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To job candidates whose skills and work values would 
have made you terrific employees,  

but who were not offered jobs after the interview.

To the scholars who have spent their careers  
publishing high-quality research  

in the field of employment interviewing. 
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About This Book xi

About this Book 

You have only one opportunity in an interview to project 
your value to a company, so it’s important to know the techniques 
that work and those that don’t. The best techniques are evidence-
based; they are supported by research. But most of the research 
on the employment interview is designed to help employers. Until 
now, these techniques have not been available to job candidates.  
Interview Charisma helps you move forward in your career by trans-
lating pearls of wisdom from high-quality research into practical 
interview advice. You will be able to walk into an interview with the 
mindset: This is the job for me. Let me explain to you why I’m going 
to be good at this job and why I’m enthusiastic about your company. 
 
            The golden rule of interviewing is this:

An interview moves through four stages and interview 
charisma is created by mastering each and every stage.

An interview starts with a greeting, which leads to getting 
acquainted, then to exchanging the facts, and ends when the appli-
cant asks questions. Interview Stage 1 is when you “meet and greet” 
the interviewer. It lasts only a few seconds, starts with your visual 
appearance, and ends with the handshake. Stage 2 takes up the 
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next few minutes during which you “build rapport” through small 
talk. The talk may be small but its impact on interviewers is large. 
Stage 3 is the “formal interview” and that’s when you show how 
your skill set matches the job and how your work values fit with the 
company culture. And Stage 4 is when the questions you ask show 
your deeper understanding of the job and the company.  Each stage 
requires different skills.

Charisma in the interview happens when there is synergy 
among the four stages. The confidence that comes from doing well 
in one stage transfers to other stages. That’s the “it” factor. Think of 
the difference between adding and multiplying:

Without synergy, you get 2 + 2 + 2 + 2 =   8
With synergy, you get  2 x 2 x 2 x 2 = 16

By knowing and preparing for all four stages, you will project 
an image of being more organized, intelligent, and motivated. Your 
voice will be strong and your speech fluent. Your answers will be 
concise, job related, and easier for the interviewer to remember. 
The more aware you are of how interviewers think, the easier it is 
to communicate your personal brand.

The techniques of Interview Charisma work with all inter-
viewers, regardless of their race, gender, ethnicity, or age. The 
techniques work for top-, middle-, or lower-level positions. They 
work in the typical unstructured, conversational, nondirectional 
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interview style in which decisions are made on “gut feel,” as well as 
in the newer structured styles such as competency, situational, and 
behavioural interviews. It doesn’t matter if the interview is face-to-
face, video, or over the telephone, whether the company is large or 
small or is located in a city, the suburbs, or a rural area. Once you 
learn the approach, you can use it with all interviewers in all situ-
ations.

Interview Charisma gives you a maximum return on your 
investment in time and energy because what you learn about 
the job as you prepare for the interview also helps you succeed 
on the job once you start working. That’s because the standards a 
company uses to hire you into the job may be the same as those 
used to measure your performance on the job. If you know what 
the company is looking for in the interview, then you will also 
know what may be expected on the job.

               * * *

Interview Charisma is divided into three parts. In Part I, each 
of the four stages is described in a separate chapter. Each chapter 
tells you What to Know, Understanding the Interviewer, and What 
to Do. You will learn why each interview stage is important, what 
the interviewer is thinking at that point, and how you should react. 
It’s much easier to act with conviction when you know why you are 
doing what you are doing.
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 Part II includes five chapters, each of which answers a sepa-
rate question. What’s the message value of the interviewer’s body 
language? What’s the best way to boost your motivation before 
an interview? What’s the best response to negative questioning? 
Should you be honest? How should you handle rejection? 

Part III is for readers who want the deepest level of 
understanding. Three main questions are discussed: How is this 
evidence-based book different from other interview books? How 
good is the evidence for a theory of interview charisma? And 
what have we learned after a century of research about selecting 
the best candidates? The value that meta-analysis has brought to 
the field is highlighted, and my personal ideas about interview 
charisma are supported by findings from experiments and field 
studies. 

Please visit www.interviewcharisma.com for more informa-
tion about this book. Or write to me at uco@interviewcharisma.
com if you have a story to share. And let me know when you win 
the job you deserve!



