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TODAY'S AGENDA

. Explore customer expectations
2. Practice key listening techniques
3. Make a personal plan

Goal: You think about your
customers’ expectafions and
INncrease your listening skills to

@l JNCOVEr them
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VOICE OF THE CUSTOMER

Considerations:
« Are we starting in the right place®e
» Are we asking the right questionse

New approach:
 Start with expectations
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WHY ASK THAT QUESTION®

Typical: How am | doinge¢
instead: What are your expectationse

Why: To hear what's top of mind
To hear all expectations
To keep the focus on them
INnstead of us




CUSTOMER SATISFACTION JOURNEY

Interview Develop Interview Begin Cvcles
Learn to Customers Customer Customers gin -y Mature &
. . . of
Listen about Satisfaction about
) . . . Improvement
Expectations Expectations Satisfaction

(i &)
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LEARNING TO LISTEN

* Listening to Understand Workshop
Series

* 10 weeks
* 1.5 hour sessions
« Homework




LET'S REFLECT

Listening Habits Self-Assessment

Instructions: Check the box that best represents your answers based on the frequency options provided.

When people talk to you, do you:

Almost
Mewver

Some-
times

Often

Almost
Always

1. Make them feel that you're interested in them and what they have to say?

X

2. Acknowledge what they say before offering your own point of view?

3. Allow them to complain without arguing with them?

4. Accept criticism without getting defensive?

5. Restate messages or instructions to make sure you understood correctly?

=7 Washington State Department of

"€@2 Enterprise Services




Almost | Some- Often | Almost

When people talk to you, do you: . ) Y
MNever times Always
1. Make them feel that you're interested in them and what they have to say? W ‘ . O -|- d I d -|- I I I ;

2. Acknowledge what they say before offering your own point of view?
3. Allow them to complain without arguing with them? O S S e S S m e n '|'
4. Accept criticism without getting defensive?

5. Restate messages or instructions to make sure you understood correctly?

6. Make a concerted effort to focus on them and understand what they're re V e O ‘ O r
trying to say?

7. Make effective use of questions to invite them to say what's on their minds?

rer— confirm abou

9. Keep your cool when they get angry at you?
L
10. Think about what you want to say while they're talking?

[ J [
11. Feel that listening to them complain is annoying? yO U r ‘ ISTe I I I I I g

12. Jump in before they're finished speaking?

[ ]
13. Pretend to be listening when you are not? h O b I -|-S 2
[ ]

14. Make judgments about who is worth listening to and who isn"t?

15. Offer advice before you are asked?

165. Assume you know what they're going to say before they're finished?

17. Share similar experiences of your own rather than inviting them to elaborate
on their experience?

18. Tune out when they start to ramble instead of staying engaged in the
conversation?
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JUST LISTENING
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JUST LISTENING

what is ife
Listening fo ..

UNDERSTAND

Washington St?te Department’of
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JUST LISTENING

why Is It importante

* Being heard Is a deep
human need

* To listen is to bear
withess to someone’s
experience:

* Listening is a gift

Washington State Department of * From The Lost Art of Listening by Michael P. Nichols, PhD
Enterprlse Services |
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JUST LISTENING

what getfs in the way?¢
* A brain gap
» A self trap

U\
o
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JUST LISTENING

how do you do If¢

* Nofice the infernal noise
» Notice who you are focusing on
* Let go
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JUST LISTENING V=]

pracftice O O
Find a partner = e

Tell a story about a <Focus on the
fime you were speaker

NOT seen, heard,
or respected

Say “thank you™
Do not comment

Washington St::lte Department’of
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PARAPHRASING

O_O

Just
Listening
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PARAPHRASING
what iIs ite
Using my own
words to express
the meaning |
goft from what
you said

f Washington St§te Department‘of
7 Enterprise Services

What | can
put into words

What others
hear

What others
actually
understand

Conclusions
others may
draw



PARAPHRASING

why Is It importante
Allows:

* Listener to check
understanding

» Speaker to confirm, corr &
expand, unfangle

» Both to reach shared meaning

@ Washington Stslte Department.of
Enterprise Services e e : @kristencounsels




PARAPHRASING

how do you do it¢
» Reflect the core message: feelings,
InNformation, or both
what getfs in the way?¢
* Assumptions
* Reactions




PARAPHRASING
TS

» Use a tentative tone; ask for
feedback

» Use mostly your own words
* Avoid your own opinions or feelings

»/
» Reflect what you sense about t éf
@z=teelings or the mpact on them Y




PARAPHRASING =

practice O O
Find a partner = e

« Answer the * Paraphrase the
question below InNformation and
feeling

What do you think about self-driving
vehicles on public roads?

