
Do You Care Enough to Listen? 
  
 
When I sit down with clients that are coming from another agency, the number one complaint I 
hear is, “They didn’t seem to listen to me.” 
 
Picture this: you go to Best Buy and tell the person who greets you that you are having trouble 
with your phone charger, because it doesn’t seem to stay plugged in. Your salesperson is looking 
at your fancy watch instead of your eyes and when you finish speaking, he takes you over to the 
phones and tries to sell you a new one. How likely would you be to buy what he is selling? 
 
Listening is about respect.  Customers, clients, all of us want to think that what we have to say is 
important, and your job is to give your clients your undivided attention when they are speaking.  If 
you are too busy looking at what you want to sell them or thinking about the sale then you risk 
having them walk out the door.  
 
If you do manage to keep the client in the room, you are not only exposing yourself to an E&O 
issue, but you are possibly losing out on an additional sale. Most importantly, you are missing an 
opportunity to reflect on what they have told you and show how much you care about them. 
 
Here are some examples of poor listening skills: 
 
1.       You fake listen, you smile, nod, but haven’t really heard a thing because you are thinking of   
          what you want to say or sell to them. 
2.       You talk loudly and over the client when he or she is talking.   
3.       You interrupt them constantly. 
4.       You change the subject to be about you or you do more talking than the customer. 
 
How can you practice good listening skills?  
 
1. Concentrate on what is being said.   Always ask questions or repeat what they have said to 
make clear that you heard them.  We all occasionally lose our attention to what is being said or 
shown to us.  We must work hard and concentrate on the speaker, repress other thoughts that 
pop into your mind, tune out distractions around you and look at who is speaking.   
 
2. Maintain eye contact.   Keeping eye contact with your client removes all distractions around 
you and helps you pick up any body language they may be displaying. They will notice you are 
paying attention if you make eye contact.  If you need to write a note, tell them what you are 
doing so they can pause and you do not miss anything they say while you are writing. 
 
3. Keep thorough notes after each meeting. It’s a little extra step that can go a long way. If Ann 
told you that her daughter Sarah is applying to colleges, make a note of it in her file and then 
review that file before she comes in the next time. When she comes in 6 months later and you 
ask her which college Sarah chose, Ann will feel like you are really listening to her.  
 
If you care about your client, first listen. Then provide them with the proper protection for them 
based upon what they said to you.  
  