PART I

The Four Interview Stages

An interview moves through four stages  
and interview charisma is created by  

mastering each and every stage 
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There is an ancient parable from India about six blind 
men who argue about an elephant. One man walks into the 
side of the elephant and declares it to be like a wall. Another 
feels the tusk and declares, “Ah, an elephant is like a spear.” 
The third takes the trunk in his hand and says, “No, it’s more 
like a snake.” The fourth reaches out and touches the knee and 
declares the elephant is like a tree. The fifth holds the ear and 
argues that the elephant is like a fan, and the last blind man 
seizes on the swinging tail and wonders how the others could 
be so wrong—“Of course, an elephant is like a rope.” The blind 
men argue long and hard, each man feeling he knows the truth. 
Everyone knows how an elephant looks, so to us the folly is 
obvious. But what about an interview?

Chapter one
Meet and Greet
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Read six books about how to prepare for an interview and you will 
get six different opinions. One books advises that the first 60 seconds are 
the key to winning the interview, another tells us to dress for success, a third 
gives us best answers to 101 questions, a fourth talks about creating success 
stories, a fifth tells us how to ask great questions, and a sixth prescribes guer-
rilla marketing tactics for the employment jungle. Like the blind men, each 
book is only partially correct. It’s important to have the big picture so you 
can prepare for the entire interview. 

Preparing for an interview is much easier when you take it one step at 
a time. Inch by inch, life’s a cinch; yard by yard, life is hard. When you watch 
a film in slow motion, you see more detail. Look at an employment inter-
view in slow motion and you see four separate stages. Interview Charisma 
illustrates the four stages, tells you what interviewers are thinking, and how 
you should respond.

Stage 1 starts the moment you and the interviewer meet eye-to-eye 
and ends with the handshake. It flashes by and is over before you know it—
yet the effects last throughout. 

Stage 2 starts when the interviewer offers coffee or exchanges pleas-
antries like, “So, did you have any trouble finding the place?” One of the 
biggest interview mysteries of all occurs during this stage: Do interviewers 
make up their minds in the first few minutes of the interview? 

Stage 3 is the “formal” interview. You will know it has begun when 
you hear something like, “So, tell me about yourself. Why do you think you’d 
be good for this position?” Most people think of Stage 3 as ‘the job inter-
view,’ but it’s really only one of four parts.

Stage 4, the last stage, starts when the interviewer says, “Well, do you 
have any questions about us?” Most job candidates miss the opportunity to 
set themselves apart from their competition by failing to ask good questions. 
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Your interview confidence comes alive when you work on each stage 
because there is synergy among the four stages. Synergy is energy. Synergy 
means the whole is greater than the sum of the parts. Synergy is what happens 
when you wash your hands. Wash one hand alone and it cleans up somewhat, 
although it’s awkward, but let one hand wash the other and both hands 
become much cleaner. Same with the four stages of interviewing. What you 
do and say in one stage gives you a confidence boost for the other stages. 
Your confidence will reach a tipping point where everything snaps into focus. 
It’s like the feeling you have when you add that last piece of a 5,000-piece 
jigsaw puzzle. Your mindset suddenly changes from looking for the parts to 
seeing the big picture.

Companies manage well when they hire well and, as the gap between 
research and practice lessens, more interviewers are using behavioural, compe-
tency, or situational interviews. These are called structured interviews by 
business psychologists. Almost a century of research shows that interviewers 
hire the best employees when they: a) carefully analyze the job requirements 
and then use high-quality job specifications to drive the interview, b) use the 

Figure 1

STAGE 1 STAGE 2 STAGE 3 STAGE 4

Happens in 10 
seconds

Lasts 3-5 
minutes

Takes up most of 
the interview

The final
5-15 minutes

MEET 
AND 

GREET

BUILD 
RAPPORT

FORMAL
INTERVIEW

ASK 
QUESTIONS

INTERVIEW
CHARISMA
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same set of prepared questions with all applicants, c) compare the answers 
of an individual candidate against predefined benchmark answers, and d) 
avoid making quick decisions and withhold judgement until the end of the 
interview. The benefit of structuring the interview is that candidates are 
judged against the requirements of the job instead of in the abstract.

A structured interview for a computer programmer position might 
start with:

 
“We’ve done a thorough job analysis for this programmer/
analyst position and have learned that user relations, coding, 
testing, and debugging are the most important job require
ments. For the next hour, I’ll be asking questions that measure
how your skills meet these requirements.”

