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never talked with a botanist before, and 1 found him
fgscmal‘mg. 1 literally sat on the edge of my chair and
listened while he spoke of exotic plants and experi-
ments in developing new forms of plant life and indoor
gardens (and even told me astonishing facts about the
humble potato). 1 had a small indoor garden of my
own—and he was good enough to tell me how to solve

4

AEGE ‘SYCX)VAY TO BECOME A GOOD some of my problems. = .
N As 1 said, we were at a dinner party. There musf
AN have been a dozen other guests, but 1 violated all the
5 canons of courtesy, ignored everyone clse, and talked
] : for hours to the botanist. .
Some time ago, 1 attended a bridge party. 1 don’t play 'Midnight came. I said good night to everyone and 4

bridge—and there was a woman the i departed. The botanist then turned to our host and

. 7 ere who didn’ epa 1 e botanist the 0 it ¢

bridge either. She had discovered that I had oln::‘c;l l?:.:{l d me several flattering compliments. 1 was most 3
Lowell Thomas’ manager before he went on the radio % stimulating.” 1 was this and 1 was that, and he

and that I had traveled i i by saying I was a “most interesting conversationa\ist._"
helping him prepare the illl:ulsztl:ra‘t’g: t:a%r;a;ﬂ(esalh:, :‘;Z ‘A interesting conversationalist? Why, 1 had said
then delivering. So she said: “Oh, Mr. Carnegie, [do | hardly anything at ?ll. 1 couldn’t have said m;ythmgﬁ 1
want you to tell me about all the wonderful places you l had wanted to without changing the subject, for 1
have visited and the sights you have seen.” | didn’t know any more about botany than I knew about
As we sat down on the sofa, she remarked that she { the anatomy of a penguin. But 1 had done this: 1 had
and her husband had recently returned from a trip t0 . listened intently. 1 had listened because 1 was genu-
‘Africa. “Africa!” I exclaimed. “How interesting! I've | inely interested. And he felt it. Naturally that pleased
always wanted to see ‘Africa, but I never got there | him. That kind of listening 1 one of the highest co.mp\\:.
except for a twenty-four-hour stay once in Algiers. ments we can pay anyone. Few human _‘_’““!5»
Tell me, did you visit the big-game country? Yes? | wrote Jack Woodford in Strangers tn Love, few hu-
How fortunate. 1 envy you. Do tell me about Affica.” | man beings are proof against the implied ﬂ_al_tery o(
That kept her talking for forty-five minutes. She | rapt attention.” I went even further than giving him
never again asked me where I had been or what 1 had rapt attention. 1 was “hearty in my approbation
seen. She didn’t want to hear me talk about my lavish in my praise.
travels. All she wanted was an interested listener, sO _ Ltold him that I had been immensely entertained and
she could expand her ego and tell about where she had instructed—and 1 had. 1 told him 1 wished 1 had his
knowledge—and I did. 1 told him that 1 should love to

been.
Was she unusual? No. Many people are like that. wander the fields with him—and 1 have. 1 told him 1

For example, I met 2 distinguished botanist at a din- must see him again—and 1 did.
ner party given by a New York book publisher. I had And so I had him thinking of me as a good conver-
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e ;‘l‘“oorﬁ“r;'galh tl‘:!:lt been merely a good
3 0 talk.
at is the secret, the myste;
ness interview? Well, according oo feooces ful busi
president Charles W. Bliot, “thee o, Harvard
about successful business int i s
attention to the person who i:rmurse. - - . Exclusive
importan P : speaking to you is very
lpZ‘Ia'bt h: Nothing else is so flattering as that.”
: IH mself was a past master of the art of listen-
mng. Henry James, one of America’s first great novel-
;sm. recalled: “Dr. Eliot’s listening was not mere si-
;1:0, but a form of activity. Sitting very erect on the
of his spine with hands joined in his lap, making no
movement except that he revolved his thumbs around
each other faster or slower, he faced his interlocutor
and seemed to be hearing with his eyes as well as his
ears. He listened with his mind and attentively con-
sidered what you had to say while you said it. . . . At
the end of an interview the person who had talked to
him felt that he had had his say.”

