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Ralph Ovsec: Good afternoon, everyone. I hope everyone has enjoyed their lunch. As we proceed through the program I 
would like once again to acknowledge the efforts of my co-chair, Nathalie Bégin, and both the life organizing committee 
and the P&C organizing committee. 

Well, we’ve got a room of actuaries here and we know that occasionally we can be challenged in communicating 
effectively. Sometimes we’re characterized as being introverted, expressionless. Some of you probably remember that 
Globe and Mail article or the cartoon a few years ago where it asks the question, “What’s the difference between an 
introverted actuary and an extroverted actuary?” Well, the extroverted actuary stares at your shoes when he talks to you. 

When Nathalie Bégin and I were working on organizing the luncheon speaker we tossed around a few names and what 
kind of theme do we want, and I think we agreed pretty quickly that something along the lines of communication is 
something that would be very beneficial. We have all these technical sessions, and lately we started going away from 
something very technical at lunch and something totally different. So we’re having this meeting and it was a conference 
call. We had Ottawa, we had Nathalie and myself, and Nathalie said, “Oh, one of my team members has this great 
name. So let me just whip the link to you—our speaker has a web link—and let’s just have a quick look. And we’ll read 
the bio very quickly and see if that’s something we would like to do.” So this link comes up and I’m looking at it, you 
know its “www dot blah blah blah/Cabana guy.” And I thought, “OK, this is Cabana guy, pool boy.” 

(Laughter)  

The first thing I said, “Nathalie, I don’t think this is going to be appropriate.” And she says, “Oh, no, no, no, no, no. It’s 
Guy Cabana and I’ve heard many, many good things about him.” OK, so we got that cleared up. So we researched and 
we agreed very quickly that we would like our luncheon speaker to be Guy Cabana. 

I was speaking a few weeks ago with Guy, and we were discussing some of the things that we would like to talk about 
because he has three areas of expertise, and I’ll just mention them later. We were speaking and he says, “Yeah, you know 
you guys are actuaries.” I said, “Yeah.” And he said, “I hear you guys are really clever.” I said, “Yeah.” 

(Laughter)  

Then he says, “I hear some of you guys are quite brilliant.” And I said, “Yeah.” 

(Laughter)  

So he says, “But you know I’ve dealt with actuaries too and some of you guys don’t communicate that well. Or you have 
this reputation.” And I said, “Yeah.” So we were in agreement right away. 
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Anyways, our luncheon speaker is Guy Cabana. Guy Cabana is a renowned speaker with an international reputation. He 
has spoken to many, many audiences. We were speaking over lunch. He does 120 keynote addresses a year. Very, very 
much in demand. And all over the place: Canada, U.S., Europe—very international. He has become a master in the art 
of communicating and getting people to take instantaneous action. He’s the author of three books: The 10 Secrets of 
Effective Negotiation, Beware! Your Gestures Betray You, and Lifting Mountains, the Art of Doing the Impossible. 

Today we have asked Guy to speak to us on non-verbal communication. Guy has promised us a very entertaining and 
interactive session. And I’m sure that for the next few weeks when somebody scratches their left eyebrow versus the right 
eyebrow, the question is going to be, “‘I wonder what that means?” 

Please join me in welcoming our luncheon speaker, Guy Cabana. 

(Applause) 

Guy Cabana: You’ve told them exactly what I told you to tell them. Thank you. 

Ladies and gentlemen, it’s an honour, a privilege and an absolute delight to be here. 

But before I start to entertain you people on non-verbal communications there are three words of caution. First one: 
please restrain from making any bodily gestures for the next 55 minutes please. It’s very difficult to offer you a non-
verbal communications when I see people scratching their head, grabbing a lobe of their ear. 

Second thing: please do not trust one word I will tell you. I think it’s very difficult to learn a new language within 45 
minutes. So when you people leave this room and you see somebody with their arms crossed it’s not necessarily because 
they are defensive. It’s simply because it’s comfortable. “Probably because I’m cold.” “Probably because I have a stomach 
ache.” So do not start interpreting gestures that you will see. 

But the third thing that I can tell you is once I leave this platform, every time somebody will have or do a bodily gesture 
you will get excited. 

(Laughter)  

Where does non-verbal communication come from? Because I’m talking from people here are extremely brilliant. One 
hundred and fifty years ago there was this guy named Charles Darwin, evolution of a species. He went, obviously—as 
everybody knows—in the jungle. He came back to humanity. He would see human beings do exactly certain gestures 
that he would see from ants, birds, snakes—because we communicate non-verbally. 

The evolution of non-verbal communications: people like Desmond Morris, Allan Pease. They started to look at bodily 
gestures at a specific way medically. Muscles, the blood vessels, how they worked. Today, science has proven 252,000 
gestures. We have uncoded, analyzed, observed and come to a conclusion of those 252,000 gestures. So let me start with 
the first one. No, I’m just kidding. 