This is quite different from the typical, conversational, unstruc-
tured interview question: 

“Tell me about yourself.  Why do you feel you would be good for 
 this job?”

 
Interview Charisma will prepare you for both types of interviews. 

Figure 2 shows what happens when interviewers and job candidates are 
prepared—or unprepared. Box 3 in the lower left happens all too often. 
Neither party is prepared—it’s the blind leading the blind. Without  
structure, interviewers quickly become overtaxed with too much infor-
mation and hire on subjective characteristics. But every disadvantage has 
its advantage. Interview Charisma shows you how you can help keep 
the interview job-related (Box 1) so that interview decisions are more 
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objective. And if the interviewer does use a structured format, then 
you will know exactly how to react (Box 2). Finally, Box 4 shows what 
happens when unprepared candidates come up against prepared inter-
viewers. That’s the same as stepping into a boxing match with a trained 
boxer—you won’t last long.

STYLE OF INTERVIEW
Unstructured Structured

 1  2

 3  4

Disadvantage
Candidate

Equal 
Disadvantage

Equal 
Advantage

Advantage 
Candidate

Candidate 
DOES NOT 

USE 
Interview 
Charisma

Candidate 
USES  

Interview 
Charisma

Figure 2
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Stage 1 / Meet and Greet 
Stage 1 starts the moment the candidate and the interviewer first 

see one another eye-to-eye and ends with the handshake. It’s over in only 
a few seconds but the effects last throughout the interview. No words are 
spoken other than a brief introduction, but you are already being judged. 
We judge others by their appearance, posture, facial expressions, and hand-
shake, and it’s only natural that others judge us by the same standards.  
Style is how we present ourselves. Substance is what we present. Style does 
for substance what a frame does for a painting and what packaging does 
for a product.  

What to Know
Style appeals to the emotions and substance appeals to logic. Good 

style opens the door so that you can present your substance, and your 
substance then opens another door to hire value. This principle is as old 
as time. Just as commercials first catch our attention before they pitch the 
product, job candidates need to attract the interviewer’s attention before 
presenting the real message. In the Interview Charisma framework, if you 
present your style well in Stages 1 and 2, then you create the opportu-
nity to present your substance in Stages 3 and 4. Style sells substance and 
substance sells hire value.

Remember this:
You cannot not communicate. You are always sending messages, so 

you may as well make your messaging work for you. Your appearance and 
actions during the first few seconds of the interview are a window into 
who you are. Politicians are mindful of how they appear to their elector-
ates. Criminal defense lawyers costume their clients to project the proper 
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Don’t let this happen to you. Your message to the interviewer is, 
“I’m competent, I’m friendly, and I’m here to help.” Clothing shows judge-
ment, body talk shows motivation, and a handshake conveys personality. 
Wrong clothing? Hmm, what else about this candidate isn’t right? Body 
talk too relaxed? Hmm, probably won’t take the job seriously. Limp, wet-
noodle handshake? Hmm, probably too shy for the position. Interviewers 
can’t see you as an individual if you give them a reason to label you.

Understanding the Interviewer 
Interviewers need to reduce the uncertainty that occurs when two 

strangers first meet. Numerous studies show that strangers form impres-
sions of one another on very little information. People can tell you within 
100 milliseconds (one-tenth of a second) whether a stranger’s face looks 
trustworthy, and within 48 milliseconds whether a face is threatening. But 
it’s impossible to recognize and analyze all of the details in every person 
or situation, so people use shortcuts or rules of thumb called heuristics. 
Sometimes we make immediate decisions and think in an unthinking way. 
Stereotyping is an example of a decision heuristic.

Popular books such as Blink: The Power of Thinking Without Thinking 
romanticize the notion that instant reactions are accurate. It makes great 
cocktail party talk when you can say that within 10 seconds you lasered 
in on a sixth century B.C. statue of a young boy acquired by the Getty 
Museum in California for 10 million and knew it was fake. Blink popular-
ized the idea that judgements based on so-called thin slices of behaviour 
are as good as judgements based on thick slices. However, although we 
think quickly, we don’t always think accurately. Author Daniel Kahneman, 
in Thinking Fast and Slow, debunks the myth that blink-thinking is accu-
rate. He reminds us that when we hear of successful examples of blink-fast 
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thinking, they’re usually from experts who have long histories of knowl-
edge on particular subjects. The rest of us think fast because we’re either 
lazy or don’t have the time to drill deeper.