Self-evident, isn’t it? You don’t have to study for
four years in Harvard to discover that. Yet I know and
you know department store owners who will rent ex-
pensive space, buy their goods economically, dress
their windows appealingly, spend thousands of dollars
in advertising and then hire clerks who haven’t the
sense to be good listeners—clerks who interrupt cus-

tomers, contradict them, irritate them, and all but
drive them from the store.
A department store in Chicago almost lost a regular
customer who spent several thousand dollars each
year in that store because a sales clerk wouldn't listen.
Mrs. Henrietta Douglas, who took our course.in
Chicago, had purchased a coat at a special sale. After
she had brought it home she noticed that there was a
tear in the lining. She came back the next day and
asked the sales clerk to exchange it. The clerk refused

even to listen to her complaint. “You bought this at a

b m s e
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special sale,” she said. She pointed to a sign on the
wall. “Read that,” she exclaimed. “‘All sales are
final.’ Once you bought it, you have to keep it. Sew up

the lining yourself.”

“But this was damaged merchandise,” Mrs. Douglas
complained.

“Makes no difference,” the clerk interrupted. “Fi-
nal’s final.”

Mrs. Douglas was about to walk out indignantly,
swearing never to return to that store ever, when she
was greeted by the department manager, who knew
her from her many years of patronage. Mrs. Douglas
told her what had happened.

The manager listened attentively to the whole story,
examined the coat and then said: “Special sales are
“final’ so we can dispose of merchandise at the end of
the season. But this ‘no return’ policy does not apply
to damaged goods. We will certainly repair or replace
the lining, or if you prefer, give you your money
back.”

What a difference in treatment! If that manager had
not come along and listened to the customer, a long-
term patron of that store could have been lost forever.

Listening is just as important in one’s home \ife as in
the world of business. Millie Esposito of Croton-on-
Hudson, New York, made it her business to listen
carefully when one of her children wanted to speak
with her. One evening she was sitting in the kitchen
with her son, Robert, and after a brief discussion of
something that was on his mind, Robert said: “Morm, | §
know that you love me very much.”

Mrs. Esposito was touched and said: “Of course 1
love you very much. Did you doubt it?”

Robert responded: “No, but 1 really know you love
me because whenever 1 want to talk to you about
something you stop whatever you are doing and \isten
to me.”

The chronic kicker, even the most violent eritic, will
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frequently soften and be subdued in t]
patient, sympathetic listener—a listezzrp:vel?gnfvei"og:
silent while the irate fault-finder dilates like a kin;
cobra and spews the poison out of his system. To illus§
trate: The New York Telephone Company di’scovered
a_fe'w years ago that it had to deal with one of the most
vicious customers who ever cursed a customer service
representative. And he did curse. He raved He
threatened to tear the phone out by its roots. H'e re-
fused to pay certain charges that he declared were
lfalse‘ He wrote letters to the newspapers. He filed
m_nufnerablz t;‘omplajms with the Public Service Com-
mission, and he started several suii i
B suits against the tele-

. At last, one of the company’s most skillful

lroublesl!ooters“ was sent to interview this stormy
petrel. This “troubleshooter” listened and let the can-
tankerous customer enjoy himself pouring out his
tirade. The telephone representative listened and said
“yes” and sympathized with his grievance.

“He raved on and I listened for nearly three hours,”
the “troubleshooter” said as he related his experiences
before one of the author’s classes. “Then 1 went back
and listened some more. I interviewed him four times,
and before the fourth visit was over I had become a

charter member of an organization he was starting. He
called it the ‘Telephone Subscribers’ Protective Asso-
ciation.’ I am still a member of this organization, and,

so far as I now, I'm the only member in the world
today besides Mr. 3 )

“] listened and sympathized with him on every point

that he made during these interviews. He had never
had a telephone representative talk with him that way
befoie, and he became almost friendly. The point on
which I went to see him was not even mentioned on
the first visit, nor was it mentioned on the second or
third, but upon the fourth interview, I closed the case

completely, he paid all his bills in full, and for the first
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‘cl:::l;:nt;wh history of his diffculties with the elephons

i€ volun withdre i i
the Public Service Cotxmissim:?! HecmpliEch

Doubtless Mr. had considered himself a holy
crusader, defending the public rights against callous
exploitation. But in reality, what he had really wanted
was a feeling of importance. He got this feeling of
importance at first by kicking and complaining. But as
soon as he got his feeling of importance from a repre-
sentative of the company, his imagined grievances
vanished into thin air.

