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much richer meaning when you see the play acted out on stage. ' : ;
7. Ask questions.  Critical listeners analyze what they hear and ask questions. T‘hn\ behd\ for "
provides clarification, ensures understanding, and assures the speakel" that you’re listening _»
8. Paraphrase. Paraphrasing means restating what the speaker has :sald‘m your own words
The effective listener uses phrases such as “What I hear you saying is . . .” or “Do you :
mean . . .?" Why rephrase what has already been said? Two reasons. First, it’s an excellen
control device to check on whether you're listening carefully. You can’t paraphrase accu-
rately if your mind is wandering or if you’re thinking about what you’re going to say next
Second, it’s a control for accuracy. By rephrasing what the speaker has said in your own
words and feeding it back to the speaker, you verify the accuracy of your understanding
9. Don’t interrupt. Let speakers complete their thoughts before you try to respond. Don't
try to second-guess where the speaker’s thoughts are going. When the speaker is finished,
you'll know it.

10. Integrate what’s being said. Use your spare time while listening to better understand the a
speaker’s ideas. Instead of treating each new piece of information as an independent entity. ]
put the pieces together. Treat each part of the message as if it were an additional piece of 2
puzzle. By the time the speaker has finished, instead of having 10 unrelated bits of infor-
mation, you'll have 10 integrated pieces of information that form a comprehensive mes-
sage., If you don’t, you should ask the questions that will fill in the blanks.

11. Don’t overtalk. Most of us would rather speak our own ideas than listen to what some- &
one else says. Too many of us listen only because it’s the price we have to pay to get peo-
ple to let us talk. Talking may be more fun and silence may be uncomfortable, but Y

can’t talk and listen at the same time. Th i i i esn !
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As a student sitting in a lecture
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pa;:g. g‘;ljd:lucgi?nﬁntﬁ[ls::z ;d:c}‘; {f)llg:et Into an effective listening frame of mind. Why?
, \ the teacher—student dyad is at / :ld I)’;mc S lc»fad@r S D e HOW,?Y“'
[en:?q et thé mifep‘cd‘.‘ n most worvk situations, y-(-m'r‘e co_ntinually shltflng
e AR roles of speaker and listener. The effective listener, therefore,
A makes lrijnslllo.n‘s smoothly from speaker to listener and back to speaker. From a listening
ey RREBIODLNS) this means concentrating on what a speaker has to say and practicing not
iy, thinking about what Vy"lv’."e £20ing to say as soon as you get your chance.
So g 14. Be natural. An efre-cnve listengr develops a style that is natural and authentic. Don’t try
Orhh to beco_me a Compu_lswe good listener. If you exaggerate eye contact, facial expressions,
‘be aSk"}g of SEBIRORS show of interest, and the like, you'll lose credibility. A good
S gy hsteng is n(;‘::‘a m::nlp}xlator. Qse moderation and develop listening techniques that are
Vg effective and fit well with your interpersonal style.
ot of X
° ong READING NONVERBAL MESSAGES
avigy Nonverbal f:omml:gica(ion is made up of visual, tactile, and vocal signals, and the use of time,
Ning space, and image. ~ As much as 93 percent of the meaning that is transmitted between two peo-
Jords ple in a face-to-face conversation can come from nonverbal channels.!" This means that as little
o as 7 percent of the meaning we derwe' from others may come through their words alone.
eliem Ycry often a person says one thing but communicates something totally different through
vocal intonation and body language. These mixed signals force the receivers to choose between
pii the verbal and nonverbal aspects of a message. Mixed messages create tension and distrust be-
i cause the receivers sense that the communicator is hiding something or is being less than can-
A did. Most often, the receiver chooses the nonverbal aspects because they are more reliable than
ding verbal communications when the two contradict each other.'> Nonverbal signals function as a
Dor' lie detector to aid a watchful listener in interpreting another’s words. Although many people can
shed convincingly misrepresent their emotions in their speech, focused attention on facial and vocal
expressions can often detect leakage of the concealed feelings.'?
d e
it Visual Communication
1?: The visual component of nonverbal communication has been called body language, or kinesics.
It includes facial expressions, eye movements, posture, and gestures.
53 The face is the best communicator of nonverbal messages. By “reading” a person’s facial
expressions, we can often detect unexpressed feelings like happiness, sadness, surprise, fear,
ot anger, and disgust. Caution is advised, however, because different cultures impose emotional
e restraints to hold back true feelings, and the same facial expression can mean different things in
YO: different cultures. For example, agreement is indicated by up-and-down head nods in American
st Culture, but it is expressed by side-to-side head movements in India."*

We've all heard the phrases “One glance is worth a thousand words”™ and “The eyes are the
Windows to the soul.” How do you feel when you are talking to someone wearing mirrored sun-
glasses? Most of us are uncomfortable because we are cut off from the most significant body

€Xpression of that person’s mood.
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a wave of farewell, a V for victory, and a wink of the eye are just a few of the familiz
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Many gestures are culturally bound and susceptible to misinterpretation, however |,
very easy for Americans to misread Japanese body language, for example. The Japanese |,
avoid personal confrontation; they usually exhibit a noncontroversial demeanor and use
sive politeness and tact to smooth over any differences that arise. When negotiating
themselves, this presents no difficulties. But for Americans, serious misinterpretation .,
arise.!’

