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Some listening errors happen because the hearer wasn’t paying enough attention to 2
};C)' point. After a meeting with a client, a consultant waited for the client to send her more
information that she would use to draft a formal proposal to do a job for the client. It turned
o that the client thought the next move was up to the consultant. The consultant and the
client had met together, but they hadn’t remembered the same facts.
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Four Habits of Good
Listeners

Good Listeners

» Pay attention.

¢ Focus on the other
speaker(s) in a generous
way.

¢ Avoid making assumptions.

o Listen for feelings as well as
for facts.
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Irc/quizzes/listtest.htm

Test your listening skills.
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Sands, PE.T. in Action (New

How do | show people that I'm listening to them? o)

» Acknowledge their comments in words, nonverbal symbols, and actions,

Active listening is a good way to show people that you are listening. Referring to
person’s comment is another way: “I agree with Diana that. .. Aoty

Acknowledgment responses—nods, uh huh’s, smiles, frowns—also help carry the
sage that you're listening. However, listening responses vary in different cultures, Resem es-
has found that European Americans almost always respond nonverbally when they 1i::Ch
closely, but that African Americans respond with words rather than nonverbal cues ’[}E:
difference in response patterns may explain the fact that some European Americans'think
that African Americans do not understand what they are saying. For example, in the mig-
1970s, studies showed that white counselors repeated themselves more often to black cli
ents than to white clients.* Similarly, black supervisors may want verbal feedback when
they talk to white subordinates who only nod.

The mainstream U.S. culture shows attention and involvement by making eye contact, lear-
ing forward, and making acknowledgment responses. However, as Module 3 shows (¢<p.43)
some cultures show respect by looking down. In a multicultural workforce, you won't always
know whether a colleague who listens silently as you talk agrees with what you say or disagrees
vio}ently but is too polite to say so. The best thing to do is to observe the behavior, without
assigning a meaning to it: “You aren’t saying much.” Then let the other person speak.

Of course, if you go through the motions of active listening but then act with d_isrespect,
people will not feel as though you have heard them. Acting on Wk : opl _\js neces:
sary for people to feel completely heard. dif .
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Leadership in Groups
f the roles listed earlier. Being a leader

You may have noted that «Jeader” was not on¢ 0 arlie
d, someone who implies that he or she

does not mean doing all the work yourself. In_dee ) :
has the best ideas and can do the best work is likely playing the negative roles of blocking

and dominating.
Effective groups ba

dimensions:
« Informational leaders generate and evaluate ideas and text.
. Interpersonal leaders monitor the group’s process, check people’s feelings, and

resolve conflicts.
« Procedural leaders set the agenda, make sure that everyone knows what’s due for
the next meeting, communicate with absent group members, and check to be sure that

assignments are carried out.
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