So, do interviewers make accurate blink-think decisions? There 
is no research that shows that split-second intuition is a good substitute 
for reason. Almost 100 years of employment interview research supports 
exactly the opposite: a slow, deliberate, rational approach is the only way 
to make accurate hiring decisions. Interviewers make the best decisions 
when they use a structured interview format that is driven by high-quality 
job specifications, and when they wait until all job-related information 
has been collected. In fact, basic intelligence is the best predictor of future 
job performance, but we are unable to judge someone’s intelligence after a 
split-second exposure to their face.

What to Do
Everyone knows that appearance is important in an interview. 

It’s common knowledge and common sense, which can actually make us 
complacent. What people don’t know is that the effect of a candidate’s 
appearance on a hiring decision is five times greater when the interview is 
unstructured, and that’s most interviews! Different jobs require different 
interview attire and clothing styles change over time, so you will need to 
determine what’s appropriate in your situation. 

Pay special attention to your appearance and handshake during  
Stage 1. Look your best, smile, and give a firm handshake. As for the 
rest, be your authentic self. You don’t need to do, feel, or say anything 
out of the ordinary. Your résumé opened the door to the interview; now 
keep the momentum going so that Stage 1 opens the door to Stage 2. 
Remember, style sells substance and substance sells hire value.  
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Look Good
 An interview is a formal conversation and requires a more formal 
image. You need to look the part to get the part. Your interviewer may 
not remember what you wore, but she will remember the message: suited 
for the job or not suited. Interviewers infer how you think from how 
you look—appearance equals competence. “If you can’t get the appear-
ance right, then what else is there about you that you can’t get right?” 
Appearance is a knockout factor, so ensure that the interviewer focuses 
on you and not your appearance. If you are an Einstein and your reputa-
tion precedes you, then you don’t need to think about your appearance. In 
all other instances, you do. 

Two employment interviewers had this to say:

Clothing is a big deal. It’s a very big deal. I think for an inter-
view you need to be in some sort of business attire. Even if it’s 
for a creative job, I think there’s a level of respect there. Some 
candidates come in and the clothes are not up to date. I make 
a judgement whether or not they have skills that are going to 
meet today’s marketplace. It doesn’t have to be the latest designer, 
but you need to have something up to date. It’s not that hard. 
Hair style is a big deal too. If there’s too much hair going on, it’s 
like you’re looking at the hair. Another big mistake is perfume or 
cologne—it’s massive. People just pour themselves in this stuff.   

Of course you notice how the person is dressed, their appearance 
and how they present themselves. Is the person uncomfortable? 
Does the person make eye contact? And all of that consciously or 
subconsciously goes through your head, of course, when you’re 
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meeting someone for the first time … you’re assessing someone. 
If you’re dressed inappropriately … you’re done. If you have a 
body piercing … a nose ring … if you’re sloppy … if you come in 
late, we can’t send you out. How you dress for an interview shows 
judgement (or lack of).

You may have personal integrity, but how good is your visual integ-
rity? Job candidates often make the mistake of thinking that the interviewer’s 
visual system is nothing more than a mechanical camera that captures an 
image.  Actually, within the first seconds of meeting you, people take note 

“My interview coach advised me to always wear a suit.”
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including her face, is acceptable in the Middle East but not in Europe or 
North America. To present the proper visual in the interview, dress so that 
the interviewer will feel comfortable with you.

A study in Austin, Texas about status and obedience highlights how 
people react to clothing.  People, who were waiting on a city street corner for 
the light to change, readily followed models who disobeyed WAIT signals 
and crossed early when the models were dressed in a suit, white shirt, tie, and 
polished shoes, but did not follow models who were dressed in soiled trou-
sers, unpressed denim shirt, and scuffed shoes. The study was repeated in a 
French city where 55% of the pedestrians followed well-dressed models but 
only 9% followed poorly-dressed models.

John Malloy, author of Dress for Success, provides numerous exam-
ples of how the clothing you wear influences others. In one study, secretaries 
and receptionists in New York City obliged requests to pass on envelopes to 
their bosses more quickly when the man making the request wore a high-
status beige raincoat, than when he wore a low-status black raincoat. In 
another study, Malloy, dressed in a business suit, panhandled for money 
during rush hour in Grand Central Station. He would stop people, say that 
he was terribly embarrassed but that he had forgotten his wallet, and ask for 
money to get home. He received four times as much money when he wore 
a tie. An interviewer said,

If you’re recruiting for the executive assistant to the CEO ... 
there’s a certain look that person has to have if it’s for a Fortune 
500 company, as opposed to a back office data entry clerk ... 
appearance doesn’t matter as much.