Each isolated gesture is like a word in a sentence and should be considered in light of iy
other simultaneous forms of communication. When individual gestures are put mgelhgr in clus
ters, they paint a more precise picture of what the other person is feeling and thinking.

To the sender of a message, a receiver’s gestures serve as feedback: by observine tc
cmotions. ax;;i attitudes that are expressed nonverbally, he or she can tell how ;\ccepmhl; the
message is. " For example, disagreement will be evident when someone shakes his or her hexl

or raises his or her eyebrows in amazement or doubt, A smile and a nod, on the other hand, vil
signal agreement.
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jevel. We focus instead on the projected emotions. In Latin American c(:lrll:lree: ahf)(zvn;v(:erath:

noise level is generally higher than in the Uniteq States. The norm: i
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Latin American is communicating.'?
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The : p; a%peclt' of \{(tcal mtonalu)n 1s a change in vocal quality. When people

change their normal vocal qualities, it’s a sign that they are communicating something extra.’®

For example, in statements'tinged with sarcasm the vocally transmitted message has a meaning
quite different from that of its actual verbal content.

Communicating through Time

Time is a scarce, continuous, and irreversible resource. Consequently, whom we spend it with
and how much of it we give to someone communicates our feelings about who and what are
important to us.?! Most people are probably ready a little early for a first date with an attractive
person. If either party is very late, a suitable explanation is in order to ease the assumption of
indifference. Similarly, it is not uncommon for teams to assume that a member who is frequently
late to meetings does not care about them, whether this is accurate or not.

Proxemics

Proxemics refers to the use of physical space to communicate. The three main dimensions of
proxemics that are used for communication are territory, things, and personal space zones.?

TERRITORY How do you feel when you return from a class break and find someone sitting in
your seat? Or when someone is standing so close to you that you feel uncomfortable? Although
how space is used to communicate differs by culture, people seek to extend their territory in
many ways to attain power and intimacy. We silently say things by manipulating space, as when
we intrude on another person’s space or guard our own. When you walk into a meeting, you
establish a semi-private territory by fixing movable objects: laying out notebooks and folders,
placing a coffee cup on a table, or hanging a jacket on a chair. Being assigned pri.vate territory,
such as an office, is a sign of increased status, because a rare resource has been aSS}gned for your
exclusive use and you can communicate how important you or others are by shutFmg people out
or holding private meetings. The larger your private space, the more status and importance are

Communicated.

THINGS The things within your space also communicate to 9thers. A clean desk or palm pilot
Communicates efficiency. Expensive things communicate hlgher status than do cheap ones.
Personal things in your space, such as trophies, photographs, pictures, plants, and other decora-
tions, also convey messages about you to others.

PERSONAL space ZONES We all carry an invisible personal territory,pu;h like a private
air buble, We feel a proprietary right to this space and resent others entering it unless they are

95
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Image Communication?

People do judge a book by its cover. Through clothing, hairstyle, body adon.lmcms, and other
dimensions of physical appearance, we communicate our values anfi g)fpeFtallons_. People react
favorably to an expected image. But it is unusual to overcome a bad initial impression and reves|
genuine assets hidden underneath.

First impressions made by the initial impact of your clothing, voice, grooming, hand-
shake, eye contact, and body posture are lasting images. Projecting both a depth and breadth of
knowledge builds your credibility, commands respect from others, and helps develop rapport.
Flexibility, enthusiasm, and sincerity create a positive image that can enhance your communica-
tion effectiveness. In terms of dress, colors have meanings (e.g., brown for trusting, white for
purity, dark colors for power), as do style (e.g., formal vs. casual for more or less status, respec-

tively) and material (e.g., synthetic fibers such as polyester convey lower class, while pure
fibers such as wool convey higher class).2*

CONCEPT QUIZ
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§
ey False 7. If you can’t paraphrase a g J
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:’;;y True from the speaker's explanary . sage, something was missing

e False 8. You should let speakers complete their thoughts before you try to

respond.
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a e False 9. The effective listener uses idle brain time to get the big picture from the
ey speaker’s message.
the e False  10. Aspeaker’s looks or accent can enhance the content and your under-
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us,

Answers: (1) True; (2) False: (3) False; (4) True; (5) False; (6) False; (7) False; (8) True;
(9) True; (10) True

BEHAVIORAL CHECKLIST
L

The following represents important behaviors related to effective listening. These are the specific
behaviors you should look for when evaluating your listening skills and those of others.