One morning years ago, an angry customer stormed
into the office of Julian F. Detmer, founder of the Det-
mer Woolen Company, which later became the
world’s largest distributor of woolens to the tailoring
trade.

“This man owed us a small sum of money,” Mr.
Detmer explained to me. “The customer denied it, but
we knew he was wrong. So our credit department had
insisted that he pay. After getting a number of letters
from our credit department, he packed his grip, maﬂe a
trip to Chicago, and hurried into my office to \'nﬁerm
me not only that he was not going to pay that bill, but
that he was never going to buy another dollar’s worth
of goods from the Detmer Woolen Company.

“] listened patiently to all he had to say. 1 was
tempted to interrupt, but 1 realized that would be bad
policy. So I let him talk himself n\n._W\mx e i\na\\y
simmered down and got in a receptive mood', 1 said
quietly: ‘I want to thank you for coming to Chicago 1o
tell me about this. You have done me a great favor, for

if our credit department has annoyed you, it may an-

noy other good customers, and that would be just too

bad. Believe me, | am far more eager 10 hear {his than
ou are to tell it.”

¥ That was the last thing in the world e emc\ﬂﬂ:h

to say. I think he was a trifle disappointed, becanse

had come to Chicago to tell me a thing or two ,buthere
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thanking him instead rappi ith hi
assured him we would wipe :}fcszltli‘a"rz,en%y(:‘v :lhh t.m. A
<m:. forget it, because he was a very careful l: uqks
;i’{:“{ :ac account to look after, while our clerksa: \;“h
er thousands. Therefore, he was | ikely 1o
be wrong than we were. h il

“I told him that I er
thot iC Lot hi:l;?‘:lesslo?dsﬁxalclly how he felt and
precisely as he did. Since he wa:r‘:l‘ldg‘t;‘i‘doijb[bed‘y ool
us an I ng to buy from
houses)_lmmc. I recommended some other woolen
“In the past, we h:

et Chicagﬂads:srﬂxi:ugc:'ed together when

with me this day. He accepted erelué‘;{;r:ﬁyhzvi lu‘r‘.d‘

we came back to the office h s

than ever before. He return;ptlnic:lg ?nlaz:g serr:) e

mood and, wanting to be just as fair with us as?v exl:eg

Eee" with him, looked over his bills, found on: lhaat
a;gloZ?ee: mislaid, and sent us a check with his
“Later, when his wife presented him with a baby
boy, he gave hlS'Son the middle name of Detmer, and
h_e remained a friend and customer of the house until
his death twenty-two years afterwards.”

_Years ago, a poor Dutch immigrant boy washed the
V\(mflovn_/s of a bakery shop after school to help support
his family. His people were so poor that in addition he
used to go out in the street with a basket every day and
collect stray bits of coal that had fallen in the gutter
where the coal wagons had delivered fuel. That boy,

Edward Bok, never got more than six years of school-
ing in his life; yet eventually he made himself one of
the most successful magazine editors in the h{slory of
American journalism. How did he do it? That is a long
story, but how he got his start can be told briefly. He
got his start by using the principles advocated in this
chapter. .

He left school when he was thirteen and became an
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office boy for i =

e o o B o S S0 o one

started to educate himself. He save:tko‘n';n.-? e
went without lunch until he had enougi:sm )

an encyclopedia of American biographyand then b

did an unheard-of thing. He read the Lves of famous
people and wrote them asking for adaitionsl 'E?m“s
tion about their childhoods. He was a good listener,
He asked famous people to tell him more about me::{-
selves. Hg. wrote General James A. Garfield, who was
then running for President, and asked if it was true that
he was once a tow boy on a canal; and Garfield replied.
He wrote General Grant asking about a certain \!al!.\e‘.
and Grant drew a map for him and invited this four-
teen-year-old boy to dinner and spent the evening talk-
ing to him.

