
Triangle of 
satisfaction

Substantive



Beginners mind

1 Focus on the 
question, not 
answer 2 What can I 

learn, not what 
can I say 3 Make time to 

pause



Open

• How?
• Why?
• Tell me
• Explain
• Describe

Closed

• Definite 
and finite 
response 
only

Follow up

• Using the 
answer 
given to 
inform the 
next 
question

Questioning



Listening continuum

Closed OpenTo 
understandPlannedTo confirmWithout 

interest



Emotional customers

1.
Pause and 

think

2.
Practise 
empathy

3.
Acknowledge 

feelings

4.
Wait for 
the calm

5.
Ask 

questions

6.
Respond 
with facts

7.
End with a 

plan
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