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RCI’S “REAL-TIME” LEARNING

introduction
Welcome! We are delighted that you are taking this course. We believe, “if you increase your learning
and you will increase your earning.” We have designed RCI’s “Real-Time” Learning in four niches:
★★
★★
★★
★★

Leadership
Customer Service
Sales
Personal Development

Most modules can be completed in a approximately 30 minutes or less to give you the help you need
when you need it. Each contains practical and proven value that you can apply today. Sound learning
theory supports each competency. Each is organized in three parts:
1. Self-assessment (5-8 minutes)..measure it!
2. Article (5-6 minutes)..study it!
3. Video and Application questions (10-15 minutes)...reinforce and apply it!
We encourage you to engage our other modules. All the skills and approaches in a niche reinforce one
another. All learning to be useful must result in positive behavior or strategy changes. At the end of this
module review the other resources available. We wish you the best of success-now accelerate your
career!

Positively ,
Rick Conlow
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HOW TO LISTEN EFFECTIVELY

assessment
➜➜ INSTRUCTIONS: Rate yourself on your listening skills using a scale of 1-5 for each item.
1 = very infrequent; 5 = very frequent.
YOU...
1._____ Do you want to listen?
2._____ Do you put what you are doing out of sight and out of mind?
3._____ Do you make eye contact?
4._____ Do you ignore or eliminate distractions?
5._____ Do you smile, nod your head, and otherwise encourage the other person to talk?
6._____ Do you think about what you will say?
7._____ Do you try to figure out what the other person means through clarification?
8._____ Do you try to figure out why the person is saying it?
9._____ Do you let the other person finish what he or she is trying to say?
10._____ If the person hesitates, do you encourage him or her to go on?
11._____ Do you restate or paraphrase what the person says and ask if you got it right?
12._____ Do you withhold judg ment about the idea or problem until the person is finished?
13._____ Do you listen regardless of the person’s manner of speaking and choice of words?
14._____ Do you listen even though you anticipate what the person is going to say?
15._____ Do you question the person in order to get him or her to explain the idea more fully?
16._____ Do you ask what is meant by some words to eliminate misunderstanding later?

______ Total
How Well Do You Listen?

What do you do well? (List 3-5 areas)

80 -70
Excellent! . . . You do a fine job of listening.
69 - 59
Your efforts are positive and done well.
58 - 48
Some areas are fine and above average.
Pick a few areas to work on.

What do you need to improve? (List 2-3 areas)

47 or less
Listening is a skill that can be learned.
Practice to improve. It will make a difference in
your communication with others.
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LISTENING

IS THE HIGHEST FORM
OF RESPECT
AND COURTESY

RCI’S “REAL TIME” LEARNING

HOW TO LISTEN EFFECTIVELY
Successful salesman, businessman, and motivator Bob Conklin says,
“To listen, you must want to listen.” That’s the first ingredient. Do
you care enough to pay attention?
All excellent managers are good listeners. They take time to hear the problems of subordinates, coworkers, or customers.
There are many barriers to effective listening. Here are a few of them (put a √ by those that affect you in
your attempts to listen effectively):
❏❏ noise distractions
❏❏ interruptions
❏❏ differences of opinion
❏❏ prejudices, biases
❏❏ different priorities
❏❏ busyness
❏❏ no interest
❏❏ limited time
❏❏ thinking of other things
❏❏ thinking someone is wrong
❏❏ tiredness
❏❏ perception differences
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Listening can be tough work. Unfortunately, few managers

Person’s Name

or people in general know how to listen effectively. Often the

Use it. The sweetest sound to anyone

only reason employees say they don’t feel appreciated is be-

is their name. By using their name,

cause no one listens properly. The lack of listening and poor

you demonstrate a positive relation-

communication skills cost businesses millions of dollars a year

ship and interest. You’ll also get the

in performance and morale problems.

person’s attention.

STEPS TO LISTENING WELL

Use Positive Body Language

As stated earlier, first you have to want to listen. However,

Lean forward and in towards the

there are other techniques that help. Each are described

employee. Face the person directly.

below:

Don’t fold your arms. Keep them on

•

Want to listen, be genuine

your lap or desk. Take notes if ap-

•

Pay attention

propriate. (Tell the employee before

•

Make eye contact

you do). Put your feet flat on the

•

Use the person’s name

floor. Use this approach in the be-

•

Use positive body language

ginning to express your concern and

•

Ask open ended questions to clarify (what, where,

willingness to be involved.

when, why, how)
•

Acknowledge the person’s feelings

Ask Open Ended Questions

•

Paraphrase what’s said (what I hear you saying is...)