Soon our Western Union messenger boy was corre~
sponding with many of the most famous people in the
nation: Ralph Waldo Emerson, Oliver Wendell
Holmes, Longfellow, Mrs. Abraham Lincoln, Louisa
May Alcott, General Sherman and Jefferson Davis.
Not only did he correspond with these distinguished
people, but as soon as he got a vacation, he visited

many of them as a welcome guest in their homes. This
experience imbued him with a confidence that was in-
valuable. These men and women fired him with a Vi
sion and ambition that shaped his life. And all this, let
me repeat, was made possible solely by the application
of the principles we are discussing here.
Isaac F. Marcosson, a journalist who ‘m\erv'\ewe(_\
hundreds of celebrities, declared that many peopte fail
to make a favorable impression because they don't
listen attentively. “They have been so much con-
cerned with what they are going to say next that they
do not keep their ears open. . . . Very \gnponm\
have told me that they prefer 2004 \isteners 1o good
talkers, but the 2bility o listen seems rarer than

any other good trait.”
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And not i rtan i
listener, p, e :
: e | pers;
Digesy oncets;:.ic'h‘l‘l:{ry ot tggasxss C“rlave ol
Pl B a. ANy persons ca] a doctt)rl:ve:ed e:la

A n all

udience,”

nouncing him for 7

"l’;'.ki,':gofor hours f ??ntiﬁaihﬂﬁgﬁé’nféﬁeéﬁimﬁi?ﬁfé
eighbor, said good night, and sent him back to Iilinoj
without even h z o 1 Iilinois
all the talking :f:;:egxffoﬁl:;f o o
“He seemed to feel easier after that laJky" lfhmm‘li&
friend said. Lincoln hadn’t wanted advice H: hoad
wanted merely a friendly, sympathetic listener to
whom he could unburden himself. That’s what we all
want when we are in trouble. That is frequently all the
irritated customer wants, and the dissatisfied em-
ployee or the hurt friend.

One of the great listeners of modern times was Sig-
mund Freud. A man who met Freud described his
manner of listening: “It struck me so forcibly that 1
shall never forget him. He had qualities which 1 had
: never seen in any other man. Never had I seen such
b= concentrated attention. There was none of that piere-
i ing ‘soul penetrating gaze’ business. His eyes were
mild and genial. His voice was Jow and kind. His ges-
tures were few. But the attention he gave me, his ap-
preciation of what I said, even when I said it badly,
was extraordinary. You've no idea what it meant to be

Llistened to like that.”
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If you want to kn
i oW how to make
laugh at you behind your back apr:d° ‘;l:e:h::s&
: Never listen to anyone for
about yourself. If you have an
person is Qplking, don’t wait for
bust right in and interrupt in the

long. Talk incessant};
idea while the othery
him or her to finish:
ml]d)%‘ﬁ of a sentence.

you know people like that? 1 d
ik W | - that? 1 do, unfortunatety;
pmminc:stton|shmg part of it is that some of them are

Bores, that is all they are—bores intoxicated with

their own egos, drunk with a se; i impo
R nse of their own impor-

People who talk only of themselves think only of
themselves. And “those people who think only of
themselves,” Dr. Nicholas Murray Butler, longtime
president of Columbia University, said, “are hope-
lessly uneducated. They are not educated,” said Dr.
Butler, “no matter how instructed they may be.”

So if you aspire to be a good conversationalist, be an
attentive listener. To be interesting, be interested. Ask
questions that other persons will enjoy answering. En-
courage them to talk about themselves and their ac-

complishments.

Remember that the people you are talking to are a
hundred times more interested in themselves and their
wants and problems than they are in you and your
problems. A person’s toothache means more o that
person than a famine in China which kills a million
people. A boil on one’s neck interests one more \\'\m
forty. earthquakes in Africa. Think of that the next ime

you start a conversation.
e
PRINCIPLE 4

Encourage others 10 talk about

Bea good \istener.
tfhemselves.




