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1. The doctor can encourage a patient to comply with his medical advice, by communicating 

technical details, rather than applying a socio-emotional communication style (this 

dissertation, chapter 2). 

2. The difference between a good and bad service provider is not determined by their curing 

skills, but by their caring skills (this dissertation, chapter 3). 

3. Even though communication of the service provider is extremely important, it is not just 

about the communicator. Also the personality and feelings of the recipient form the success 

of the service (this dissertation, chapter 2, 3 and 4). 

4. The communication style of the service provider does not only have an impact on desired 

behavior now, but the triggered behavior of now carries over to the future (this dissertation, 

chapter 4). 

5. In life, especially as a PhD candidate, it is not about what you say, but how you say it. 

6. Using ones feeling as a decision aid is not necessarily a heuristic, but a direct and reliable 

source of information (Michel Tuan Pham). 

7. You cannot not communicate. 

8. Even the best (communicating) service provider cannot create value without the service 

recipient’s contribution. 

9. Life and particularly a PhD life is like a flip-book which also contains some dark pages in-

between better ones. But if you manage to flip the pages quickly enough, these dark pages 

are just light grey (just a dot). 

10. You can succeed in a masters program with intelligence alone, but a PhD program requires 

intelligence, effort, and endurance (Bonnie Anderson). 

11. Fool me once, shame on you. Fool me twice, shame on me! 


