Day 3–Module 10

LISTEN TO UNDERSTAND

Understanding Participants’ Needs

This is the beginning of the third day and participants should be ready to go. What they need from you is enthusiasm, excitement, and direct application to their needs. Throughout the day, look for ways to tie the modules back to the list they made of “what they want from the training.” If you’ve kept notes on the individual participants, you should be able to start making direct references to their job and personal needs while talking about each module.


General Ideas

Get started fast with a quick overview of yesterday’s sticky note about “The Most Important Thing I Learned Today.” Share them for a positive start. Next, cover the second sticky note on “The one thing that has not been covered to my satisfaction.” Use the method you determined at the end of day 2 for this to be discussed among participants.

A reminder of day 3 preparation:

According to the feedback, you have options. If the list is small you might cover it yourself from the front of the room. If the list is long you might write on board/flip-chart and assign for discussion to different groups of two to five people. Have them report to the whole class their answer (or opinion) to (“The one thing that has not been covered to my satisfaction.”) Tell each team that it is their job to either defend how and where it was covered or that requires clarification and input to what was covered in an attempt to satisfy the person that posted the question.

Ask participants to keep their “hot idea” sheet up-to-date and give them a moment to write down anything that they overlooked yesterday. Next ask for additional hot ideas to write on your flip charts of hot ideas. Perhaps give a prize to the person with the longest additional list of ideas. You should be prepared to start their thinking on this with one or two suggestions of ideas that you covered that should be helpful.

Transition

Let’s get to our first module today, module 10, and talk about listening. Page 10–3

Objective

· To make the point that listening well requires the ears, the eyes (watching for body language), and the heart

Thinking Behind the Page

When we talk about listening, we often fail to recognize all the factors that make us good listeners. This page is an opportunity to clarify that point.

Transition

Now that we understand these three components, let’s look at our listening attitude—what you might say is a direct extension of the “heart” and is needed for listening.

Page 10–4

Objectives

· To show the attitudes that reduce our listening effectiveness

· To offer opportunities to control our attitudes

Thinking Behind the Page

Participants need to know what listening is to improve listening skills. In addition, they need to know why they can’t hear—and what they can do about it! 

Activities

Are You Listening To Me?

· Read the first bullet, then the second, placing emphasis on bold words.

· Fill in the third bullet blank—hearing is physical.

· Listening is an emotional and intellectual act. 

Why We Can’t Hear Them

· Immediate mind-set–this is affected by things that are consciously on my mind including traffic on the way to work, attitude of spouse/children at home, finding out that I’ve forgotten a major due date, and so forth.

· Long-term mind-set–this could be values learned from family, poor or positive experience with someone from the same heritage, 

For additional ideas on both of these, see the boxes at the bottom of page 10–4.

Overheads/PowerPoint

· Yes
Transition

We’ve discovered the listening attitudes that could get us into trouble and now have an idea what some of our filters are. Now, let’s see if we can answer the question Why Should I Want to Listen Better?

Page 10–5

Objectives

· To help participants want to listen better

· To demonstrate how to listen better

Thinking Behind the Page

With adult participants it is always necessary to tie the how with the why. This page gives you leeway to discuss both in the depth necessary to satisfy those attending your class. 

Teaching Tips

· Question participants and give examples in ways that are appropriate for their needs.

Activities

Try this old story on your participants: 

Let’s imagine you were driving a bus (DO NOT OVER EMPHASIZE THE “YOU”). Now pay attention because there is going to be a test. The bus goes two blocks and picks up eight people, four men and four women. It goes one block further and makes a right, traveling four blocks before stopping. It picks up two women, and four men get off. It drives straight three blocks, stops and picks up five people—two women and three men. Driving straight two more blocks, the bus then turns left and travels one block. It picks up seven people— all men—and two women get off, 

Continue the story in a similar manner for as long as you think appropriate. Remember not to mention “you” were driving the bus except for the very first sentence. When you’ve completed the story, ask a question like one below:

· What was the age of the bus driver?

· How is the health of the bus driver?

· What color eyes does the bus driver have?

Many participants will miss the answer even though they are the driver in your story. They were too focused on the number of people, gender of people, and number of blocks and turns to listen or remember! They may have been taking notes and adding numbers of travelers. They guessed at what you wanted and focused there. They actually prejudiced their own listening!

Make any listening point appropriate, including:

· Perhaps we should take notes when listening;

· If unsure, ask what points you should be listening to; and

· When appropriate, paraphrase or summarize what you’ve heard so far.

PowerPoint

· Yes

Transition

Now that you have an overview of how you can listen better, let’s look in-depth at active listening. 

Page 10–6

Objective

· To give tips for more active listening

Thinking Behind the Page

We all heard as children that we should pay attention, listen better, focus . . . but most of us were never given the “how” to do it. This page should fill in those blanks for participants.

Teaching Tips

· Have participants read one paragraph in the left column (example: “Listen to the content.”) then, as presenter, focus them on the right “Active Listening File Tip #.” Give an example of each tip, or question participants on application. Example: “Your active listening tip is, “If you do not understand the content, ask for clarification.” How do we do this in the USAF environment without appearing insubordinate?

