE IMPORTANT. 6

UPCOMING EXIT INTERVIEW SURVEY

Spring is always a new and
exciting time of year. Spring also
marks the start of our 2009
Annual Exit Interview Survey.

The goal of this survey is to
discover best practices in the Exit

Interviewing Process.

The questions in our exit
interview survey also seek to
address the effectiveness of your
firm’s current exit interview

practice. When was the last time

your exit interview questions
were revised? Is your exit

interview process relevant to
your firm’s value and mission

statements?

In times of considerable economic
change, the effectiveness of your
exit interview process is all the
more crucial. When firms are
cutting back, they cannot afford
to lose talent. An effective exit
interview will give you the ability
to stay in touch with talent and

valuable information about your

firm.

If you would like to
participate in our upcoming
2009 Exit Interview Survey,
please contact Katelyn
Monteiro at kmonteiro@just
-checking.com or 1-888-871-
6568 by April 30, 2009. The
survey will be conducted
this spring and the results
will be released for all
participants in August 2009.

m{ — £

Contact us now
to take part! We
want to hear
from you!
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JUST CHECKING RESOURCES INC.

Companies need to manage the risk of hiring now more than ever.

Employers have a duty to hire with care and diligence. When hiring,

www.just-checking.com
the impact an individual will have on production, culture and

corporate integrity is an integral factor. A reference based on actual
Phone: 1-888-871-6568
Fax: 905-294-2838
E-mail: info@just-checking.com

results and demonstrated performance is an excellent practice in

managing risk and determining future results.

(GOING ABOVE AND BEYOND
TO VERIFY PERFORMANCE.

We provide the following outsourcing services: Exit Interviewing,
International Employment Screening, Criminal Record Checks,

Background Checks and Education Verification.

Please contact April Monteiro at

amonteiro(@just-checking.com or 905-294-2838 for more

information on our services.

FEATURED SERVICE

Employccs joining a firm are
interviewed to determine
their knowledge, experience,
temperament and fit for your
organization. The interview
is an accepted practice of the
recruitment process.
Conversely, the exit
interviewfl conducted
when an employee is
leaving an
organization—is not a
consistent practice.

Exit interviews are a way to
gain insight into both the
positive and negative aspects
of working for your

organization.

With a thorough, customized

Exit Interview, companies

are able to capture valuable
information before it walks
out the door.

This information is
fundamental to reducing
attrition levels, improving
employee selection and
placement and further
developing leadership skills
within your company. It also
helps to give closure to
individuals who need to
move on as well as improve
public relations as that
individual continues to
represent the experiences
that they have had while in

your employ.

The key to Collecting this

valuable information is to

: EXIT INTERVIEWING

provide an objective, non-
judgmental environment,
free of consequences and
being forthright. As your
Values and Mission
Statement is consistent for all
employees, so should your

appraisal be.

An Exit Interview is a
performance appraisal of you
as an employer.

JUST Checking Resources Inc.
provides Exit Interviewing
services to suit your firms needs.
Contact us today to find out how
Exit Interviewing is a valuable
tool for your firm. Find us
online at www.just
checking.com for more
information.

“You are always

interested, always
adjusting, always
striving to be an
employer of choice.”




