
 

 

 
© 2015 Health Coach Institute | (888) 822-1284 ext. 2 | support@HealthCoachInstitute.com | www.healthcoachinstitute.com 
Copyright © 2015. All Rights Reserved pg 1 

 
TCM Foundational Concept #2: “Rapport” 

 
Carey:   

Hello everyone!  And welcome back to our final video on TCM skills for 
Week 1 of Pillar 2!  We’re going to talk about another foundational 
concept in TCM called “rapport” which is, I found to be a strange word, 
but I’ve come to enjoy it.  Well, we want to talk about well, what the 
heck is rapport and why is it important in creating transformation?  This 
is the second foundational concept that is going to help you create 
safety for your clients so the deeper change work can occur.  You 
remember in our previous video we talked about how when you’re 
gardening you have to prepare the soil before you can plant the 
seed.  And it’s the same when you’re working with a client.  You sort of 
have to prepare the client, create a space of safety, and then you can 
work on making change.   
 
What is rapport?  Well, rapport is a coaching technique that allows you 
to build trust between yourself and another person.  And why is it 
important?  Well, if trust isn’t present, then the client really is going to 
resist any change work and they won't get the results that they want.  If 
rapport isn’t present, then the client’s armor goes up instead of coming 
down, and truth be told, rapport is really the first essential step in any 
interaction, let alone coaching.  I mean, that’s true in any sort of 
relationship.  But certainly without rapport, no coaching technique can 
work.  Rapport establishes trust.  It’s very similar to the map in that it 
says that “You’re with like kind, you’re safe here.” And that opens the 
channel to connect because the person does have to feel on guard, or 
threatened, or defensive.   
 
When you’re out of rapport, the other person will likely feel like they’re 
not safe, and they’ll do anything to protect themselves in the 
interaction.  Sometimes in coaching, well, even in life that can look like 
being defensive, shutting down or lashing out even.  When you’re 
lacking rapport with a client, they may give you very short answers, 
they may have difficulty understanding the questions, yes, they may 
give you one word answers, definitely the most challenging, like, 
“Would you like to elaborate on that?”  They wouldn’t.  Because you 
don’t have enough rapport!   
 
If it happens that you have an experience with a client where they’re 
giving short answers, they’re having difficulty answering the question or 
understanding the question, don’t feel bad.  Just have compassion for 
the part of that person that feels unsafe.  They’re not trying to be a “bad 
client” there is just a part of them that doesn’t yet feel safe and can't let 
their guard down.  When you have good rapport, the client will easily 
relax, and be honest and vulnerable.  To me, rapport is like one of those 
like, secret coaching ninja techniques that’s easy to blow off and think 
like, “oh yes, okay, well that’s not that important.”  Or, “I establish that in 
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two seconds, I’m not worried about it.”  But actually, it really deserves 
our attention because it is the thing that opens a client up.   
 
When Stacey is training you in the Done for Your health coaching 
program, you’ll see how the sessions are structured and scripted to help 
you develop rapport, and then when the coaching demo library is 
available, when you get to hear recordings of coaches basically leading 
clients through the 90-day health coaching program, you’ll start to hear 
how each coach in their own unique way really focuses on developing 
that rapport so the client can relax. 
 
Quick recap.  Rapport makes someone feel like they’re with like kind.  It 
establishes trust and opens the door to vulnerability.  It allows you to 
get on and stay on your client’s map, with a similar state of mind and 
physiology.  And physiology just means a state of the body the kind of 
breathing, or the tone of voice, or if you’re in person with someone how 
they’re physically sitting, you're almost mirroring the client, and that 
helps build rapport.  Rapport is the first essential step in every 
successful interaction in coaching and life, and certainly without it no 
coaching technique can work.  In fact, without rapport, coaching 
techniques would pretty much guarantee to backfire.  
 