In another experiment, one group of interview candidates wore ties 
to their interviews, whereas the second group did not do so. Each man in 
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the latter group was instructed to say that, although he had his tie with him 
when he left his house, he left it on the counter after stopping for a cup of 
coffee. The candidate explained that he did not return for the tie because 
doing so would have made him late for the interview. Malloy writes, “Those 
men who wore their ties to the interview were offered jobs; those without 
them were turned down.” Malloy’s research was conducted in the 1970s 
when ties for men were arguably more important than they are today, espe-
cially when companies have a dress down policy, but the moral of the story 
is that appearance counts, whatever the fashion trends of the day may be.

It’s how you present yourself. It’s usually younger people, unfor-
tunately. They come in with their coffee in one hand and the 
phone in the other. So, they’re not treating it like a serious inter-
view ... which turns the interviewer off, of course. Again, it’s 
judgement, it’s all judgement.  

Some candidates get the message about appearance with great 
difficulty. These are the skeptics who insist on being judged for what they 
offer, not on how they look. Dressing for an interview “feels staged,” they 
say. They pride themselves on not paying attention to how they appear 
to others, and don’t worry about first impressions because, “Once people 
see who I really am, they will like me.” Such candidates think their verbal 
credibility, or what they say about themselves, is more important than their 
visual credibility, what they show about themselves. And there is merit to 
their argument; objective criteria should be more important than subjective 
criteria. But it’s like the man who insists on having the right of way while 
crossing the street on a pedestrian crosswalk, even while a truck barrels 
down on him. He was right—dead right.

The ultimate rule of personal power is that the person with the 
power is permitted to break the rules. Unless your reputation precedes 
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you, you need to conform to the demand characteristics of the inter-
view. Ensure that the interviewer focuses on you and is not distracted 
by your (lack of ) appearance. Make others comfortable by dressing for 
the part. Use some street smarts and emotional intelligence and play the 
system to your advantage instead of railing against it. Hiring decisions 
are affected by appearance and, although that may not be an accu-
rate way to decide, it’s better to be on the good side of those effects. 
Your appearance, dress, posture, and facial expressions are all under 
your control. Focus on the right things to do and then do them right.  
 A job recruiter expressed her frustration with job candidates that 
she sent out to her corporate clients: 

We prepare job candidates. “This is what you have to say, this 
is what you have to do and how you should look.” And they still 
don’t do it. They still don’t do it.   

Shake Hands
 Stage 1 ends with a handshake. The hands tell a story. The appear-
ance and softness of a hand tells you something about the person’s 
lifestyle. Callused hands tell a different life story.

It costs nothing to have a good handshake. A handshake has five 
parts: grip, strength, vigour, duration, and eye contact. Grip is full when 
the hands interlock completely, or partial when you shake more with 
your fingers. Business handshakes between and across genders should 
always use a complete hand grip. Strength will depend on the culture. In 
Western cultures, it’s good to give a moderate squeeze so that you’re not 
accused of a limp handshake. Other cultures actually prefer a shake with 
no squeeze. Vigour (or pump) means how low and high the arms move 
as they go up and down. Duration is how long you shake. Finally, eye 
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contact means to look the other person in the eye as you shake hands and 
varies from none to direct.

The cooperator handshake has medium muscle modulation (a firm 
grasp), is waist high, lasts 1.8–2.3 seconds, and is a pump and a half. There’s 
a complete grip and both hands are vertical, which says, “You and I are 
equal.” The politician’s handshake of clasping your left hand over the other 
person’s right hand, or holding onto their upper right arm, should never be 
used with someone you are meeting for the first time because it is perceived 
as a false attempt to accelerate rapport. People with dead-fish, wet-noodle 
handshakes are often unaware; therefore, it’s useful to ask your friends to 
comment on how you shake hands. 

