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In the age of empowerment, teamwork and constant change, there is no more valuable skill for leaders to develop than effective communication. Two of the most important competencies that can give you a communication edge are effective listening and public speaking. Every leader needs to learn how to listen so that others are comfortable talking; learn to talk so that people will listen.

Develop the Listening Advantage

“Only 31 percent of 1,500 North American managers rate upward communications in their companies as good or excellent, according to a survey by the research firm Watson Wyatt Worldwide of Washington, DC. And only 19 percent of the managers said they take into consideration information from their workers when making policy. Another survey by Watson Wyatt, involving 4,300 workers, found that only one-third of them believed their companies listen to or act on employee's suggestions.” John Naisbitt

“Most leaders die with their mouths open. Leaders must know how to listen. But first, leaders must want to listen. Good listening is fueled by curiosity and empathy: What’s really happening here? Can I put myself in someone else’s shoes? It’s hard to be a good listener if you’re not interested in other people.” Ronald Heifetz, author of Leadership Without Easy Answers

“It is the province of knowledge to speak, and it is the province of wisdom to listen.” Oliver Wendell Holmes

"A wise man once said, `When two people say you are drunk, lie down.' Likewise, when two employees say there is a better way, listen! . . . Our obsession with action ignores the importance of listening first." Michael H. Mescon and Timothy Mescon
"Half of workers show desire to quit jobs. Despite the sluggish job market, more than half of workers would like to leave their positions, according to a study by Harris Interactive. The Spherion Emerging Workforce Study of 3,278 workers nationwide found that 52% want to change jobs, and 75% of those would like to do so within a year. 'Our study reveals a surprisingly confident, self-reliant workforce that is poised to walk out on employers at the first opportunity,' said Robert Morgan, president of Spherion, an employment services company. The nation's jobless rate was 6.4% in June." Tracy Lucht, USA Today

"The engineers were very, very worried about it just before the flight and reported to the people at Marshall that they should not fly below 53 degrees temperature, and that night it was 29 degrees. But the engineers were told that that was an appalling decision, that they should think it over again.... We later learned in the discussions inside Thiokol, the engineers were still saying, `we shouldn't fly,' but the managers made a decision nevertheless to go ahead and fly...." Richard P. Feynman, California Institute of Technology, Member of the presidential commission to investigate the flight disaster.

“Some teachers shine a light that allows growth to flourish, while others cast a shadow under which seedlings die.” Parker J. Palmer, author of “Let Your Life Speak”

1. Make a Conscious Choice to Work at Listening

“You need to listen with your eyes as well as your ears. Hearing is natural. Listening is hard work.” Kyle Minor

“We are living in the Age of the Customer. Customers have higher expectations and more choices than ever. Which means that you have to listen more closely than ever. Forget building a learning organization. You first need to build a listening organization—a company whose people have their ears to the ground. Listening to customers in their own environment is more honest and spontaneous that trying to get them to respond in a controlled setting. Customers have been researched out.” Rekha Balu

“Work at choosing to listen instead of just scanning. Instead of pretending to listen and putting your mouth in gear, be prepared to make the choice to work at communication.” Terry Paulson, PhD
“Look like a listener, and you will soon be one.” Terry Paulson, PhD
2. Be Aware of Your Flapper Valve and the Need to Listen Louder

“One of the most interesting missions of leadership is getting people on the executive team to listen to and learn their way to collective solutions when they understand one another's assumptions. The work of the leader is to get conflict out into the open and use it as a source of creativity.” Jan Carlzon, Former CEO of SAS

“The mind is basically a ‘guessing machine;’ it sees its job as figuring things out. That makes listening a very personal adventure in finding common ground.” Terry Paulson, PhD
Another participant at a particularly dull academic meeting said sympathetically to Thomas Edison, "I'm afraid you are terribly bored, Mr. Edison." "Oh no. On occasions like this I retire to the back of my mind, and there I am happy."
“Learn to ‘listen louder’ by keeping your thoughts focused around the content of the conversation, associate only to those thoughts and experiences that relate to the issue at hand. By doing so, you keep your thoughts on target and can add relevant content to the conversation when you do speak.” Terry Paulson, PhD
"Seek first to understand, then to be understood.” Stephen Covey, The Seven Habits of Highly Effective People

