Effective Listening & Levels of Listening

There are different types of listening. Typically they are presented as levels of listening.

Various people have constructed listening models. Below is an attempt to encompass and extend good current listening theory in an accessible and concise way. Bear in mind that listening is rarely confined merely to words. 
Sometimes what you are listening to will include other sounds or intonation or verbal/emotional noises. Sometimes listening involves noticing a silence or a pause - nothing - 'dead air' as it's known in broadcasting. You might instead be listening to a musical performance, or an engine noise, or a crowded meeting, for the purpose of understanding and assessing what is actually happening or being said.
 Also, listening in its fullest sense, as you will see below, ultimately includes many non-verbal and non-audible factors, such as body language, facial expressions, reactions of others, cultural elements, and the reactions of the speaker and the listeners to each other.

Levels of Listening Types:

1. Passive/not listening - noise in background – ignoring.

2. Pretend listening - also called 'responsive listening' - using nods and smiles and uhum, yes, of course, etc.

3. Biased/projective listening - 'selective listening' and intentionally disregarding or dismissing the other person's views.

4. Misunderstood listening - unconsciously overlaying your own interpretations and making things fit when they don't.

5. Attentive listening - personally-driven fact gathering and analysis often with manipulation of the other person.

6. Active listening - understanding feelings and gathering facts for largely selfish purposes.

7. Empathic listening - understanding and checking facts and feelings, usually to listener's personal agenda.

8. Facilitative listening - listening, understanding fully, and helping, with the other person's needs uppermost.

LISTENING AWARENESS INVENTORY

Of all the communications skills, listening is arguably the one which makes the biggest difference.  The most brilliant and effective speaker ultimately comes undone if he/she fails to listen properly.  Listening does not come naturally to most people, so we need to work hard at it; to stop ourselves 'jumping in' and giving our opinions.

Mostly, people don't listen - they just take turns to speak - we all tend to be more interested in announcing our own views and experiences than really listening and understanding others. This is ironic since we all like to be listened to and understood.  You need to listen to the other person before you can expect them to listen to you.

To see how effective you think you are in practicing good listening techniques, answer these questions about yourself.  Remember to be brutally honest with yourself!
	
	ALMOST

ALWAYS
	USUALLY
	SELDOM
	NEVER

	1. Do you let people finish what they're trying to say before you speak?
	4
	3
	2
	1

	2. If the person hesitates, do you try to encourage him/her rather than start your reply?
	4
	3
	2
	1

	3. Do you withhold judgment about the person's idea until he/she has finished?
	4
	3
	2
	1

	4. Can you listen fully even though you think you know what he/she is about to say?
	4
	3
	2
	1

	5. Can you listen nonjudgmentally even if you do not like the person who’s talking?
	4
	3
	2
	1

	6. Do you stop what you're doing and give full attention when listening?
	4
	3
	2
	1

	7. Do you give the person appropriate eye contact, head nods, and non-verbals to indicate that you're listening?
	4
	3
	2
	1

	8. Do you listen fully regardless of the speaker’s manner of speaking (i.e., grammar, accent, choice of words)?
	4
	3
	2
	1

	9. Do you question the person to clarify his/her ideas more fully?
	4
	3
	2
	1

	10. Do you restate/paraphrase what's said and ask if you have it right?
	4
	3
	2
	1




 
Total points______________

 
KEYS TO EFFECTIVE LISTENING

· Stop working. 

· Stop watching TV or texting. 

· Stop reading. 

· Look at the person. 

· Keep a good distance between you and the speaker. 

· Don't turn away from the speaker. 

· Sit-up straight. 

· Nod your head and make statements such as "uh-uh," "I understand," and "I see what you mean" to show the speaker you truly understand what he/she is saying. 

· If you don't understand, let the person know that. Don't fake listen! 

· Repeat back phrases to clarify what the person is saying. 

· Act like you are interested and ask questions to show that you are interested in what the person is saying. 

· Don't interrupt the speaker. 

Listening Quiz*
Answer the following as either True (T) or False (F):

1. When listening, it is important to look at the speaker and maintain eye contact.

2. One should listen intently, but interrupt if you think the speaker is in error.

3. We think faster than we speak. 

4. Once the speaker is finished, it is appropriate to ask clarifying questions.

5. If the speaker has an annoying mannerism, it is OK to tune him out.

6. As the listener, your facial expressions and body language are not so important.

7. In today’s busy world, it is OK to multi-task while listening.

8. We hear; therefore, we listen.

9. In order to keep up with the conversation, it is important to prepare one’s response as we listen.

10.  We remember 50% of what we hear.

“The Communication Process”        

Communication Skills Start With You!

Why you need to get your message across

Effective communication is all about conveying your messages to other people clearly and unambiguously. It's also about receiving information that others are sending to you, with as little distortion as possible.

Doing this involves effort from both the sender of the message and the receiver. And it's a process that can be fraught with error, with messages muddled by the sender, or misinterpreted by the recipient. When this isn't detected, it can cause tremendous confusion, wasted effort and missed opportunity.

In fact, communication is only successful when both the sender and the receiver understand the same information as a result of the communication.  By successfully getting your message across, you convey your thoughts and ideas effectively. When not successful, the thoughts and ideas that you actually send do not necessarily reflect what you think, causing a communications breakdown and creating roadblocks that stand in the way of your goals – both personally and professionally.