(Laughter)  

Out of those gestures as an example, please scratch the top of your head right over here. Everybody scratch your head. 
That is where numbers are embedded: mathematics. Ladies and gentlemen, actuaries, you know figures. You are like fish 
in water when you’re talking numbers. If ever you’re talking to a customer and he looks at you and does this […] they 
don’t have a hell of a clue what you’re talking about because they are scratching, motivated, trying to say, “Get the 
numbers.” 

Please put your index finger, or your major finger, right here on the front of your forehead, on the left side. Left side. 
That is where organization is embedded. I’m talking to a lot of you people and I see some of you sitting like this while 
you’re listening to me. You are organizing every piece of information that I am sending you. This is why you’re sitting 
like this. 

Please put your index finger on the right side of your forehead. That’s plan-ification. Have you ever noticed somebody in 
a meeting when they’re listening to you they’re doing this? They’re organizing and planning it. 



SEPTEMBER 2010 SEMINAR FOR THE APPOINTED ACTUARY – MONTRÉAL (LUNCHEON)  3 
 

 
PROCEEDINGS OF THE CANADIAN INSTITUTE OF ACTUARIES  Vol. 21, September 2010 

 

(Laughter)  

“OK, I got it and I’m planning it.” If ever you see your counterparts listening to you and he’s doing this […] shut up, 
because they are not listening to you, they are hearing. There is a difference between listening and hearing. Hearing is 
preparing my response. Listening is making the decision to say, “I will understand my counterpart.” And if somebody is 
organizing and planning, wait for that moment to come back to them and ask them for their feedback. They will tell you 
how they’re organizing and planning it. 

Let me go a little further on non-verbal communications. It’s a silent declaration of emotions that is used to demonstrate 
our true intentions. Non-verbal communication is authentic language that is spontaneous and sincere and extremely 
authentic. It’s a photocopy of your soul. This is what gestures are. 

Let me become a little technical with you people again. There are six types of gestures. The very first one is called an 
instinct. If you recall a newborn child, the minute they feel the breast of their mother, that child will turn their neck, part 
their lips and start sucking. Do you know that that child never followed a course 101 called Sucking? 

(Laughter)  

They do it out of instinct. You will take that child and then after that you will put it on your child and you tap them on 
the back. The child will burp. Nobody told that child to burp. It’s called an instinct. 

The second type of gesture that we have, it’s called learned. You notice that child, every time you go to the crib you’ll 
extend your arms, you’ll offer them a smile and you usually go, “Good morning.” And the minute that that baby can 
have the muscle movement what do they do when they see your face? Their legs and arms are going and they’ll give you 
a smile. That they will give you a mimic. Is that gesture a bearer, carrier of a message? Yes, as a mimic. 

The third type of gesture that we have is called technical. We teach them how to sit, how to hold their fork, how to hold 
a pencil, how to walk. Are those gestures bearer of messages? Yes, as a technical side. 

Then we come to what is called mechanical. The mechanical gesture: if your body has a virus your body will fight that 
virus. You’ll probably spit and sweat, you’ll probably have chills, you’ll probably be cold. I’m crossing my arms because I 
am combating this virus. Is that message a gesture bearer? Yes, it will carry. 

A lot of things ladies do, some ladies will sit on their leg like this […] and at one point in time there will be a 
conversation between the brain and the leg that will go something like this; if you do not uncross your legs it will 
become numb. 

(Laughter)  

So I will part my leg. Is that a gesture? Yes, but it’s physically; I have to do it. 

In about one hour from now, your red and white blood vessels will fight because you have just eaten. And you people 
know when you eat, bodily gestures, everything functions; your heart, your liver, your stomach. And the way, you will 
come, at one point in time, that your energy level will decrease. The quickest way that the body found to increase your 
energy level is usually you will part your arms like an eagle, split your lips and you will suck up as much oxygen as you 
possibly can. You are going to yawn. [He yawns] And have you noticed after you’re finished yawning you get that little 
burst of energy? You always go […]. Your body found a way to energize that body quickly, spontaneously by yawning. 
Does it mean it’s boring? Not necessarily. 

The fifth one that you have is called a habit. Some people usually take a pencil and they’ll turn it like a helicopter. Does 
that mean a message? Yes, it’s just a habit that we have. Some people will cough, ahem, just before they talk. Does it 
mean they’re nervous? Not necessarily. It can be simply because it becomes a habit. 

And here is the reason why I’m here; the accidental gestures. Those are the ones that we want to look at. Right now I 
have my hands like this. You know what this means? Trust and confidence. If ever you see somebody with their hands 
like this it’s called the steeple. And it’s located towards you, my partner. It means I am sharing honest, sincere and 
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precise information. And if ever I want to emphasize my trust I’ll talk and I’ll do this [...], like a pope here, a little here, a 
little here, and a little here. 

