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…listen actively
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If you speak and no one listens to you properly, it can be upsetting and frustrating. Listening actively means paying attention to other people so that they feel you understand what they are saying.

How can you show that you are listening actively?

· Stop doing other things so that you can concentrate.

· Turn towards the person so that you can see each other comfortably.

· Use eye contact and 'open' body language, such as leaning forward.

· Be quiet – if you don't interrupt, it will encourage the other person to speak.

· Nod your head and accept what they say. Use expressions like 'I see', 'Yes' and 'Mmmm'.

· Check your understanding from time to time. Say, 'So you mean…?'

· Ask 'open' questions, which will help the person express themselves.
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Try this!

Read the case study on the left, and answer the following questions.

1 What mistake did Clare make?                                

a) She assumed he wasn’t important.

b) She answered the phone.

c) She didn't look at him.

d) She didn't look at him or give him time to explain his problem.

2   What should Clare have done?

a) Said, 'What’s up?'

b) Smiled and asked him how she could help. 

c) Smiled, looked at him and asked    him how she could help.

d) Sat down quietly beside him and     asked him how she could help.

Avoid the following in active listening: 

· giving a quick reassurance, such as 'Don't worry – it'll be fine.' This  may make the other person feel that what they are saying seems trivial to you

· asking 'Why?', as this might make the person feel defensive or that you don't believe them

· telling the other person what they should do

· asking for information that the person may not wish to give

· making judgements.

Try this!
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1   Listening is:

a) hearing what’s being said

b) paying attention to the person's body language

c) hearing the whole message a person wants to give
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an important part of communication.

2   It’s important to make the speaker feel:                   

a)  relaxed

b) respected

c) mutual benefit.

3   It’s important to:

     a)  concentrate on the speaker

b) make an effort

c) listen carefully and try to understand the other 
person's point of view.










‘Listening is the art of truly hearing what a person is trying to say, not just what’s said. The best listeners hear the words and see the body language so they capture the whole message,’ says Anne Warfield, president of Impression Management Professionals in Minneapolis, and author of Communicating More Effectively.





Ms Warfield offers these suggestions on how to improve your listening skills.


Listen actively 


If you learn to use active listening skills to hear and comprehend the thoughts, feelings    and concerns behind the words, you’ll make a speaker feel respected and also create an understanding that leads to progress and mutual benefit.





‘Active listening takes concentration, effort and the ability to put your own agenda aside, for the moment, so you can understand the other person’s viewpoint,’ Ms Warfield says.


http://12.42.224.225/healthyliving/mindbody/jan03mindbodylisteningskills.htm





Clare had noticed the old gentleman wandering around the showroom aimlessly. All these old boys liked to admire the expensive cars. Today was just so busy though. The phone hadn’t stopped ringing and there were four people waiting to pick up their cars from the service area.


Oh no. He was looking at her now and starting to wander over again. There was no time to chat. She’d already put him off once by saying, ‘I bet you’d like one of these cars, wouldn’t you.’ Look away and look busy, he might get the hint.


‘Excuse me Miss.’


Clare glanced up then was saved by the telephone ringing. ‘Marr’s Quality Cars. Can I help you? …Yes, I’ll just put you through.’


‘Miss, I wonder could you…’


Luckily the phone rang again and Clare was able to look busy. One of the customer’s cars was ready for collection.


‘Mr Smith to service collection please.’


He was still there. The Managing Director was coming out of his office now. Clare put on her brightest smile.


‘Hello Dad, I hope Clare’s been looking after you.’ 


The old gentleman looked uncertainly at Clare. She flushed pink then red.
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