Questions stimulate dialogue, and

•

Listen to understand (this doesn’t

lead to better understanding. Open

necessarily mean agreement)

ended questions help you learn what
the other person means by what they

Want to listen, be genuine

say. Open-ended questions most

Your goals is win-win. First listen to others. Understand them.

often begin with what, where, why,

Want to help.

when and how. Ask questions to be
helpful. If you ask 20 questions right

Pay Attention

after one another it can be intimidat-

Give the person your undivided focus. Look at them. Set aside

ing. Be kind and thoughtful in how

your Smartphone, turn away from your computer. It makes

you do this.

them feel important and willing to open up to you.
Acknowledge the Other Person’s
Eye Contact

Feeling

In our society, we don’t lock eyeballs; that’s intimidating. We

You do this to show empathy and

use the glance-away method instead. Look at your partner

sensitivity. For example, “You must

for 3 to 4 seconds then quickly look down or to the side. Then

be upset.” Or, “I felt like that before,

make eye contact again. Proper eye contact expresses inter-

it is frustrating.” Or, “I can tell you are

est and empathy. One consultant is so adroit at this that her

excited about it.” Obviously, do this

co-workers and customers call it uncanny. Anyone who talks

honestly, and you will project a car-

to her feels special and that they really matter.

ing attitude.
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Paraphrase
At an appropriate time (whenever you feel you’re receiving too
much information to remember or understand) in the conversation, repeat to the person what she told you. Use your own
words, of course. Start a paraphrase like this:

“If I understand you correctly . . .”
“What I hear you saying is . . .”
Don’t say bland phrases like, “I understand.” This isn’t a paraphrase. Also, avoid saying, “What you really mean is _________.”
This is nothing more than an attempt to put words into someone’s mouth or interpret someone’s statement.
Listen to understand not be understood
By listening to someone you are not necessarily agreeing with
them. The major goal of the listening technique is to better understand the other person. And, during that process, to express
interest and concern in the other persons or employee’s (If you

Is your company going
through significant change?
See this complimentary
eBook
Changing
Change Management

are a supervisor or manager) problem or idea. Now, if they make
an effort to understand your point of view or listen to your ideagreat. It may or may not happen. However, your major goal is to
listen to understand the other person’s point of view or concern.
How do you rate on the Listening Checklist? Be honest and go
to work on improving your listening skills. You’ll become a better manager, parent, friend, and spouse too.

Do you want to learn how
to be a one of the best
leaders? If so, I suggest you
check out our new book
Superstar Leadership
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HOW TO LISTEN EFFECTIVELY

training video
This leadership video will give you the steps to listen effectively. You will learn:
• Barriers to effectively listening
• Two keys to listening
• How to be a better listener

review questions
1. What have you learned or relearned in this module about listening effectively?
(Review your learning with one other person)

2. What are you prepared to do differently and better in future situations? What will you do today?

“If you want your team to be better you have to be a better leader.”
RICK CONLOW
© Rick Conlow International 2019
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about rick conlow
I’ve been in your shoes, I was a manager just like you may be now. I
wanted to succeed just like everyone. I wanted to make a difference. The
first company I worked for believed in training, with this opportunity
and my desire to learn, I attended over 100 training programs and
conferences in a little over fifteen years. My results improved and I moved
from teaching and selling to executive, with five promotions. Eventually,
I founded Rick Conlow International. Our purpose is to bring out the best
in others and make a positive difference in peoples’ careers. Throughout
the years we have partnered with many fine companies and managers to
achieve:
•

48 quality service awards including JD Power, Ford’s President
Award, and Canada’s Consumers Choice Award.

•

Record-breaking sales year after year: 30%, 48%, 52%, 75%,
122% gains in sales.

•

15-20 points on customer experience surveys.

•

12-14 points on employee engagement surveys.

•

Author of 20 books, including the best seller, SuperSTAR
Leadership.

You can do this and more. Exceed your potential today. I’ll show you how.

Ford’s President’s Award
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visit rick's website & blog

website

read rick's customer experience resources

find more on

rickconlow.com/shop

about rick conlow

call 612-868-8521 email rick@rickconlow.com
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