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The lost art of listening

(The first in a series of life-skills articles geared toward
enhancing career and social performance in a digitalized age)

by Bob Rodgers

How many times have you been at a busi-
ness lunch or in a meeting and set your
digital device on “silent,’ so as “not to dis-
turb your co-workers?”
Yeah, right! What you're
actually doing is trying
to be someone who’s
everywhere at once, so
as not to miss a beat o
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Bob Rodgers

your jam-packed life.
Today’s technology

has helped us to perform many tasks at
once, but at what cost? Poor communica-
tion skills on the part of management are
the number one reason for employee dis-
satisfaction and the resultant turnover.
People, in general, want to feel respected.
One of the greatest gifts that a manager
can offer his workers is uninterrupted,
active listening, as the art of listening has
become lost in today’s workplace.

Active listening is a state of mind that

involves paying full and careful attention
to the person who is speaking; It’s a willing-
ness and an ability to hear and to under
stand and most of all,to value to the speak-
er. In our digital era, active listening has
become a skill that we all need to relearn
and master.

It is helpful to think of active listening as
an exchange between two people, with
one person talking and the other actively
listening. The keys to active listening are:

IS YOUR COMPANY’S SALES APPROACH

COMING UP SHORT?

Are your sales personnel forced to sell on price alone?

Is the sales cycle taking longer than you feel it should?

Do prospects use your salespeople's proposal to shop the competition?
Is your sales team working off of your selling system or the prospects?
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These are problems every salesperson deals with, but salespeople who use
the Sandler Selling System*™ know how to overcome them with ease.

At Sandler Sales Institute® your salespeople will learn honest, no-nonsense selling strategies that will give them the tools,
insight, and confidence they need to deliver the sales results you want.

The Sandler Selling System®™ is not a quick fix—it’s a career-building training and development process that will help
your sales team grow and reach new heights of success now and in the future. We will show them how to take charge
of the selling process and get results more quickly.

For more information, contact us today:
Georgia Sales Development Inc.

3700 Mansell Road
Suite 220

Alpharetta, GA 30022
770-625-5075
770-992-1601
info@bridge2sales.com

Sandler Sales Institute
180° From Traditional Sales Training®

© 2005 Sandler Systems, Inc. All rights reserved.
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paying attention, holding judgment, and
reflecting, clarifying, summarizing and
sharing what has been said by the speaker.
These skillsets are not weighted in impor-
tance, nor are they mutually exclusive. In
one conversation, summarizing may take
much effort, while in another, it may seem
quick and effortless.

Paying attention while actively listening
— to your own behavior and that of the
speaker — helps to create the setting for a
productive dialogue. Pay attention to your
own frame of mind and body language for
optimal effectiveness as well as to the
other person’s nonverbal and verbal
behavior in order to make sense of non-
verbal cues.

Holding judgment helps you to under-
stand how the other person sees the world
by being open to new ideas, new possibil-
ities and new perspectives.Even when ten-
sions run high, practice empathy, indicate
your open mind with body language and
verbal prompts, acknowledge your differ-
ences and most of all,be patient.

Reflecting the other person’s informa-
tion, perspective and feelings by saying
something along the lines of, “So, as |
understand what youre saying ...” indi-
cates that you hear and understand what
is being said. Use this paraphrasing to con-
firm your understanding and don't
assume that you understood correctly or
that the other person knows that you've
heard.

Clarifying is double-checking on issues
that might be unclear or ambiguous. Use
questions to help.

Summarizing helps to identify key
themes and solidifies your understanding
of the person’s points of view. It also helps
both parties to be clear on mutual respon-
sibilities and follow up.

By now, you should have a good under-
standing of the other person’s points and
feelings,and it’s time for sharing - introduc-
ing your own feelings, thoughts, sugges-
tions and addressing any personal issues
Or concerns.

Active listening is not an optional com-
ponent of leadership nor is it a nice way to
make others feel good.lt is a vital compo-
nent of leadership in today’s digital age. @

Bob Rodgers is founder and president of
Quantum Search, headquartered in Duluth. He
has been in the recruitment industry for 20
years and lives in Gwinnett. He can be contact-
ed at (770) 495-8150 or brodgers@quantum
search.com
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