"We don't have customers, we had hostages. They didn't choose us." Ken Miller, Director of Performance Improvement for the State of Missouri

"The only man I know who behaves sensibly is my tailor; he takes my measures anew each time he sees me. The rest go on with their old measurements and expect me to fit them." George Bernard Shaw
"Sometimes customers don't know what they need. If you asked a 19th-century farmer what he needed, he would have said a bigger horse. He wouldn't have said a tractor." Robert J. Kriegel

“How do we know what's really worth paying attention to? The answer: Listen to your experts--the people on the front line. People at the top may think that they have the big picture. More accurately, they have a picture, certainly not THE picture, and certainly not bigger in the sense that it includes more data. The picture of the frontline employee is different. It is drawn from their firsthand knowledge of the company's operations, strengths and weaknesses. These people capture a fuller picture of what the organization faces and what it can actually do. In most cases, they see more chances for bold action than the executives at the top. So it is better...to allow decisions to migrate to frontline expertise rather than to the top of preestablished hierarchies.” Karl Weick, co-author of Managing the Unexpected

“Don’t treat your customers like hostages. Instead of resting in outdated perceptions, be a tailor by listening anew to what they want and need.” Terry Paulson, PhD
"Fresh ideas come from our youngest and newest people. They bring in stuff untainted by the company's culture." Steven Sturm, vice president of marketing for Toyota Motor Sales

“Asking clarifying questions is a compliment. It is another way of saying, ‘I care enough about what you are saying that I’m willing to work until I understand it.’” Terry Paulson, PhD 

3. Have Others Use Phrases that Unlock Your Listening Skills

“Effective communicators use some form of the words ‘important’ and ‘different’ to unlock the listening potential of others.” Terry Paulson, PhD
4. Know Your Own "Tune Out Buttons" and Bridge Beyond Them

“Our efforts early on, just weren’t successful…. We really had to become very good listeners. I came from aircraft flight test, as did many of the early people who were very well-versed in new computers and rocket systems. What we had to do was bring in people we knew understood these technologies—coming out of laboratories, coming out of college—and this collaboration between young recruits and people who had the experience was the key to our ultimate success. In the process of doing this, the older people had to learn to listen to the younger people. And we found ways to convey every bit of our experience to the young people we’re bringing on board.” Gene Kranz, NASA Flight Director and author of Failure Is Not an Option

“I don't like that man. I must get to know him better.” Abraham Lincoln

5. Listening for Free Information--Content and Process

“The greatest gift you can give someone is the gift of the interested listener.” B. J. Hateley

6. Learn the Art of Disarming Anger

“Listening leaders listen to honor, explore and use resistance. Never kill the messengers; don’t even try to silence them. Either attempt will sew dragon-seeds of resentment that grow into giant dragons that kill morale and stifle productivity.” Terry Paulson, PhD

“Don't silence resistance; use it. An open door policy has nothing to do with your door. It has to do with the emotional message of approachability or rejection that people experience when they try to use your open door.” Terry Paulson, PhD
"We found that 70% of American workers are afraid to speak up with suggestions or to ask for clarification." Joshua Hammond, President of AQF

"When one person calls you a horse's ass, don't worry. When four people do, go out and buy a saddle." Harvey Swanson

"Many companies have given up on participative management when the heat was on. That is exactly the time you ought to depend upon it most. I think you have to believe some very difficult things to make it work for a long time. It is not a theoretical position to be adopted after reading a few journals. You have to believe in the potential of people. Participative management without a belief in that potential and without convictions about the gifts that people bring to organizations is a contradiction of terms." Max De Pree, The Art of Leadership
7. How to Use Listening to Generate and Use Enthusiasm

“There are two ways of spreading light: To be the candle, or the mirror that reflects it.” Edith Wharton
“The difference between being enthusiastic and generating enthusiasm is whose ideas you get excited about. Be as excited about the ideas and work of your people as you are about your own.” Terry Paulson, PhD

“Opportunities should interest managers as much as problems do, but managers tend to bask in success instead of investigating unusually good performance. If productivity is high one day, what are the reasons? What must be done to make it happen more often?” Will Kaydos

"Search out the energy and go where the energy is. It's similar to caring for a plant. You look for where the plant is beginning to flourish and then reallocate resources from dying branches toward the points of energy. Find people who already manifest what you want and find out how they are doing it. Then make them an example, give them more visibility, and start looking for more energy." Gloria Regalbuto
“Nothing’s going to change unless you ask questions. Questions jump-start thoughts, and thoughts jump-start actions.” Elizabeth Arnold 

“People need leadership to help them maintain their focus on the tough questions. Disciplined attention is the currency of leadership. To a leader with formal attention, attention comes naturally. The big questions for that kind of leader are: How do I use that attention? What do I focus on? How do I push the organization without alienating my core constituency? You have to remember that drawing attention to tough challenges generates discomfort. So you want to pace the rate at which you frustrate or attempt to change expectations. That means distinguishing between ‘ripe’ and ‘unripe’ issues. A ripe issue is one in which there is a general urgency for action. An unripe issue is one in which there is local urgency—a readiness to change within just one faction… That work that it takes to ripen an unripe issue is enormous—and quite dangerous.” Ronald Heifetz, author of Leadership Without Easy Answers
“Don’t forget the first rule of a good question—when you have asked one, shut up and wait! The second rule is harder--never have just one correct answer in mind.” Terry Paulson, PhD 
“We come into school a question mark. We leave a period.” Neil Postman

"As you go through life you are going to have many opportunities to keep your mouth shut. Take advantage of all of them." James Dent
8. The Listening Leader Asks Smart Questions

“Judge a man not by his answers, but by his questions.” Voltaire

“Leaders have an obligation to ask the right questions on behalf of the organization. One of the advantages of age is that it finally dawns on you that questions are more important than answers. Questions either determine or lead to such things as quality, appropriateness, who should be involved, and what's right. The leader has a role in initiating, examining and testing questions.” Max De Pre, author of “The Art of Leadership”
“The important thing is not to stop questioning.” Albert Einstein

“What you say as a leader may not be anywhere near as important as the questions you consistently ask. What you say is often for show; what you keep asking about is what you are really interested in.” Terry Paulson, PhD

“A true leader is a miner whose best tools are focused attention, targeted questions, and listening expertise. What’s in it for you as a miner? Treasures. You get to unearth the nuggets of creative insight, information and best practices your people have to share.” Terry Paulson, PhD 

“You can tell whether a man is clever by his answers. You can tell whether a man is wise by his questions.” Naguib Mahfouz, Egyptian Nobel Prize Winner

"I...walk around and see my people, because just to walk around and dare to be strong, dare to give, is much more valuable than any decision I could make or any report I could read. What I give away then is mental health to the organization. The most unproductive time we have is when we sit at our desks. Because the only thing we do is read history: what has already happened, what we cannot do anything about. When we leave our offices and start to walk around and talk to people, that's when we make things happen. You give your thoughts; you get thoughts back; you draw conclusions; perhaps you even make decisions." Jan Carlzon, Former CEO of SAS

