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Listen to Understand
“Courage is what it takes to stand up and speak; courage is also what it takes to sit down and listen.”                                                                   —Winston Churchill

In English, it takes four words to say, “Listen with undivided attention.” The Chinese combine all four words into one simple pictograph for “listen.”

Listening Attitude 

Are You Listening to Me?

· Have you ever found yourself asking, “Are you listening to me?” or “What did you say?” or saying, “I wasn’t listening.”

· Hearing is not the same as listening.
· Hearing is _____________________.

· Listening is an __________________ and  _____________________ act.

Why We Can’t Hear Them
Emotional and Mental Filters

Immediate mind-set

Long-term mind-set



Why Should I Want to Listen Better?
Listening better also involves:

· A demonstration of empathy for the speaker;

· Understanding of nonverbal communication and how it affects your perception of what’s being said;

· Being prepared to listen;

· Understanding the filters that affect your perceptions;

· Being motivated to listen;

· Being nonjudgmental of the speaker; and

· Striving for accuracy.

What You Can Do—Five Steps to Better Listening

1. Use your mind; listen to content.

2. Be motivated; listen to intent.

3. Listen for the whole message. Watch the nonverbal; listen to the verbal.

4. Monitor your filters.

5. Control your external and internal listening environment.

Active Listening
In active listening the listener responds to the speaker based on the listener’s understanding of the communicated message.

Active listeners respond and then take on the role of the speaker.

Listen to the content. Content of the spoken 

word is comprised of facts, figures, ideas, 

and logic that is conveyed. While words may 

comprise less than 10 percent of what is 

communicated in a business setting, those 

words are the core of the message.  

Listen to the intent. This is much easier if 

you already know the speaker. The better we 

know someone, the better we understand intent. 

It is based on balancing nonverbals, content, 

the person’s background, and any bias they 

may have for the subject.  

Assess the nonverbal communication. 

This is a combination of body language, and 

tone of voice. How words are spoken or tone 

of voice used is considered nonverbal 

communication.  

Monitor YOUR nonverbal 

communication. Remember that while 

listening you are communicating through your 

body. This is the speaker’s measure of “how” 

or “how well” you are listening. Sending the 

physical message that you are actively listening 

is encouraging.


Be nonjudgmental and empathetic. If 

you fail here; the other steps are less effective. 

This simply implies that you accept the speaker 

and his or her communication as worthwhile.

Control the Emotional and Mental Filters
              

Concerning Your Expectations 

Try this:

Before your next meeting or conversation, make a list of your expectations.  Identify your listening barriers. Test your reactions prior to the encounter by playing “what if” scenarios. What will you say if . . . ? How will I respond if . . . ? and so forth.


Concerning Your Relationship with the Speaker

Remember this:

Relationships are often made or broken depending on your expectations. Here are two basic rules:

1. The more you dislike the speaker, the harder it is to listen.

2. The more you like the speaker, the harder it is to actively listen to him/her objectively. 

Try this:

Set aside your feelings to actively and objectively hear what is being said. You might try focusing on your larger objective or goal in communicating with the person in the first place.


Consider Your Personal Situation

Remember this: 

Outside events affect what you hear. A recent job loss or divorce becomes filters through which we hear. The same is true of winning the lottery or inheriting large sums of money or assets.

Try this:

· Concentrate on the speaker, not personal issues.

· If you commute, use the time to listen to positive, motivational information.

· Practice positive self-talk.

· Share your concerns with someone who cares.

· Keep a diary or journal. Writing down problems helps clarify your thoughts.

· Considering counseling.

Control the Emotional and Mental Filters (con’t.)

Drop Your Emotional Baggage

Remember this: 

Current events affect what you hear. What if you answer the phone in the middle of an argument or heated discussion? Your mind would still be on the heated discussion. In other words, you would have brought “baggage” into the discussion.

Try this:

· Let the phone ring longer to give you time to regain control.

· Do a routine task that allows you to be productive while gaining control of your emotions.

· Go to the rest room and wash your hands (and wash away the problem).

· Take a short break and walk up or down the building stairs.


Control Your Long-Term Filters

Ask yourself this: 

· Does the person speaking remind you of someone from your past in his or her actions, tone, or word choice? Is this triggering a response?

· Are you reminded in this situation of a similar incident from your past?

· Is your negative reaction the result of conflicting personal, religious, political, or philosophical values?

· Is your reaction driven by a specific prejudice or bias?

Try this: 

· Identify your long-term filters. 

An example of long-term filtering and the implications in listening:

Suppose your 18-year-old daughter came home and said, “I’m not going to college. I’m going to cash in my college fund (or investments) and use the money to buy a new car and some clothes so I can get a good job.” 

If you are truly upset with this decision, the last thing you want to do is shut down the communication. If you can employ active listening skills, your daughter is more likely to listen to you. 

Without active listening, your reaction will be dependent on long-term emotional filters. 

If you value: 

You’ll likely hear:

cars 


“ . . . buy a new car . . . ”

          
clothes 

“ . . . and some new clothes . . . ”


job


“ . . . so I can get a good job.”



investments

“ . . . cash in my college investment . . . ”

education

“ . . . I’m not going to college . . . ”

Cure the Common External Barriers to Listening
Just as there are emotional and mental barriers to listening, we also have mental distractions or barriers that reduce our listening effectiveness.     

Physical Barriers


These barriers separate you, block your vision, or distract you from watching or 

listening to the speaker. If you go to a seminar or group setting and sit at the 

furthest point from the speaker, you will not have the advantage of easily

understanding body language that front-row participants have. So remember, even a desk could be seen as a physical barrier.


Noise and Movement Barriers


Noise can be an interesting background. If you lived near a train track, you’d

most likely block out the train sound without any thought. If someone were

visiting you,  it would be a different story. In general, it is estimated that about 

80 percent of the population can automatically block out background noises.





Mental Barriers

Mental barriers or distractions are internal. The problem with internal barriers is that they simply block your ability to receive the input altogether. These barriers could include fear, worry, lack of preparation, anger, poor self-image, and so forth. These barriers could change from time to time, depending on your situation.





Using Nonverbal Attending

Communication happens on a variety of levels, and studies suggest that over 90 percent is nonverbal. 

Matching and Mirroring

Matching and mirroring requires flexibility in body and spoken language. You can match the physical posture of the other person, their movements, and when responding you can match the rate or pace of speech, their volume, the exact words that they use, and so forth. Some of this happens naturally. Like most skills, this ability can be improved with recognition and practice.

If you said, “This looks like a great idea!” and someone responded, “Sounds great to me, too!” are we matched? This example has to do with matching. 

Mirroring is an easy way to demonstrate nonverbally that you are listening:

Sit up


Lean forward

Chin cupped in hand

Nodding in agreement

The Two Key Areas of Body Language




Paraphrasing and the Use of Open-Ended Questions

A paraphrase is a brief rephrasing of information given by the other person. It should state the essence of the content in the listener’s own words. You could include information, ideas, facts and opinions.

Paraphrasing is important because it

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

· Ensures that your interpretation is _______________________.

· Allows the speaker to ______________ any misunderstanding.


An open-ended question is one that allows the other person to talk at length; it can’t be answered with a “yes” or a “no.” Open-ended questions often begin with “tell me about,” “how,” “explain,” or “describe.”

Open-ended questions are important because they: 

· Provide an invitation to _________________.

· Encourage the other person to _____________________.

· Let the other person know that what they say is ____________.

· Help the other person _____________ anger and negative emotions.




Check Yourself!

1. The Chinese symbol lists three components including ears. What are the other two?

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?

3. List two emotional or mental filters.

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

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
































































Day Three











What are some mental barriers that you’ve encountered?	























                  Active Listening File Tip #5





If you do not understand the content, ask for clarification.





 








                  Active Listening File Tip #4





If you do not understand the content, ask for clarification.














































































































TIP


Understanding your long-term filters helps you listen!











Immediate


Emotional and Mental Filters





Your expectations concerning the topic or speaker


Your relationship with the person speaking


Your present situation


Emotional baggage






































                  Active Listening File Tip #3





Nonverbal communication deals with “how” something is said, not the “what.”





                  Active Listening File Tip #2





Intent is the “why” the speaker says it, not the “what.” Intellect “hears” content, intuition “hears” intent.








What are some physical barriers that you’ve encountered?






























































Long-Term


Emotional and Mental Filters





Values


Religious background


Culture


Regional background 


Parents or adult mentors





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. 
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Gestures














Facial Expression













































































What are some noise and movement barriers that you’ve encountered?	


























                  Active Listening File Tip #1





If you do not understand the content, ask for clarification.























“Hearing acknowledges sounds whereas listening requires that you understand what was said.”								                                 —Barry Pruitt 
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