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Whether solving problems, or selling products and services, employees

@)
deal with dozens of customers a day. Call center representatives go from one

call to the next, helping one customer with a faulty suitcase and another with a
website login issue. Retail employees go from helping one person find a jacket
to helping someone else return a pair of pants. And salespeople often go from
one sales meeting to the next, explaining benefits to various clients.

In situations like these, it’s easy to rely on a set of stock phrases. “I'd be
happy to help with that” or “Sorry about the issue” whether the that or the issue
in question is a jacket, pants, or anything else. Such abstract, generic
responses help save time and effort because they're applicable to almost any
situation.

But that wide applicability has a problem.

Imagine shopping for clothes. You find a T-shirt you like but can’t find the
gray color youre looking for, so you ask two employees for help. One

employee says, “I'll go look for that,” and the other says, “I'll go search for

that T-shirt in gray.” If you had to pick one, which employee would you say
(b)

did a better job of listening to what you said?

When we asked hundreds of people questions like this, the latter, more
concrete response (“I'll go search for that T-shirt in gray.”) was much more
preferred. Generic responses (e.g., “I'll go look for that.”) can be used in any
situation, but this generality means they’re not very specific or concrete. And
consequently, it’s less clear the person speaking abstractly actually listened.

People, whether they are customers or otherwise, want to feel heard.
When someone calls customer service, asks to speak to a manager, or comes
into your office with something on their mind, they want to feel like someone is
listening to their concerns and is going to address them.

But for someone to feel heard, three things have to happen. First, they
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have to feel like the other person paid attention to what they said. Second,
they have to feel like the other person understood what they said. And third,
the other person has to demonstrate that they listened.

This last part is key. Imagine talking to someone who provided no
response. They might have attended to everything we said. They might even
have understood it completely. But without some sort of outward signal that
indicates they listened, it’s impossible to know whether or not they actually did.

Consequently, it’s not enough just to listen. To make people feel heard, we
have to show them that we listened. We have to respond in a way that
demonstrates that we attended to and understood what they said.

And this is why concrete language is so valuable. A customer service

(©
representative may have paid attention, and understood the problem, but

without some outward signal of understanding, there is no way for the
customer to know.

Concrete language provides that signal. Using specific, concrete language
shows that rather than just going through the motions, someone went to the
effort to attend to and understand what was said. Or, said differently, to
listen.

Concrete language boosted customer satisfaction and purchases, because
it showed customers that employees were listening to their needs. Responding
to a customer’s specific, personal needs requires comprehending those needs in
the first place. So while attending to and understanding needs are key aspects

(d
of listening, using concrete language makes communication better. It shows

listening.
"4. Leverage Concreteness" from Magic Words by Jonah Berger. Copyright (c)
2023 by Jonah Berger. Used by permission of HarperCollins Publishers.

(Adapted from Jonah Berger, Magic Words, HarperCollins, 2023)
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Close your eyes and think of a watch.

I suspect you're picturing an analogue clock face, with the dial divided into

@)
twelve. Two hands are rotating ‘clockwise’. And the whole thing is mounted

on a wearable strap.

All of these elements were established in the ancient world. And all of
them were arrived at through dialogue with nature. The Sumerians, the first
known Mesopotamian civilisation, are often credited with inventing the first
numerical system for measuring time. They developed the first written
number system based around the number sixty, which still dictates how we
quantify minutes, hours, angles and geographical coordinates. This number
can be divided easily by three — helpful because most humans have an inbuilt
body calculator for the three times table. Each of our fingers has three joints,
so one hand (not counting thumbs!) accounts for twelve finger joints; together,
both hands total twenty-four. This counting system may well be the origin of
the twenty-four-hour day.

A thousand miles west of Sumer, in ancient Egypt, scholars started to use
the sun and stars to divide time even further. The name of the ancient
Egyptian god of the sky, Horus, whose right eye was believed to be the sun, is
the origin of the modern word ‘hour’. About 5,000 years ago, Egyptians
discovered that the Earth’s solar year — the time it takes our planet to revolve
round the sun — influenced the rising waters of the Nile, and coincided with
the summer solstice and the prominence of Sirius, the dog star, in the night
sky.

Our very idea of ‘clockwise’ is also a function of the sun, as well as an

(b)
accident of location. The civilisations which shaped contemporary timekeeping

systems were generally located in the northern hemisphere. And if you want
to follow the path of the sun across the heavens in the northern hemisphere,
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you have to face south. From that position, the sun moves from left to right
over the course of the day, with the countering shadow it casts creeping
around from right to left: in other words, clockwise. This simple observation
surely led our ancestors to measure the time from the lengths and angles of
the shadows cast by the people, buildings or trees around them. The sundial,
the first clock ‘dial’ as we know it, was an attempt to harness this very
phenomenon, replacing random shadow-casting objects with a designed vertical
rod or shape called a gnomon.

No one knows who first invented the sundial or shadow clock. They
appear all over the world, from the Stone Circle at Stonehenge (about 3000 BC)
in England, positioned to align with the sun on the summer and winter
solstices, to the painted sticks used to make calculations from shadows at the
ancient astronomical site of Taosi in China (about 2300 BC). In the ancient
Egyptian burial site, the Valley of the Kings, the divisions of a very early
sundial were found cut into a flat sheet of limestone on the floor of a worker’s
hut dating to the middle of the second millennium BC. The gnomon, a separate
vertical stick pushed into a hole at the centre of the dial, has been lost but
would once have cast its shadow on a semicircle drawn in black and divided
into twelve sections approximately 15 degrees apart. The rough divisions were

(©)
enough to allow its owner to pinpoint the start of the working day, lunch, and

time to pack up and head home before it got dark. It is this pairing of gnomon

and dial that creates a ‘true’ sundial.

From Hands of Time by Rebecca Struthers. Copyright (c) 2023 by Rebecca Struthers. Used by
permission of HarperCollins Publishers.

(Adapted from Rebecca Struthers, Hands of Time: A Watchmaker’s History of

Time, Hodder & Stoughton, 2023)
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If all jobs were paid the same, what kind of job would you choose to do

and why?
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fZEA. Listen to the dialogues and fill in the blanks with the words you hear.

1. [D: Daughter, F: Father]
D: Dad, who is this man in this black and white photo?
F: He’s your grandfather. It was taken when he was very young.

D: Oh, ( ).

2. [M: Mother, S: Son]

What are you cooking, Billy? It smells nice.
Vegetable curry, mum. Would you like to try some?
Yes. Wow, it tastes good, but it’s very hot.

w» z ©» =

Yeah, ( ) and put them in the curry.

3. [T: Tourist, Y: Yoshiko]
T: Excuse me, could you tell me how I can get to Niigata University?
Y: Sure. From here, you can take a bus or a train.

T: OK, a bus or a train. ( )?

4. [M: Mike, C: Clerk]
M: Excuse me. Where can I find books about art history? Usually they
are on the second floor of the old building.
C: Sorry for the inconvenience, but ( ) last week.

We are going to redecorate the old building next month.

5. [T: Tom, L: Lisal
T: Hi, 'm Tom. It’s nice to meet you.
L: Hello, I'm Lisa. It’s nice to meet you, too. How was your flight?

It was a little bumpy actually. ( ).

B B. Listen to the ALT’s story and answer the questions in Japanese.
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