Washington St::lte Department.of
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PARAPHRASING

addifional resources

Paraphrasing Basics

What is paraphrasing?

Expressing, in our own words, the meaning we got from what someone said.

Why

How

e Paraphrasing is the most direct way to show
someone that their thoughts and feelings
were understood.

e Paraphrasing helps people feel that their
ideas are valid and respected because there
is no judgment involved.

e Paraphrasing allows speakers to hear how
their ideas are being interpreted by others.

e Paraphrasing gives speakers a chance to

clarify or confirm to avoid misunderstanding.

It's especially helpful when:
o The topic is complex or complicated.
o The words used can have more than one

In your own words, share what you think the
speaker meant.

If the speaker’s statement is short, keep
your paraphrase short.

If the speaker’s statement is lengthy, try to
summarize in your paraphrase. (It may help
to break long statements into kev points to
follow-up on with separate parag

To build trust in your intent to una
begin the paraphrase with a comm
o “It sounds like you’re saying...”

o “Let me see if | understand...”

Washington State Department of
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Paraphrasing Practicel

Tip

Example(s)

Frame the paraphrase as a question, so that the
speaker can respond to confirm, correct, and/or
expand.

“If I hear you right, you’re saying...?”
“So is it accurate to say...?”

“It sounds like you expect...is that right?”

Use your own words as well as some of the key
words the speaker used, and explore your
understanding of what the speaker meant.

If someone said: “As a business manager, | want a
clear understanding of the value you provide.”

You might paraphrase: “I hear that you'd like clarity
about the value we bring to your business. By value,
do you mean impact, services, or something else?”

Reflect back what you sense about the underlying
feelings or impact on the speaker.

“That sounds like it's frustrating whe
“I'm sensing that you felt overwhelmt
close?”

When you need a little more information to
understand before you paraphrase, ask for an
example.

If someone said: “Sometimes the servic
isn’t up to par.”

You might ask: “Could you give me an




OPEN, CURIOUS QUESTIONS

Paraphrasing

Washington St::lte Department.of
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OPEN, CURIOUS QUESTIONS

what are theye
Questions:

» That invite the speaker to share
freely and steer the conversation

* To which you don’t already know
the answer




OPEN, CURIOUS QUESTIONS

why are they importante

They promote:
» Deeper thinking by the speaker

- Greater discovery and learning
for the listener v

\

-
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OPEN, CURIOUS QUESTIONS

how do you do If¢

 Start with “What" or "How”
* Avold limifing words

what getfs in the way?¢
» Take more effort to think of

» Desire to be In control




OPEN, CURIOUS QUESTIONS
f1ps

* TAp INtO your interest — topic or person
» Consider the situation — explore or clarity

O B e C O re f U ‘ Wi '|' h W h y lOpen-ended versus Closed-ended Questions

Questions can help gather more information and check understanding. No type of question is better than another
in every situation. Depending on what you seek to achieve, one type of question will likely be more effective than
another. Two primary types of questions are open-ended and closed-ended.

Characteristics of Open-ended questions Characteristics of Closed-ended questions
General: General:
¢ Promote discussion by asking someone to ¢ Limit discussion by asking for brief and specific
open up and share their thoughts, answers, relevant facts, agreement, verification,
knowledge, and/or feelings. decision, etc.
¢ Ask the respondent to think and make ¢ Ask the respondent to provide known information
(possibly new) connections. and/or clarify information quickly and concisely.
¢ Hand control of the conversation to the ¢ Keep control of the conversation v
respondent, questioner.
¢ Are typically non-threatening (no judgment, ¢ Can feel threatening (show bias or jt
bias, blame, or suggestion). blame, or imply a suggestion).
¢ Can be time-consuming or require more ¢ Require little time investment or effc
effort to create and use. and use.

