Course
Guide

‘Elite level listening is the identification,
selection and interpretation of key words
that turn information into intelligence.
Intelligence is information you can use
to their and your advantage.’
Richard Mullender
Listening Institute Founder
Former Lead Trainer at the National Hostage
and Crisis Negotiation Unit, Scotland Yard
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Are you interested in our diploma
programme for businesses?
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Would taking a short diploma
programme, designed by a
Scotland Yard Chief Hostage
Negotiator, motivate
your team?

Is your team able to invest two
non-consecutive 8-hour work days
to gaining elite level listening and
negotiation skills?
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Do you need training
to address company-specific
challenges?
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Would you like to
co-design course content
with an Institute negotiator?
N
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Have a look at our diplomas and
custom training on pages 4 to 6.
It may be that Diploma 1 as a
stand-alone is right for your team.

N

Are you looking for an intense,
high impact, interactive team
building experience outside
working hours?
Y

8-hour Diploma Courses
1. Life or Death Listening
2. Mind Mastery
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Custom Training
Hostage Negotiator
on Board

Listen-Up
Weekend

4. Intelligence so revealing that
within a very short time you can
develop a profound understanding
of the other person and how they
see the world.
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3. The listening skills we teach
allow you to turn the information
someone unknowingly reveals
(even on first meeting) into
intelligence.
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2. The power to influence starts with
elite level life or death listening.
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1. To deliver a business outcome you
must be able to influence people.

ten
Lis

e
Listen 
nc
The
Understand  Business
Edge
Influence =
The Business Edge.
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Our Learning and Development proposition:

5. Which gives you a unique power
to influence them - by selling
them a solution that appeals to
their deeply held values and
beliefs, rather than your own.
We call it The Business Edge.
All our courses, in all their
guises, are based on this
proposition, so that all
our delegates leave with
The Business Edge.

Contents
p4 Diploma 1: Life or Death Listening
p5 Diploma 2: Mind Mastery
p6 Custom: Corporate-fit training,
advice and keynote appearances.
p7		Listen-Up Weekend
p7		
Hostage Negotiation Scenario

What makes our
courses different?
They are all taught exclusively
by British Government hostage
negotiators.
Expect 99% practical
application, 1% theory.
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8 hour one-day course

Diploma 1:
Life or Death Listening
Our core qualification teaches
life or death listening.

Achieve the outcome you want with your clients,
prospects, boss, colleagues, suppliers, friends,
partner and children.

When you take Diploma Level 1
Life or Death Listening, you learn how to:
1.

Set an outcome for every
encounter.

2. Choose a mindset for success.
3. Control your body to put your
brain on high alert.
4. Identify, and differentiate
between facts, emotions,
motivators, values and levers.
5. Subtly use minimal
encouragers to keep the
other person talking.
6. Echo, to delve deeper without
changing the subject.

7.

Turn questions into
suggestions by stating
your impression.

8. Identify, select and interpret
the key words that turn
information into intelligence.
9. Test your hypothesis without
offending the other person.
10. Argue your case using the
other person’s values, beliefs
and motivators, rather than
your own.

The Diploma Level 1 Certificate is
issued to delegates at the end of
the day following an assessment.
To pass, delegates must
demonstrate that they
have learnt
What to listen for.
How to interpret the true
significance of what’s
been said.
Precisely how to pitch
a course of action for
optimum success.

What’s our training style?
Lots of practical exercises
and role-play.
Expect to be entertained,
challenged and surprised.
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8 hour one-day course - Delegate vetting required

Diploma 2:
Mind Mastery
Advanced qualification based on the
Institute’s Negotiation Route Map.

Learn how to enter all negotiations at a
level of conscious excellence to become
a powerful business influencer.

Diploma Level 2 drills you in elite negotiation competencies based
on our life or death listening skills. You’ll find the day exposing and
exhilarating in equal measure. Expect to cover the toughest negotiation
terrain using the discipline of conscious excellence and armed with our
unique tool-for-life; the Negotiation Route Map.

When you take Diploma Level 2,
you learn how to:
1.

Excel at keeping someone
talking.

2. Identify - at speed - the
secrets that lie in their
ramblings.
3. Get people to like and trust
you (you don’t have to
like them).
4. Work as a team to prepare
and plan for every negotiation
stage.
5. Work as a team during
meetings so you stick to
pre-agreed roles and never
undermine each other.
6. Set a goal for your first
meeting, call, or online
conversation.

7.

Follow a disciplined
investigation process for
all subsequent contacts.

8. Deliver a benefit-rich
proposal using the
intelligence you’ve gathered,
so you sell in a solution that
precisely mirrors their
priorities.
9. Know how to bargain
with the four negotiation
tradeables of price, quality,
quantity and delivery.
10. Review success.

Mind Mastery ends with the
full scale, interactive Hostage
Scenario described on page 7.
To pass, delegates must
demonstrate that they
have learnt
How to identify and agree
an outcome for every
negotiation stage.
To leave egos in the car
park and work as a team
throughout a negotiation.
How to package their proposal
so that it fulfils one or more
of these criteria: ‘make me
money, save me money,
boost my reputation.’
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Custom:
Hostage Negotiator on Board
Corporate-fit training, advice
and keynote appearances.

Tailored partnerships, co-designed
to meet specific corporate needs.

As an Institute, we’re frequently approached to provide custom
services. These range from half, full-day and extended organisationspecific courses, through to one-to-one advice sessions, to conference
appearances and after-dinner speeches. To arrange advice sessions,
speeches or appearances, it’s best to call us with your brief.
Then together we can take it from there.

To co-design your own corporate or challenge-specific training,
we have some suggestions:
1.

Write a sentence of under 20
words summing up the single
most important outcome
you’d like from the course.

2. If you have time, and you
think it would be helpful,
write a hierarchy of up to
four additional outcomes.
3. Read through this guide
and highlight the skills and
benefits that most resonate
with you.

4. Bear in mind that listening
skills are fundamental to all
our training.
You can, however, specify the
following additional modules:
a.		Questioning
b.		Preparation and Planning
c.		Dealing with Difficult People
d.		Negotiation and
		Persuasion skills
e.		Hostage Negotiation Scenario
5. You now have a co-design brief
that will give us both a head
start. Simply give us the heads
up, send it over and we can
start talking.
What’s my responsibility?
The skills we teach give you
access to a person’s mindset
without their knowledge.
This puts you in a privileged
position to influence their
actions. We trust you to operate
with restraint at all times.
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1 weekend

Intensive:
Listen-Up Weekend
The ultimate team-building event.

Intense, memorable, some say lifechanging. This weekend will have each
team member pushing the boundaries of
what they thought possible.

Friday evening:

Sunday:

Introductions and 45-minute
hostage negotiation ‘taster’.

An all-day Hostage Negotiation
Scenario. Exciting, exhausting
and exhilarating by turns, expect:

Saturday:
A highly interactive marriage
of our two Diploma courses;
Life or Death Listening and
Mind Mastery. Expect:
• High decibel levels.
• To get to know your fellow
team members extremely well.
• To experience your first nil-by
-mouth Hostage Negotiation
Scenario.

• To put your skills into action
in the ultimate high-stakes
		bargaining platform.
• To learn to build and
maintain trust
– at an unprecedented level
		 within your team
– with strangers in a very
		 short space of time.

Hostage Negotiation Scenario
Probably the most memorable
training experience team
members will ever have.
You’ll be given a role within
the hostage negotiation cell.
Your job is to bargain with the
hostage taker. Ours is to freezeframe the action and guide
you when the risk level gets
too high.

Expect to walk away
Able to claim you have
experienced hostage
negotiation in the raw.
Having put your new skills to
the test in a controlled ‘life or
death’ crisis situation.
Ready to dine out on an
unforgettable, white-knuckle
encounter.

To book or to brief
your course, visit
listeninginstitute.com
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‘Knowledge is not power. The application
of knowledge is power.’
Dave Douglas
Listening Institute Trainer
Hostage Negotiator and Former Crisis Negotiation Adviser to the Cabinet
Office Briefing Room (COBR) and London Counter Terrorism Departments (CTD).

To book or to
brief your course,
visit listeninginstitute.com

‘ This training is profoundly 		
practical and popular. People are
really keen to attend and are able
to use the tools successfully the
next day.’
Lou Baran
Chief People Officer
H G Capital

listeninginstitute.com

‘ The advice I received helped
cement a significant client
relationship and saved me
a very great deal of money.’
Daniel Plaetzer
Managing Director
Duma-Bandzink

‘ You trained Claire yesterday
and today she used the skills
with a prospective donor.
The result? £45,000! That’s
a lot of children helped!’
Alison Pemberton
Head of Major Giving
NSPCC