The handshake is a sign of welcome; therefore, you should let the 
interviewer lead and wait until he extends his hand before you extend 
yours—but be ready for it. If you need to move closer to shake the inter-
viewer’s hand, step first and then extend your hand (not the other way 
around). Keep your center of gravity and stay centered. The interviewer will 
see you as relaxed and in control. Both men and women should shake with 
a complete and firm grip of the other person’s hand, and initiate a good 
pump. Don’t adjust your handshake. Keep it firm even if the interviewer’s 
hand is weak. Look the other person in the eye while shaking hands. If you 
are unsure whether you’ve been maintaining eye contact, simply remind 
yourself to do so next time you shake someone’s hand. Looking away gives 
the impression that you are insecure, hiding something, or disinterested. 
Think of a reason for really wanting the job and smile sincerely as you 
address the interviewer by name: “I’m pleased to meet you, Mr. James.” You 
will gain more respect if you pronounce the interviewer’s name correctly. 
Finally, don’t sit down until the interviewer sits down, or offers a seat. As 
a general rule of thumb, throughout the interview, follow the interviewer’s 
cues, especially when transitioning through the interview stages.
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Professor Greg Stewart of the University of Iowa measured hand-
shakes in a real interview setting and discovered that job candidates with 
good handshakes are perceived by interviewers to have extrovert person-
alities. During an interview, extroverts present as proactive self-starters, 
assertive, dominant, able to control situations, having drive, decisive, 
ambitious, and having a positive outlook. Who wouldn’t want such people 
around? That’s why the handshake is so important.

Making inferences about personality from a handshake is a good 
example of decision heuristics. We make decisions based on very little infor-
mation, and read into things that are not there. People with a firm handshake 
are seen as being more persuasive, sociable, and friendly, and as having better 
interpersonal skills, whereas a soft handshake communicates a shy and 
even neurotic personality (at least in Western culture). Who needs fancy 
Rorschach inkblot tests to measure personality when a handshake will do? 

I get a lot of women from the Pacific Rim that are not 
comfortable shaking hands like a man, so I will coach them 
because I know that it’s a cultural thing. I tell them, “You’re 
in the United States now.”

Professor Stewart conducted his research in North America and 
the advice to shake firm is appropriate in many parts of the world, such as 
North America, Europe, Russia, and Australia/New Zealand. However, in 
much of the rest of the world, such as Africa, South America, Southeast 
Asia, and the Middle East, it is normal to shake with a softer grip. The 
attitude is that, “By shaking your hand firmly, I feel like I’m trying to tell 
you something. If I’m secure in who I am, then I don’t need to convey 
so much energy in my handshake. A soft shake is warmer, and I’ll use it 
especially if you are my friend.” It’s important to adjust your handshake  
according to the country in which you find yourself.
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chapter 1 summary

•	 An interview moves through four stages that normally occur 
in the same order:

  1–Meet-and-Greet  3–Formal Interview
  2–Building Rapport  4–Asking Questions
•	 There is synergy among the four stages. Synergy means the 

whole is greater than the sum of the parts. 
•	 Job candidates who learn the principles of Interview Charisma 

will be prepared for both structured and unstructured inter-
view styles.

•	 Stage 1 lasts only a few seconds. It starts the instant you first see  
the interviewer and ends with the handshake.

•	 The style you present in Stage 1 opens the door to presenting 
your substance later on.

•	 The only interviews that accurately predict a candidate’s future 
job performance are structured interviews.

•	 Be mindful about your appearance because it has a much larger 
effect on interviewers than most people realize.

•	 Learn how to shake hands well, and maintain eye contact, 
because interviewers associate a good handshake with an extro-
vert personality. And extroverts are perceived as being proactive. 

•	 People who have charisma in the interview project it in many 
ways that are linked together. For example, people who dress 
better also have better handshakes.
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Style sells substance 
and 

substance sells hire value



24 Interview Charisma



Chapter Two / Stage 2 25

Chapter two
Building Rapport, or Writing a Rapport?
You know that Stage 2 has started when interviewers 

say, “Did you have any trouble finding the place?” or “Would 
you like a cup of coffee?” or comment about the weather, or 
a newsworthy public event. Interviewers build rapport to 
create a comfortable, trusting atmosphere that puts candi-
dates at ease and encourages them to open up and talk freely. 
This is often described as exchanging pleasantries, small talk, 
chitchat, making light conversation, breaking the ice, initial 
subtleties, and banter. 
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of Alabama; and Professor Amy Kristof-Brown, Tippie College of Busi-
ness, University of Iowa.
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