In a recent survey of recruiters from companies with more than 50,000 employees, communication skills were cited as the single more important decisive factor in choosing managers. The survey, conducted by the University of Pittsburgh’s Katz Business School, points out that communication skills, including written and oral presentations, as well as an ability to work with others, are the main factor contributing to job success.

In spite of the increasing importance placed on communication skills, many individuals continue to struggle, unable to communicate their thoughts and ideas effectively – whether in verbal or written format. This inability makes it nearly impossible for them to compete effectively in the workplace, and stands in the way of career progression.

Being able to communicate effectively is therefore essential if you want to build a successful career. To do this, you must understand what your message is, what audience you are sending it to, and how it will be perceived. You must also weigh-in the circumstances surrounding your communications, such as situational and cultural context.
The Importance of Removing Barriers

Problems with communication can pop-up at every stage of the communication process (which consists of the sender, encoding, the channel, decoding, the receiver, feedback and the context – see the diagram below). At each stage, there is the potential for misunderstanding and confusion.
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To be an effective communicator and to get your point across without misunderstanding and confusion, your goal should be to lessen the frequency of problems at each stage of this process, with clear, concise, accurate, well-planned communications. We follow the process through below:

Source

As the source of the message, you need to be clear about why you're communicating, and what you want to communicate. You also need to be confident that the information you're communicating is useful and accurate.

Message

The message is the information that you want to communicate.

Encoding

This is the process of transferring the information you want to communicate into a form that can be sent and correctly decoded at the other end. Your success in encoding depends partly on your ability to convey information clearly and simply, but also on your ability to anticipate and eliminate sources of confusion (for example, cultural issues, mistaken assumptions, and missing information.) A key part is knowing your audience.  Failure to understand who you are communicating with will result in delivering messages that are misunderstood.

Channel

Messages are conveyed through channels, with verbal channels including face-to-face meetings, telephone and videoconferencing; and written channels including letters, emails, memos and reports.

Different channels have different strengths and weaknesses. For example, it's not particularly effective to give a long list of directions verbally, while you'll quickly cause problems if you give someone negative feedback using email.

Decoding

Just as successful encoding is a skill, so is successful decoding (involving, for example, taking the time to read a message carefully, or listen actively to it.) Just as confusion can arise from errors in encoding, it can also arise from decoding errors. This is particularly the case if the decoder doesn't have enough knowledge to understand the message.

Receiver

Your message is delivered to individual members of your audience. No doubt, you have in mind the actions or reactions you hope your message will get from this audience. Keep in mind, though, that each of these individuals enters into the communication process with ideas and feelings that will undoubtedly influence their understanding of your message, and their response. To be a successful communicator, you should consider these before delivering your message, and act appropriately.

Feedback

Your audience will provide you with feedback, as verbal and nonverbal reactions to your communicated message. Pay close attention to this feedback, because it is the only thing that can give you confidence that your audience has understood your message. If you find that there has been a misunderstanding, at least you have the opportunity to send the message a second time.

Context

The situation in which your message is delivered is the context. This may include the surrounding environment or broader culture (corporate culture, international cultures, and so on).

Removing barriers throughout the process is your job!

To deliver your messages effectively, you must commit to breaking down the barriers that exist within each of these stages of the communication process.  Let’s begin with the message itself. If your message is too lengthy, disorganized, or contains errors, you can expect the message to be misunderstood and misinterpreted. Use of poor verbal and body language can also confuse the message.

Barriers in context tend to stem from senders offering too much information too fast. When in doubt here, less is oftentimes more. It is best to be mindful of the demands on other people’s time, especially in today’s ultra-busy society.  Once you understand this, you need to work to understand your audience’s culture, making sure you can converse and deliver your message to people of different backgrounds and cultures within your own organization, in your country and even abroad. 

THE “COMMUNICATION PROCESS” Project

I. Read “The Communication Process” and type all of your answers on a separate sheet of paper. You may use a “bullet point” format or complete sentences.  However, each question must be answered completely and demonstrate critical thinking skills. Education is not a sprint, it’s a marathon!!! Take your time!!!

1. What is the communication process all about and why is it important?

2. When is communication successful and why?

3. When is communication unsuccessful and why?

4. What are at least two reasons why communication is a key skill for any career?

5. What happens to people who fail to master effective communication skills?

6. Draw the communication process diagram and study it carefully. Why can problems “pop-up” at any stage in the communication process?

7. Define sender, encoding, the channel, decoding, the receiver, feedback and the context and why each of them is necessary to assist in the communication process.
8. What types of issues can be considered barriers to communication?
9. Does our current “ultra-busy” society help or hurt the communication process? Why?
10. How do different cultures relate to the communication process?  Why is it important to know this information?
II. Collaborate with 2 other classmates and type their names on the top of your paper. Compare their answers to yours.  Are there any significant differences in your answers?  Why? Write your answer in 2 – 3 complete sentences.

III. Explain what you’ve learned about “The Communication Process” in a 1 page essay.  Your essay should include 3 paragraphs (an introduction, body, and conclusion). 

35 – 40      You are an Outstanding listener.


30 – 34      You are a Good listener.  


26 – 29      You need some work.  


0 – 25        You need serious work.                 











Adapted from, Are you a good listener? at � HYPERLINK "http://www.lifescript.com" ��www.lifescript.com�








