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People love a good hstener The most popular salespeople,
managets, coworkers, teachers, parents, and frrends are the
best listenets.

To listen well, begin from a clear intention. Choose to lis-
ten well. Then you can use the following twelve techniques
to take your listening to deeper levels,

B I oulh

Silence 1s more than staying quiet while someone 1s speak-
ing Allowing several seconds to pass befote you begin to
talk gaves the speaker time to catch her breath and gathe:
her thoughts. If the message bemng sent 1s complete, this
short break gives you tume to form your response and helps
you avoid the biggest barrier to hstening—listerung with
your answer running. If you make up a response before the
person 1s finished, you meght nuss the end of the message,
which 1s often the main pomnt

&L BISPLAY ORENNFSS

You can display openness through your facial expression
and body position Uncross your arms and legs. Sit up
straight. Face the other person and remove any physical
barriers between you, such as a pile of books.

fi“ o SEEH ACKANOWE ORRMENTR

Let the speaker know periodically that you are still there
Words and nonverbal gestures of acknowledgment convey
to the speaker that you are interested and that you are re-
celving her message. Examples are “Uh hum,” “OK,” “Yes,”
and head nods These acknowledgments do not imply youw
agreement They just indicate that you are hstening,
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Vo ARTLAST BISTRALTIONS

BEven when your intention 1s to hsten, you mught find your
mind wandeung, Thoughts about what yor want to say or
something you want to do later nught claim your attention,

There’s a simple solution notice your wandering mind
without judgment. Then biing your attention back to the
act of hstening,

There ate imes when you might not want to listen You
might be distracted with your own concerns. Be honest.
Don’t pretend to Listen You can say, “What you're telling
me 15 1important, but I'm pressed for time 1ight now. Can
we set aside another time to talk about this?” Sometimes
1t’s OK not to listen
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Listening and agreemng are two different activities. As
listeners, our goal is to fully receive another person’s mes-
sage. This does not mean that we're obligated to agree with
the message Once you'te confident that you accurately under-
stand a speaker's point of view, you are free to agree or dis-
agree with it One key to effective listerang 15 understanding
before evaluating.
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An effective way to histen to complamts 1s to look for the
request hudden in them. “This class 1s a waste of my kime” can
be heaid as “Please tell me what I'll gamn 1f [ participate ac-
tively n class * “The mstructor talks too fast” might be asking
“What strategies can I use to take notes when the msttuctor
covers material 1apidly?”

We can even transform complaints into mtentions. Take
this complaint “The parking lot by the doims 1s so daik at
nught that I'm afraid to go to my car ” This complaint can
lead to “I infend to talk to someone who can see that a ight
gets installed 1n the parking lot

Viewing complamits as requests and intenfions gives us
more choices We can stop 1esponding with defensiveness
(“What does he know anyway?”), resignation (“It's al-
ways been this way and always will be”), or indifference
("It's not my job”) We can choose whether to grant the re-
quest or help people translate their complamnt nto an
action plan
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In the presence of full listening, some people will share
things that they feel deeply about They mught cty, shake, or
sob If you feel uncomfortable when this happens, see
if you can accept the discomfort for a little while longer
Emotional telease can bring relief and trigger unexpected
insights
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You nught point out that the speaker’s body language
seems to be the exact opposite of her words For example 1
noticed you said you are excited, but to me you look bored.”

Keep i mind that the same nonverbal behavior can
have various meanings across culfures, Someone who looks
boted nught stmply be listerung in a diffeient way.
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Summarize the essence of that person’s message. “Let me
see if | understood what you said ” or “What I'm hearing
you say is ... ."” Often, the other person will say, “No, that's
not what I meant. What I said was ... .”

There will be no doubt when you get it right. The sendet
will say, “Yeah, that’s 1t,” and esther continue with another
message or stop sending when she knows you understand.

When you feed back meamng, be concise. This is not a
time fo stop the other person by talking on and on about
what you think you heardl.
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Questions are directive. They can take conversations in a
new direction, which may not be where the speaker wants
to go Ask questions only to clanify the speaker’s message
Later, when it's your turn to speak, you can introduce any

topic that you want

Also be cautious about advice. Unsolicited advice can be
taken as condescending o1 even msulting Skilled listeners
recogruze that people are different, and they do not assume
that they know what’s best for someone else

T steps to effective. complaints

TG AR TUR MeRE
Full listenung with unconditional acceptance 15 a rare gaft
Many people have never experienced 1t. They are used to
being greeted with resistance, so they habitually stop
short of saying what they truly think and feel Help them
shed this habit by routinely asking, “Is there anything
mete you want to say about that?” This sends the speaker
a message that you truly value what she has to say
D aisy apew fu 03 ALY 6
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Recerving what another person has to say s an act of
courage. Listerung fully—tiuly operung yourself to the way
another person sees the world—means taking risks Your
opimnions may be challenged. You may be less certain o1 less
comfortable than you were before,

Along with the risks come rewards Listenung in an un-
guarded way can take your relationships to a new depth
and level of honesty This kind of listeruing can open up
new possibilities for thinking, feeling, and behavior. And
when you practice full listerung, other people are mare
likely to listen when 1t's yow turn to speak
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from meore sirategies for deep histening

Sometimaes relationship building
involves making a complaint Whin-
ing, blaming, pouting, screaming,
and yelling insults usually don't get
results. Here are some guidelines for
complaining effectively

€0 5o Lo senvoe  Start with the
person who s most directly involved
: with the problem
% c Breaent the facls oithoesg
s Blawdng sanyoun. Your complaint will
carry more weight if you document the
4 facts. Keep track of names and dates
Note which actions were promised and

which results actually occurred
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don't get satisfaction at the first
level, go to that person's direct
supervisor Requesting a supervisor's
name will often get results Write a
letter to the company president.

Aay Yor el yen.gs. When
you find someone who 15 willing to
solve your problem, get him to say ex-
actly what he 1s going to do and when

sian avadnnie nigeost There
are dozens of groups, as well as
government agencies, willing to get
involved in resolving complamts
Contact consumer groups or the
Better Business Bureau Trade associ-
ations can sometimes help. Ask
city counctl members, county

comimissioners, state legisiators, E

and senators and representatives,
All of them want your vote, so they
are usually eager to help

AVIREE TR ARY A
Small-claims court 1s relatively
inexpensive, and you don't have to
hire a lawyer These courts can han-
dle cases mvolving small amounts of
money {usually up to a few thousand
dollars} Legal-aid offices can some-

times answer questions
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Stk ive np Assume that oth-
ers are on your team Many people
are out there to help you. State what
you intend to do and ask for therr
partnership
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