(Laughter)  

And if you notice my fingers do not touch each other. It’s because I am open to physical and verbal and non-verbal 
gestures as feedback. If I lose patience I’m going to start doing this […]. 

Ladies and gentlemen if ever you are talking to somebody and they’re doing this […] shut up. 

(Laughter)  

Why? Because I’m telling you that I am becoming impatient in my trust. 

Here is one gesture that you people do very often. And this is out of my humble observation. Nine times out of 10 you 
will ask a question to your customer and you already have the answer. You asked them that question just to measure 
their knowledge of the question that you’ve asked them. 

An example of this: my accountant. His name is Pierre. For 26 years he’s been doing my income tax, personal and 
professional. All these years, every year around the end of March I go to his office. I sit down in front of him and he’s 
behind his chair and he looks at me and he says, “You think you’re going to pay some income tax this year?” And he does 
this […]. If ever you see somebody doing the confidence and they touch themselves, they are telling you, “I have the 
answer to the question I just asked you.” I know that if I answer him I’m going to have a conversation. I don’t want to 
talk to an accountant. 

(Laughter)  

So you know what I’ve been selling him for 26 years? I pick up my two envelopes and I say, “I’m leaving the surprise for 
home.” And I leave. Why? Because for the question he has asked me he already has the answer. 

Let me go for the last time technical with you people. A gesture is a signal that indicates the feelings and emotion in 
which we find our unconscious state. Research by Albert Mehrabian, from the University of California in 1967, said that 
communication has three things: tone 7 percent, words 6, and non-verbal for 87 percent. 

What’s your name, ma’am? 

Rona: Rona. 

Mr. Cabana: Rona. How ya doin’, Rona? 

Rona: I’m OK. How are you? 

M. Cabana: Good. Why are you shaking? I’m talking to Rona and she is kicking me with her leg like, “Go away, leave 
me alone.” 

(Laughter)  

That’s what she’s telling me. Rona. 

Dale: Dale. 

M. Cabana: Gail? 

Dale: Dale. 

M. Cabana: Dale? Let me say three words that French people love to say. Je vous aime. I love you. I love you. What’s 
your name? No. 

(Laughter)  

(Pointing to wrong people)  
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Micheline: Micheline. 

M. Cabana: Micheline, je vous aime. Ladies and gentlemen, do you agree with me that this is very exciting? 

(Laughter)  

Let me put a little tone, let me put a little non-verbal: I love you. 

(Laughter)  

She’s not kicking me with her feet now. 

(Laughter)  

I have a blushed face with a tremendous smile. Dale, I love you! Got it? [said forcefully] 

(Laughter)  

It’s the same bloody words. But you see the impact is not the same. If I had a gun then yeah, I love you! I’m not getting 
the same reactions from these three people yet they are the same words. 

Starting today ladies and gentlemen, as a takeaway do not trust the words if they’re not in harmony with the gestures. 
Do not trust the words if they’re not in harmony with the tone. But then again you cannot separate tone, voice, and the 
gestures from its context. Please do not interpret a gesture 10 minutes after, two minutes after, 30 seconds after because a 
gesture is like electricity. It’s a switch. It’s spontaneous. It’s direct. It’s right there. It is authentic. 

To help you know what type of communicator you are, in front of you, on the table, you will find a piece of paper and a 
pen or a pencil, and/or a writing utensil. Please take a piece of paper and pencil and I will have a test with you people. 

If you don’t have a pen or pencil, please ask the person to your left if they want to share it with you. If they don’t, you 
can steal the one sitting to your right because they are not looking at you right now. 

(Laughter)  

Here is what I would like to do. I will ask you twelve questions and each question you respond with a Yes or a No. 
Unfortunately, Maybe, It depends, I’m not too sure—it does not function for this test. If you want to accelerate you can 
write Y for yes, and N for no – it will work. 

Three things I must share with you before I ask the very first question. First thing: I will ask each question twice. Please 
respond to only one of the two. 

(Laughter)  

If ever you decide to answer twice to the same question the same answer would be appreciated. 

Second thing: there is known in psychology a psychometric redundancy. It simply means that you will have the 
impression at one point in time that I have already asked you that question. I will ask you to trust me, it is not the same 
question. Example: there is a big house, the house is very big. 

The third thing, which is the most important one: please do not copy the answer to the person sitting next to you. 

(Laughter)  

That’s kind of pathetic to cheat on a personality test, now isn’t it? 

(Laughter)  

Question number one: do you sometimes feel happy or sometimes depressed for no apparent reason? Do you sometimes 
feel happy or sometimes depressed for no apparent reason? 

Question number two: do you prefer action to planning for action? Do you prefer action to planning for action? 
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Question number three: do you have frequent ups and downs in moods either with or without apparent cause? Do you 
have frequent ups and downs in moods either with or without apparent cause? 

