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Intended Learning Outcomes

\.

After studying this chapter, you should be

able to:

1. Explain the difference between hearing
and listening.

2. Discuss the barriers to listening and how to
avoid them.

3. Describe strategies for developing and
sustaining professional excellence using
active listening skills.

4. Define the six-step process of listening.
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In casual conversation, most of us use
the words hearing and listening as if
they mean the same thing. However,
as a

professional striving for

communication excellence, it's
important for you to have a clear
difference

understanding of the

between these terms.
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Hearing is your physical ability to detect
sounds. It is the physiological process or
function of receiving sounds. Your hearing
is what they test at the doctor's office.

Listening, however, is not one’s physical
ability. Recall the importance of nonverbal
communication skills, which help you
differentiate between the content and

layers of messages.
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Listening requires you to concentrate on
the verbal and nonverbal messages
being sent and to determine the
meaning of those messages.

Effective listening is central to fostering
interpersonal relationships with
coworkers, leaders, and clients. Effective
listening can affect one’s relationship
satisfaction and can be a determining
factor in whether someone is an

effective communicator.
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An individual's listening ability has
implications for the effectiveness of
productivity, teamwork, the overall
organization, and perhaps the
individual's own success.

Listening, in addition to other
communhnication abilities, is a likely
predictor of who gets promoted or
receives other relevant rewards, such

as status and power.
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Developing excellence as a listener
can be difficult, but to achieve

professional excellence, you must
hone your ability to listen effectively.

listening ability, or the perception of
effective

listening, is inextricably

linked to effective individual
performance in organizations.
good listeners regularly engage in

mental activities while listening.
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A good listener periodically reviews
and mentally summarizes the talking
points completed thus far.
Throughout the talk, the listener
“listens between the lines,” in search of
meaning that is not necessarily put
into spoken words.

He or she pays attention to nonverbal
communication (facial expressions,
gestures, tone of voice) to see if it adds

meaning to the spoken words.
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The listener may also weigh the
evidence used by the talker to support
the points, he or she makes.

It takes a lot of practice to become a
good listener, and listening has

become a lot more difficult.
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So how can you develop your skills as a

listener?

 The first step is to admit that listening
is difficult. Don't fall into the trap of
assuming that because you have good
hearing, you have good listening skills,
too.

« An important part of professional
excellence is being able to develop

your listening skills and overcome the

barriers.
\_
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Noise is part of every communication
interaction.

External noise includes distractions
such as audible talking during a
meeting, ruffling of papers, or a cell
phone going off in the next cubicle.
Whenever possible, you should take
steps to control the external noise that
might interfere with your ability to
listen to others, as well as their ability

to listen to you.
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Internal noise encompasses any
internal condition or state that
interferes with the communicator's
ability to focus on the message.

Whether we think about it consciously
or not, during the conversation we
assess wWhat the speaker is saying as
well as what she or he is not saying
because of where she/he is or whom

she/he is with.
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Controlling internal noise in others can
be difficult, as it may be hard to
predict. Still, you can minimize some
internal noise in others.

For example, holding long meetings
without food or bathroom breaks wiill
guarantee internal noise in your team.
Minimize the noise by providing food
and giving breaks.

Minimize the noise by providing food

and giving breaks.
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Another example, Say you are a health
care provider who has to deliver bad
News such as “You have cancer” or
“You will need surgery” will create
tremendous internal noise.

In situations such as these, allow the
listener time to deal with the news
before giving additional information or
instructions he or she will need to

listen to, comprehend, and remember.
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As for the internal noise within you, you
must reflect on what is causing your
internal noise and address those factors.
If you have an urgent matter to deal
with, don’'t try to hold a conversation
with someone. You simply won't be able
to listen.

Tell the other party you will need to
reschedule your conversation for a time
when you can give your undivided

attention.
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In addition to distractions and noise, or
maybe because of noise, you may fail to
focus on the message being sent. As a
result, you are not listening effectively.

Beyond noise, some additional factors
that may distract your focus on the
message include jargon, message
overload, receiver apprehension, and
bias. Or you may fail to focus on the
message because it is difficult to

comprehend.
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« Jargon is a language of familiarity. It can be a useful tool when everyone has a common
understanding of the terms at hand. If there is no common understanding, language
can separate, insulate, and intimidate.
« Good communication is the result of the use of common terms that are clearly
. understood by both parties )
4 )
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« Message overload can have the same impact as jargon. Message overload occurs when
a speaker includes too many details in a message, making it difficult for the listener to

comprehend.

« As the listener tries to make sense out of the specific details, he or she loses focus on

the primary message.
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 Presenters sometimes make the mistake of including too many graphs and charts
during their talks, which leads the audience to message overload.
 As a listener with professional excellence, you must stay engaged even if the message
is difficult to comprehend. Listen for the main points, and request a copy of the notes
. or PowerPoint slides after the presentation.. )
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. Receiver apprehension refers to “the fear of misinterpreting, inadequately processing, and/or not being
able to adjust psychologically to messages sent by others.
. This could mean having a fear of coming across new information or of being judged on your ability to
remember the information correctly.
. Research has demonstrated that a person with high receiver apprehension tends to have more
L problems with information processing and general listening effectiveness. p
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. Bias is any assumption we make or attitude we have about a person, an issue, or a topic before we have
heard all the facts. If you equate a speaker with subject matter or experiences that have made you feel
frustrated or angry in the past, chances are good that you will be biased about that person before he or
she gives the speech.

