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PURPOSE

The purpose of this training is to provide communication best 
practices through active listening so you can build and maintain 
First Choice Service for external and internal partnerships. 
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COMMUNICATION – THE ESI WAY
#2: Ensure Your Customer Feels Heard

INFORMATION IS NOT 
TRANSFORMATION

Transformation happens when we turn
“knowing what to do” into “doing what we know." 
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“Being heard is so close to being loved that for 
the average person, they are almost 
indistinguishable.” 

- David W Augsburger

#2: ENSURE YOUR CUSTOMER 
FEELS HEARD
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DEFINITION 
• First, Seek To Understand, Before Being Understood

• Listen, Pause Before You Speak

• Ask Open-ended Questions. 

• Restate To Check For Understanding- Ask Clarifying 
Questions
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OPPOSITE OF ACTIVE LISTENING
• Make Assumptions

• Interrupt The Client

• Demonstrate Impatience While The Customer Is Talking 

• Monopolize The Conversation 

• Talk Over The Customer
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GOOD EXAMPLES

7



What keeps you from being a better listener? 

• I am uncomfortable with silence and tend to jump in and talk. 
• I am uncomfortable with the topic being discussed. 
• I have passion for this topic & want to share my views. It’s hard for me to listen to others. 
• I am not really interested in the topic, so it makes it hard to pay attention.
• I don’t like or respect this person. 
• I feel like this person is confrontational.
• I feel like this person wastes time, when they could be more concise when making their point.

WHAT KEEPS YOU FROM LISTENING?

What keeps you from listening to the person that you are thinking about?
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DEFINE ACTIVE LISTENING
Active listening is a form of listening that focuses on 
the following:

• What the other person is saying and not saying
• Observing non-verbal communication
• Asking clarifying questions with the goal of mutual 

understanding
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ROLE PLAY SCENARIO
A repeat customer has to use ESI as we are their only option for a 
project. This customer had a bad experience with us related to how we 
processed change orders and our lack of communication. This customer 
is nervous to work with us again but isn’t willing to air grievances 
directly with ESI employees. 

As a new employee at ESI, you’ve heard from ESI employees about the 
experience this customer had. Your goal during an initial pre-
construction call with the customer is to establish a communication 
plan to ensure they have a First Choice experience with us this time. 
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OBSERVATIONS

What did you observe while utilizing Active Listening Skills? 
• How did the customer respond?
• How might this skill help you achieve First Choice Service?
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FIRST CHOICE TESTER CALLS
• “I  a lways knew from the superintendent when something went wrong before anyone 

else cal led me.  I t  was never a shock.” 

• “I  appreciate knowing ahead, rather than gett ing caught by a market manager asking 
me what ’s happening, and I  am l ike,  “I  have no clue what you’re talking about.” 

• “Great  with communication. They cal l  me.” 

• “People can communicate and overcommunicate,  but  when you don’t  know i f  you can 
trust  the message, i t  doesn’t  real ly  help at  al l .”

• “I  do expect  that  i f  you say you’re going to get  a schedule to me by the end of the 
week, that  I  wi l l  get  the schedule at  the end of the week.” 

• “[ I  would have appreciated],  “How do you l ike to be communicated with? Is  i t  a  phone 
cal l ,  a  text ,  or  an emai l?”



NEXT STEPS
• Display communication posters in your work areas to 

keep this topic, top-of-mind.
• Keep communication as a topic in your weekly staff 

meeting agenda
• Intentionally Practice the 10 Communication Behaviors 

and Finish Strong
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