The Effective Listener:

* Makes eye contact.
+ Exhibits affirmative head nods and appropriate facial expressions.
* Avoids distracting actions or gestures that suggest boredom.

= + Asks appropriate questions.
or * Paraphrases using his or her own words.
< * Avoids interrupting the speaker.

* Doesn’t talk too much.
* Deciphers nonverbal messages.

s Bates—Job candidate. Graduating M.B.A.

placement center) fora marketing management

ximately 150 students over the next 6 weeks to
who are bright, articulate, ambitious, and
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1 make effective eye contact.
 exhibit affirmative head nods and appropriate expressions.
I avoid distracting actions or gestures that suggest boredom.
1 ask questions.
1 paraphrase using my own words.
1 avoid interrupting the speaker.
I don’t talk too much.

1 decipher nonverbal messages.

APPLICATION QUESTIONS

1. “Symbols, not meanings, are transferred from sender to receiver.” Discuss this statement
and its ramifications for effective listening.

2. How do your personal values distort your interpretation of meaning? What are some examples?

3. Does everyone you work with and everything they have to say deserve your effective lis-
tening skills? Explain.

4. Have you taken a formal speech course? If so, did it include listening skills? Is there
a bias in our society toward speaking over listening?

5. Who do you find it easiest to listen to? Why? Is this person a good listener also? What be-
haviors make you think so?

6. Are you a contact or a noncontact person? How does your preference for closeness affect
your interpersonal communications with others?

REINFORCEMENT EXERCISES

The following suggestions are activities you can do to practice and reinforce the listeping tech-
niques you learned in this chapter. You may want to adapt them t0 the Action Plan you will develop
next, or try them independently.

r cl y one with a lecture format—practice active listening. Ask ques-
it affirming nonverbal behaviors. Then ask yourself: Was this
9 Did it affect my note taking? Did I ask more questions?
of the lecture’s content? What was the instructor’s response?
on, close your eyes and concentrate on being an ef-
- questions and paraphrase. Then ask yourself: Did T get
to talk. Listen as carefully as you can to everyone you
le to understand, but notto ‘make your own point.
without the yolume on. How much of the show did
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4, Have you Swg.m formal speech course? If so, did it include listening skills? Is there
a bias in our society toward speaking over listening?

5, Who do you find it easiest to listen to? Why? Is this person a good listener also? What be-
haviors make you think so?

6. Are you a contact or a sonwozﬁmoﬂ person? How does your preference for closeness affect
your interpersonal communications with others?

REINFORCEMENT EXERCISES

The following suggestions are activities you can do to practice and reinforce the listening tech-

niques you learned in this chapter. You may want to adapt them to the Action Plan you will develop
next, or try them independently.

1. In another class—preferably one with a lecture format—practice active listening. Ask ques-
tions, paraphrase, and exhibit affirming nonverbal behaviors. Then ask yourself: Was this
harder for me than a normal lecture? Did it affect my note taking? Did I ask more questions?
Did it improve my understanding of the lecture’s content? What was the instructor’s response?

2. During your next telephone conversation, close your €yes and concentrate on being an ef-
fective listener; for example, ask questions and paraphrase. Then ask yourself: Did I get
more out of the conversation?

3. Spend an entire day fighting your urge to talk. Listen as carefully as you can to everyone you
talk to and respond as appropriately as possible to understand, but not to make your own point.

4. Watch one of your favorite TV shows without the volume on. How much of the show did
you understand? Why?
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ACTION PLAN

1. WEE Tisrany :
Which listening behavior do I want to improve the most?

2. Why? What will be my payoff?

3. What potential obstacles stand in my way?

4. What specific things will I do to improve? (For examples, see the Reinforcement

Exercises.)

5. When will I do them?

6. How and
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SELF-ASSESSMENT EXERCISE: MY LISTENING HABITS

For each of the following questions, select the answer that best describes your listening habits.

Usually  Sometimes Seldom
7

1. I maintain eye contact with the speaker.

. | determine whether or not speakers’ ideas are
worthwhile solely by their appearance and delivery.

3. I try to understand the message from the speaker’s o

"~

point of view.
4. 1 listen for specific facts rather than for the
big picture.
5. I listen for factual content and the emotion behind the

literal words.

6. 1 ask questions for clarification and understanding.

7. I withhold judgment of what speakers are saying until I o0
they are finished.

8. I make a conscious effort to evaluate the logic and
consistency of what is being said.

9. While listening, I think about what I'm going to say as i
soon as I have my chance.

10. 1 try to have the last word. &

Scoring and Interpretation ; i
For questions 1. 3. 5. 6 7, and 8, give yourself 3 points for Usually; 2 points for Sometimes: and

1 point for Seldom.
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' The final ingredient .Of active listening is taking responsibility for completeness. That is,
the h{sterfer does whgtever 1§ necessary to get the full, intended meaning from the speaker’s com-
munication. Two widely used active listening techniques to achieve this end are listening for
feelings as well as for content and asking questions to ensure understanding.

