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Module #4:

Leadership Through Qual'{y‘\(
Listening Is a Volunta

0 jectives

* Describe the fouggle emval stages of Empathic Listening,
* Practice the oNm®Mhic Listening to resolve an issue.

e Module Description 4
is ership Through Quality Management Development Modg f»
t

on developing an individual's understanding of the role of Effectiv urfica-
tion Skills in the workplace. This module introduces the mpathic
Listening. In addition, four levels of listening and four de ental stages of

listening are presented. An emphasis is plage@on individual and small-group
"hands-on" activities which apply and rei e concepts.
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The Business of Listening

In Business...

To Listen Effectively is to Reach a Clarity w»standing

To Understand Clearly is to Reipond ropriately
iS%0

To Respond Appropr\a%

To Enhan eerﬁnication is to Support Cooperation

Enhance Communication

To ﬂport Cooperation is to Improve Morale
To Improve Morale is to Increase Job Commitment

To Increase Job Commitment is to Focus on Produt»iﬂ

Listenini i@d Business

\
¢ "‘?ﬂ
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Personal Listening Inventory

. On a scale of 1-10 (with 10 being the highest), how commited are you
to improving your listening?

. On average, what percentage of each business dai Vﬂspend

listening?
'gQ), how would you rate

. On a scale of 1-10, (with 10 being the hi
yourself as a listener? ) &%s

. On a scale of 1-10, 0\ d you rate the best listener you
know?

.0 C f1-10, how would you rate the worst listener you
kilgw?

. On a scale of 1-10, (with 10 being the highest), how would the
following people (where appropriate) rate you as a listener?

Manager Spouse/Lover a» l

Subordinate Chlld(rer&

Close colleague e@t friend
Approximate ,oif all time spent communicating involves

listeni'? mes speaking with 30%, reading with 16%,

an Wlth 9%.

NOTE: Our children and spouse rate us the lowest, whereas our best friend and manager rate
us the highest. Our subordinates and close colleagues rate us similar to the way we rate our-
selves.
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Listening to Learn

Learning to Listen

Listening is the most used aspect of human communication.

In a typical workday:
*Managers and Supervisors...

 listen to superiors and subordinates in order to “»matlon for deci-

sion making and problem solving;

e listen to and mediate among &nces and conﬂlcts in staff opinions;
ecove

J interview and listen w

. mak“ ions and listen to participants' comments and questions.

*Assvwes

managers, staff, clients, and customers;

listen to comments, announcements, and directions from managers and co-
workers;

* listen to internal and external customers' comments, questi i *nplalnts

* and compliments. $

The opportunities for understanding or mis nderstan g are countless. So if peo-
ple in an organization have poor listeni , the costs may be high:

*Wasted meeting timeg

*Inaccurate order k-ts and/or high returns;
*Lost sales o s; and

*Inadeq med, mlsinformed, confused, or angry staff and customers.

"He knew the precise psychological moment
when to say nothing." (Qgcar Wilde
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Levels of Listening

In looking at the graphic on empathic listening which appears on the next page, we
can recognize that good listening is an active integrated communication skill that
demands energy and know-how. It is purposeful, powerful and productive.

On the graphic, the key elements of communication are rep seﬂ y the words:
Speaking, Observing and Hearing. However, to com yc vely we must

mu
also engage in an internal process of: listening (as ﬁ(t e other person

speaking), interpreting (translating information selected through observ-
ing the speaker) and evaluating (giving meaning t r listening of the speaker's
message).

Only after this internal s een completed, can we respond appropriately.

In "The Seve b1 f Effectlve People," bestselling author, Stephen Covey
capture c nges of listening within :

#5: Seek First to Understand; Then to Be Understood.

*Seek first to understand involves a very deep shift in paradigm. We typically
seek first to be understood.

*Most people do not listen with the intent to understand; they teﬁh the
intent to reply.

*When another person speaks, we are usually "listen at one of four levels:
e Ignoring-not really listening at all, inqluding lack of verbal/non-verbal cues;
e Pretending-not listening, how v“iding verbal/non-verbal cues;
pter®ig only to what one "wants" to hear
disturbing or challenging, and so on; usually
ut not to feelings. Spouses and managers/Associ-

involves atten ts,
ates ofte c e another of this;
. tehing-listening with intent to understand. Empathic listening

sid€ another person's frame of reference. This involves listening to'' put
yourself in another person's place" to understand--but not necesarily agree
with-what's being said and why.

e Selective/Attentive Listenin
whatever suits one' as
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