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Five Secrets to Being a Great Listener


At some point in our lives, we have all heard about the importance of listening.  The reason you hear so much about this is because success in many areas including recruiting, is far more about listening than it is about talking.  The important question becomes “How well do you listen as a Recruiting Professional?”

In this audio, we will focus on what we believe are the “Five Great Secrets to Being a Great Listener.”

The first secret is to enter your sales appointments with a prepared list of questions. Before you ask any of those questions, be sure to ask if it’s okay to ask the questions and write down the responses.


There are a couple of reasons why we suggest asking permission.  First, by asking permission, you’re demonstrating respect for your lead or applicant, and you’re letting that person know that what they say is important enough for you to keep a written record.  Those gestures may appear small, but they can help differentiate you from many other salespeople or recruiters the lead or applicant has dealt with in the past. By asking permission, you could be gaining “trust” before the sales interview formally begins.


There are many good reasons why having prepared questions can make you a better listener.  If you’re thinking about what to ask next, you’re not giving your full attention to your lead or applicant.  You’re not thinking about what they’re saying.  

You need to have a prepared list of questions, in front of you, where you can refer to them easily.  For example: You want to ask questions about the person’s:
· Personal Goals

· Interests

· Problems

· Difficulties

· Experiences

· Availability and 
· Influencers in their lives

If you are unclear about their answer, or want more information, ask for more details:
· Tell me more, or,
· Could you expand on that a little bit for me? Or

· What do you mean by that?
 

Leave enough room between the questions for taking notes.

The second secret that we have already touched on is:  Write down the answers.


When you’re writing down someone’s responses, it forces you to continue listening.  


Don’t try to write down everything the person says.  Just write keywords or phrases you can refer back to later.  Take notes, even when you are interviewing someone on the phone.  That way, when it comes time to meet your lead face-to-face, you can go back and review the most critical points you wrote down.

The third secret is: Ask feedback and reflective questions to clarify what you understand the lead or applicant as having said – is what they really said.

There’s a difference between feedback questions and reflective questions.  They are both useful when interviewing an applicant.  Feedback questions are designed to collect information.  Reflective questions are statements like this:

· What I heard you say was …

· My understanding of this is …

· My understanding of where you’d like to go is… .

And then you want to ask: “Is that correct?”

It is important to remember that sometimes, what someone means and what someone says can be two different things.


The fourth secret is:  You want to listen for the concept, not for the specific answers.


You want to listen for the tone and the emotion in the other person’s voice.  You are looking for the overall concepts behind, “How does this person really feel about becoming a member of the Air Force Reserve?”

Don’t try to isolate specific things, or get caught up in specific phrases.  Instead, listen more for the concept, the tone and the emotionality.


The fifth and final secret is: You want to rephrase what you heard your lead or applicant say with a Summary Statement similar to this: “What I heard you say was…   Is that correct?”  You reiterate all the key points that they had made or that you uncovered during the Probe Step.  

Let’s review the five secrets to being a great listener.

1. Always have pre-prepared questions.
Don’t go into the interview and try to shoot from the hip.

2. Be sure you ask permission to ask questions and to record the answers, then be sure to write down those answers.

Writing the answers forces you to focus on what they’re saying and transcribe exactly what you hear – in the exact words, phrases and terminology that the lead or applicant uses.

3. Ask feedback and reflective questions.

Clarify that you truly do understand what they meant, and that what you understood them to say is in fact consistent with what they did say.
4. Listen for the concept, not the specific words.


Also, listen for tone, meaning and emotion.



And finally:

5. You want to summarize what you heard them say.


After you’ve put together all the key points, capsulate them with a Summary Statement.
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