Active li.slenf:rs listen w‘ith their ears, their eyes, and their minds. They take in the objective in-
formation by listening to the literal words that are spoken. But every spoken message contains more
than words. Speakers also communicate subjective information—their feelings and emotions—
through other vocal sounds and nonverbal signals. These include verbal intonations such as loud-
ness, emphasis, hesitations, voice inflections, and the rate of speaking. Nonverbal signals include
the speaker’s eye movements, facial expressions, body posture, and hand gestures. By listening for
feelings and emotions as well as for literal words, you can grasp the total meaning behind the
speaker’s message. Yet, no matter how good you become at listening for total meaning, the poten-
tial for misunderstanding still remains. That’s why the active listener verifies completeness by ask-
ing questions. The use of questions can uncover distortions and clarify misunderstandings. Again,
notice that questioning is consistent with taking a positive and responsible role in the communica-
tion process. The success of a verbal communication does not rest solely with the speaker. By seek-
ing clarification, active listeners ensure that they are receiving and understanding the message as

the speaker intended.

WHAT WE KNOW ABOUT EFFECTIVE LISTENING

The active listening model forms the foundation for making you an effective listener. In this sec-
tion, we summarize 14 specific characteristics or techniques used by effective listeners. Some of
these characteristics are explicit behaviors that can be observed directly. For instance, asking
questions is a directly observable behavior. Others, such as listening without judging content, are
cognitive processes that can only be evaluated indirectly. As we review these 14 characteristics,
ask yourself whether each represents an observable behavior. For those that don’t, try to deter-
mine what you might look for that could tell you indirectly if someone is using the technique.

1. Be motivated. If a listener is unwilling to exert the effort to hear and understand, no
amount of additional advice is going to improve listening effectiveness. As we previously
noted, active listening is hard work. Your first step toward becoming an effective listener is
a willingness to make the effort. g :

2. Make eye contact. How do you feel when somebfody doesn.t look at you whz.:q you're
speaking? If you're like most people, you're likely to interpret this as aloofness or 'dlsm'terest.
It’s ironic that while “you listen with your ears, people judge whether you are listening by
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For questions 2. 4, 9, and 10 give yourself 3 points for Seldom; 2 points for 5, i
o1 s2,4,9, 3 :
and 1 point for Usually.

Sum up your total points. A score of'
22-26 suggests that you have some lnslenln [
have developed a number of bad listening habits.

27 or higher means you 're a good li.xtcnu Ko
g deficiencies. A score below 22 indicates

nat

SKILL CONCEPTS

Many communication problems
taken for gramed.I We confuse hi

develop because listening ski‘]ls are igngreq. forgotten o jug
earing with listening. Hgaring is merely picking up soung Vibr.
tions. Listening is making sense out of what we hea'xr. Listening requires paying attgnlion, Inte.
preting, and remembering sound and visual stimuli. As we show in lbls Chﬂpleﬂ_ ll\lemng is g
kil that can be Jaariied. Although it's something we've done all our lives, few of us do well

If we want to consider interpersonal skills in order of importance, listening tops he Iis
For instance, a survey of personnel directors in 300 organizations found that effective l'\lcmn\;
was ranked highest among the skills defined as most important in becoming a munugertl
Listening is also a vital ingredient for learning most interpersonal skills. ThroughoutLth“
book, you'll be asked to participate in and observe interpersonal exercises. You’ll need effec.
tive listening skills to do this. Another reason to begin with listening is that if you aren’t ap .
fective listener, you're going to have consistent trouble developing all the other interpergop
skills.

ACTIVE VERSUS PASSIVE LISTENING

Effective listening is active rather than passive. In passive listening, you are like a tape recorder
but not nearly as accurate. You try to absorb as much of the information presented as possible‘
Even if speaker§ provide you with a clear message and make their delivery interesting enoﬁoh tr;
!mep your attention, your comprehension of a presentation two or more days later wilci alwasx b
incomplete and usually inaccurate.? 2
mm::juc:;;:t;om;gmﬁuuﬁtyofu .to empathiz’e with sp;akers so that you can understand the
—_—— tgo of view. As you’ll see, active listening is hard work. You have to
you have to want to understand fully what a speaker is saying. Students who use

active listenin, i g .
g techniques for an entire 50-minute lecture are almost as tired as their instructor

when that lecture is over becau:
: se they hav . A "
into speaking. ¥ have put as much energy into listening as the instructor put

Active listenin

(2) empathy, (3)