Question number four: are you happiest when you get involved in a project that calls for rapid action? Are you happiest 
when you get involved in a project that calls for rapid action? 

Question number five: are you inclined to be moody? Are you inclined to be moody? 

Question number six: does your mind often wander while you are trying to concentrate? 

Now that’s the only question I will not repeat. If you didn’t get it write Yes to question six! 

(Laughter)  

Question number seven: do you usually take initiative in making new friends? Do you usually take initiative in making 
new friends? 

Question number eight: are you inclined to be quick and sure in your actions? Are you inclined to be quick and sure in 
your actions? 

Question number nine: are you frequently lost in thought even when you are supposed to be taking part in a 
conversation? I’ll repeat this very slowly. 

(Laughter)  

Are you frequently lost in thought even when supposed to be taking part in a conversation? 

We’re almost there. 

Question number 10: would you rate yourself as a lively individual? Not live, lively. 

(Laughter)  

Would you rate yourself as a lively individual? 

Question number 11: are you sometimes bubbling over with energy and sometimes very sluggish? Are you sometimes 
bubbling over with energy and sometimes very sluggish? 

And the last question: would you be very unhappy if you were prevented from making any social contacts? Would you 
be very unhappy if you were prevented from making any social contacts? 

Now, let me give you the right answers.  

(Laughter)  

No. Embedded in those 12 questions, because of the timeframe that I have there are six which I’m extremely interested 
in. please circle the Yesses only to the following questions. Yesses only to the answer 2, 4, 7, 8, 10 and 12; 2, 4, 7, 8, 10 
and 12. Add up the number of Yesses you have. 

Now, there are three types of communicators. You have your introverts, you have your extroverts, and you have your 
perverts. 

(Laughter)  

But I was advised not to talk about perverts, so let’s just talk about the introverts and the extroverts. Basically some of 
you have a score of six. Some of you have a score of five. Some of you have a score of four, three, two, one. Technically 
zero does exist. 

(Laughter)  

If you have a score of four, five or six then you are an extrovert. I will be talking about you people in a couple of seconds. 
If you have a score of zero, one or two you are an introvert. Less than 10 percent of the people in this room, you have a 
score of three. Please see me after my conference; I’ll give you my business card. 



SEPTEMBER 2010 SEMINAR FOR THE APPOINTED ACTUARY – MONTRÉAL (LUNCHEON)  7 
 

 
PROCEEDINGS OF THE CANADIAN INSTITUTE OF ACTUARIES  Vol. 21, September 2010 

 

(Laughter)  

Your first consultation will be free and we will take it from there. 

If you have a score of four, five or six you are an extrovert. People, you are extremely, extremely, extremely productive 
because you love to win. If you have a score of zero, one or two you are an introvert. People, you are extremely, 
extremely, extremely, extremely productive. 

(Laughter)  

Because you hate to lose. 

(Laughter)  

Do you know that it’s not the same game? People love to win because extroverted people, you are on earth once you have 
taken your first breath which is called to live. You are here for one reason: seek rewards. You will always function to fulfil 
your need. 

Zero, one or two: at your very first breath you are on earth to avoid punishment. 

(Laughter)  

You are here because you want to avoid your fear. 

If you have a score of four, five or six you are an extrovert. If you have a score of four, have you ever given a compliment 
to a four? They’ll have you repeat it. “You have a nice tie.” “Yeah? Really? You like my tie?” 

(Laughter)  

If you do a compliment to an extrovert it’s not just repeating once, not even twice. Because an extrovert, when they get a 
compliment they share it with humanity. 

(Laughter)  

“You’ve got a nice tie.” “Really? You like this tie? What do you like about it? The colour? The shape? The form?” And 
the minute I see somebody else, “He likes my tie! Do you like it?” 

(Laughter)  

Have you ever given a compliment to an introvert? They’ll tell you two words: “Thank you!” You say, “No, I really like 
your tie.” “I got it!” “No, I really, really like it!” They leave. 

(Laughter)  

If you have a score of five you’re starting to piss off introverts just by your presence. It’s, “Oh my god, he’s here!” 

When I started to say there’s some people have a six, I know some of you sixes you thought this was a contest. “I got six!” 

(Laughter)  

We know! “I got five, I got five, I got five!” 

Introverted: they’ve already folded their paper. It’s under their plate. 

(Laughter)  

“What did you get?” “Oh, it’s OK.” 

(Laughter)  

If you have a score of six and it’s written in the saint scriptures, And god created the human to his image, well, the six 
believes it. They get up in the morning, “You can go to bed. I’m up.” 

(Laughter)  
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Four, five and sixes: here are some favourite words they love to use, “No problem.” When introverts hear that they know 
they are in deep shit. 

(Laughter)  

 “I’ll handle it.” “Oh my God. we really are in shit now!” 

(Laughter)  

“Don’t worry.” Do you think they are inspired when they hear, “Don’t worry”? 