Do something similar for each tip.

Overhead

· Yes

Transition

Now, with some better active listening tools in our tool kit, let’s look at some ways to control the emotional and mental filters that get in our way of listening.

Page 10–7, 8

Objectives

· To highlight the common emotional and mental filters we have and how they might distort the message heard

· To give tips for controlling personal filters

Thinking Behind the Page

Any discussion of listening would be incomplete if we didn’t include the personal filters that all of us have. These two pages are an explanation of what the most common filters are. Identification of filters affords us the opportunity to make the choice of whether to control them.

Teaching Tips

· Talk through the highlighted areas and make points as appropriate.

· On page 8, “Control Your Long Term Filters,” emphasize the story about the 18-year-old daughter and then read each section in the “If you value . . .. You’ll likely hear” section.

Transition

Emotional and mental filters are internal issues that we all face and must learn to control if we are going to be successful supervisors. Let’s look now at the external barriers.

Page 9

Objectives

· To identify the basic external barriers to listening

· To offer ideas for barrier removal

Thinking Behind the Page

Participants need to recognize physical barriers that impede their ability to listen clearly. 

Teaching Tips

· This page makes a nice area for participants to work in teams answering the questions in the boxes. 

PowerPoint

· Yes

Transition

We certainly don't want external barriers to get in our way of listening to our body or physical things around us.  Let's take a look at some additional ways to use our body to improve our listening skills through nonverbal attending.

Page 10–10

Objective

· To gain tips on using our body for positive communication and enhanced listening

Thinking Behind the Page

Many people have heard of body language, but most don't know how to use it to their advantage and enhance their listening. 

Teaching Tips

· For the two boxes at the bottom of the page, consider any type of exercise that allows you to have fun.  If you can imitate different facial expressions, use them here. If not, ask class members to help you as they describe the different facial expressions they encounter in the workplace. Do the same with gestures.

Transition

We’ve now looked at all the nonverbal things that we can do to improve our listening skills.  Now, let's look at what we can do using words.

Page 10–11

Objective

· To gain tips on the proper use of paraphrasing and open-ended questions

Thinking Behind the Page

Participants are usually familiar with paraphrasing and open-ended questions. However, many don't know how to use them to their advantage or to enhance their listening. 

Teaching Tips

· Fill in the paraphrasing blanks for participants:

· Shows that you are LISTENING and understand what the speaker is saying.

· Ensures that your interpretation is CORRECT.

· Allows a speaker to CLARIFY any misunderstanding. 

· Fill in the open-ended questions blanks:

· Provide an invitation to EXPAND.

· Encourage the other person to TALK.

· Lets the other person know that what they say it is IMPORTANT.
· Helps the other person VENT anger and negative emotions.
Transition (SAY THIS QUICKLY)

Your listening skills should have improved by now, so let me give you a quick quiz. Suppose I told you that since it was cold outside and I had a fireplace I went outside to build a fire. If we looked at my chimney outside, we would see __________ coming out of it (SMOKE—let them say this). 

And if I told something funny, you’d say that was a _________ (JOKE—again, let them say this). 

If I had a tree that dropped acorns in my yard, that tree would be an ________ (OAK—let them say it).

The sound that a frog makes is called a __________ (CROAK—let them say it).

And the white of an egg is called the ___________ (Not yolk but the WHITE!—you’ll catch some saying yolk). Why? Because we often look for patterns as we listen, and when we think we’ve identified the pattern, we get lazy in our listening.

Looks like more focus should be given to this listening “thing.” Let’s recap what we’ve covered.

Page 10–12

Check Yourself!

1. The Chinese symbol lists three components including ears. What are the other two? Eyes, Heart
2. You’re at a meeting of peers. You personally dislike one person who is talking to you. What strategies can you use to become a better listener?

Listen for strategies from page 10–7 Concerning your Expectations, Concerning your Relationship with the Speaker; page 10–8 Drop Emotional Baggage, Control Long-Term Filters; page 10–9 Mental Barriers

3. List two emotional or mental filters:

Concerning expectations, concerning your relationship with the speaker, consider your personal situation, emotional baggage, any long-term filters.

4. Describe the listening value of open-ended questions.

See bottom of page 10–11.

5. Tell how you can use nonverbal attending when you meet someone for the first time. 

See the top of page 10–10.


Objectives of this module are to:





Discover that listening takes more than ears;


Learn about emotional and mental listening filters;


Know some reasons to want to listen better;


Gain ideas on active listening; and


Be introduced to the listening value of paraphrasing and open-ended questions.








Upon completion you will be able to:





Strategize better listening approaches for any situation;


Control your emotional and mental listening filters; and


Use nonverbal attending for improved listening. 





NOTE: If you have not had participants stop and write ideas on their hot idea sheet, now is the time. Ask them to turn to their sheet and write down anything that they need to help them become a better supervisor. 


Debrief their list on flip charts, which should be on the walls from yesterday. Continue to number each idea.  
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