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| 1. ACTIVE LISTENING]]
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Counseling is to lend your ears
godooooooooooada

Listening and responding carefully may be the
sincerest form of flattery.

goooooooobboooooooboooon
goooo

There is no one so deaf as the one who will not listen.
goooooooooobooooo

The most basic of all human needs is the need to
understand and be understood. The best way to under-
stand people is to listen to them.

Ralph Nichols
godoooooobooooooooobooood

gogoooooooog
ooog -.0o00n



COMPARATIVE DIALOGUE
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Dialogue 10 What do they think we are?”
goooooooood

Scene 1

Foreman . Hey, Al, | hate this new production order.

We really can't handle this today. What do
they think we are?

Supervisor. But that's the order. So carry it out as soon
as you can. We're under terrific pressure
this week.

Foreman . Don't they know we're already under great
pressure to catch up the schedule?
Supervisor: Look . Kelly, | dont decide what goes on
upstairs. | just have to see that the work

gets out and that's what I'm gonna do.

Foreman - 1he guys aren’'t gonna like this.

Supervisor, That's something you'll have to work out with
them . not me.

Scene 2

Foreman. Hey. Al | hate this new production order.

We really can't handle this today. What do
they think we are?

Supervisor: Sounds like you're pretty sore about it,
Kelly.

Foreman . | sure am. We were just about getting back to

schedule. Now this comes along.



Supervisor ;. As if you didn’t have enough work to do

huh«

Foreman . Yeah | don't know how I'm gonna tell the
guys about this.

Supervisor, Hate to face them with it now . is that it?

Foreman . | really do. They’re under a real strain today.
Seems like everything we do around here is
rush.

Supervisor. | guess you feel like it's unfair to load any-

thing more on them.

Foreman. Well, yeah. | know there must be plenty of
pressure on everybody up the line. but-well
if that's the way it is guess I'd better get
the word to them.

001

gobodoodoooooooooooouobobooooo

gogooobouoooboooobao
gobodooooooooooooooooboooa
goooooo
gobodoooooooooooooooboboooo
gooooao
goobooooobbobobooobooooooogao
gooobooooboboon
gopooboboobobooooobooooooan
goobooooooooooo

ogd-2

goobooobobuoboobobooboooooogao

gogooooooooooooboao
goooooobooobouoon



000w OO0OO0OO0OOO0OD0OOO0ODODOOO0OOO0O0ODOO0OOn
0700000
oooobObObOooooooboboobOb00ooooon
ooobOoooooboboboooooobobooon
oomooooooomono
oobooooo, ooooooobob yobooooo
obooooobobooonog
oooobooobooboboboooboooboboon
ooooo, oooooo0 pgbobObOooobooooo
oooobbobObOooooobooobobDbOooo

Dialogue 2 “My father doesn’t like me. ”
FAFEAERIK

Jessica: “| had to miss classes last week because my
father had been in a serious car accident. He
was on the way home and a truck driver fell
asleep at the wheel and swerved right into him.
It was really awfu!. ”

Patrick. “You sound very upset.”

Jessica: “| am. All the way to the hospital, | kept
worrying about whether he was okay. The worst
thing is that he had already had several bad
things happen go him. His third wife had
recently left him, he lost money in the stock
market, and his dog died.”

Patrick: “You're concerned about him because of all
the things that have happened lately. ”

Jessica: “Yeah, he doesn't have much will to live, and |
don’t know what to do for him. | try to be there,



but he doesn't really seem to care.
Patrick® [t hurts that he doesn't notice you.
Jessical® Yeah. | have always tried to please my father.
always felt like | couldn’t do enough to make
him happy. | think he preferred my brother. My
father just never valued what | did. | don’t know
if he liked me very much.

Patrick © Wow  that's really painful. | wonder if you're
angry too?”

Jessicam Yeah | am. What's wrong with me that my
father wouldn't like me? | think I'm a pretty nice
guy.

Jessica “ 000000000 O0OOOOOOODOOOO
dodoooooooobooooobooooo
0o0oooooooooooooooon
aggno

Patrick “ 00 0O0OOOOQ

Jessica “ 000000000 0OOOOO0OOOOOOO
dodoooooooooooooooooon
0odooooooooboDoooobooooo
ooooOo yomooooo

Patrick* 0000 O0O0O0O0ODODODODOOOD

Jessica “ 00000000000 0OOOOOOOOOO
gooooooooooooooooor

Patrick: 00O 0O0O0O0ODOOO

Jessica: “ 0O 0O0OOOOOOODOOOOODOOOOOO
0doooooooooooooooooon
0o000oo0ooooooooooooooooono
oooooom



Patrick; * 00000000000 OOOOOOOO”
Jessica: * 000000000 OOOOOOOOOOO
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You can let other people do what you want to do or
en courage them go on talking through active Listening
which constitutes three techniques- 10 Paraphrase the
speaker's thoughtsO State what you think the speaker
meant in your own words [[] 2 0 Express understanding
of the speaker's feelings, and, 3 0 Ask guestions for
clarification.
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FURTHER ANALYSIS
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Consider the following exchange

Dialogue 3.

SPEAKER: | can't believe | have to redo this entire
budget report. | really worked hard on this
project and now | have to do it all over
again.



LISITENER 1. That's not so bad; most people find they
have to redo their first report. That's the
norm here.

LISITENER 2. So what? You're getting paid by the

hour, so what do you care?

LISITENER 3: You should be pleased that all you have
to do is a simple rewrite. Peggy and
Michael both had to completely redo
their entire projects.

LISITENER 4: You have to rewrite that report you've
worked on for the last three weeks? Yaou
sound really angry and frustrated.

All four listeners are probably trying to make the
speaker feel better. But they go about it in very different
ways and, we can be sure, with very different results.
Listeners 1 and 2 try to lessen the significance of the
rewrite. This well-intended response is extremely com-
mon but does little to promote meaningful communica-
tion and understanding. Listener 3 tries to give the situa-
tion a positive spin. With these responses, however. All
three listeners are also suggesting that the speaker
should not be feeling the way be or she does.

Listener 4's response, however, is different from
the others. Listener 4 uses active listening, which is a
process of sending back to the speaker what you as a
listener think the speaker meant—both in content and in
feelings. Active listening, then, is not merely repeating
the speaker's exact words, but rather putting together
your understanding of the speaker’s total message.



Active listening serves several important functions
10 Through active listening you let the speaker know
that you acknowledge and accept his or her feelings. In
the sample responses given = the first three listeners
challenged the speakers feelings. The active listener
O Listener 4000 who reflected back to the speaker what he
thought, accepted what the speaker was feeling. 2 0 In
addition to accepting the speaker's feelings, Active
listening also explicitly identifies them. As listener 4
saysl You sound angry and frustrated 0 allowing the
speaker and opportunity to correct the listener. 30 Ac-
tive listening stimulates the speaker to explore feelings
and thoughts. Listener 4's response encourages the
speaker to elaborate on her feelings. This exploration al-
so helps the speaker to deal with his or her feelings
through this opportunity to talk them through.
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Active listeners put themselves in the speaker's
place in an effort to understand the speaker’s feelings.
To achieve this active listeners rely heavily on para-
phrase. Looking at the following two examples to under-
stand paraphrasing in depth.
Person 1- | am so angry at my mother.
Person 2. f I'm not mistaken. you are having trouble



with your mother. Is that right?
Person 1, My boss is really trying to fire me.
Person 2 , If | understand you. you believe your boss is
out to replace you.
Person 1, | envy those guys so much.
Person 2 ; You mean you're jealous of the people in that
group?
gogobooooboobouobooubooood
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In summary. when you listen actively. you listen for
total meaning . and you listen in order to respond to feel-
ings. When you listen actively, the following statements
will not appear in your conversations
"Youmustdo...’
“You should do . ..
You're wrong!
Let me tell you what to do.
" You sure have a funny way of looking at things.
You're making a big mistake.
“The best answeris 0O "

Don't worry about it. -



That reminds me of the time | O~
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Change the format to avoid sounding like a
machine. Speakers often feel very irritated when listeners
sound like parrots repeating the same phrases over and
over. Variations that you could try include the following -

It sounds like you feel 0O "

" Perhaps you feel 0 "

“if 1V were you | | would feel O "

" | wonder if you feel U "

" You seem O "

" So you're feeling O~

" And that made you feel 0O "
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Five Types of Difficult Listeners

goooooooo

Here in Dbrief. are a few types of listeners that

make conversation difficult. It's easy to see others in
these roles. It's harder to see ourselves as listeners who
make conversation difficult.

1. The static listener gives no feedback remains
relatively motionless reveals no expression.
You wonder. am | not producing sound?

2. The waiting listener listens for a cue to take over
the speaking turn. You may wonder. is he
listening to me or rehearsing his next interruption?

3. The thought-completing listener listens a little and
then finishes your thought. He already knows
what I'm going to say. You may feel angry. he
has no right to speak for me!

4. The monotonous feedback giver seems respon-
sive but the responses never vary; regardless of
what you say. the response is the same. You
wonder . am | making sense?

5. The overly expressive listener reacts to just about
everything with extreme responses. You may
wonder , didn't | say anything that provocative.
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SELF-TEST
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How Do You Listen?

Instructions s Respond to each question with the

following scales

1.

always

2 =frequently

KE
- seldom

= o~

N

sometimes

° never

| listen by participatings | interject comments
throughout the conversation.

. | listen to what the speaker is saying and feeling o



| try to feel what the speaker feels.

3. | listen without judging the speaker.

4. | listen to the literal meanings that a speaker
communicates that a speaker communicates; |
don't look too deeply into hidden meanings.

5. | listen with minimal participation; | generally
remain silent and take in what the other person
is saying.

6. | listen objectively; | focus on the logic of the
ideas rather than on the emotional meaning of
the message.

7. 1 listen critically, evaluating the speaker and
what the speaker is saying.

8. | look for the hidden meaning; the meanings that
are revealed by subtle verbal or nonverbal cues.

Explanation; These statements focus on the ways of

listening discussed in this chapter. All
ways are appropriate at times and all
ways are inappropriate at times. It
depends. So, the only responses that
are really inappropriate are “always”
and “never” responses. Active listen-
ing is listening that is appropriate to
the specific communication situation.
Review these statements and try to
identify situations in which each state-
ment would be appropriate and situa-
tions in which each statement would
be inappropriate.



2. EFFECTIVE QUESTION-
ING
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There is no such a thing as a stupid question
gbooooooobooboo

The impartant thing is never to stop questioning.
Albert Einstein
oobooooobooooog
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The fool wonders | the wise man asks.
Benjamin Disraeli
goooooooon
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You can tell whether a man is clever by his answers.
You can tel! whether a man is wise by his questions.
Naguib Mahfouz
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