If you have a score of two, one or zero, the day you are born it’s part of your DNA. Everything an introvert does is 
perfection. You know what annoys extroverts? Perfection. 

(Laughter)  

Do you know how long it takes for perfection? 

Extroverts love to take introverts by their shoulder and shake them and say, “Move!” 

Introverts, their dream is to have a piece of Scotch tape, put it on their mouth and say, “Shut up!” 

If you have a score of one, you don’t even know you’re here right now. 

(Laughter)  

It will come later on during the day. 

If you have a score of zero, the technical name that we say, it’s called coma. 

(Laughter)  

You just breathe. That’s all you can do. 

Two, one or zero: you love detail. You know what extroverts hate? Detail. “Oh my God, I hate detail!” 

Extroverted people want one thing: results. Introverts: the process. 

I have a customer who is a six and I take out my file which is two inches thick, and the six is looking at the file and 
saying, “No way. Uh-uh. Ain’t gonna happen.” And you say, “Let’s go over page number one.” 

(Laughter)  

The six is going, “You’ve got five minutes.” 

Extroverted people: it’s called the PPF; past, present and future. And an extroverted person, part of your structure, every 
time you get a piece of information, verbally or non-verbally, one of your five senses is touched. Twenty percent of that 
information will go to the past, 20 percent is in the present, and 60 percent is in the future. 

Extroverted people love to say, “We’ll cross the bridge when we get there.” You know what extroverted people want to 
hear? “Where is the damn bridge? That’s what I want to know.” “No problem. I’m handling it.” “We’ll never find the 
bridge.” 

(Laughter)  

Introverted people: 60 percent goes in the past, 20 percent in the present, 20 percent is in the future. Ladies and 
gentlemen, be aware that every time you are talking to someone personal or professional, for only 20 percent of that 
information are you are both on the same page. The rest is called perception of your reality. 

What motivates extroverted people and introverted people is called the OLA, optimal level of arousal. Extroverted 
people, they wake up in the morning and their glass is empty. Introverted people, they wake up in the morning, their 
glass is full. This is why one of the first gestures you see an introvert when you get into their zone, their comfort zone, 
they’ll do this: they put a cover on that glass. They’re saying, “You’re not going to suck up any of my juice.” 
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Extroverted people, when they see somebody, one of the very first gestures they’ll do is, “How ya doin’?” Put some liquid 
in this glass. I’m here to be fulfilled. I’m here not to give you. 

I give a three-day course at the University of Sherbrooke on effective negotiating skills. I’ve got about 80 students in the 
auditorium. At one point the day before, I talked about the different profiles of negotiators. I talk about the idiot, how 
he functions in negotiations. I have a student sitting like this […] for three days. I see his chest doing this […] I’m 
saying, “He’s breathing, I’m going to leave him alone.” 

(Laughter)  

Now, I had not fulfilled this extrovert’s needs for about three days. Is it because he’s quiet that means he’s an introvert? 
Not necessarily. Because what I love about extroverted people, they’re like popcorn that you put in a microwave oven. 
You never know when they’re going to pop! But you know that they’re going to go pop! at one point in time. So he’s 
sitting like this […] and all of a sudden he gazes at me like a cobra ready to strike. And he puts himself on his chair like 
this […] and he’s looking at me and he’s starting to give me a smile. He’s preparing himself. Like he’s a two, he’s going 
three, four, and so I stop my course and I say, “Yes.” And he says, “Like, like, like, like I got a question, eh!” I said, “Yes.” 

Two things happened in my course. There was a person in the back who was a six. And the minute he heard this guy’s 
voice, “Like I got a question, eh!” he got excited because he sits on his chair, he got up, he looked at the other person 
sitting next to him and he said, “Do you know that dude? Who is that guy?” And they started having a conversation. 
You know what the introverts did when he heard “I got a question”? They took their pencil and they were prepared to 
take notes. 

(Laughter)  

And I said, “What’s your question?” He says, “You know when you were talking about the idiots?” I go, “Yes, I have a 
vague memory on that.” “Well”, he said, “It makes me think of my brother-in-law who lives in Quanticook(ph).” And 
he went back into a coma. 

(Laughter)  

Now ask me if I can live without knowing that he’s got a brother-in-law in Quanticook(ph). I can survive for about a 
day. 

(Laughter)  

But this six in the back of the room he can’t. Because he screams over to this guy and says, “What’s his name?” 

(Laughter)  

He wants it now! So this guy over here gives him his name. And this six started to get other fives and sixes excited. Like, 
“Where’s Quanticook(ph)? Who’s his brother-in-law? What does he do?” 

Introverts were looking at me in a gaze, going, “What the hell’s going on?” 

(Laughter)  

I had to call a break. All the extroverts came around this extrovert—they had fun. I had a couple of introverts one and 
two in a room looking at me going, “Huh?” I had to tell them there will be no question on the exam on idiots and/or 
Quanticook(ph). 

