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CED 719

The Art of Listening

Course Outline
Introduction: Good Commissioners Hear - Great Commissioners Listen! 
		      This session provides participants helpful hints for all to become effective 			      listeners so that true communication may take place.

I.  	Communication

A.  Aristotle broke down communication into three parts
· A sender
· A message
· A receiver

B. It applies to all forms of communication – spoken, written, music, film, and nonverbal

C. Good communication begins with good listening – both on the part of the sender and the receiver

II. What is Listening?

A. Listening is an essential part of communication, yet we usually take it for granted
· By making ourselves aware of the importance of listening and the ways in which we do it, we can more effectively use listening as a tool for serving our units
B. A primary means for connecting with other people
C. Provides the means to make decisions and solve problems


D.  “Seek first to understand, then to be understood”
[bookmark: _GoBack]― Stephen Covey, The Seven Habits of Highly Effective People
III. Effective Listening

A. There are two parts to effective listening
· Active listening
· Empathetic listening
B. Active listening
· Pay close attention; don’t interrupt
· Confirm comprehension
· Reflect what a person is saying
· Clarify any questions you have
· Provide proper feedback – verbal and nonverbal
C. Empathetic listening
· A sincere attempt on the part of the listener to understand in depth what the speaker is saying
·   Put yourself in the speaker’s place
·   Imagine things from the speaker’s point of view
·   Try to understand how the speaker feels
·   Notice the speaker’s body language, tone of voice, and emotional    sense
D. Effective listening is both active and empathetic

IV. Listening Styles 
· Pay close attention
· Acknowledge a speaker’s message; reserve judgment
· Respond by rephrasing the message
· Share any deeper understanding of the speaker’s feelings
· Take into consideration the speaker’s body language, tone of voice, facial expressions, and other nonverbal signals that will help enhance understanding
V. Listening in Adversarial Situations
A. How do you respond
· When you’re hearing something you don’t want to hear?
· When you’re angry?
· When you’re tired, hungry, or stressed?
B. Speakers respond to how others listen to them
· Acknowledge, but don’t immediately judge their complaints
· If there is no enabling by the speaker, complaints will seem smaller and ultimately more manageable
C. By taking a negative and turning it to a positive, a listener can structure a framework for finding solutions
· “I hear what you don’t want (or like); now tell me what you do want (or like)”
D. A conversation cast in a positive light naturally involves more empathy and support
· The body language of both speakers and listeners becomes more open, and chances for resolution are greatly enhanced
E. Listeners should always strive to create a positive present, as opposed to a negative past
VI. Giving and Receiving Feedback
· Feedback is a basic part of successful communication
· It helps develop friendship, teamwork, and leadership
· For feedback to be helpful, both parties must use effective listening skills
· Receiving feedback can sometimes be difficult
· By using effective listening skills, a feedback situation may be turned into a positive experience
A.  Giving Feedback
· Consider your motives
· Find out if the others involved are open to receiving feedback
· Deal only with behavior that can be changed
· Deal with specifics, not generalities
· Describe the behavior; don’t evaluate it
· Let the other person know the impact the behavior has on you or how you perceive it affects others
· Accept responsibility for your own perceptions and emotions
· Make sure the recipients of feedback have understood what you said the way you intended it
· It may help to ask receivers to rephrase what they heard you say
· You can give caring feedback without a good technique, but the best technique in the world will not hide a lack of caring
B. Receiving Feedback
· Seek out feedback
· Listen carefully
· Listen actively
· Listen empathetically
· Notice how you’re feeling when someone offers you feedback
VII. Summary 
· Effective listening is a skill that each of us can learn and can constantly seek to improve
· Listening plays a vital role in forming relationships, developing a sense of cooperation and teamwork, and finding solutions
· The best listening is both active and empathetic
· Listening can be a tool for turning a negative situation into a positive one
· Listening well is an important part of both giving and receiving feedback
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