For those of you who have coached before, I’m sure, the question on 
the slide is, “Have you ever had the experience of asking a client the 
coaching question and they resist answering or they just give you a 
blank stare?”  I’m sure you have had that experience.  And why did that 
happen?  Because there wasn’t enough rapport develop for her to feel 
enough trust to let her armor down.  The subconscious mind tells her to 
freeze or fight, or flight.  That’s what’s happening.  How do you create 
rapport?  Well, we want to talk about two techniques you can use to 
create rapport.  They can be used whether you’re coaching in person, 
coaching on skype, or coaching over the phone.  And what’s interesting 
about it is that the better you get at creating rapport, the more your 
intuition as a coach actually develops, and that’s kind of magical. 
 
You can follow along, there is a handout entitled “Building Rapport and 
Intuition” under this video.  And if you can't access that at the moment, 
don’t worry about it, you can always get it later. Let's talk about these 
techniques to build rapport and intuition.  The first one is something 
called, “Mirroring” and the second one is called “Backtracking” which we 
have covered in a previous video, and we want to go into a little deeper 
here.   
 
Let’s start with mirroring.  Mirroring is, and for those of you who went to 
a theater conservatory like I did, DePaul University here in Chicago has 
a four-year theater conservatory and in a lot of acting classes, and 
movement classes, we did mirroring exercises. It’s as if you were looking 
into a mirror.  If we were in person at a live training, we’d have you sit in 
front of a client, well, we’d have you sit in front of another student and 
you’d mirror the student.  Meaning if the student in front of you raised 
your right hand, you would raise your left hand, like a mirror image, 
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right?  Now, here’s the thing, like well, there is also matching.  It’s not 
listed on the slide or on the handout, but matching is when the student 
in front of you would raise your right hand and then you would raise 
your right hand.   
 
Whether you’re mirroring or matching, you’re basically sort of copying 
the body posture, the vocal tone and the breathing of the person in 
front of you. Now the thing that’s really interesting about this, and this 
is why if you ever studied performance, or acting, or improvisation, is 
that when you are mirroring or matching, you get on the same wave—
on a sort of cosmic way, and it gives you access to information that is 
being unconsciously communicated.  If you’ve ever seen a group of 
improvisers, they’ve gotten to the point where they’re so connected 
into each other that they can almost anticipate what’s coming next even 
though it’s not spoken.  And this is the same thing that you are sort of 
creating in the coaching relationship. You’ll pick up information, without 
the other person being consciously aware of how you got it.  And this is 
actually why mirroring and matching are such powerful tools for 
building your intuition.   
 
By the way, you will be practicing mirroring in the Skills Lab because 
you can do mirroring and matching again, whether you’re in person with 
someone certainly you can do it, but when you’re on the phone with 
someone you can do it, and it can be equally as powerful.  And I’ll give 
you an example of that in a moment.   
 
Let's talk about backtracking—we introduced this in the previous video, 
we called it “Verbal backtracking” you can refer to it as “Backtracking” 
or “Verbal backtracking” it’s the same thing.  And it just means to 
repeat someone’s words back to them.  Very important—it’s worth 
repeating, that people will feel misunderstood when you change their 
words or try to cleverly paraphrase what they said.  Now, here is why 
this is a revelation.  And for those of you who have studied coaching 
before, you may know this feeling, but when I first started coaching, I 
mistakenly thought that I had to change the client’s words, and I had to 
cleverly paraphrase what they said.  And then that the more cleverly I 
paraphrased the better, smarter, more valuable coach I was.  I was 
never taught that that actually is the opposite of what you want to 
do.  And as I’m trying to appear smart and clever, and profound, the 
client is actually feeling completely misunderstood by me.  
 
What was such a relief and a revelation was to realize oh, that means 
when I’m talking with a client, I don’t have to come off as some sort of 
clever paraphrase, I don’t have to try and appear smart, I literally just 
repeat back what they said to me and they feel more understood than 
they ever have in their life?  That’s a heck of a lot simpler!  That will just 
change your coaching all together.  The amount of energy you expend 
in a coaching session, when you’re trying to cleverly paraphrase and 
look smart all the time is an enormous amount of energy that you don’t 
need to expend.  It’s exhausting.  But when you’re simply repeating 
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back what the client is telling to you it’s easy, you can do this all day 
long and not get tired. 
 