(Laughter)  

I had one student look at me, he says, “Promise?” 

(Laughter)  

I said, “Yes”. He says, “Can you send us an e-mail?” I said, “I will.” He says, “Do you have my e-mail address?” They 
want detail. 
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What happens usually when an introvert goes home tonight they usually will listen at the weather. Why the weather 
report? It will determine if they will get up at 6:00, 6:30, 6:15. It depends: is it going to snow, not snow? Usually they 
will put their alarm clock. They’ll check the sound at least twice. Coffee machine. If they have kids their lunches are 
already there. If it’s a lady the dress is already out. Everything is el-perfecto. The alarm clock rings, one tap they’re up, 
they are 100 percent functional. 

Extroverts: it’s usually a snooze, another little five minutes. And usually when they wake up they won’t close that alarm 
clock. Extroverts will read the newspaper, watch TV, talk to the kids, take the dog out. It’s exciting. 

Introverted people, if they’re at the office at a quarter to five, they are there at a quarter to five. They’ll take that one cup 
of coffee. Because coffee is caffeine, caffeine stimulates them, they don’t have to be stimulated. They go to their office, 
look at their laptop, pencils are sharpened, they look at their agenda, it is 8:01, 110 percent functional. Then walks in 
Lucifer. 

(Laughter)  

They walk in at five past eight, seven past eight, a quarter past eight, and where do you find all the extroverts when they 
walk in an office? Find the coffee machine. Because coffee stimulates them. So they all go around the coffee machine and 
they’re drinking one or two cups of coffee in and they’re becoming six, six and a half, six and three quarters. 

(Laughter)  

Everybody is talking. Nobody is listening but it’s exciting. And then the extrovert walks out of the cafeteria. And then 
they tell themselves, “I’ve got to see each and everyone of my employees to tell them how awesome they are.” So they go, 
“I love you”, “How you doing?” “Looking great”, “You’re the best”, “Any problems?” “No problem.” And they go on. 
Now imagine that last introvert in the very last office, hearing Lucifer approach. 

(Laughter)  

They’re going, “Oh my God, he’s going to hug me again.” 

(Laughter)  

“I can feel it.” Because the more they see people the more they become seven, eights, and nines. And finally they come to 
that last person, they grab him by the shoulders, because extroverts love to touch, and they’re going, “How ya doin’? 
You’re awesome!” And they leave. 

Now that extrovert is functional till about a quarter to twelve. 

(Laughter)  

That introvert is pissed off till about a quarter to two. 

(Laughter)  

Do you agree with me that worldwide we cannot have a grievance for acts of pleasantness? But we can have acts which 
are called non-respectful. 

Ladies and gentlemen, we are not all the same. What inspires one will demotivate the other. What will motivate one will 
demolish another. You have to know who you are as a communicator. The communications is called communion. A 
communion is called sharing. I have to respect the person in front of me if I want to share and take the decision to listen 
instead of to hear them. This is called building a relationship. 

Let me share with you one very quick one again because you’re a good audience. I had given a conference at the King 
Edward Hotel in PEI. I leave the platform. My OLA right now is a six but I can guarantee you that I’m probably not a 
six because when I leave this platform I will probably stare at the floor, not to be in contact with you people because I 
have to bring down my energy level. So I leave the conference room, there’s about 1,200 people, and the very first place 
that I can find to bring down my optimal level of arousal was the hotel public washrooms. I open the door and there’s 
about 12 cubicles. So I go to the very, very last cubicle and I sit down and I’m bringing down my optimal level of 
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arousal. In walked a six. Because we know, sixes, you whistle, you sing, you chew gum, you walk on your heels. Damn it! 
You’re always doing something. And I hear this six walking in, ba da ba da ba da. Now, I stopped all my intestinal 
activities. 

(Laughter)  

I said, “Oh my God, there’s somebody here.” Now that six saw 14 open doors and one closed. He got excited! “Yeah! 
There’s somebody here, man!” 

(Laughter)  

Where do you think that asshole sat? 

(Laughter)  

Right next to me! As if I was his neighbour. Now I’m constipated. 

(Laughter)  

I lean down, I see his belt buckle go down, two Blackberry’s, a cell phone, I’m saying, “Man, this is a six.” 

(Laughter)  

Then I hear, “Hey, Cabana, is that you?” 

(Laughter)  

Extroverts, public washrooms are not a conference room! Introverted people, they will go to a public washroom and if 
there are too many activities will hold it in and will come back later. 

(Laughter)  

So just to warn you that we are not the same. 

Let me liberate the threes for a second. A three—you’re screwed.  

(Laughter)  

No, the threes, you are what is known as an ambivert. An ambivert has a facility to become an extrovert if they want to. 
They have the facility and the ease to become an introvert if they want to. An ambivert is not on the face of the earth to 
fulfill their need to avoid punishment. They are there for one reason; their liberty to choose. 

