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LESSON PLAN
LISTENING
(INSTRUCTOR NOTE: HAVE THE STUDENTS TURN TO THIS OUTLINE IN THEIR SCHOOL BINDERS.) 

INTRODUCTION









    (5 min)
1.  Gain Attention: What makes a top-notch salesperson?  There are many possible answers to this question.  But, there's at least one answer that everyone would agree on; and that is good communication skills.  What percent of your time as a recruiter would you say is spent just communicating?  50, 70, or 90%?  If you said 90% you would be very close to reality. There is no way that any organization could function effectively without oral communications at all levels.  At the same time it would be very difficult to operate within an organization if no one listened to what was said.  There is a real need in today's society to learn how to listen effectively.  This is an area of education that is touched on by very few people.  Everyone assumes that he or she listens all the time.  Listening is much more than just hearing what is said.  It is a skill, a skill that we can develop as salespersons and, once developed, can help us become more effective in every sales situation.

2.  Overview: To provide the student with the basic skills and knowledge associated with the fundamentals of effective listening, how to prepare for listening, how to listen effectively, and how to overcome barriers to listening.

(SLIDE-1 ON)
3.  Learning Objective: (INSTRUCTOR NOTE: Inform the students that there are no terminal or enabling learning objectives due to the class being a purpose class.)
4.  Method/Media: This lesson will be covered using the lecture format, class participation, and overhead projector.

5.  EVALUATION:  Due to the nature of the school environment it is difficult to put the student in a real world environment. However, you will have a chance to demonstrate what you have learned on the field exercise and in the group rooms during performance evaluations. The required performance behaviors will be described and demonstrated in the large classroom; using a lecture and series of demonstrations.  The formal presentation will be followed by several periods of practical application, during which you will practice the required behaviors.
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TRANSITION: Listening is deceptively simple. Some people think that all you have to do to listen is just hear what is being said. Nothing could be further from the truth.
BODY










   (38 min)
6. (SLIDE-2 ON 2 min.) The difference between hearing and listening is:
    

‰a.  Hearing is MECHANICAL.


‰b.  Listening is MENTAL.

TRANSITION: Now that we understand that there is a difference between hearing and listening, we must also understand the elements of interactive listening.

7. (SLIDE-3 ON 3 min.) 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.

TRANSITION: So far we have learned that there is more to listening than just hearing what is being said. Now let's focus on the rules for good listening.
8. (SLIDE-4 ON 5 min.) 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.
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TRANSITION: Now we're beginning to realize that there are many factors and skills we need to master in order to be a good listener.  Let's look at the different levels of listening.
9. (SLIDE-5 ON 10 min.) The three levels of listening are: 


‰a. (SLIDE-6 ON ) LEVEL I: This is the highest level of listening.  At level I, you are "TUNED IN" to the person who is speaking.

INSTRUCTOR NOTE: EXPLAIN TO THE STUDENTS THAT LISTENING LEVEL I IS Complete attention/Intense concentration)

1. 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. (SLIDE-7 ON) LEVEL II This is the midrange of listening. At level II, you are "TUNED IN AND OUT"

INSTRUCTOR NOTE: EXPLAIN TO THE STUDENTS THAT LISTENING LEVEL II IS (Divided Attention/Moderate or Fluctuating Concentration)

1. 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
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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. (SLIDE-8 ON)  LEVEL III This is the lowest level of listening. At level III you are "TUNED OUT"

INSTRUCTOR NOTE: EXPLAIN TO THE STUDENTS THAT LISTENING LEVEL III IS (Little to no attention/weak concentration)

1.  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?"

TRANSITION: Now that everyone understands the three different levels of listening, let's concentrate on staying in level I as we talk about some barriers to listening.
10. (SLIDE-9 ON 5 min.) 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.
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 ‰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.

TRANSITION: Knowing what the barriers are to listening is very important. Now. Let's look at how to handle them.
11. (SLIDE-10 ON 3 min.) 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.

TRANSITION:  We've seen that listening does take some work on our part. Now let's focus on some ways to build interaction and listen for understanding.
(INSTRUCTOR NOTE: Explain to the students that when they are listening for understanding their purpose is to build a clear, accurate, and complete picture of the customer's needs.  YOU CAN DO THIS BY CLAIRIFYING AND CONFIRMING YOUR UNDERSTANDING WHENEVER IT IS UNCLEAR.  It means becoming involved in a dialogue, building a free-flowing interaction so you can maintain level I listening as you exchange ideas, opinions, and information with the customer.)
TRANSITION: Over 30 years of research, clearly indicates that we listen at about 25 percent of our listening capability. Thus we need to know how to maintain our level of listening.

13. (SLIDE-11 ON 5 min.) 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.
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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."

TRANSITION: We have talked a lot about listening and hopefully that is what everyone was doing, listening will take some work on your part, but once you develop your listening skills you will have a valuable tool.
 (SLIDE-12 ON) OPPORTUNITY FOR QUESTIONS                                 


(5 min)
1.  Questions from the class.
2.  Questions to the class.


a. QUESTION: What are the three levels of listening?


    ANSWER: Level I, II, and III.


b. QUESTION: How many ways are there to maintain the levels of listening?


    ANSWER: Four. 

SUMMARY                                                    




(2 min)
1.  So far we have covered the difference between hearing and listening, the three elements of interactive listening, the ten rules of good listening, the three levels of listening, the five barriers to good listening, how to handle barriers to listening, and the effective ways to build interaction and listen for understanding. During the field exercise and all performance evaluations you will be able to put your listening skills to use.

2. At this time, turn in your IRf's and take a ten-minute break. Your next class begins at            .

references: Recruiters School Sales Division
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