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Cornell Tool Shows Managers How to Be Better Listeners 

Listening is an essential skill for managers, and not just because listening is a key way to gain information. Research has
shown that effective listening is a key to excellent service. A new Cornell Hospitality Tool, ’Building Managers’ Skills to
Create Listening Environments,’ by Judi Brownell, explains the elements of listening and gives managers an assessment tool
that will indicate places for improvement. The report is available at no charge from the Cornell Center for Hospitality
Research at www.hotelschool.cornell.edu/research/chr/pubs/tools/. 

Both the assessment tool and suggestions for improvement are drawn from Brownell’s extensive experience and research in
managerial listening behavior. ’The research is clear that creating a ’listening organization’ leads to improved customer
service,’ said Brownell, a professor at the Cornell School of Hotel Administration. ’The starting point for this process is a
manager’s desire to find ways to improve their listening ability. Managers who think they are good listeners may be surprised
to find that their employees do not agree with that assessment.’ 

Based on her research, Brownell has divided listening into six interrelated skill clusters, represented by the acronym
HURIER: hearing, understanding, remembering, interpreting, evaluating, and responding. ’Effective listening requires all six
of those activities,’ she explained, although different tasks depend more or less heavily on each skill cluster. Using the
HURIER model, the new report includes both a self-assessment tool and a questionnaire for peers and employees. Managers
can compare the results of their own assessment with that from others to identify specific areas for improvement. 

Thanks to the support of the Center for Hospitality Research partners listed below, all Cornell Hospitality Reports and Tools
are made available free of charge from the center’s website, www.chr.cornell.edu. 

About The Center for Hospitality Research 

A unit of the Cornell School of Hotel Administration, The Center for Hospitality Research (CHR) sponsors research designed
to improve practices in the hospitality industry. Under the lead of the center’s 73 corporate affiliates, experienced scholars
work closely with business executives to discover new insights into strategic, managerial and operating practices. The center
also publishes the award-winning hospitality journal, the Cornell Hospitality Quarterly (formerly the Cornell Hotel and
Restaurant Administration Quarterly). To learn more about center and its projects, visit www.chr.cornell.edu. 

Center partners and sponsors: AIG Global Real Estate Investment, American Airlines Admirals Club, Davis & Gilbert LLP,
Deloitte & Touche USA LLP, Denihan Hospitality Group, Expedia, Inc., Four Seasons Hotels and Resorts, Fox Rothschild
LLP, FX Real Estate and Entertainment, Inc., General Growth Properties, Inc., HVS, InterContinental Hotels Group,
job.travel, JohnsonDiversey, Inc., Jumeirah Group, LRP Publications, Marriott International, Inc., Marsh’s Hospitality
Practice, Mobil Travel Guide, Inc., Nestlé, PricewaterhouseCoopers, Proskauer Rose LLP, Smith Travel Research, Southern
Wine and Spirits of America, Inc., SynXis (a Sabre Holdings Corporation), Taj Hotels Resorts and Palaces, Thayer Lodging
Group, TIG Global, Travelport, WATG, and WhiteSand Consulting. 

Center friends: 4Hoteliers.com American Tescor, LLC Argyle Executive Forum Caribbean Hotel and Restaurant Buyers
Guide Cody Kramer Imports Cruise Industry News DK Shifflet & Associates ehotelier.com EyeforTravel Fireman’s Fund
Insurance Company Gerencia de Hoteles & Restaurantes Global Hospitality Resources Hospitality Financial and Technology
Professionals (HFTP) hospitalityInside.com hospitalitynet.org Hospitality Technology Magazine Hotel Asia Pacific Hotel
China HotelExecutive.com Hotel Interactive Hotel Resource International CHRIE International Hotel and Restaurant
Association International Hotel Conference International Society of Hospitality Consultants (ISHC) iPerceptions Lodging
Hospitality Lodging Magazine Milestone Internet Marketing MindFolio Parasol PKF Hospitality Research The Resort Trades
RealShare Hotel Investment & Finance Summit Resort+Recreation Magazine RestaurantEdge.com Shibata Publishing Co.
Synovate The Lodging Conference TravelCLICK UniFocus WageWatch, Inc. WIWIH.COM 

This article comes from Hotel News Resource
http://www.hotelnewsresource.com 

The URL for this story is:
http://www.hotelnewsresource.com/article34103.html

© 1998 - 2008 Nevistas and the author. 

Brought to you by Hotel News Resource
Distribute your news on our Network

See what all the buzz is about at: 
http://www.hotelnewsresource.com/Info-news_account_info.html 

http://www.hotelnewsresource.com/article34103.html
http://www.hotelnewsresource.com/article34103.html
http://www.chr.cornell.edu/
http://www.chr.cornell.edu/
http://www.hotelnewsresource.com/
http://www.hotelnewsresource.com/article34103.html
http://www.nevistas.com/rdnpdft.php?id=10008&ref=1