Are there some people that you’ve known or you know presently for two months, six months, a year, and you just can’t 
size them? Well, that’s your three. A three can become tonight the clown of the room because they feel like it. They’ll 
dance, they’ll tell jokes. Fifteen minutes later they’ll sit down and be in a coma state because they just feel like it. And 
then you go see that person, you say, “Apparently you got an awesome joke.” And the three will look at you and says, 
“Don’t you have a friend?” 

(Laughter)  

They just don’t feel like repeating that joke. Ladies and gentlemen, a three, you never tell a three what to do. It’s 
interpreted as a suggestion. Because a three will decide when they feel like deciding and they’ll do what they want to do 
whenever they want to do it. 

The customers that are most difficult for most of you people is the three. Because the three can harass you for five 
minutes for details and then after that say, “I got it.” And you say, “Well there’s still more information.” “No, it’s 
enough.” And they leave. And you’re kind of going, “What! What!” That’s your three. So less than 10 percent of the 
people here are threes. 

Gestures: you have impulses, you have emotions and you have feelings. Remember we said tone, gestures and words. 
Impulses: non-verbal communication. The very first time one of your five senses was touched, embedded in that cell is 
how your body will act or react. It’s already registered. Once we come back a second time with one of your five senses 
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that is touched it will go into that cell and say, “What’s the information and how do we act and react?” They say, “I’ve 
already got it.” 

Emotions will become the way that you breathe. It will be some, “Huh,” “Hm,” this is where we come with emotions. 
The third time it happens it becomes a feeling. Words will come out. 

Got to protect the example that I will give you – leave here tonight and you will see an accident. You will see a car hit a 
child. Your very first thing that you will do, your body is going to react, you’ll probably go […], that’s the very first sign. 
The second thing you will do is go […], that’s your emotions. The third thing, you’ll probably say, “I hope he’s not 
dead.” 

Ladies and gentlemen, if the words are not at harmony with the gestures, do not trust the words because your gestures, 
they’re pure, they’re direct. This is where the information is embedded. 

Let me give you some very quick examples of non-verbal communication. A pencil: a lot of you actuaries love to talk 
with a pencil, and usually when you talk with a pen or pencil, and you want to make sure that your counterpart gets your 
point you’ll probably start doing this […]. “You know what I mean? You know what I’m saying?” And you start doing 
this […]. If you’re talking to a six and he sees this in front of their face, they’re going to start doing this […]. And they’re 
ready for two rounds. 

(Laughter)  

If you do this […] to an introvert you know what they see? Every time daddy or mommy wanted to scold them they 
would always take out their index finger and say, “Do you know what you just did?” That’s what they see when you do 
this […]. So watch out. Please do not talk. You know, what you should do is hold it with your finger and just talk like 
this . . . 

Look at Bill Clinton, look at Barack Obama. You see them talking with their index finger like this […]? Or do you see 
them doing this […]? They bring their finger in because when they were going for the presidency they used to talk like 
this […]. And people would say, “Nuh-uh.” You talk like this […] and you bring your thumb inside. 

Second thing with the pencil: it will give you a lot of information. The gestures that I’m telling you right now are 
international because I don’t want to go into the cultural gestures. We’ll be here till February 14, 2011. If ever you see 
somebody with a pen or a pencil they’re looking at you and they’re turning this forward, move on. “Boring. Get to the 
next point.” This is what they’re telling you. If you don’t get the message and you continue the person is going to look at 
you and start going [...]. That means I’m losing patience. Nintendo game [...]. That’s what they’re doing. 

Have you ever seen somebody who does not have a pen or pencil? Two elderly people in a park. Ones talking and the 
other ones got this and he’s doing this [...] Who’s finding it boring? That person doing this [...] with their fingers. 

Have you noticed sometimes when we’re thinking left brain right brain we do this [...] This is, I’m analyzing, will it go 
left brain, right brain. 

Have you ever seen somebody thinking [...]? They’re telling you is it logical or is it emotional? I am thinking right now 
and I’m doing a process. If ever you’re talking to somebody and they’re doing this [...] shut up. I’m thinking and I will 
tell you in a couple of seconds my perception of in which hemisphere as I am putting this information. 

Have you ever seen somebody take their pencil and they go forward and backwards, forward or backwards? They are now 
in what is called, “I am going to make my decision.” Where we move forward or I’d like to retract and come to another 
point. 

Ladies and gentlemen, if you see your counterpart doing this [...] while he’s listening to you, please remain silent. This 
person is going to make a decision. But be very obvious, be very careful. Once I start talking, if I move my pen forward I 
am telling you I am moving forward in my conversation with you. Once you’ve remained silent and the person starts to 
talk and his pencil is moving backwards, they are telling you I would like to come back on a very specific point. If ever 
you see somebody with their pen [...]—I mean he doesn’t have a pen—you ever see somebody do this with their thumbs 
[...]? Little forward, a little backwards? This is exactly the same thing with a pen or a pencil. 



