LISTENING

BRC. 25

STUDENT HANDOUT

1.  The difference between hearing and listening is:    

    a.  Hearing is MECHANICAL

    b.  Listening is MENTAL
2.  The three elements of interactive listening are: 


    a. In order to become a good listener you must develop your SELF-DISCIPLINE.

    b. Build your AWARENESS of when you're listening and when you're not.


    c. Develop the SKILLS you need to be a more effective listener.

3.   Rules for good listening: 

    a.  Show in a PHYSICAL way that your are listening. 


    b.  Set the speaker at ease.


    c. Have an open mind, give feedback.


    d.  Be GENUINELY INTERESTED.


    e.  Do not PREJUDGE.


    f.  Try to see the subject from the speaker's POINT OF VIEW


    g.  Listen for what is not being said.


    h. "Dig when you see a nugget." 


    i.  Use SILENCE as creative positive tool.

4.  The three levels of listening are:  


    a.  LEVEL I: This is the highest level of listening.  At level I, you are "TUNED IN" to the person who is speaking.


Some clues that indicate level I listening are:


Alertness




Eye contact


Receptivity

                      

Sitting straight/leaning forward


Interest




Nodding


Concern




Hand gestures


Involvement

                       
Asking questions


Openness




Taking notes


Saying things like:

"This is interesting"


"Tell me more"


"That's right"

     b.  LEVEL II: This is the midrange of listening. At level II, you are "TUNED IN AND OUT"


Some clues that indicate level II listening are:


Discomfort


                  
Intermittent eye contact


Anxiety



       
Slouching or leaning back away


Resistance from speaker                  
Lack of interest


"Poker face"                                   
Boredom


Fidgeting                                         
Restlessness


Saying little               
                 
Uneasiness


Thinking things like:

"Let me speak"              
           "That's wrong"


"I wonder if there's enough time left on the parking meter."


    c.  LEVEL III: This is the lowest level of listening. At level III you are "TUNED OUT"


Some clues that indicate level III listening are:


Detachment

       

Staring/Glazed eye


Frustration

            
Slouching or reclining away


Irritation from speaker          
Passiveness


"Stone Face"                       
Boredom



Sitting completely still         
Antagonism



Saying nothing                    
Hostility

Thinking things like:

"This is ridiculous!"


"What am I doing here?"


"When will this be over?"

5.  The five barriers to good listening are: 


    a.  EXTERNAL DISTRACTIONS: events in the immediate surroundings that divert your concentration; e.g., telephones ringing, other conversations in the same room, etc.


    b.  HARD-TO-LISTEN-TO SPEAKERS: customers who are difficult to listen to or understand; e.g., prospects who speak with accents or unusual mannerisms or gestures.


    c.  ENCOUNTERING THE UNFAMILIAR OR UNEXPECTED: something unfamiliar or unexpected that you don't understand; e.g., a customer that has a problem that is completely new to you, or who has a situation you are unfamiliar with.


  d.  PUTTING ONE'S OWN POINT OF VIEW FIRST: caring more about what you have to say than what the customer has to say; e.g., feeling the urge to argue, disagree, or take over the conversation.


  e.  LACK OF READINESS TO LISTEN: a physical or mental state that makes you unable to listen at full efficiency; e.g., fatigue, anxiety, personal distractions, etc.

6.  How to handle barriers to listening:                 
               a.  REMOVE IT IF YOU CAN: go to another room.  Have all telephone calls held, eliminate the source of noise or distraction.


    b.  LISTEN THROUGH IT: Refocus your attention and "rev up" your concentration to eliminate the effects of the barrier to your listening.

7.  Four ways of maintaining the levels of listening: 


    a. Use verbal behavior to rev-up your attention and concentration.  Ask questions, offer your own observations and periodically summarize what has been said so far. This will force you to pay attention to the speaker.

 
   b. Use nonverbal behavior to your advantage. Lean forward in your seat, assume an erect posture, nod and give other nonverbal signals to the speaker that indicates your attention. If possible, change positions or get up and walk around for a moment.


    c. Use the mental exercise of envisioning or imagining. Imagine that you have to report back to your boss on exactly what is being said and agreed to in this meeting. Or imagine yourself in a crisis, and channel the energy boost that you get into this situation.


    d. Try talking to yourself, saying things such as: "Come on, pay attention. This is important. I really need to understand this."
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