"The more you motivate people, the more they want to interact with you. I started Deli Days…. They are held a few days each month. If you want to see me, you take a number from a ticket wheel outside my office. Above it is an electronic numbers board ("Now Serving"), which I control with a switch under my desk. The idea is that you take a number and wait until it pops up on the board. While you wait, you can continue working, without hovering outside my office waiting for an opportunity to dart in. Each person has five or six minutes to talk with me about anything he or she wants. I think the most important rule, regardless of where you work, is to be honest with the people who work for you. You can't come off like a guru who knows everything and doesn't have a single flaw. But you can be a manager who creates an environment in which new ideas are encouraged and rewarded." Katherine Hudson, Eastman Kodak
9. Listening Leaders Share On-Target Disclosure 

"No man would listen if he didn't know it was his turn next." Anonymous

10. Listening Leaders Know the Importance of a Summary and Follow-Up to Make Listening Work! 

“A leader’s role is marked by involvement more than by telling...We say to chief executive officers: Paint the picture, paint the vision, preach the story. At the same time, remember that listening and involvement are the ways that you’ll pull it off.” Tom Peters

The Power of Speaking: Preparing and Delivering High-Impact Presentations

“People don’t listen to marketplace logic; they listen for meaning and purpose. Attention can’t be bought. Before any interaction, ask yourself: ‘How do I want to make people feel?’ Put yourself in their shoes. The role of a leader is to create an experience that will inspire people to take action.” Bill Jensen, author of Simplicity: The New Competitive Advantage in a World of More, Better, Faster

“I do not object to people looking at their watches when I am speaking--but I strongly object when they start shaking them to make certain they are still going.” Lord Birkett 

“With less time on their hands, executives wind up putting off writing their speeches until the last minute--which means doing it while en route to their destination. Of the 400 executives of leading U.S. companies, 44% write their speeches on the plane for out-of-town meetings. Twenty-eight percent wrote their speeches in the office before leaving. And 14% did their writing in the hotel room before they went on stage. None of the executives confirmed he or she would rather die than give a speech. But 20% would rather do income taxes and another 20% would rather try to lose 10 pounds in a month. Fifteen percent would rather have a cavity filled.” Michael Klepper
“The great orators are inspired by many but copies of none.” Elbert Hubbard

“A lot of people will tell you what to do, but if you’re going to stand out, you’ve got to do things the way it comes naturally to you. Otherwise you’ll be just a robot, without any personality, and those actors are a dime a dozen out there.” Herb Herbert to the young actor Ronald Reagan
“Your greatest power as a speaker will always come from your natural talents and your strongest beliefs and opinions.” Terry Paulson, PhD 

1. Assess Your Audience to Craft Your Message for Impact

"Every audience gathered to share a common interest or celebrate a specific occasion has a built-in common bond. A good speaker doesn't just know this; a good speaker takes advantage of it." Aram Bakshian, Jr. Editor of The American Speaker

“What is your hook? What is the lack, the pain or the fear that gets you hooked into wanting to listen to the rest of the talk? The hook makes people aware of the need or the pain; the rest of your talk is the aspirin to relieve that pain.” Tim Davis

“Stay focused on what will add value to those you are talking to. A good speech needs to be more about the audience and less about you.” Terry Paulson, PhD

“You don’t have to entertain me; show me its relevance to my career, my life or my paycheck, and I challenge you to bore me. ” Terry Paulson, PhD

“What you do shouts so loudly in my ear, I cannot hear what you say.” Ralph Waldo Emerson

2. Turn Speaking Anxiety into Focused Excitement and Friendly Audiences

“Arrive early to meet and greet the audience members. It builds rapport and creates an environment where they’re no longer strangers.” Chip Bell 
“If you don’t know all of the people you will be speaking to, you can still make sure you speak to friends. Before your presentation even begins, introduce yourself to as many audience members as possible. ” Terry Paulson, PhD

“The best way to win someone over to your cause is ask them to help you.” Ben Franklin
"A professional actor has a kind of tension. The amateur is thrown by it, but the professional needs it." Carroll O'Connor

“After 30 years of the Tonight Show, Johnny Carson’s heart rate went from 64 bpm up to 134 bpm just before going on stage. He let his extra energy add to his magnetism. Expect your humor to work instead of fearing it will bomb. Positive focus easily turns anxiety into excitement.” Carla Rieger

“See anxiety as excitement and then use it to energize your presentation. Tension can be transformed into fuel for purposeful movement at the front of a room or on the platform. Instead of locking your knees and gripping a lectern, move.” Terry Paulson, PhD
“The majority of audiences are composed of a few hundred mildly pleased, mildly bored people who in most cases have to be there. This should not be disheartening but inspiring…. They are polite to boring speakers, but when someone shows up with good material, they’re actually moved.” Peggy Noonan
“Instead of being intimidated by that next audience, see them as a pocket of boredom in search of a happening! Don’t worry. If you’re boring, they will forget you. If you inspire and inform, they just may remember you long enough to tell someone else about you so you can do this all over again.” Terry Paulson, PhD 

“The best are into presenting, not reciting. Presenting means you have prepared enough to be spontaneous and free while reciting is being overprepared to the point that you are trapped.” Tim Davis

“Being prepared does not mean being over-rehearsed. Hone the craft and then risk being real.” Terry Paulson, PhD

“Be real as a speaker and you will get results.” Terry Paulson, PhD
3. Get the Audience to Listen by Using a Good Introduction and Strong Opening

“The hard work is choosing, organizing, laying the foundation. You have the frame of the house. Now all you have to do is furnish it and flesh out each point.” Peggy Noonan 

 “Write the last sentence first. It is what the audience will most likely remember. Know where you’re headed.” Charles Osgood 

“Don’t let your presentation end without giving your audience a reason to remember and a reason to act.” Terry Paulson, PhD
“Know your first three minutes cold. Have an opening you can get through perfectly, even if you’re half asleep or sick as a dog. It frees you to focus on getting your rhythm and pacing, and to build rapport with the audience instead of worrying about content.” Chip Bell
“You can overcome a bad opening, but why try when you can be prepared with a great one!” Terry Paulson, PhD
4. Connect to Your Audience with Humor, Stories and Humility 

“Business people are always describing the future with bullet points. That’s stupifying. If you put people to sleep; they don’t remember a thing.” Noel Tichy 

"Genius is the ability to reduce the complicated to the simple." C.W. Cerar 

“People want to laugh. Even in serious talks humor comes as a relief—it can defuse tough situations, unite an audience and really bond you to an audience.” Aram Bakshian, Jr., Presidential Speechwriter

“Before using humor, don’t just ask, ‘Is it funny?’ Ask yourself, ‘Does it work in getting my point across in a timely, tactful, and tasteful way?’” Terry Paulson, PhD
"When someone blushes with embarrassment..., when someone carries away an ache..., when something sacred is made to appear common..., when someone's weakness provides the laughter..., when profanity is required to make it funny..., when a child is brought to tears..., or when everyone can't join in the laughter..., it's a poor joke!" Cliff Thomas

“Know the difference between helping and hurting humor. For a handy rule of thumb: If what you say might offend someone, leave it out!” Terry Paulson, PhD
“Stories...help individuals think about and feel who they are, where they come from, and where they are headed. It constitutes the single most powerful weapon in the leader's...arsenal." Howard Gardner

"I've never seen a great military, political or corporate leader who was not a great storyteller. Telling stories is a core competency in business, although it's one we do not pay enough attention to." Bran Ferren, designer, technologist, entrepreneur and former executive of the Walt Disney Co., Inc.

“Good stories unlock those seldom-used doors and lead the listener through their own house of memories. Those memories, once triggered, allow audiences to experience themselves, their lives, and their memories in a fresh way.” Terry Paulson, PhD

"My solution to transforming our culture is campfire stories. Campfire stories turn experiences into narratives, people into heroes and new ideas into enduring traditions. I invite people to sit down with me in a safe, comfortable setting. I get them to talk about the themes, emotions, and sensibilities that surround change. After I talk with people, I retell their stories to the rest of the organization. I start out by publishing each campfire story in as many formats as possible: email, a newsletter, photos, a collaborative database. I also tap into an informal social network by enlisting people whom I call 'tribal elders.' These are the people who have strong social bonds. Tribal elders can help champion and perpetuate a story. All of a sudden, change is no longer an abstract business mandate; it's a message embodied in a hero. So the adoption rate goes up, because people like to follow heroes." Anita Ward, Vice President at Cambridge Technology Partners

“Use quotes as a speaker. Being original is nice, but using wisdom that has stood the test of time in a unique and original way can be just as impressive to an audience. A good quote or poem can light up a room, unleash laughter or bring power or sudden depth to one of your points.” Terry Paulson, PhD

“The ability to simplify means to eliminate the unnecessary so that the necessary may speak.” Hans Hofmann

“The sound bite is the ultimate in making every word tell. It is the very soul of compactness. Brevity is not enough. You need weight. Hence some sound bites qualify for greatness: F.D.R’s ‘The only thing to fear is fear itself’ or Reagan’s ‘Tear down the wall.’” Charles Krauthhammer

“Don’t give me simplicity or complexity. Give me simplicity on the other side of complexity.” Alan Parisse

“If you can’t hit oil in 20 seconds, stop boring.” Larry Wilde

“Be courageous enough to pause and give your audience time to think. That means slowing down your points of wisdom so there is time for the 'penny to drop.'” Ron Arden 
“There is a primitive script in which business is written. Remember how your best professors took command of you? They did it by following the laws of melodrama. Forget information. Professor Wonderful would lean forward and then speak in a hushed, conspiratorial voice. She wouldn’t talk numbers; she’d talk big issues: life, death, love, misery. If lecturing on changes in life expectancies, for example, she’d dramatize how only since World War II have women’s life expectancies come to exceed those of men. She wouldn’t just tell you a story; she’d bring you inside a story. That’s melodrama. Melodrama is not the damsel tied to the railroad tracks but the big issues—the good, the true, the beautiful, and the evil that must be conquered. Melodrama is the script of anyone who persuades you to buy or do anything.” Harriet Rubin
5. The Power of Participation—Using Questions, Exercises, and Q/A

“The most important trait of a presenter is that sense of humility that says, ‘I’m here as a fellow traveler and we are going to learn together.’ Good presentations are a partnership, not a monologue.” Chip Bell

“Don’t wear your audience out with any one style or activity. Be able to talk fast and slow. Weave your message from heart, to head, to humor. Physically move toward the audience and then away.” Terry Paulson, PhD

“Today’s audiences are considerably different. They are not content to be ‘talked at,’ but rather want to be a part of the program. …  Involve your attendees, you'll quickly sense a more attentive and interested audience.” Edward E. Scannell, CSP

“Participation in speaking is like a wild card in poker. When the wild card is played, it almost always results in a winning hand. A speech that is limited to a monologue fails to take advantage of the wisdom of the audience.” Terry Paulson, PhD

“Don’t be afraid to share the ideas generated by your audience. Sometimes the most knowledgeable person in the room is sitting in the audience. Be ready to make them part of your team and give them the credit for their valuable input.” Terry Paulson, PhD
6. The Use of Eye-Contact, Body Language and Gestures

“A good speech is just a good conversation on your feet. Your best bet to a winning style is to be your likable self.” Terry Paulson, PhD 

“Never talk to a group. Talk to just one listener at a time. Look directly at him for five seconds…and then look at somebody else. It gives the speaker a sense of talking privately.” Charlie Windhorst

“We are at our most effective when we talk, as if one-on-one, to whoever is paying attention.” Tom Brokaw
“Don’t speak to an audience. Have conversation with individuals one set of eyeballs at a time. See speaking as a cheap way to have a party and get to talk to everyone! Enjoy everyone your eyes meet.” Terry Paulson, PhD

 “You can learn more about speaking from two Broadway shows than you can learn in ten speech classes. Watch how people move, where they stand, how they add fantastic vocal variety. Ask yourself, ‘What are they doing when I can’t take my eyes off them?’ Then adapt that movement or method to your own style.” Lou Heckler, CSP, CPAE 

7. How to Deal with Interruptions, Hecklers and Other Unexpected Distractions 

“Laugh at yourself first, before anyone else can.” Elsa Maxwell

“Audiences love to laugh along with people who can laugh at themselves.” Terry Paulson, PhD
8. Focus on Making a Difference and Moving People to Action
"To impress is an ego game; to influence is a behavior game! Do you make evaluations and standing ovations or do you make a difference?" Mark Sanborn, CSP, CPAE

9. Keep It Going—How to Continue to Improve Your Public Speaking Skills

“Practice, practice,…practice! Speak publicly every chance you get. Practice won’t make you perfect, but it will make you better.” Terry Paulson, PhD
“As speakers, let's view our evaluations as opportunities to improve and move on instead of reasons to beat ourselves up. Arrogance is expecting everyone to love us. Forgiveness is loving ourselves with flaws and imperfections.” Barbara Sanfilippo, CSP, CPAE

“As a speaker make every error an opportunity to grow instead of an invitation for self-whipping. Life is like a moving vehicle with no brakes; if you spend too much time in the rearview mirror, you will hit a tree out the front window. Identify what you did wrong and then focus on the future!” Terry Paulson, PhD

“A pro goes to school when magic happens! The first time magic happens on the platform it may truly have been magical, but from that moment forward you should never leave it to chance.” Terry Paulson, PhD

“It takes me three weeks to prepare for an impromptu speech.” Mark Twain
Let’s end with a perspective worth remembering. When a chairwoman at a presentation said to Winston Churchill, “Doesn’t it thrill you, Mr. Churchill, to see all those people out there who came just to see you?” Churchill answered, “It is quite flattering, but whenever I feel this way I always remember that if instead of making a political speech I was being hanged, the crowd would be twice as big.”

“At the end of all thought must be action.” Aldous Huxley
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Appendix One: A Listening Test

Rate the following statements about your listening habits on a scale from 1 (very unlike me) to 5 (very characteristic of me):

___ 1. I put calls on hold and face the person I am listening to when someone comes into the office.

___ 2. I sell myself on listening or try to arrange another time for the conversation. 

___ 3. Even when I do go to another thought, I try to think of things relevant to the conversation.

___ 4. I look directly at the person who is talking to me.

___ 5. Before listening, I try to make notes about where I'm going on a project so I can give myself fully to the conversation.

___ 6. I avoid finishing the comments of others.

___ 7. I encourage others to talk by asking probing questions that invite elaboration.

___ 8. I know my business, but I also know that listening to the input of others can only improve my ability to find the best course of action.

___ 9. Even when busy, I know the importance of taking time to walk around and informally talk to my team.

___ 10. I try to gather as many ideas as I can before making a decision.

___ 11. I respect others and assume every person has something worthwhile to add.

___ 12. I am sensitive to the tone, expressions, and gestures of those speaking.

___ 13. I take notes to help me concentrate on retaining key points.

___ 14. I look at a disagreement as an opportunity to understand the problem better.

___ 15. I use a summary at the end of a conversation to make sure both parties understand key points and action items.

___ 16. I ask questions to clarify things I do not understand.

___ 17. I think of listening as a skill I need to keep developing to be a good leader.

___ 18. I listen through the harsh tones of angry people to try to understand what they are concerned about instead of being defensive or angry back. 

___ 19. I avoid interrupting and am comfortable waiting in silence for others to think through their answer.

___ 20. When I do make comments, I work to keep my comments on target with the issue at hand.

 Scoring: Add up your points. If the total is 90-100, you’re an exceptional listener. 80-89, you're working at listening; 70-79, trying hard to listen; 69 or below, struggling to listen.
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