. That bias may prevent you from listening to what that person has to say, and you may miss some

important information
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f « Effective listening requires you to put your biases aside and regard the other as having 1
a valid point of view worthy of your time and careful attention.
« To reduce bias, you need to acknowledge that bias might exist and try to remove it
s from your evaluation of the message. )
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ACTIVE LISTENING

Involves the listener carefully understand,
remember and thoughtfully respond to what they

have heard.
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 Just as there is a difference between
hearing and listening, there are also
differences between various types of
listening. In your professional career,
you will engage in three types of
listening:
1. informational,
2. critical,and

3. Empathetic.
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Informational listening:

Informational listening occurs when
you focus on the content of the
message to acquire knowledge.

Part of

learning a new position

involves listening to information
during new-employee orientation and

one-on-one training.

Dr. Raef Baraka
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Critical listening:

Critical listening asks you to evaluate
the information being sent.

For example, Trey has been asked to
seek three separate bids from
business-development consulting
firms. Trey must critically listen and
then evaluate the advantages and

disadvantages of each proposal.
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Empathetic listening:

Empathetic listening is listening to
understand the speaker's point of view
without judgment.

If a customer comes to you with a
complaint and you listen to him to try
to understand the problem from his
countering,

perspective, without

criticizing, or judging, you have

engaged in empathetic listening.
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Empathetic listening:

Research tells us that listening with
empathy is the basis for a host of important
workplace skills and strategies: assessing
situations, making rational decisions,
generating connections between theory
and practice, arriving at deeper
understandings of beliefs, adapting to new
perspectives, informing instructional
decisions, challenging traditions, improving
and validating

teaching and learning,

ideals.
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% HOW TO BE A GOOD LISTENER: ACTIVE VS. PASSIVE

LISTENING
~ ~ M
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Active Listening Passive Listening

Listens attentively and shows engagement | Listens without reacting or engaging
through words and body language . with the messenger

Requires a lot of "brainpower" and cognitive : .
d P J ml It helps us switch to "battery-saving" mode E|

effort
The type of listening that makes people feel The type of listening that most people
cared for complain about
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« As a passive listener, you will simply receive a message and make sense out of that
message without feedback or verification.
« For example, watching the news on television is passive listening, because there is no
need to provide feedback since a response is not expected. Poorly run meetings often
. have everyone but the leader acting as passive listeners. )
~ )
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- As an active listener, you are required to make sense out of the message and then verify
that your sense making is accurate.
« In other words, you must verify that you understand the message as the speaker
intended. To achieve professional excellence in interpersonal relationships, you must
. always be an active listener. )
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. An active listener focuses on asking questions and will often listen to the message and then

paraphrase it for the sender.
. In some situations, paraphrasing is critically important. At the same time, many professionals view
continual paraphrasing as unnatural or mechanical in style. Still, when there’'s a high likelihood of

misunderstanding, a little paraphrasing can make a big difference in the communication interaction.
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« Another technique is reflection. Reflective listening means the listener (1) listens
thoughtfully to the meaning of the speaker's words; (2) considers the content of the
message, both stated and implied; (3) thinks about the feelings associated with the
message, attending to the speaker’s verbal and nonverbal cues; and (4) makes every effort

to reflect that message accurately.
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 Questions are another tool used by the active listener. By asking questions, you can
develop a better understanding of the speaker's message and provide support to the
speaker.

\ J

4 )

Dr. Raef Baraka



MIDocEAN

|||||||||| ||
Listening cloiw d|

Listening Styles and Categories

claiwlll ciliag blail

vs
|




MIDocEAN

UNIVEDSITVII

Listening Styles and Categories claiw ] c1liag blail

~ )
There are four listening preferences or styles:

1. People-oriented listeners, are interested in demonstrating concern for others’ emotions and interests,
finding common ground, and responding. These listeners demonstrate a genuine concern for others’
feelings and identify with emotional states of human behavior. This type of listener can become “over-

involved with the feelings of others”.
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There are four listening preferences or styles:

2. Action-oriented listeners, are interested in direct, concise, error-free communication that is
used to negotiate and accomplish a goal; these listeners are easily frustrated by

disorganized Presentations.
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There are four listening preferences or styles:

3. Content-oriented listeners, are interested in intellectual challenge and complex
information; they want to evaluate information carefully before forming judgments and
opinions. At times, it appears as though “they are looking under a microscope and

dissecting information. )
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There are four listening preferences or styles:

4. Time-oriented listeners, prefer brief communication; such listeners seek interaction that is
concise and to the point, and they want to know the length of time available before the

communication begins.
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There are two listening categories:

1.  Conversational Listening:

. When the speaking role shifts fromm one person to another with some degree of frequency, we call it

conversational listening.

. In a conversational situation, the person who was actively listening one minute can assume the major
L speaking role the next, while the previous speaker becomes a listener. p
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There are two listening categories:
1.  Conversational Listening,
. Conversational listening is an integral part of meaningful one-on-one social relationships and professional
interpersonal exchanges.
. Conversational listening most often emerges in face-to-face situations but may also take place over the
L telephone. p
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There are two listening categories:

2. Presentational Listening,
Presentational listening is a type of listening that takes place in situations where, a clear role of speaking and
listening functions is prescribed. In presentational listening, roles are usually formal and defined as active
speaker and responsive listener.
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The listening environment is based on the following conditions: mode (conversational or

presentational), environment (formal or informal), and relationship (social or business)
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f 1. Hearing refers to concentrating on and attending to the message. 1
2. Understanding is the process of attaching meaning to the verbal communication, or
comprehending the literal meaning of the message.
. 3. Remembering includes recalling the message so that it can be acted on. )
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4. Interpreting is the step where we make sense of the verbal and nonverbal codes to assign
meaning to the information received or the sensitivity to nonverbal and contextual aspects of the
message.

Evaluating is the logical assessment of the value of the message.
Responding is the last step and involves giving some form of response to the message, either

verbally or nonverbally.
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