Follow the

You're busy, maybe even over-
whelmed. How can you quickly
and easily become a better listener?
Try using a technique called “fol-
low the blinking words.” Practice
the exercise
with co-
workers,

and then apply it to conversations
with members.

For example, if a co-worker says,
“This project is a nightmare. I can’t

and your supervisor.

wait for it to end,” follow
these steps:
= & 1. Identify one word

. @ that blinks (stands
% out): “This

projectis a
_ night-
o mare.

‘. = Icant
wait
for it to

end.”
¢ 2. Ask about
one of the blinking
words: “What makes it a night-
mare?”

3. Listen for blinking words in
the answer: “It’s a nightmare
because of the member.”

4. Question one of the blinking
words: “What about the member
makes this hard for you?

Active listening builds
better relationships with
members, co-workers,

Blinking Words

5. Listen to the answer: “He com-
plains about everything. Then he
demands more information.”

6. Identify one blinking word in
the answer and question
it: “Tell me about his
biggest complaints.”

7. Continue, as appro-
priate.

By following the
blinking words, you
delve deeper into the
problem or story. People
believe you heard them and that
you care enough to listen and
maybe even help.

You can’t make a mistake with
this technique. If you follow the
wrong word, the other person will
correct you by elaborating on what
he or she really means.

Active listening builds better
relationships with members,
co-workers, and your supervisor. i

Adapted from “Love It, Don’t Leave It:

26 Ways to Get What You Want at Work,”
published by Berrett-Koehler Publishers
Inc., San Francisco (ISBN 1-57675-
250-X).

Reach authors BEVERLY KAYE ar 800-
577-6916 or at hq@careersystemsintl.

com and SHARON JORDAN-EVANS ¢
805-927-1432 or at sharon@jeg.org.

4  Credit Union FrontLine *

February 2008

© 2008 Credit Union National Association Inc. Reprinted with permission.



