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EFFECTIVE

LISTENING

In delivering exceptional customer service, effective listening is paramount. It's not just
about hearing words but truly understanding and connecting with your customers. Here
are some key practices to enhance your listening skills and demonstrate genuine interest
in your customers' needs:

+ Maintain good eye contact.

+ Paraphrase—speak back, as appropriate, to confirm what the speaker is saying.
+ Use nonverbal affirmations—e.g., head nod, smile.

* Avoid distracting mannerisms—e.g., looking at your watch.

+ Ask appropriate questions to seek clarity.

* Do more listening than talking.

* Summarize what you heard at the end of the speaker’s statement.

For a complete discussion of all elements of effective communication, see
Chapter 4 of Maximizing Customer Loyalty.
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