Washington State Department of
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OPEN, CURIOUS QUESTIONS

practice
Customer:

"I really struggle to use your website. |
just cannot find the information |
search for.

The way it's organized doesn’'t make
sense fo me, it's not easy fo read,

/— Washin
DEnterprise Sepvices g




OPEN, CURIOUS QUESTIONS O=— D"

oractice 0=

» How would you paraphrase what
you hearde

* What open, curious questions could
you ask to learn moree¢




OPEN, CURIOUS QUESTIONS

practice
Sample paraphrase:

s It fair to say that you find the
website almost unusable, despite
your best efforts to find things on ite

© ) Washington State Department of
>~ Enterprise Services



OPEN, CURIOUS QUESTIONS

poractice
Sample open, curious questions:

 What are some things you look for on
our websitee

* You said the website is ot easy fo read.
What makes it difficult?

« How do the issues with the website
_ |mpoc’r yOU and your business?




UNDERSTAND NOT SOLVE

Asking
Questions

Paraphrasing

Washington St::!te Department’of
Enterprise Services



UNDERSTAND NOT SOLVE
what is it¢
 Just what it sounds like...focus on
Istening to understand rather than
letting your brain jump to problem
solving

* |I1's harder than it sounds

/j p e Self\r}tizf:es



UNDERSTAND NOT SOLVE

why Is It importante

)))

LB




UNDERSTAND NOT SOLVE

how do you do If¢

* Don’t solve problems unless asked
» Restrain your problem solving instinct

» Glve your brain something else on
which to focus — understanding




UNDERSTAND NOT SOLVE V=]

practice O O
Find a partner = e

» Share a pet peeve - Listen,

— elther home or paraphrase, and
WOork ask curious
gquestions

@ Washington St::lte Department.of .
Enterprise Services O n O O e



LISTENING FOR EXPECTATIONS

Asking
Questions

Paraphrasing Not
Solving

Washington Stgte Department’of
Enterprise Services
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LISTENING FOR EXPECTATIONS

what is If¢
» Expectations are beliefs about
what should be or should happen

» Customers have expectations
about what should happen when
they work with us

f Washington St§te Department‘of
7 Enterprise Services



LISTENING FOR EXPECTATIONS

why IS It |

* The

mportante

only way to make satisfied

customers Is To meet their
expectations

- We must know what the
customers’ expectations are In
order o meet them




LISTENING FOR EXPECTATIONS

how do you do If¢

1. Ask
2. Translate
what getfs in the way?¢

* Assuming we know

- Getting hooked on specifics ()



LISTENING FOR EXPECTATIONS

demonsitration
Customer comments:

t seems like there are too many rules to follow.
fry to do what | think is a simple transaction,

and I'm told | have to fill out more forms or

provide extra approvals and |

ustification.

| spend a lot of time on pape
see the need for, and it fakes
regular work.

ashington Stfz p rtment‘of
(27 Enterprise Services

'work that | don’t
me away from my



LISTENING FOR EXPECTATIONS

demonstration
Sample expectations:

* Process Is not burdensome

* Know up front exactly what is
needed and what the rules are

» See the value




LISTENING FOR EXPECTATIONS
f1ps

» Satisfied customers have
expectations, too

* Paraphrase to confirm

If you get this... Then... Example Statements with Possible Responses:

Tips for Identifying Customer Expectations

Straight expectation Seek shared meaning of Customer: | expect you to be professional.
those words

Interviewer: | I'm curious, what does it look like to you to be
professional?

Want Look for the underlying, Customer: I'd like to see reports organized differently.
broader expectation Highlight things we need to talk about, and limit the
amount of information on a page.

(specific solution or
request)

Interviewer: | It sounds like you expect reports to be clearer and
easier to use than they are —is that right?

- What would an ideal report show you?

- I'm curious how you use the reports.

Disappointment story Look for the mirror image | Customer: I’'m often in the dark about how our project is
(form of reality) progressing, and it feels like | hav
things moving.

Interviewer: | So, you expect to be informed of pr

developments, and that progress we
without your intervention — is that ri
- Tell me more about what project it

) Washington State Department of .
important for you to know and wh

Enterprise Services




LISTENING FOR EXPECTATIONS L=
practice 0O O

N O

|. Read the statement and identity
the expectations

2. Discuss with a partner




LISTENING FOR EXPECTATIONS  [{=]
oractice 0O O
Customer comments: 0O O

| recently ordered some brochures and was
so pleased with how they furned out and
how quickly we recelved them. On top of
that, the cost was less than estimated! Mark
was very helpful and went out of his way to
make sure the product was exactly what

_wenee ded.




LISTENING FOR EXPECTATIONS L=
practice O O

Sample expectations: a A
» Quality product
« Quick turnaround
« Cost at or below quote
» Helpful, invested staff

Washington Stslte Department.of
Enterprise Services



LISTENING FOR EXPECTATIONS

how does it help?
Knowing expectations can:

* Dispel myths

* Properly place anecdotes
» Confirm validity

* Revedl blind spofs

Washington Stslte Department.of
Enterprise Services



LISTENING FOR EXPECTATIONS

what is produced?
* Set of § - 8 expectation statements

» Used to guide decisions

Service Clarity

Be clear about what your team offers, how that will help our business, and how we
access those services.

Tailored Approach

Get to know us and our business, and adapt the approach to how we work.

Collaborative
Partnership

Bring your expertise and collaborate with us as a trusted partner.

Washington St§te Depa rtment.of
&2 Enterprise Services




mindset




AQCt
Mindset

Techniques

|ifee\



EMPATHY MATTERS

INnstead we can...

avoid the urge tfo...

» Defend « Keep listening

» Explain « Seek to understand thelir
« Convince perspective/experience
e Fix » Be curious

» Disbelieve  Care v

* Blame &

Washington Stgte Department’of
Enterprise Services



KEEP CARING

reasons we stop how to overcome

 We can't  We could If

* Blaming them * FiInd responsibllity

 We already do * FInd out why It’s
that not working

e |t doesn’t sound » Discover Impacts
Important

Washington St:.:lte Department’of
Enterprise Services



Improving




NEXT STEPS
Good listening Is a set of habilts.

N order to get befter, you must
oractice.

—;@ Listening Skill Building Ideas

Showing Empathy Paraphrasing Asking Probing Questions Asking
%+ Be on the lookout for %+ Read an article or watch % Choose a word like % Chg
things that sound like a TED Talk. Pause at the “communication” or obs
complaints. When you end of each “upset” and practice me
hear one, take a minute to paragraph/point and asking a clarifying question fam
consider how that person paraphrase what you every time you hear it this ma
may be feeling and provide heard or read. week. Try not to use the end
an empathetic response. same guestion every time., Cor
Read an article, website, . . . . Write a list of follow-up que
or news story that comes I:'E'temng without Solving guestions to use if ask

from a different point-of-
view than your own.
Imagine the author is
standing in front of you.
write down 3 responses
you could give to show
understanding and
empathy.

*+ Ask a friend about his or
her pet peeve. Practice
asking questions to learn
more about their feelings
or the problem’s impact
without offering any
solutions or suggestions.

someone answears “How
was your day?

are you doing?”
response, “Fine.

a different quest.

day this week.

«) Washington State Department of
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HABIT BUILDING FORMULA

When . Instead of
(trigger) (old

behavior)

| will because

(new behavior) (motivation)

Washington Stz:lte Department’of
Enterprise Services



HABIT BUILDING EXAMPLE

When my coworker tells me about a
project challenge,

INnstead of jumping in with my suggestions,

| will ask a curious question

because It shows respect and helps more.

Washington St::lte Department.of
Enterprise Services



YOUR TURN

. Think about one listening habit you'd
ike to Improve.

2. Write a plan using the format below.
3. Share it with a partner.

When , Instead of :
(trigger) (old behavior)

| will __because .
(hew behavior) (Mmortivation})

Washington Stslte Depart ent.of
Enterprise Services




questions




MORE RESOURCES

* Electronic handout packet

» Lost Art of Listening by Michael
Nichols

* 10 Ways to Have a Better
Conversation TED talk by Celeste
Headlee

. Brene Brown on Empathy video
B i ees

A



https://youtu.be/R1vskiVDwl4
https://youtu.be/1Evwgu369Jw

Heidi.Lovedll@des.wa.gov
Eden.Teachout@des.wa.gov

Icons Source: The Noun Project
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