SEPTEMBER 2010 SEMINAR FOR THE APPOINTED ACTUARY – MONTRÉAL (LUNCHEON)  13 
 

 
PROCEEDINGS OF THE CANADIAN INSTITUTE OF ACTUARIES  Vol. 21, September 2010 

 

You know on a computer there’s a little button called Erase? Shoop it in. That means all the information in the file is 
gone. We have exactly the same bodily gesture as human beings. If ever you see somebody listening to you and just 
before they talk they will look at the surface separating you and them and they’ll go, “That’s very interesting,” and they 
do this [...], they have just erased everything. 

(Laughter)  

 “I’ll call you back. I’ll call you back.” They have just erased. 

Every bodily gesture from the top here is me, myself and I. It’s my emotions. Bodily gestures which are south of my belly 
button is my environment. Am I the only person in this room that when I go to my dentist and once he says, “Open 
your mouth,” I will open my mouth, I will cross my ankles? You know why I cross my ankles? I’m putting my dentist on 
the defensive side because I cannot control what he’s doing. And I will put my arms at one of two places. If it’s for an 
extraction I usually will hold my hands as a prayer, say, “Please don’t hurt me.” 

(Laughter)  

If it’s for a cleanup I usually will hold the arm rests, saying, “Do your thing.” 

And have you noticed when he says, “I’m finished”, we unbuckle our ankles? And all of a sudden he says, “Open up 
again,” and you kind of go [...]. Like there’s a nerve between the jaw bone and the ankles? 

If somebody, male or female, crosses their leg and they’re looking at you and they’re turning the tip of their shoe 
clockwise, you are extremely boring. 

(Laughter)  

You are professionally boring. Personally, I’m pissed off; business-wise, impatient. You’re falling on my nerves. You see 
this reaction? This reaction and this, is the same one but it depends at what level—personal, professional or technical. If 
ever you see somebody cross their leg, and while you’re talking they’re starting to kick you out the door, leave! Because if 
you don’t get the message, I’ll start doing this [...] and I’ll start doing this [...] and then finally I’ll just get up and tell 
you, “How much time do I have left? One minute? One minute?” 

Your extreme blood vessels that you have are right here. If you have a fever your nose is going to start to dribble. Here is 
extremely, extremely, extremely sensitive. You go outside, it’s going to be cold. The first member of your body that will 
let you know? It’ll become red. If ever, I will not say that you’re saying or going to say a lie. I will say that you will refrain 
from telling the truth. These blood vessels get excited. 

If ever somebody asks me, “Guy, how do you like this painting?” And I don’t like it I’ll probably grab my nose like this 
[...] and say, “It’s different, isn’t it?” 

(Laughter)  

“Love the colours. Don’t like the painting though.” I will grab my nose like this [...] and keep this honesty to myself. 

Have you ever noticed somebody listening to you and while they’re listening they’re doing this [...]. They are telling you, 
“Bullshit!” 

(Laughter)  

And they are trying to find out the length of Pinocchio’s nose. And if ever they stop and just before they talk they’ll go 
[...]. They’re saying my shit is coming too. 

(Laughter)  

Or they will do this just before they talk [...]. It says, “I’m going to share a lie to you also.” If ever I want to send it over 
here while I’m listening to you, I’m saying, “That’s very interesting.” It’s like, “Leave me alone. Go see this guy.” 

(Laughter)  
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If I want to sit at this side of the room I’ll go like this [...]. Do people here have kids? How many people here already 
have kids? Have you ever noticed when they ask you something when they’re very young like, “Daddy, can I go 
outside?”, and it’s right after a rainfall you say, “Yes, but don’t go play in the puddle of water”? And they come back and 
they’re all wet. And you look at them and said, “What did I tell you?” Kids will go, “I fell.” 

(Laughter)  

They will sandpaper that nose just to the point that when they see daddy or mommy on the phone saying, “Oh, hi, Paul. 
I’m so glad you called.” 

(Laughter)  

Kids register this—oh, see how delicate that gesture is. 

Let me leave you with this: the three principles to remodel communication, observation, validation. Principle number 
two—observation, validation. Principle number three—observation. So now when you leave here, don’t move. Talk like 
this [...]. 

Thank you and may God bless. It was a pleasure. 

(Applause) 

Mr. Ovsec: Well, Guy, thank you very much. Very, very interesting talk you gave us. I know I certainly appreciate some 
of the points you’ve made and shared. My colleagues here do, we do very complex work and sometimes don’t appreciate 
what people are telling us through their body language. So on behalf of the organizing committee and everyone else here 
I would like to thank you very much, and with that the lunch is concluded. Thank you. 

(Applause) 

[End of recording] 