Yes, on the other hand when the client feels understood, safe and seen 
when you repeat their words back to them exactly, you do not have to 
be clever and paraphrase what the client says.  You don’t want to do 
that, that puts you right out of rapport, and right off their map.  Let's go 
back to our drawings, and I’ll show you an example of what is it like to 
use backtracking and mirroring in a virtual environment.   
 
Stacey again is the health coach and I’m the client.  Stacey as the coach 
says, “Carey, how are you feeling right now?”  I say, “Good!  This is 
fun!”  Then Stacy as the coach is going to say to me, “So what you're 
saying is you feel good!  This is fun!”  Exactly.  If you notice she 
repeated, of course she being me, but she repeated my exact tonality, 
my same level of every, my same like, expression, she mirrored how I 
sounded, and I felt like she was right on my wave.  Now, and of course 
she used verbal backtracking, she repeated what I said.   
 
Let's try this another way, Stacey says, I’m shy introvert Carey—Stacey 
says, “Carey, how are you feeling right now? And I say, “Good, I mean, 
this is fun.”  And then Stacey the health coach says, “Yes! Great, 
awesome, having a super crazy time!”  That’s not the same!  She’s like, 
so not mirroring me.  First of all she doesn’t use verbal backtracking, 
she’s not saying my words back to me, and her tonality, her pace, and 
her energy level is completely different than mine.  That’s not going to 
work in terms of rapport.   She’s not mirroring or back tracking, we are 
not in rapport.  And I, shy introvert Carey, probably will want to crawl 
under my chair and get the heck out of there. 
 
Quick recap, you’ve discovered what is rapport, why rapport is one of 
the two keys, so rapport and the map to creating a safe space for 
transformation to occur, and then two techniques to build rapport, one 
is mirroring and one is backtracking.  You’re going to practice both of 
them in the Skills Lab, and it’s really important to practice mirroring, for 
so many of us, you know some of us will be working in person, and 
some of us will be working virtually.  Stacey and I do a combination of 
working virtually and in person.  You may do that as well, and ultimately 
you will learn how to mirror and to match both on the phone, and on 
Skype and in person.   
 
That sometimes, you know we worry like, “Oh, if I’m not in person with a 
client is it less value?”  What we found is actually there is something—I’ll 
just tell you the story really quickly that Stacey and her health coaching 
practice, she was just killing it and working with her 72 clients, and 
making six figures, and just doing incredibly well in her health coaching 
practice.  And her mom got very sick, and her mom, Stacey was in 
California, and her mother was in Philadelphia and Stacey had to start 
flying back to Philadelphia to help her mom.  So she had to stop seeing 
a lot of her clients in person and switch to over the phone.  And she was 
very worried that it was going to affect the quality of the 
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coaching.  And what she found was that there was something about the 
anonymity of the phone that actually helps the clients feel even safer 
and open up even more. 
 
The fact that it’s not that working in person isn’t powerful and effective, 
it is, but that there was this way where the phone, a client—it just 
allowed them a little bit more safety and that surprised Stacey a lot.  It 
surprised her that her clients could open up more than they really 
enjoyed the coaching on the phone, and in fact, I think I tried one time 
to do a VIP coaching day on skype when I was actually looking at 
someone and I just couldn’t do it.  If I’m not in person looking at 
someone, I have to be on the phone with audio only, or I can't it’s harder 
for me to get into rapport, it’s harder for me to mirror, I’m so distracted 
by the visual on a computer screen, it’s really that audio only that 
helps.  That may not be true for you, you may love coaching on Skype 
and looking in someone’s face, that’s totally fine.  Ultimately you want 
to have the flexibility when it comes to mirroring and matching, tone of 
voice, breathing, energy, etc.  so that you can choose if you want to 
work in person, do you want to work on the phone, do you want to do a 
combination of both.   
 
You’ll be working on this in the Skills Lab, and before you go leave a 
comment and let us know, what was the most fun part of this lesson for 
you?  Of course it’s the drawings, of course.  And what else?  Great job 
everyone!   


