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introduction 
³<RX¶UH�QRW�OLVWHQLQJ�´��$Q�XQKDSS\�

WHHQ�VKRXWV�WKLV�DW�D�FRQFHUQHG�SDUHQW���
$�IUXVWUDWHG�SDUHQW�\HOOV�WKLV�DV�D�
WRGGOHU�UXQV�WKURXJK�D�SDUNLQJ�ORW���$�
WHDFKHU�VD\V�LW�ZKLOH�IOLFNLQJ�WKH�
RYHUKHDUG�OLJKWV�RQ�DQG�RII��WU\LQJ�WR�
JHW�KHU�XQUXO\�VWXGHQWV�WR�KHHG�KHU���$�
ZRPDQ�RIIHUV�WKHVH�WKUHH�ZRUGV�DV�D�
SDUWLQJ�VKRW�EHIRUH�KDQJLQJ�XS�RQ�KHU�
VLJQLILFDQW�RWKHU���$�PDQ�FRPSODLQV�RI�
WKLV�WR�KLV�VSRXVH�GXULQJ�D�FRXSOH¶V�
FRXQVHOLQJ�VHVVLRQ���:H�FDQ�LPDJLQH�DOO�
WKHVH�VFHQDULRV�DQG�PRUH��DOO�RI�WKHP�
URRWHG�LQ�D�VSHDNHU�ZRQGHULQJ�LI�KLV�RU�
KHU�DXGLHQFH�LV�WUXO\�OLVWHQLQJ��
3XEOLF�VSHDNLQJ�UHTXLUHV�DQ�DXGLHQFH�

WR�KHDU���2WKHUZLVH�LW¶V�SULYDWH�
VSHDNLQJ��DQG�DQ\RQH�RYHUKHDULQJ��\RX�
PLJKW�ZRQGHU�LI�\RX¶YH�ORVW�\RXU�ZLWV���
:KDW�PDNHV�SXEOLF�VSHDNLQJ�WUXO\�
HIIHFWLYH�LV�ZKHQ�WKH�DXGLHQFH�KHDUV�
DQG�OLVWHQV���<RX�PLJKW�WKLQN�WKH�WZR�
DUH�V\QRQ\PRXV���%XW�WKH\�DUHQ¶W��DV�
\RX�ZLOO�VRRQ�XQGHUVWDQG���,Q�D�FODVVLF�
OLVWHQLQJ�WH[W��$GOHU��������QRWHV��
³+RZ�XWWHUO\�DPD]LQJ�LV�WKH�JHQHUDO�
DVVXPSWLRQ�WKDW�WKH�DELOLW\�WR�OLVWHQ�ZHOO�
LV�D�QDWXUDO�JLIW�IRU�ZKLFK�QR�WUDLQLQJ�LV�
UHTXLUHG´��S�������6LQFH�OLVWHQLQJ�
UHTXLUHV�JUHDW�HIIRUW��WKLV�FKDSWHU�RIIHUV�
WKH�VNLOOV�QHHGHG�WR�OLVWHQ�HIIHFWLYHO\���

'HYHORSLQJ�\RXU�OLVWHQLQJ�VNLOOV�FDQ�
KDYH�DSSOLFDWLRQV�WKURXJKRXW�\RXU�
HGXFDWLRQDO��SHUVRQDO��DQG�SURIHVVLRQDO�
OLYHV���<RX�ZLOO�EHJLQ�E\�H[DPLQLQJ�WKH�
GLIIHUHQFH�EHWZHHQ�KHDULQJ�DQG�
OLVWHQLQJ���7KLV�PRGXOH�ZLOO�DOVR�KHOS�
\RX�XQGHUVWDQG�\RXU�UROH�DV�D�OLVWHQHU��
QRW�RQO\�LQ�D�SXEOLF�VSHDNLQJ�FODVV��EXW�
DOVR�LQ�WKH�ZRUOG��<RX¶OO�UHDG�DERXW�
DWWULEXWHV�RI�DQ�DFWLYH�OLVWHQHU��EDUULHUV�
WR�OLVWHQLQJ��DQG�VWUDWHJLHV�WR�OLVWHQ�
EHWWHU���)LQDOO\��EXLOGLQJ�RQ�YDOXDEOH�
OHVVRQV�UHJDUGLQJ�OLVWHQLQJ��WKLV�FKDSWHU�
FRQFOXGHV�ZLWK�VXJJHVWLRQV�SXEOLF�
VSHDNHUV�FDQ�XVH�WR�HQFRXUDJH�
DXGLHQFHV�WR�OLVWHQ�PRUH�DWWHQWLYHO\����
�

:H�KDYH�WZR�HDUV�DQG�RQH�
WRQJXH�VR�WKDW�ZH�ZRXOG�
OLVWHQ�PRUH�DQG�WDON�OHVV���
������������������������a�'LRJHQHV�

 

hearing versus listening 
$�PRWKHU�WDNHV�KHU�IRXU�\HDU�ROG�WR�

WKH�SHGLDWULFLDQ�UHSRUWLQJ�VKH¶V�ZRUULHG�
DERXW�WKH�JLUO¶V�KHDULQJ���7KH�GRFWRU�
UXQV�WKURXJK�D�EDWWHU\�RI�WHVWV��FKHFNV�
LQ�WKH�JLUO¶V�HDUV�WR�EH�VXUH�HYHU\WKLQJ�
ORRNV�JRRG��DQG�PDNHV�QRWHV�LQ�WKH�
FKLOG¶V�IROGHU��7KHQ��VKH�WDNHV�WKH�
PRWKHU�E\�WKH�DUP���7KH\�PRYH�
WRJHWKHU�WR�WKH�IDU�HQG�RI�WKH�URRP��

listening effectively 
chapter 4 
 
By Jenn Q. Goddu, M.A. 
Queens University of Charlotte, Charlotte,  NC 

 

www.publicspeakingproject.org 
 

chapter objectives 
After studying this module, you should be able 
to: 
 
1. explain the difference 

between listening and 
hearing 

2. understand the value of 
listening 

3. identify the three attributes 
of active listeners 

4. recognize barriers to 
effective listening 

5. employ strategies to 
engage listeners 

6. provide constructive 
feedback as a listener 

chapter outline 
x Introduction 
x Hearing Versus Listening 
x The Value of Listening 

o Academic Benefits 
o Professional Benefits 
o Personal Benefits 

x Three A’s of Active Listening 
o Attention 
o Attitude 
o Adjustment 

x Barriers to Effective Listening 
o Anticipating 
o Judging 
o Reacting Emotionally 

x Strategies to Enhance Listening 
o Keep an Open Mind 
o Identify Distractions 
o Come Prepared 
o Take Notes 

x Providing Feedback to 
Speakers 
o Non-verbal Feedback 
o Verbal Feedback 

x Encouraging Effective Listening 
o Make your Listeners Care 
o Cue Your Listeners 
o Convince Them to Engage 

x Conclusion 
x Review Questions and Activities 
x Glossary 
x References 
x Appendix A:  Listening Profile 
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EHKLQG�WKH�JLUO���7KH�GRFWRU�ZKLVSHUV�LQ�
D�ORZ�YRLFH�WR�WKH�FRQFHUQHG�SDUHQW���
³(YHU\WKLQJ�ORRNV�ILQH��%XW��VKH¶V�EHHQ�
WKURXJK�D�ORW�RI�WHVWV�WRGD\��<RX�PLJKW�
ZDQW�WR�WDNH�KHU�IRU�LFH�FUHDP�DIWHU�WKLV�
DV�D�UHZDUG�´��7KH�GDXJKWHU�MHUNV�KHU�
KHDG�DURXQG��D�KXJH�JULQ�RQ�KHU�IDFH��
³2K��SOHDVH��0RPP\��,�ORYH�LFH�
FUHDP�´��7KH�GRFWRU��VSHDNLQJ�QRZ�DW�D�
UHJXODU�YROXPH��UHSRUWV��³$V�,�VDLG��,�
GRQ¶W�WKLQN�WKHUH¶V�DQ\�SUREOHP�ZLWK�
KHU�KHDULQJ��EXW�VKH�PD\�QRW�DOZD\V�EH�
FKRRVLQJ�WR�OLVWHQ�´��
+HDULQJ�LV�VRPHWKLQJ�PRVW�HYHU\RQH�

GRHV�ZLWKRXW�HYHQ�WU\LQJ���,W�LV�D�
SK\VLRORJLFDO�UHVSRQVH�WR�VRXQG�ZDYHV�
PRYLQJ�WKURXJK�WKH�DLU�DW�XS�WR�����
PLOHV�SHU�KRXU���)LUVW��ZH�UHFHLYH�WKH�
VRXQG�LQ�RXU�HDUV���7KH�ZDYH�RI�VRXQG�
FDXVHV�RXU�HDUGUXPV�WR�YLEUDWH��ZKLFK�
HQJDJHV�RXU�EUDLQ�WR�EHJLQ�SURFHVVLQJ���
7KH�VRXQG�LV�WKHQ�WUDQVIRUPHG�LQWR�
QHUYH�LPSXOVHV�VR�WKDW�ZH�FDQ�SHUFHLYH�
WKH�VRXQG�LQ�RXU�EUDLQV���2XU�DXGLWRU\�
FRUWH[�UHFRJQL]HV�D�VRXQG�KDV�EHHQ�
KHDUG�DQG�EHJLQV�WR�SURFHVV�WKH�VRXQG�
E\�PDWFKLQJ�LW�WR�SUHYLRXVO\�
HQFRXQWHUHG�VRXQGV�LQ�D�SURFHVV�NQRZQ�
DV�DXGLWRU\�DVVRFLDWLRQ��%URZQHOO��
��������+HDULQJ�KDV�NHSW�RXU�VSHFLHV�
DOLYH�IRU�FHQWXULHV���:KHQ�\RX�DUH�
DVOHHS�EXW�ZDNH�LQ�D�SDQLF�KDYLQJ�KHDUG�

D�QRLVH�GRZQVWDLUV��DQ�DJH�ROG�VHOI�
SUHVHUYDWLRQ�UHVSRQVH�LV�NLFNLQJ�LQ���
<RX�ZHUH�DVOHHS���<RX�ZHUHQ¶W�
OLVWHQLQJ�IRU�WKH�QRLVH�±�XQOHVV�SHUKDSV�
\RX�DUH�D�SDUHQW�RI�D�WHHQDJHU�RXW�SDVW�
FXUIHZ�±�EXW�\RX�KHDU�LW���+HDULQJ�LV�
XQLQWHQWLRQDO��ZKHUHDV�OLVWHQLQJ��E\�
FRQWUDVW��UHTXLUHV�\RX�WR�SD\�FRQVFLRXV�
DWWHQWLRQ���2XU�ERGLHV�KHDU��EXW�ZH�QHHG�
WR�HPSOR\�LQWHQWLRQDO�HIIRUW�WR�DFWXDOO\�
OLVWHQ���
:H�UHJXODUO\�HQJDJH�LQ�VHYHUDO�

GLIIHUHQW�W\SHV�RI�OLVWHQLQJ���:KHQ�ZH�
DUH�WXQLQJ�RXU�DWWHQWLRQ�WR�D�VRQJ�ZH�
OLNH��RU�D�SRHWU\�UHDGLQJ��RU�DFWRUV�LQ�D�
SOD\��RU�VLWFRP�DQWLFV�RQ�WHOHYLVLRQ��ZH�
DUH�OLVWHQLQJ�IRU�SOHDVXUH��DOVR�NQRZQ�
DV�DSSUHFLDWLYH�OLVWHQLQJ���:KHQ�ZH�
DUH�OLVWHQLQJ�WR�D�IULHQG�RU�IDPLO\�
PHPEHU��EXLOGLQJ�RXU�UHODWLRQVKLS�ZLWK�
DQRWKHU�WKURXJK�RIIHULQJ�VXSSRUW�DQG�
VKRZLQJ�HPSDWK\�IRU�KHU�IHHOLQJV�LQ�WKH�
VLWXDWLRQ�VKH�LV�GLVFXVVLQJ��ZH�DUH�
HQJDJHG�LQ�UHODWLRQDO�OLVWHQLQJ���
7KHUDSLVWV��FRXQVHORUV��DQG�FRQIOLFW�
PHGLDWRUV�DUH�WUDLQHG�LQ�DQRWKHU�OHYHO�
NQRZQ�DV�HPSDWKHWLF�RU�WKHUDSHXWLF�
OLVWHQLQJ��:KHQ�ZH�DUH�DW�D�SROLWLFDO�

HYHQW��DWWHQGLQJ�D�GHEDWH��RU�HQGXULQJ�D�
VDOHVSHUVRQ�WRXWLQJ�WKH�EHQHILWV�RI�
YDULRXV�EUDQGV�RI�D�SURGXFW��ZH�HQJDJH�
LQ�FULWLFDO�OLVWHQLQJ���7KLV�UHTXLUHV�XV�WR�
EH�DWWHQWLYH�WR�NH\�SRLQWV�WKDW�LQIOXHQFH�
RU�FRQILUP�RXU�MXGJPHQWV��:KHQ�ZH�
DUH�IRFXVHG�RQ�JDLQLQJ�LQIRUPDWLRQ�
ZKHWKHU�IURP�D�WHDFKHU�LQ�D�FODVVURRP�
VHWWLQJ��RU�D�SDVWRU�DW�FKXUFK��ZH�DUH�
HQJDJLQJ�LQ�LQIRUPDWLRQDO�OLVWHQLQJ�
�,UHODQG�����������
<HW��GHVSLWH�DOO�WKHVH�YDULDWLRQV��

1LFKROV��������FDOOHG�OLVWHQLQJ�D�³ORVW�
DUW�´��7KH�HDVH�RI�VLWWLQJ�SDVVLYHO\�
ZLWKRXW�UHDOO\�OLVWHQLQJ�LV�ZHOO�NQRZQ�
WR�DQ\RQH�ZKR�KDV�VDW�LQ�D�ERULQJ�FODVV�
ZLWK�D�SURIHVVRU�GURQLQJ�RQ�DERXW�WKH�
1DSROHRQLF�ZDUV�RU�SURSHU�SDLQ�
PHGLFDWLRQ�UHJLPHQV�IRU�SDWLHQWV�
DOOHUJLF�WR�SDLQNLOOHUV���<RX�KHDU�WKH�
ZRUGV�WKH�SURIHVVRU�LV�VD\LQJ��ZKLOH�
\RX�FKHFN�)DFHERRN�RQ�\RXU�SKRQH�
XQGHU�WKH�GHVN���<HW��ZKHQ�WKH�H[DP�
TXHVWLRQ�IHDWXUHV�DQ�DQDO\VLV�RI�
1DSROHRQ¶V�GRZQIDOO�RU�D�VFUHDPLQJ�
SDWLHQW�IDWDOO\�DOOHUJLF�WR�FRGHLQH�\RX�
UHDOL]H�\RX�GLGQ¶W�DFWXDOO\�OLVWHQ���
7U\LQJ�WR�UHFDOO�ZKDW�\RX�KHDUG�LV�D�
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FKDOOHQJH��EHFDXVH�ZLWKRXW�\RXU�
DWWHQWLRQ�DQG�LQWHQWLRQ�WR�UHPHPEHU��
WKH�LQIRUPDWLRQ�LV�ORVW�LQ�WKH�FDYHUQV�RI�
\RXU�FUDQLXP����
/LVWHQLQJ�LV�RQH�RI�WKH�ILUVW�VNLOOV�

LQIDQWV�JDLQ��XVLQJ�LW�WR�DFTXLUH�
ODQJXDJH�DQG�OHDUQ�WR�FRPPXQLFDWH�
ZLWK�WKHLU�SDUHQWV��%RPPHOMH��������
VXJJHVWV�OLVWHQLQJ�LV�WKH�DFWLYLW\�ZH�GR�
PRVW�LQ�OLIH��VHFRQG�RQO\�WR�EUHDWKLQJ���
1HYHUWKHOHVV��WKH�VNLOO�LV�VHOGRP�WDXJKW��

 
the value of listening 

/LVWHQLQJ�LV�D�FULWLFDO�VNLOO���7KH�
VWUDWHJLHV�HQGRUVHG�LQ�WKLV�FKDSWHU�FDQ�
KHOS�\RX�WR�EH�D�PRUH�DWWHQWLYH�OLVWHQHU�
LQ�DQ\�VLWXDWLRQ����

academic benefits 
%RPPHOMH��+RXVWRQ��DQG�6PLWKHU�

�������VWXGLHG�HIIHFWLYH�OLVWHQLQJ�
DPRQJ�����FROOHJH�VWXGHQWV�DQG�IRXQG�
D�VWURQJ�OLQN�EHWZHHQ�HIIHFWLYH�
OLVWHQLQJ�DQG�VFKRRO�VXFFHVV��
VXSSRUWLQJ�SUHYLRXV�UHVHDUFK�LQ�WKH�
ILHOG�OLQNLQJ�OLVWHQLQJ�VNLOOV�WR�JUDGH�
SRLQW�DYHUDJH���7KLV�ILQGLQJ�LV�
XQVXUSULVLQJ�DV�WKH�EHWWHU�\RX�OLVWHQ�
ZKLOH�LQ�FODVV��WKH�EHWWHU�SUHSDUHG�\RX�
ZLOO�EH�IRU�\RXU�DVVLJQPHQWV�DQG�
H[DPV���,W�LV�TXLWH�VLPSOH�UHDOO\��:KHQ�
VWXGHQWV�OLVWHQ��WKH\�FDWFK�WKH�
LQVWUXFWLRQV��SRLQWHUV��IHHGEDFN��DQG�
KLQWV�WKH\�FDQ�XVH�WR�PDNH�WKH�
DVVLJQPHQW�EHWWHU�RU�JHW�D�EHWWHU�VFRUH�
RQ�WKH�WHVW��
�

/HDUQLQJ�LV�D�UHVXOW�RI�
OLVWHQLQJ��ZKLFK�LQ�WXUQ�OHDGV�
WR�HYHQ�EHWWHU�OLVWHQLQJ�DQG�
DWWHQWLYHQHVV�WR�WKH�RWKHU�
SHUVRQ���
�����������������������a�$OLFH�0LOOHU��
�

professional benefits 
&RQQHFWLQJ�OLVWHQLQJ�VNLOOV�WR�EHWWHU�

OHDGHUVKLS��+RSSH��������OLVWV�PDQ\�
SURIHVVLRQDO�DGYDQWDJHV�RI�DFWLYH�
OLVWHQLQJ��LQGLFDWLQJ�WKDW�LW�KHOSV�XV���
EHWWHU�XQGHUVWDQG�DQG�PDNH�
FRQQHFWLRQV�EHWZHHQ�LGHDV�DQG�
LQIRUPDWLRQ��FKDQJH�SHUVSHFWLYHV�DQG�

FKDOOHQJH�DVVXPSWLRQV��HPSDWKL]H�DQG�
VKRZ�UHVSHFW�RU�DSSUHFLDWLRQ��ZKLFK�
FDQ�HQKDQFH�RXU�UHODWLRQVKLSV��DQG�
EXLOG�VHOI�HVWHHP���:KHQ�SHRSOH�DUHQ¶W�
OLVWHQLQJ��LW�EHFRPHV�PXFK�PRUH�
GLIILFXOW�WR�JHW�WKLQJV�GRQH�HIIHFWLYHO\�
DQG�WUXVW�LV�EURNHQ�ZKLOH�IRVWHULQJ�
UHVHQWPHQWV���%HOO�DQG�0HMHU���������
LGHQWLI\LQJ�SRRU�OLVWHQLQJ�DV�D�³VLOHQW�
NLOOHU�RI�SURGXFWLYLW\�DQG�SURILW�´�VWDWH�
FKDQJH�EHFRPHV�H[WUHPHO\�GLIILFXOW�WR�
LPSOHPHQW�LQ�D�ZRUN�HQYLURQPHQW�
ZKHQ�SHRSOH�DUH�QRW�OLVWHQLQJ����
(IIHFWLYH�OLVWHQLQJ�FDQ�DOVR�KHOS�\RX�

WR�PDNH�D�EHWWHU�LPSUHVVLRQ�RQ�
HPSOR\HUV���7KLV�FDQ�EHJLQ�DW�WKH�
LQWHUYLHZ���<RX�UHDOO\�ZDQW�WKH�MRE��EXW�
\RX�DUH�UHDOO\�QHUYRXV���$V�D�UHVXOW��\RX�
DUH�KDYLQJ�WURXEOH�SD\LQJ�DWWHQWLRQ�WR�
ZKDW�WKH�&(2�RI�WKH�FRPSDQ\�LV�VD\LQJ�
LQ�\RXU�ILQDO�LQWHUYLHZ���6KH�DVNV�\RX�LI�
\RX�KDYH�DQ\�TXHVWLRQV��DQG�\RX�DVN�
VRPHWKLQJ�\RX�ZHUH�ZRQGHULQJ�DERXW�
LQ�WKH�HOHYDWRU�RQ�WKH�ZD\�XS�WR�WKLV�
SHQWKRXVH�RIILFH���<RX¶UH�XQOLNHO\�WR�
JHW�WKH�MRE�LI�\RX�DVN�VRPHWKLQJ�VKH¶V�
MXVW�WDONHG�DERXW���(YHQ�LI�\RX��
VRPHKRZ��FRQYLQFH�KHU�WR�KLUH�\RX��
\RX�ZLOO�PDNH�OLWWOH�SURJUHVV�DW�WKH�ILUP�
LI�\RXU�VXSHUYLVRUV�RIWHQ�KDYH�WR�WHOO�
\RX�WKLQJV�DJDLQ��RU�\RX�PDNH�
GHFLVLRQV�WKDW�FRVW�WKH�FRPSDQ\�LQ�ORVW�
SURILWV�EHFDXVH�\RX�ZHUHQ¶W�OLVWHQLQJ�

HIIHFWLYHO\�LQ�D�WHDP�PHHWLQJ���
)HUUDUL��������LGHQWLILHV�OLVWHQLQJ�DV�

WKH�³PRVW�FULWLFDO�EXVLQHVV�VNLOO�RI�DOO�´��
+H�QRWHV��³OLVWHQLQJ�FDQ�ZHOO�EH�WKH�
GLIIHUHQFH�EHWZHHQ�SURILW�DQG�ORVV��
EHWZHHQ�VXFFHVV�DQG�IDLOXUH��EHWZHHQ�D�
ORQJ�FDUHHU�DQG�D�VKRUW�RQH´��S��������

personal benefits 
,I�OLVWHQLQJ�LV�GRQH�ZHOO��WKH�

FRPPXQLFDWLRQ�ORRS�LV�HIIHFWLYHO\�
FRPSOHWHG�EHWZHHQ�VSHDNHU�DQG�
UHFHLYHU���7KH�VSHDNHU�VKDUHV�D�PHVVDJH�
ZLWK�WKH�UHFHLYHU��KDYLQJ�VHOHFWHG�D�
SDUWLFXODU�PHWKRG�WR�FRPPXQLFDWH�WKDW�
PHVVDJH���7KH�UHFHLYHU�DLPV�WR�LQWHUSUHW�
WKH�PHVVDJH�DQG�VKDUH�XQGHUVWDQGLQJ�RI�
WKH�PHVVDJH�ZLWK�WKH�VSHDNHU���
&RPPXQLFDWLRQ�HIIHFWLYHQHVV�LV�
GHWHUPLQHG�E\�WKH�OHYHO�RI�VKDUHG�
LQWHUSUHWDWLRQ�RI�WKH�PHVVDJH�UHDFKHG�
WKURXJK�OLVWHQHU�UHVSRQVH�DQG�IHHGEDFN���
:KHQ�GRQH�VXFFHVVIXOO\��WKH�ORRS�LV�
FRPSOHWH��DQG�ERWK�VHQGHU�DQG�UHFHLYHU�
IHHO�FRQQHFWHG���7KH�DFWLYH�OLVWHQHU�ZKR�
HPSOR\V�WKH�SRVLWLYH�DWWULEXWHV�GHWDLOHG�
LQ�WKLV�FKDSWHU�LV�PRUH�OLNHO\�WR�EH�
EHWWHU�OLNHG��LQ�WXUQ�LQFUHDVLQJ�KHU�VHOI�
HVWHHP���6KH�LV�DOVR�OLNHO\�WR�EH�EHWWHU�
DEOH�WR�UHGXFH�WHQVLRQ�LQ�VLWXDWLRQV�DQG�
UHVROYH�FRQIOLFW��:REVHU����������$IWHU�
DOO��WKH�V\PEROV�IRU�HDUV��H\HV��
XQGLYLGHG�DWWHQWLRQ��DQG�KHDUW�FRPSULVH�
WKH�&KLQHVH�FKDUDFWHU�IRU�³WR�OLVWHQ´�
�0F)HUUDQ��������S��*�����7UXO\�
OLVWHQLQJ�WR�WKH�ZRUGV�RI�D�VSHDNHU�LV�
VXUH�WR�PDNH�D�SRVLWLYH�GLIIHUHQFH�LQ��
\RXU�LQWHUDFWLRQV�ZKHWKHU�WKH\�DUH�
DFDGHPLF��SURIHVVLRQDO��RU�SHUVRQDO���
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the three A’s of active 
listening 

(IIHFWLYH�OLVWHQLQJ�LV�DERXW�VHOI�
DZDUHQHVV���<RX�PXVW�SD\�DWWHQWLRQ�WR�
ZKHWKHU�RU�QRW�\RX�DUH�RQO\�KHDULQJ��
SDVVLYHO\�OLVWHQLQJ��RU�DFWLYHO\�
HQJDJLQJ���(IIHFWLYH�OLVWHQLQJ�UHTXLUHV�
FRQFHQWUDWLRQ�DQG�D�IRFXVHG�HIIRUW�WKDW�
LV�NQRZQ�DV�DFWLYH�OLVWHQLQJ���$FWLYH�
OLVWHQLQJ�FDQ�EH�EURNHQ�GRZQ�LQWR�WKUHH�
PDLQ�HOHPHQWV����

.QRZ�KRZ�WR�OLVWHQ��DQG�\RX�
ZLOO�SURILW�HYHQ�IURP�WKRVH�
ZKR�WDON�EDGO\���
���������������������������a�3OXWDUFK��
�

attention 
:H�NQRZ�QRZ�WKDW�DWWHQWLRQ�LV�WKH�

IXQGDPHQWDO�GLIIHUHQFH�EHWZHHQ�
KHDULQJ�DQG�OLVWHQLQJ���3D\LQJ�DWWHQWLRQ�
WR�ZKDW�D�VSHDNHU�LV�VD\LQJ�UHTXLUHV�
LQWHQWLRQDO�HIIRUW�RQ�\RXU�SDUW���1LFKROV�
��������FUHGLWHG�ZLWK�ILUVW�UHVHDUFKLQJ�
WKH�ILHOG�RI�OLVWHQLQJ��REVHUYHG��
³OLVWHQLQJ�LV�KDUG�ZRUN��,W�LV�
FKDUDFWHUL]HG�E\�IDVWHU�KHDUW�DFWLRQ��
TXLFNHU�FLUFXODWLRQ�RI�WKH�EORRG��D�VPDOO�
ULVH�LQ�ERGLO\�WHPSHUDWXUH´��S�������
&RQVLGHU�WKDW�ZH�FDQ�SURFHVV�
LQIRUPDWLRQ�IRXU�WLPHV�IDVWHU�WKDQ�D�
SHUVRQ�VSHDNV���<HW��WHVWV�RI�OLVWHQLQJ�
FRPSUHKHQVLRQ�VKRZ�WKH�DYHUDJH�
SHUVRQ�OLVWHQLQJ�DW�RQO\�����HIILFLHQF\���
$�W\SLFDO�SHUVRQ�FDQ�VSHDN�����ZRUGV�
SHU�PLQXWH��\HW�ZH�FDQ�SURFHVV�XS�WR�
WKUHH�WLPHV�IDVWHU��UHDFKLQJ�DV�PXFK�DV�
����ZRUGV�SHU�PLQXWH���7KH�SRRU�
OLVWHQHU�JURZV�LPSDWLHQW��ZKLOH�WKH�
HIIHFWLYH�OLVWHQHU�XVHV�WKH�H[WUD�
SURFHVVLQJ�WLPH�WR�SURFHVV�WKH�
VSHDNHU¶V�ZRUGV��GLVWLQJXLVK�NH\�SRLQWV��

DQG�PHQWDOO\�VXPPDUL]H�WKHP�
�1LFKROV�����������
+RSSH��������DGYLVHV�DFWLYH�

OLVWHQLQJ�LV�UHDOO\�D�VWDWH�RI�PLQG�
UHTXLULQJ�XV�WR�FKRRVH�WR�IRFXV�RQ�WKH�
PRPHQW��EHLQJ�SUHVHQW�DQG�DWWHQWLYH�
ZKLOH�GLVUHJDUGLQJ�DQ\�RI�RXU�DQ[LHWLHV�
RI�WKH�GD\���+H�VXJJHVWV�OLVWHQHUV�
SUHSDUH�WKHPVHOYHV�IRU�DFWLYH�DWWHQWLRQ�
E\�FUHDWLQJ�D�OLVWHQLQJ�UHPLQGHU���7KLV�
PLJKW�EH�WR�ZULWH�³/LVWHQ´�DW�WKH�WRS�RI�
D�SDJH�LQ�IURQW�RI�\RX�LQ�D�PHHWLQJ���
:KLOH�UHDGLQJ�D�ERRN��RU�KDYLQJ�D�

GLVFXVVLRQ�ZLWK�DQ�LQGLYLGXDO��\RX�FDQ�
JR�EDFN�DQG�UH�UHDG�RU�DVN�D�TXHVWLRQ�WR�
FODULI\�D�SRLQW���7KLV�LV�QRW�DOZD\V�WUXH�
ZKHQ�OLVWHQLQJ��/LVWHQLQJ�LV�RI�WKH�
PRPHQW��DQG�ZH�RIWHQ�RQO\�JHW�WR�KHDU�
WKH�VSHDNHU¶V�ZRUGV�RQFH���7KH�NH\�
WKHQ�LV�IRU�WKH�OLVWHQHU�WR�TXLFNO\�
DVFHUWDLQ�WKH�VSHDNHU¶V�FHQWUDO�SUHPLVH�
RU�FRQWUROOLQJ�LGHD���2QFH�WKLV�LV�GRQH��
LW�EHFRPHV�HDVLHU�IRU�WKH�OLVWHQHU�WR�
GLVFHUQ�ZKDW�LV�PRVW�LPSRUWDQW���2I�
FRXUVH��GLVWLQJXLVKLQJ�WKH�VSHDNHU¶V�
SULPDU\�JRDO��KLV�PDLQ�SRLQWV��DQG�WKH�
VWUXFWXUH�RI�WKH�VSHHFK�DUH�DOO�HDVLHU�
ZKHQ�WKH�OLVWHQHU�LV�DEOH�WR�OLVWHQ�ZLWK�
DQ�RSHQ�PLQG���

attitude�
(YHQ�LI�\RX�DUH�SD\LQJ�DWWHQWLRQ��\RX�

FRXOG�EH�GRLQJ�VR�ZLWK�WKH�ZURQJ�
DWWLWXGH��WKH�VHFRQG�$���7HOOLQJ�\RXUVHOI�
WKLV�LV�DOO�D�ZDVWH�RI�WLPH�LV�QRW�JRLQJ�WR�
KHOS�\RX�WR�OLVWHQ�HIIHFWLYHO\���<RX¶OO�EH�
EHWWHU�RII�GHWHUPLQLQJ�DQ�LQWHUQDO�
PRWLYDWLRQ�WR�EH�DWWHQWLYH�WR�WKH�SHUVRQ�
VSHDNLQJ���$SSURDFKLQJ�WKH�WDVN�RI�
OLVWHQLQJ�ZLWK�D�SRVLWLYH�DWWLWXGH�DQG�DQ�
RSHQ�PLQG�ZLOO�PDNH�WKH�DFW�RI�
OLVWHQLQJ�PXFK�HDVLHU���%DG�OLVWHQHUV�
PDNH�VQDS�MXGJPHQWV�WKDW�MXVWLI\�WKH�
GHFLVLRQ�WR�EH�LQDWWHQWLYH���<HW��VLQFH�
\RX¶UH�DOUHDG\�WKHUH��ZK\�QRW�OLVWHQ�WR�

VHH�ZKDW�\RX�FDQ�OHDUQ"��.DSRQ\D�
�������ZDUQV�DJDLQVW�SV\FKRORJLFDO�
GHDI�VSRWV�ZKLFK�LPSDLU�RXU�DELOLW\�WR�
SHUFHLYH�DQG�XQGHUVWDQG�WKLQJV�FRXQWHU�
WR�RXU�FRQYLFWLRQV���,W�FDQ�EH�DV�OLWWOH�DV�
D�ZRUG�RU�SKUDVH�WKDW�PLJKW�FDXVH�³DQ�
HPRWLRQDO�HUXSWLRQ´�FDXVLQJ�
FRPPXQLFDWLRQ�HIILFLHQF\�WR�GURS�
UDSLGO\��S���������)RU�LQVWDQFH��VRPHRQH�
ZKR�UHVROXWHO\�VXSSRUWV�PLOLWDU\�DFWLRQ�
DV�WKH�EHVW�UHVSRQVH�WR�D�WHUURULVW�DFWLRQ�
PD\�EH�XQDEOH�WR�OLVWHQ�REMHFWLYHO\�WR�D�
VSHDNHU�HQGRUVLQJ�QHJRWLDWLRQ�DV�D�
EHWWHU�WRRO���(YHQ�LI�WKH�VSHDNHU�LV�
HIIHFWLYHO\�HPSOR\LQJ�ORJLF��GUDZLQJ�
RQ�FUHGLEOH�VRXUFHV��DQG�DSSHDOLQJ�WR�
HPRWLRQ�ZLWK�D�KHDUWUHQGLQJ�WDOH�RI�WKH�
FLYLOLDQ�FDVXDOWLHV�FDXVHG�E\�ERPELQJV��
WKLV�OLVWHQHU�ZRXOG�EH�XQDEOH�WR�NHHS�DQ�
RSHQ�PLQG���)DLOLQJ�WR�DFNQRZOHGJH�
\RXU�GHDI�VSRWV�ZLOO�OHDYH�\RX�DW�D�
GHILFLW�ZKHQ�OLVWHQLQJ��
<RX�ZLOO�DOZD\V�QHHG�WR�PDNH�XS�

\RXU�RZQ�PLQG�DERXW�ZKHUH�\RX�VWDQG�
±�ZKHWKHU�\RX�DJUHH�RU�GLVDJUHH�ZLWK�
WKH�VSHDNHU�±�EXW�LW�LV�FULWLFDO�WR�GR�VR�
DIWHU�OLVWHQLQJ��$GOHU��������SURSRVHV�
KDYLQJ�IRXU�TXHVWLRQV�LQ�PLQG�ZKLOH�
OLVWHQLQJ��³:KDW�LV�WKH�ZKROH�VSHHFK�
DERXW"´�³:KDW�DUH�WKH�PDLQ�RU�SLYRWDO�
LGHDV��FRQFOXVLRQV��DQG�DUJXPHQWV"´�
³$UH�WKH�VSHDNHU¶V�FRQFOXVLRQV�VRXQG�
RU�PLVWDNHQ"´�DQG�³:KDW�RI�LW"´��2QFH�
\RX�KDYH�DQ�RYHUDOO�LGHD�RI�WKH�VSHHFK��
GHWHUPLQH�WKH�NH\�SRLQWV��DQG�JDXJH�
\RXU�DJUHHPHQW��\RX�FDQ�GHFLGH�ZK\�LW�
PDWWHUV��KRZ�LW�DIIHFWV�\RX��RU�ZKDW�\RX�
PLJKW�GR�DV�D�UHVXOW�RI�ZKDW�\RX�KDYH�
KHDUG���<HW��KH�QRWHV�LW�LV�³LPSRVVLEOH´�
WR�DQVZHU�DOO�WKHVH�TXHVWLRQV�DW�WKH�
VDPH�WLPH�DV�\RX�DUH�OLVWHQLQJ��S��������
,QVWHDG��\RX�KDYH�WR�EH�UHDG\�DQG�
ZLOOLQJ�WR�SD\�DWWHQWLRQ�WR�WKH�VSHDNHU¶V�
SRLQW�RI�YLHZ�DQG�FKDQJHV�LQ�GLUHFWLRQ��
SDWLHQWO\�ZDLWLQJ�WR�VHH�ZKHUH�VKH�LV�
OHDGLQJ�\RX��
�

7KHUH�DUH�WKLQJV�,�FDQ
W�IRUFH��
,�PXVW�DGMXVW��7KHUH�DUH�WLPHV�
ZKHQ�WKH�JUHDWHVW�FKDQJH�
QHHGHG�LV�D�FKDQJH�RI�P\�
YLHZSRLQW���
���������������������a�'HQLV�'LGHURW��
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adjustment 
7R�GR�WKLV�ZHOO��\RX�QHHG�WKH�ILQDO�RI�

WKH�WKUHH�$¶V��DGMXVWPHQW���2IWHQ�ZKHQ�
ZH�KHDU�VRPHRQH�VSHDN��ZH�GRQ¶W�NQRZ�
LQ�DGYDQFH�ZKDW�KH�LV�JRLQJ�WR�EH�
VD\LQJ���6R��ZH�QHHG�WR�EH�IOH[LEOH��
ZLOOLQJ�WR�IROORZ�D�VSHDNHU�DORQJ�ZKDW�
VHHPV�OLNH�D�YHUEDO�GHWRXU�GRZQ�D�
UDEELW�KROH��XQWLO�ZH�DUH�UHZDUGHG�E\�
WKH�VSHDNHU�UHDFKLQJ�KLV�ILQDO�
GHVWLQDWLRQ�ZKLOH�KLV�DXGLHQFH�PDUYHOV�
DW�WKH�FUHDWLYH�PHDQV�E\�ZKLFK�KH�
UHDFKHG�KLV�LPSRUWDQW�SRLQW���,I�WKH�
DXGLHQFH�PHPEHUV�DUH�PRUH�LQWHQW�RQ�
UHDFWLQJ�WR�RU�DQWLFLSDWLQJ�ZKDW�LV�VDLG��
WKH\�ZLOO�EH�SRRU�OLVWHQHUV�LQGHHG���
7DNH�WLPH�QRZ�WR�WKLQN�DERXW�\RXU�

RZQ�OLVWHQLQJ�KDELWV�E\�FRPSOHWLQJ�WKH�
OLVWHQLQJ�SURILOH��DGDSWHG�IURP�
%URZQHOO���������VHH�$SSHQGL[�$����
7KH�QH[W�VHFWLRQ�ZLOO�FRQVLGHU�ZD\V�WR�
DGGUHVV�WKH�FKDOOHQJHV�RI�OLVWHQLQJ�
HIIHFWLYHO\��
�

barriers to effective listening 
:H�JHW�LQ�RXU�RZQ�ZD\�ZKHQ�LW�

FRPHV�WR�HIIHFWLYH�OLVWHQLQJ���:KLOH�
OLVWHQLQJ�PD\�EH�WKH�FRPPXQLFDWLRQ�
VNLOO�ZH�XVH�IRUHPRVW�LQ�IRUPDO�
HGXFDWLRQ�HQYLURQPHQWV��LW�LV�WDXJKW�WKH�
OHDVW��EHKLQG��LQ�RUGHU��ZULWLQJ��UHDGLQJ��

DQG�VSHDNLQJ���%URZQHOO����������7R�
EHWWHU�OHDUQ�WR�OLVWHQ�LW�LV�ILUVW�LPSRUWDQW�
WR�DFNQRZOHGJH�VWUHQJWKV�DQG�
ZHDNQHVVHV�DV�OLVWHQHUV���:H�URXWLQHO\�
LJQRUH�WKH�EDUULHUV�WR�RXU�HIIHFWLYH�
OLVWHQLQJ��\HW�DQWLFLSDWLQJ��MXGJLQJ��RU�
UHDFWLQJ�HPRWLRQDOO\�FDQ�DOO�KLQGHU�RXU�
DELOLW\�WR�OLVWHQ�DWWHQWLYHO\���

anticipating 
$QWLFLSDWLQJ��RU�WKLQNLQJ�DERXW�ZKDW�

WKH�OLVWHQHU�LV�OLNHO\�WR�VD\��FDQ�GHWUDFW�
IURP�OLVWHQLQJ�LQ�VHYHUDO�ZD\V���2Q�RQH�
KDQG��WKH�OLVWHQHU�PLJKW�ILQG�WKH�
VSHDNHU�LV�WDNLQJ�WRR�ORQJ�WR�PDNH�D�
SRLQW�DQG�WU\�WR�DQWLFLSDWH�ZKDW�WKH�
ILQDO�FRQFOXVLRQ�LV�JRLQJ�WR�EH���:KLOH�
GRLQJ�WKLV��WKH�OLVWHQHU�KDV�VWRSSHG�
DFWLYHO\�OLVWHQLQJ�WR�WKH�VSHDNHU��$�
OLVWHQHU�ZKR�NQRZV�WRR�PXFK��RU�WKLQNV�
WKH\�GR��OLVWHQV�SRRUO\���7KH�RQO\�
DQVZHU�LV�KXPLOLW\��DQG�UHFRJQL]LQJ�
WKHUH�LV�DOZD\V�VRPHWKLQJ�QHZ�WR�EH�
OHDUQHG��
$QWLFLSDWLQJ�ZKDW�ZH�ZLOO�VD\�LQ�

UHVSRQVH�WR�WKH�VSHDNHU�LV�DQRWKHU�
GHWUDFWRU�WR�HIIHFWLYH�OLVWHQLQJ���
,PDJLQH�\RXU�URRPPDWH�FRPHV�WR�
GLVFXVV�\RXU�GHPDQG�IRU�TXLHW�IURP�
QRRQ�WR���S�P��HYHU\�GD\�VR�WKDW�\RX�
FDQ�QDS�LQ�FRPSOHWH�VLOHQFH�DQG�XWWHU�
GDUNQHVV���6KH�EHJLQV�E\�VD\LQJ��³,�
ZRQGHU�LI�ZH�FRXOG�WU\�WR�ILQG�D�ZD\�

WKDW�\RX�FRXOG�QDS�ZLWK�WKH�OLJKWV�RQ��
VR�WKDW�,�FRXOG�XVH�RXU�URRP�LQ�WKH�
DIWHUQRRQ��WRR�´��6KH�PLJKW�JR�RQ�WR�
RIIHU�VRPH�SHUIHFWO\�JRRG�LGHDV�DV�WR�
KRZ�WKLV�PLJKW�EH�DFFRPSOLVKHG��EXW�
\RX¶UH�QR�ORQJHU�OLVWHQLQJ�EHFDXVH�\RX�
DUH�WRR�EXV\�DQWLFLSDWLQJ�ZKDW�\RX�ZLOO�
VD\�LQ�UHVSRQVH�WR�KHU�FRPSODLQW���2QFH�
VKH¶V�GRQH�VSHDNLQJ��\RX�DUH�UHDG\�WR�
HQXPHUDWH�DOO�RI�WKH�WKLQJV�VKH¶V�GRQH�
ZURQJ�VLQFH�\RX�PRYHG�LQ�WRJHWKHU���
(QWHU�WKH�5HVLGHQW�$VVLVWDQW�WR�PHGLDWH�
D�FRQIOLFW�WKDW�JHWV�RXW�RI�KDQG�TXLFNO\���
7KLV�FRPPXQLFDWLRQ�ZRXOG�KDYH�JRQH�
GLIIHUHQWO\�LI�\RX�KDG�DFWXDOO\�OLVWHQHG�
LQVWHDG�RI�MXPSLQJ�DKHDG�WR�SODQ�D�
UHVSRQVH��
�

$Q�H[SHUW�LV�VRPHRQH�ZKR�
KDV�VXFFHHGHG�LQ�PDNLQJ�
GHFLVLRQV�DQG�MXGJPHQWV�
VLPSOHU�WKURXJK�NQRZLQJ�
ZKDW�WR�SD\�DWWHQWLRQ�WR�DQG�
ZKDW�WR�LJQRUH���
����������������a�(GZDUG�GH�%RQR��
�

judging 
-XPSLQJ�WR�FRQFOXVLRQV�DERXW�WKH�

VSHDNHU�LV�DQRWKHU�EDUULHU�WR�HIIHFWLYH�
OLVWHQLQJ���3HUKDSV�\RX¶YH�EHHQ�LQ�WKH�
DXGLHQFH�ZKHQ�D�VSHDNHU�PDNHV�D�VPDOO�
PLVWDNH��PD\EH�LW¶V�PLVSURQRXQFLQJ�D�
ZRUG�RU�PLVVWDWLQJ�WKH�KRPHWRZQ�RI�
\RXU�IDYRULWH�DWKOHWH���$Q�HIIHFWLYH�
OLVWHQHU�ZLOO�RYHUORRN�WKLV�PLQRU�JDIIH�
DQG�FRQWLQXH�WR�JLYH�WKH�VSHDNHU�WKH�
EHQHILW�RI�WKH�GRXEW���$�OLVWHQHU�ORRNLQJ�
IRU�DQ�H[FXVH�QRW�WR�JLYH�WKHLU�IXOO�
DWWHQWLRQ�WR�WKH�VSHDNHU�ZLOO�LQVWHDG�
WDNH�WKLV�PRPHQWDU\�ODSVH�DV�SURRI�RI�
IODZV�LQ�DOO�WKH�SHUVRQ�KDV�VDLG�DQG�ZLOO�
JR�RQ�WR�VD\���
7KLV�VDPH�OLVWHQHU�PLJKW�DOVR�MXGJH�

WKH�VSHDNHU�EDVHG�RQ�VXSHUILFLDOLWLHV���
)RFXVLQJ�RQ�GHOLYHU\�RU�SHUVRQDO�
DSSHDUDQFH�±�D�VTXHDN\�YRLFH��D�
NHWFKXS�VWDLQ�RQ�D�ZKLWH�VKLUW��
PLVPDWFKHG�VRFNV��D�EDG�KDLUFXW��RU�D�
SURFODLPHG�ORYH�IRU�D�EDQG�WKDW�QR�RQH�
RI�DQ\�ZRUWK�FRXOG�HYHU�SURIHVV�WR�OLNH�
±�PLJKW�KHOS�WKH�LQHIIHFWLYH�OLVWHQHU�
MXVWLI\�D�FKRLFH�WR�VWRS�OLVWHQLQJ���6WLOO��
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WKLV�LV�DOZD\V�D�FKRLFH���7KH�HIIHFWLYH�
OLVWHQHU�ZLOO�LQVWHDG�DFFHSW�WKDW�SHRSOH�
PD\�KDYH�WKHLU�RZQ�LQGLYLGXDO�IRLEOHV��
EXW�WKH\�FDQ�VWLOO�EH�JRRG�VSHDNHUV�DQG�
YDOXDEOH�VRXUFHV�RI�LQVLJKW�RU�
LQIRUPDWLRQ��

reacting emotionally 
:KHQ�WKH�VSHDNHU�VD\V�DQ�HPRWLRQDO�

WULJJHU��LW�FDQ�EH�HYHQ�PRUH�GLIILFXOW�WR�
OLVWHQ�HIIHFWLYHO\���$�JXHVW�VSHDNHU�RQ�
FDPSXV�EHJLQV�ZLWK�D�SHUVRQDO�VWRU\�
DERXW�WKH�ORVV�RI�D�SDUHQW��DQG�LQVWHDG�
RI�OLVWHQLQJ�\RX�EHFRPH�FDXJKW�XS�
JULHYLQJ�D�IDPLO\�PHPEHU�RI�\RXU�RZQ���
2U��D�SUHVHQWHU�WDNHV�D�VWDQFH�RQ�GUXJ�
XVH��DERUWLRQ��HXWKDQDVLD��UHOLJLRQ��RU�
HYHQ�WKH�EHVW�WRSSLQJ�IRU�D�SL]]D�WKDW�
\RX�VLPSO\�FDQ¶W�DJUHH�ZLWK���<RX�
EHJLQ�IRUPXODWLQJ�D�KHDWHG�UHVSRQVH�WR�
WKH�VSHDNHU¶V�SHUVSHFWLYH��RU�VHDULQJ�
TXHVWLRQV�\RX�PLJKW�DVN�WR�VKRZ�WKH�
KROHV�LQ�WKH�VSHDNHU¶V�DUJXPHQW���<HW��
\RX¶YH�DOORZHG�\RXU�HPRWLRQDO�
UHVSRQVH�WR�WKH�VSHDNHU�LQWHUIHUH�ZLWK�
\RXU�DELOLW\�WR�OLVWHQ�HIIHFWLYHO\���2QFH�
HPRWLRQ�LV�LQYROYHG��HIIHFWLYH�OLVWHQLQJ�
VWRSV��
�

%RUH��Q��$�SHUVRQ�ZKR�WDONV�
ZKHQ�\RX�ZLVK�KLP�WR�OLVWHQ���
���������������a�$PEURVH�%LHUFH��
�

strategies to enhance 
listening 

 
keep an open mind 
7KLQNLQJ�DERXW�OLVWHQLQJ�PLJKW�PDNH�

\RX�IHHO�WHQVH�LQ�WKH�PRPHQW���7KH�
HIIHFWLYH�OLVWHQHU�LV�LQVWHDG�FDOP�ZLWK�D�
IRFXVHG�DQG�DOHUW�PLQG���<RX�DUH�QRW�
ZDLWLQJ�WR�KHDU�ZKDW�\RX�ZDQW�WR�KHDU��
EXW�OLVWHQLQJ�WR�³ZKDW�LV�VDLG�DV�LW�LV�
VDLG´��5DPVODQG��������S���������
(IIHFWLYH�OLVWHQHUV�NHHS�DQ�RSHQ�PLQG��
5HPHPEHU�WKDW�OLVWHQLQJ�WR�D�SRLQW�RI�
YLHZ�LV�QRW�WKH�VDPH�DV�DFFHSWLQJ�WKDW�
SRLQW�RI�YLHZ���5HFRJQL]LQJ�WKLV�FDQ�
KHOS�\RX�WR�FXOWLYDWH�D�PRUH�RSHQ�
SHUVSHFWLYH��KHOSLQJ�\RX�WR�EHWWHU�DGMXVW�
DV�\RX�OLVWHQ�DFWLYHO\�WR�D�VSHDNHU���
$OVR��LW�PLJKW�KHOS�\RX�WR�FXUWDLO�\RXU�
HPRWLRQV��,I�\RX�GR�HQFRXQWHU�D�SRLQW�
WKDW�LQFHQVHV�\RX��ZULWH�LW�GRZQ�WR�

UHWXUQ�WR�ODWHU���)RU�QRZ��\RX�VKRXOG�
NHHS�RQ�OLVWHQLQJ��

identify distractions 
,Q�DQ\�VHWWLQJ�ZKHUH�\RX�DUH�

H[SHFWHG�WR�OLVWHQ��\RX�HQFRXQWHU�
QXPHURXV�GLVWUDFWLRQV���)RU�LQVWDQFH��
WKH�IDWKHU�VLWWLQJ�LQ�WKH�OLYLQJ�URRP�
ZDWFKLQJ�WHOHYLVLRQ��PLJKW�ZDQW�WR�WXUQ�
RII�WKH�WHOHYLVLRQ�WR�EHWWHU�HQDEOH�KLP�
WR�OLVWHQ�WR�KLV�VRQ�ZKHQ�KH�FRPHV�LQWR�
WKH�URRP�VD\LQJ��³'DG��,�KDYH�D�
SUREOHP�´��,Q�WKH�FODVVURRP�VHWWLQJ��
\RX�PLJKW�EH�GLVWUDFWHG�VLWWLQJ�EHVLGH�
IULHQGV�ZKR�PDNH�VDUFDVWLF�FRPPHQWV�
WKURXJKRXW�WKH�FODVV���,Q�D�QHZ�SURGXFW�
PHHWLQJ�ZLWK�WKH�VDOHV�WHDP��\RX�FRXOG�
EH�XQQHUYHG�E\�WKH�FRQVWDQW�EHHS�RI�
\RXU�SKRQH�LGHQWLI\LQJ�DQRWKHU�WH[W��
HPDLO��RU�SKRQH�PHVVDJH�KDV�DUULYHG���
,GHQWLI\LQJ�WKH�WKLQJV�WKDW�ZLOO�LQWHUUXSW�
\RXU�DWWHQWLRQ��DQG�PDNLQJ�D�FRQVFLRXV�
FKRLFH�WR�PRYH�WR�D�GLIIHUHQW�VHDW�RU�
WXUQ�RII�\RXU�SKRQH��FDQ�KHOS�SRVLWLRQ�
\RX�WR�OLVWHQ�PRUH�HIIHFWLYHO\��

�

come prepared 
$QRWKHU�XVHIXO�VWUDWHJ\�LV�WR�FRPH�

SUHSDUHG�ZKHQ�\RX�FDQ���$Q\�WLPH�\RX�
HQWHU�D�OLVWHQLQJ�VLWXDWLRQ�ZLWK�VRPH�
DGYDQFH�ZRUNLQJ�NQRZOHGJH�RI�WKH�
VSHDNHU�DQG�ZKDW�PLJKW�EH�H[SHFWHG�RI�
\RX�DV�D�OLVWHQHU��\RX�ZLOO�EH�EHWWHU�DEOH�
WR�DGMXVW�DQG�HQJDJH�PRUH�GHHSO\�LQ�
ZKDW�LV�EHLQJ�VDLG���)RU�LQVWDQFH��\RX�
PLJKW��UHDG�WKH�DVVLJQHG�UHDGLQJV�IRU�
FODVV��GR�WKH�ODE�ZRUN�EHIRUH�WKH�OHFWXUH�
ZULWLQJ�XS�WKH�UHVXOWV��UHDG�D�ELRJUDSK\�
RI�D�JXHVW�VSHDNHU�EHIRUH�\RX�JR�WR�DQ�

HYHQW��UHYLHZ�WKH�DJHQGD�IURP�WKH�
SUHYLRXV�VWDII�PHHWLQJ��RU�FRQVXOW�ZLWK�
D�FROOHDJXH�DERXW�D�FOLHQW�EHIRUH�JRLQJ�
RQ�VLWH�WR�PDNH�D�VDOH��

take notes 
7DNLQJ�QRWHV�FDQ�DOVR�DGYDQFH�\RXU�

DELOLW\�WR�EH�DFWLYHO\�HQJDJHG�LQ�WKH�
VSHDNHU¶V�ZRUGV���<RX�QHHG�QRW�ZULWH�
GRZQ�HYHU\WKLQJ�WKH�VSHDNHU�LV�VD\LQJ���
)LUVW��WKLV�LV�TXLWH�OLNHO\�WR�EH�
LPSRVVLEOH���6HFRQG��RQFH�\RX�DUH�
FDXJKW�XS�LQ�UHFRUGLQJ�D�VSHDNHU¶V�
HYHU\�ZRUG��\RX�DUH�QR�ORQJHU�OLVWHQLQJ���
8VH�D�WDSH�UHFRUGHU�LQVWHDG�±�KDYLQJ�
DVNHG�WKH�VSHDNHU¶V�SHUPLVVLRQ�ILUVW�±�LI�
\RX�IHHO�\RX�UHDOO\�PXVW�FDSWXUH�HYHU\�
ZRUG�WKH�VSHDNHU�XWWHUV���<RX�ZDQW�WR�
IRFXV�\RXU�HIIRUWV�RQ�UHDOO\�OLVWHQLQJ�
ZLWK�DQ�DFWLYH�PLQG���/HDUQLQJ�WR�IRFXV�
\RXU�DWWHQWLRQ�RQ�PDLQ�SRLQWV��NH\�
FRQFHSWV��DQG�JDLQLQJ�WKH�RYHUDOO�JLVW�RI�
WKH�VSHDNHU¶V�WDON�LV�DQRWKHU�VNLOO�WR�
GHYHORS���<RX�PLJKW�HQGHDYRU�WR�GR�
WKLV�E\�MRWWLQJ�GRZQ�D�IHZ�QRWHV�RU�
HYHQ�GUDZLQJ�YLVXDOV�WKDW�KHOS�\RX�WR�
UHFDOO�WKH�PDLQ�LGHDV���7KH�PDQQHU�LQ�
ZKLFK�\RX�WDNH�WKH�QRWHV�LV�XS�WR�\RX��
ZKDW�LV�LPSRUWDQW�LV�WKH�IDFW�WKDW�\RX�
DUH�OLVWHQLQJ�DQG�ZRUNLQJ�WR�SURFHVV�
ZKDW�LV�EHLQJ�VDLG���:ULWLQJ�GRZQ�
TXHVWLRQV�WKDW�FRPH�WR�PLQG�DQG�DVNLQJ�
TXHVWLRQV�RI�WKH�VSHDNHU�ZKHQ�LW�LV�
SRVVLEOH��DUH�WZR�PRUH�ZD\V�WR�
JXDUDQWHH�HIIHFWLYH�OLVWHQLQJ�DV�\RX�
KDYH�IRXQG�DQ�LQWHUQDO�PRWLYDWLRQ�WR�
OLVWHQ�DWWHQWLYHO\��
�

(GXFDWLRQ�LV�WKH�DELOLW\�WR�
OLVWHQ�WR�DOPRVW�DQ\WKLQJ�
ZLWKRXW�ORVLQJ�\RXU�WHPSHU�RU�
\RXU�VHOI�FRQILGHQFH���
�����������������������a�5REHUW�)URVW�
�

providing feedback to 
speakers�

7KHUH�DUH�PDQ\�ZD\V�LQ�ZKLFK�D�
OLVWHQHU�FDQ�RIIHU�IHHGEDFN�WR�D�VSHDNHU��
VRPHWLPHV�HYHQ�ZRUGOHVVO\���.HHSLQJ�
DQ�RSHQPLQG�LV�VRPHWKLQJ�\RX�GR�
LQWHUQDOO\��EXW�\RX�FDQ�DOVR�GHPRQVWUDWH�
RSHQQHVV�WR�D�VSHDNHU�WKURXJK�\RXU�
QRQYHUEDO�FRPPXQLFDWLRQ����
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nonverbal feeback 
%RRWKPDQ��������UHFRPPHQGV�

OLVWHQLQJ�ZLWK�\RXU�ZKROH�ERG\��QRW�MXVW�
\RXU�HDUV���&RQVLGHU�KRZ�FRQILGHQW�\RX�
ZRXOG�IHHO�VSHDNLQJ�WR�D�URRP�IXOO�RI�
SHRSOH�ZLWK�WKHLU�H\HV�FORVHG��DUPV�DQG�
OHJV�FURVVHG��DQG�ERGLHV�EHQW�LQ�
VORXFKHV���7KHVH�OLVWHQHUV�DUH�
SUHVHQWLQJ�QRQYHUEDO�FXHV�WKDW�WKH\�DUH�
XQLQWHUHVWHG�DQG�XQLPSUHVVHG���
0HDQZKLOH��D�OLVWHQHU�VLWWLQJ�XS�
VWUDLJKW��IDFLQJ�\RX�ZLWK�DQ�LQWHQW�ORRN�
RQ�KLV�IDFH�LV�PRUH�OLNHO\�WR�RIIHU�
UHDVVXUDQFH�WKDW�\RXU�ZRUGV�DUH�EHLQJ�
XQGHUVWRRG���
(\H�FRQWDFW�LV�DQRWKHU�QRQYHUEDO�FXH�

WR�WKH�VSHDNHU�WKDW�\RX�DUH�SD\LQJ�
DWWHQWLRQ���<RX�GRQ¶W�ZDQW�WR�EH�EXJ�
H\HG�DQG�XQEOLQNLQJ��WKH�VSHDNHU�PLJKW�
DVVXPH�WKHUH�LV�D�WLJHU�EHKLQG�KHU�DQG�
EHJLQ�WR�SDQLF�DV�\RX�VHHP�WR�EH�GRLQJ���
+RZHYHU��DWWHQWLYH�H\H�FRQWDFW�FDQ�
LQGLFDWH�\RX�DUH�OLVWHQLQJ��DQG�KHOS�\RX�
WR�VWD\�IRFXVHG�WRR���7KHUH�DUH�VRPH�
FXOWXUHV�ZKHUH�PDLQWDLQLQJ�H\H�FRQWDFW�
ZRXOG�FDXVH�GLVFRPIRUW��VR�NHHS�WKDW�LQ�
PLQG���$OVR��\RX�PD\�EH�VRPHRQH�ZKR�
OLVWHQV�EHWWHU�ZLWK�H\HV�FORVHG�WR�
YLVXDOL]H�ZKDW�LV�EHLQJ�VDLG���7KLV�FDQ�
EH�GLIILFXOW�IRU�D�VSHDNHU�WR�UHFRJQL]H��
VR�LI�WKLV�LV�\RX�FRQVLGHU�LQFRUSRUDWLQJ�
RQH�RI�WKH�IROORZLQJ�QRQYHUEDOV�ZKLOH�
\RX�OLVWHQ�ZLWK�H\HV�FORVHG��

1RGGLQJ�\RXU�KHDG�DIILUPDWLYHO\��
PDNLQJ�EDFN�FKDQQHO�UHVSRQVHV�VXFK�DV�
³<HV�´�³8PKXP�´�RU�³2.´�FDQ�KHOS�
WKH�VSHDNHU�JDXJH�\RXU�LQWHUHVW���(YHQ�
WKH�VSHHG�RI�\RXU�KHDG�QRG�FDQ�VLJQDO�
\RXU�OHYHO�RI�SDWLHQFH�RU�XQGHUVWDQGLQJ�
�3HDVH�DQG�3HDVH����������/HDQLQJ�LQ�DV�
D�OLVWHQHU�LV�IDU�PRUH�HQFRXUDJLQJ�WKDQ�
VOXPSLQJ�LQ�\RXU�VHDW���0LOOHU��������
VXJJHVWV�WKH�³OLVWHQHU¶V�OHDQ´�
GHPRQVWUDWHV�³XOWLPDWH�LQWHUHVW���7KLV�
MR\RXV�IHHGEDFN�LV�UHIOH[LYH���,W�
SK\VLFDOO\�HQGRUVHV�RXU�FRPPXQLTXp´�
�S���������1HYHUWKHOHVV��VHQGLQJ�WRR�
PDQ\�QRQYHUEDO�UHVSRQVHV�WR�WKH�
VSHDNHU�FDQ�JR�ZURQJ�WRR���$IWHU�DOO��D�
FRQIHUHQFH�URRP�IXOO�RI�SHRSOH�VKLIWLQJ�
LQ�WKHLU�VHDWV�DQG�QRGGLQJ�WKHLU�KHDGV�
PD\�WUDQVODWH�DV�D�UHVWOHVV�DXGLHQFH�WKDW�
WKH�VSHDNHU�QHHGV�WR�UHFDSWXUH��
�

7KH�RQO\�ZD\�WR�HQWHUWDLQ�
VRPH�IRONV�LV�WR�OLVWHQ�WR�
WKHP���
����������������a�.LQ�+XEEDUG�
 
verbal feedback 
:KLOH�VSHDNHUV�VRPHWLPHV�ZDQW�DOO�

TXHVWLRQV�KHOG�XQWLO�WKH�HQG�RI�D�
SUHVHQWDWLRQ��DVNLQJ�TXHVWLRQV�ZKHQ�WKH�
RSSRUWXQLW\�SUHVHQWV�LWVHOI�FDQ�KHOS�\RX�

DV�D�OLVWHQHU���)RU�RQH��\RX�KDYH�WR�
OLVWHQ�LQ�RUGHU�WR�EH�DEOH�WR�DVN�D�
TXHVWLRQ���<RXU�JRDO�VKRXOG�EH�WR�DVN�
RSHQ�HQGHG�TXHVWLRQV��³:KDW�GR�\RX�
WKLQN�DERXW«�"´�UDWKHU�WKDQ�³:H�
VKRXOG�GR�«���ULJKW"´����<RX�FDQ�XVH�
TXHVWLRQV�WR�FRQILUP�\RXU�
XQGHUVWDQGLQJ�RI�WKH�VSHDNHU¶V�
PHVVDJH���,I�\RX¶UH�QRW�HQWLUHO\�VXUH�RI�
D�VLJQLILFDQW�SRLQW��\RX�PLJKW�DVN�D�
FODULI\LQJ�TXHVWLRQ���7KHVH�DUH�
TXHVWLRQV�VXFK�DV�³:KDW�GLG�\RX�
PHDQ"´�³&DQ�\RX�EH�PRUH�VSHFLILF"´�RU�
³:KDW�LV�D�FRQFUHWH�H[DPSOH�RI�\RXU�
SRLQW"´��7KHVH�FDQ�KHOS�\RXU�
FRPSUHKHQVLRQ��ZKLOH�DOVR�RIIHULQJ�WKH�
VSHDNHU�IHHGEDFN���:KHQ�DVNLQJ�
TXHVWLRQV��DSSURDFK�WKH�VSHDNHU�LQ�D�
SRVLWLYH��QRQ�WKUHDWHQLQJ�ZD\���$�JRRG�
OLVWHQHU�GRHVQ¶W�VHHN�WR�SXW�WKH�VSHDNHU�
RQ�WKH�GHIHQVLYH���<RX�ZDQW�WR�
GHPRQVWUDWH�\RXU�REMHFWLYLW\�DQG�
ZLOOLQJQHVV�WR�OLVWHQ�WR�WKH�VSHDNHU¶V�
UHVSRQVH��
)LQDOO\��SDUDSKUDVLQJ�ZKDW�KDV�EHHQ�

VDLG�LQ�\RXU�LQWHUDFWLRQV�ZLWK�WKH�
VSHDNHU�FDQ�EH�DQRWKHU�XVHIXO�WRRO�IRU�D�
JRRG�OLVWHQHU���,PDJLQH�WKH�GLIIHUHQFH�
LI��EHIRUH�\RX�UHVSRQG�WR�DQ�XSVHW�
FROOHDJXH��\RX�WDNH�D�PRPHQW�WR�VD\��³,�
XQGHUVWDQG�\RX�DUH�GLVDSSRLQWHG�ZH�
GLGQ¶W�FRQVXOW�\RX�EHIRUH�PRYLQJ�
IRUZDUG�ZLWK�WKH�SURGXFW�UHOHDVH«´�
EHIRUH�\RX�VD\��³ZH�GLGQ¶W�KDYH�WLPH�WR�
JHW�HYHU\RQH¶V�LQSXW�´��5HIOHFWLQJ�EDFN�
WKH�VSHDNHU¶V�SRLQW�RI�YLHZ�EHIRUH�\RX�
UHVSRQG�DOORZV�WKH�VSHDNHU�WR�NQRZ�
\RX�ZHUH�OLVWHQLQJ�DQGV�KHOSV�IRVWHU�
WUXVW�WKDW�HYHU\RQH¶V�YRLFH�LV�EHLQJ�
KHDUG��
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encouraging effective 
listening  

:LOOLDP�+HQU\�+DUULVRQ�ZDV�WKH�
QLQWK�3UHVLGHQW�RI�WKH�8QLWHG�6WDWHV���
+H¶V�DOVR�UHFRJQL]HG�IRU�JLYLQJ�WKH�
ZRUVW�6WDWH�RI�WKH�8QLRQ�DGGUHVV�±�HYHU���
+LV�WZR�KRXU�VSHHFK�GHOLYHUHG�LQ�D�
VQRZVWRUP�LQ������SURYHV�WKDW�D�ORQJ�
VSHHFK�FDQ�NLOO��DQG�QRW�LQ�WKH�
FROORTXLDO�³LW�ZDV�VR�JRRG´�VHQVH����
3HUKDSV�LW�ZDV�NDUPD��EXW�DIWHU�WKH�
3UHVLGHQW�JDYH�KLV�PHDQGHULQJ�VSHHFK�
GLVFXVVLQJ�DQFLHQW�5RPDQ�KLVWRU\�PRUH�
WKDQ�FDPSDLJQ�LVVXHV��KH�GLHG�IURP�D�
FROG�FDXJKW�ZKLOH�EODWKHULQJ�RQ�
VWDQGLQJ�RXWVLGH�ZLWKRXW�D�KDW�RU�FRDW�
�³:LOOLDP�+HQU\�+DUULVRQ�´��������
1RZ��ZKHQ�DVNHG�ZKDW�\RX�NQRZ�

DERXW�$EUDKDP�/LQFROQ��\RX¶UH�OLNHO\�
WR�KDYH�PRUH�DQVZHUV�WR�RIIHU���/HW¶V�
IRFXV�RQ�KLV�*HWW\VEXUJ�$GGUHVV���7KH�
VSHHFK�LV�D�PRGHO�RI�EUHYLW\���+LV�³RI�
WKH�SHRSOH��E\�WKH�SHRSOH��IRU�WKH�
SHRSOH´�LV�DOZD\V�HPSOR\HG�DV�DQ�
H[DPSOH�RI�SDUDOOHOLVP��DQG�KH�NHSW�KLV�
ZRUGV�VLPSOH���,Q�VKRUW��/LQFROQ�
FRQVLGHUHG�KLV�OLVWHQLQJ�DXGLHQFH�ZKHQ�
ZULWLQJ�KLV�VSHHFK��
�

7KH�KDELW�RI�FRPPRQ�DQG�
FRQWLQXRXV�VSHHFK�LV�D�
V\PSWRP�RI�PHQWDO�
GHILFLHQF\��,W�SURFHHGV�IURP�
QRW�NQRZLQJ�ZKDW�LV�JRLQJ�RQ�
LQ�RWKHU�SHRSOH
V�PLQGV���
������������������a�:DOWHU�%DJHKRW�
�
:KHQ�\RX�VLW�GRZQ�WR�FRPSRVH�D�

VSHHFK��NHHS�LQ�PLQG�WKDW�\RX�DUH�
ZULWLQJ�IRU�WKH�HDU�UDWKHU�WKDQ�WKH�H\H���
/LVWHQHUV�FDQQRW�JR�EDFN�DQG�UH�UHDG�
ZKDW�\RX�KDYH�MXVW�VDLG���7KH\�QHHG�WR�
JUDVS�\RXU�PHVVDJH�LQ�WKH�DPRXQW�RI�
WLPH�LW�WDNHV�\RX�WR�VSHDN�WKH�ZRUGV���
7R�KHOS�WKHP�DFFRPSOLVK�WKLV��\RX�QHHG�
WR�JLYH��OLVWHQHUV�D�FOHDU�LGHD�RI�\RXU�
RYHUDUFKLQJ�DLP��UHDVRQV�WR�FDUH��DQG��
FXHV�DERXW�ZKDW�LV�LPSRUWDQW���<RX�
QHHG�WR�LQVSLUH�WKHP�WR�ZDQW�WR�QRW�MXVW�
KHDU�EXW�HQJDJH�LQ�ZKDW�\RX�DUH�VD\LQJ���

 

make your listeners care 
+XPDQV�DUH�PRWLYDWHG�E\�HJR��WKH\�

DOZD\V�ZDQW�WR�NQRZ�³ZKDW¶V�LQ�LW�IRU�
PH"´��6R��ZKHQ�\RX�ZDQW�WR�ZDQW�WR�JHW�
DQ�DXGLHQFH¶V�DWWHQWLRQ��LW�LV�LPSHUDWLYH�
WR�HVWDEOLVK�D�UHDVRQ�IRU�\RXU�OLVWHQHUV�
WR�FDUH�DERXW�ZKDW�\RX�DUH�VD\LQJ���
6RPH�PLJKW�VD\�2SUDK�GLG�WKLV�E\�

JLYLQJ�DZD\�FDUV�DW�WKH�HQG�RI�DQ�
HSLVRGH���%XW��WKDW�RQO\�H[SODLQV�ZK\�
SHRSOH�ZDLWHG�LQ�OLQH�IRU�KRXUV�WR�JHW�D�
FKDQFH�WR�VLW�LQ�WKH�DXGLHQFH�DV�KHU�
VKRZV�ZHUH�WDSHG���$V�ORQJ�DV�WKH\�
ZHUH�LQ�WKH�VWDQGV��WKH\�GLGQ¶W�QHHG�WR�
OLVWHQ�WR�JHW�WKH�FDU�DW�WKH�HQG�RI�WKH�
VKRZ���<HW�2SUDK�KDG�DXGLHQFHV�
OLVWHQLQJ�WR�KHU�IRU����\HDUV�EHIRUH�VKH�
ODXQFKHG�KHU�RZQ�QHWZRUN���6KH�PDGH�
OLVWHQHUV�FDUH�DERXW�ZKDW�VKH�ZDV�
VD\LQJ���6KH�WROG�WKHP�ZKDW�ZDV�LQ�WKDW�
HSLVRGH�IRU�WKHP���6KH�PDGH�KHU�
DXGLHQFH�PHPEHUV�IHHO�OLNH�VKH�ZDV�
WDONLQJ�WR�WKHP�DERXW�WKHLU�SUREOHPV��
DQG�RIIHULQJ�VROXWLRQV�WKDW�WKH\�FRXOG�
XVH�±�HYHQ�LI�WKH\�ZHUHQ¶W�PXOWL�
ELOOLRQDLUHV�NQRZQ�ZRUOGZLGH�E\�ILUVW�
QDPH�DORQH���
$XGLHQFHV�DUH�DOVR�PRUH�UHVSRQVLYH�

ZKHQ�\RX�ILQG�D�PHDQV�WR�WDS�WKHLU�
LQWULQVLF�PRWLYDWLRQ��E\�DSSHDOLQJ�WR�
FXULRVLW\��FKDOOHQJLQJ�WKHP��RU�
SURYLGLQJ�FRQWH[WXDOL]DWLRQ�
�9DQ'H9HOGH�/XVNLQ����������<RX�
PLJKW�DSSHDO�WR�WKH�DXGLHQFH¶V�FXULRVLW\�
LI�\RX�DUH�JLYLQJ�DQ�LQIRUPDWLYH�VSHHFK�
DERXW�D�WRSLF�WKH\�PLJKW�QRW�EH�IDPLOLDU�

ZLWK�DOUHDG\���(YHQ�LQ�D�QDUUDWLYH�
VSHHFK��\RX�FDQ�WRXFK�RQ�FXULRVLW\�E\�
FXHLQJ�WKH�DXGLHQFH�WR�WKH�VLJQLILFDQW�
WKLQJ�WKH\�ZLOO�OHDUQ�DERXW�\RX�RU�\RXU�
WRSLF�IURP�WKH�VWRU\���$�VSHHFK�FDQ�
SUHVHQW�D�FKDOOHQJH�WRR���3HUVXDVLYH�
VSHHFKHV�FKDOOHQJH�WKH�DXGLHQFH�WR�
WKLQN�LQ�D�QHZ�ZD\���6SHFLDO�2FFDVLRQ�
VSHHFKHV�PLJKW�FKDOOHQJH�WKH�OLVWHQHUV�
WR�UHIOHFW�RU�SURPSW�DFWLRQ���3URYLGLQJ�D�
OLVWHQHU�ZLWK�FRQWH[WXDOL]DWLRQ�FRPHV�
EDFN�WR�WKH�ZKDW¶V�LQ�LW�IRU�PH�
PRWLYDWLRQ���$�VWXGHQW�JLYLQJ�DQ�
LQIRUPDWLYH�VSHHFK�DERXW�WKH�VWHSV�LQ�
FUHDWLQJ�D�PRVDLF�FRXOG�VLPSO\�RIIHU�D�
VWHS�E\�VWHS�RXWOLQH�RI�WKH�SURFHVV��RU�
VKH�FDQ�IUDPH�LW�E\�VD\LQJ�WR�KHU�
OLVWHQHU��³E\�WKH�HQG�RI�P\�VSHHFK��
\RX¶OO�KDYH�DOO�WKH�WRROV�\RX�QHHG�WR�
PDNH�D�PRVDLF�RQ�\RXU�RZQ�´��7KLV�
SURPLVH�SURPSWV�WKH�DXGLHQFH�WR�VLW�
IXUWKHU�IRUZDUG�LQ�WKHLU�VHDWV�IRU�ZKDW�
PLJKW�RWKHUZLVH�EH�D�GU\�KRZ�WR�
UHFLWDWLRQ��

cue your listeners 
$XGLHQFHV�DOVR�OHDQ�LQ�IXUWKHU�ZKHQ�

\RX�HPSOR\�DFWLYH�YRLFH���:H�GR�WKLV�LQ�
VSHDNLQJ�ZLWKRXW�KHVLWDWLRQ���,PDJLQH�
\RX�ZHUH�ZDONLQJ�DFURVV�FDPSXV�DQG�
VDZ�WKH�FRQWHQWV�RI�VRPHRQH¶V�URRP�
GXPSHG�RXW�RQ�WKH�ODZQ�LQ�IURQW�RI�
\RXU�GRUP���<RX¶G�SUREDEO\�WHOO�D�
IULHQG���³7KH�FRQWHQWV�RI�-DQH¶V�URRP�
ZHUH�WKURZQ�RXW�WKH�ZLQGRZ�E\�-XOLH�´��
:DLW��WKDW�GRHVQ¶W�VRXQG�ULJKW���<RX¶UH�
PRUH�OLNHO\�WR�VD\���³-XOLH�WKUHZ�-DQH¶V�
VWXII�RXW�WKH�ZLQGRZ�´��7KH�ODWWHU�LV�DQ�
H[DPSOH�RI�DFWLYH�YRLFH���<RX�SXW�WKH�
DFWRU��-XOLH��DQG�WKH�DFWLRQ��WKURZLQJ�
-DQH¶V�VWXII��DW�WKH�EHJLQQLQJ���:KHQ�
ZH�WU\�WR�VSHDN�IRUPDOO\��ZH�FDQ�IDOO�
LQWR�SDVVLYH�YRLFH���<HW��LW�VRXQGV�

This Way! 
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VWXII\��DQG�VR�XQIDPLOLDU�WR�\RXU�
OLVWHQHU¶V�HDU�WKDW�KH�ZLOO�VWUXJJOH�WR�
SURFHVV�WKH�SRLQW�ZKLOH�\RX¶YH�DOUHDG\�
PRYHG�RQ�WR�WKH�QH[W�WKLQJ�\RX�ZDQWHG�
WR�VD\��
�

7ZLFH�DQG�WKULFH�RYHU��DV�
WKH\�VD\��JRRG�LV�LW�WR�UHSHDW�
DQG�UHYLHZ�ZKDW�LV�JRRG���
�����������������������������������a�3ODWR��
�
.QRZLQJ�WKDW�\RXU�DXGLHQFH�RQO\�

KHDUV�ZKDW�\RX�DUH�VD\LQJ�WKH�RQH�WLPH�
\RX�VD\�LW��LQYLWHV�\RX�WR�HPSOR\�
UHSHWLWLRQ���/LVWHQHUV�DUH�PRUH�OLNHO\�WR�
DEVRUE�D�VRXQG�ZKHQ�LW�LV�UHSHDWHG���:H�
DUH�RIWHQ�XQFRQVFLRXVO\�ZDLWLQJ�IRU�D�
UHSHWLWLRQ�WR�RFFXU�VR�ZH�FDQ�FRQILUP�
ZKDW�ZH�WKRXJKW�ZH�KHDUG��%URZQHOO��
��������$V�D�UHVXOW��HPSOR\LQJ�
UHSHWLWLRQ�FDQ�HPSKDVL]H�DQ�LGHD�IRU�WKH�
OLVWHQHU���(PSOR\LQJ�UHSHWLWLRQ�RI�D�
ZRUG��ZRUGV��RU�VHQWHQFH�FDQ�FUHDWH�D�
UK\WKP�IRU�WKH�OLVWHQHU¶V�HDU���
(PSOR\LQJ�UHSHWLWLRQ�WRR�RIWHQ��WKRXJK��
FDQ�EH�WLUHVRPH��
,I�\RX�GRQ¶W�ZDQW�WR�UHSHDW�WKLQJV�VR�

RIWHQ�\RX�UHPLQG�\RXU�OLVWHQHU�RI�D�
VRXQG�FOLS�RQ�HQGOHVV�ORRS��\RX�FDQ�
DOVR�FXH�\RXU�OLVWHQHU�WKURXJK�YRFDO�
HPSKDVLV���9ROXPH�LV�D�WRRO�VSHDNHUV�
FDQ�HPSOR\�WR�JDLQ�DWWHQWLRQ���&HUWDLQO\�
SDUHQWV�XVH�LW�DOO�RI�WKH�WLPH���<HW��\RX�
SUREDEO\�GRQ¶W�ZDQW�WR�VSHQG�\RXU�
HQWLUH�VSHHFK�VKRXWLQJ�DW�\RXU�
DXGLHQFH���,QVWHDG��\RX�FDQ�PRGXODWH�
\RXU�YRLFH�VR�WKDW�\RX�VD\�VRPHWKLQJ�
LPSRUWDQW�VOLJKWO\�ORXGHU���2U��\RX�VD\�
VRPHWKLQJ�PRUH�VRIWO\��DOWKRXJK�VWLOO�
DXGLEOH��EHIRUH�HFKRLQJ�LW�DJDLQ�ZLWK�
JUHDWHU�YROXPH�WR�HPSKDVL]H�WKH�
UHSHWLWLRQ���&KDQJLQJ�\RXU�SLWFK�RU�
YROXPH�FDQ�KHOS�VHFXUH�DXGLHQFH�
DWWHQWLRQ�IRU�D�ORQJHU�SHULRG�RI�WLPH��DV�
ZH�ZHOFRPH�WKH�YDULHW\���
3DFH�LV�DQRWKHU�VSHDNHU¶V�IULHQG���

7KLV�LV�QRW�WR�EH�FRQIXVHG�ZLWK�WKH�
PRYLQJ�EDFN�DQG�IRUWK�WKURXJKRXW�D�
VSHHFK�WKDW�VRPHRQH�PLJKW�GR�
QHUYRXVO\��LQDGYHUWHQWO\�LQGXFLQJ�
PRWLRQ�VLFNQHVV�LQ�KLV�DXGLHQFH����
,QVWHDG�LW�UHIHUV�WR�SODQQLQJ�WR�SDXVH�
DIWHU�DQ�LPSRUWDQW�SRLQW�RU�TXHVWLRQ�WR�

DOORZ�\RXU�DXGLHQFH�WKH�RSSRUWXQLW\�WR�
WKLQN�DERXW�ZKDW�\RX�KDYH�MXVW�VDLG���
2U��\RX�PLJKW�VSHDN�PRUH�TXLFNO\�
�DOWKRXJK�VWLOO�FOHDUO\��WR�HPSKDVL]H�
\RXU�IHDU�RU�EXLOG�KXPRU�LQ�D�ORQJ�OLVW�
RI�FRQFHUQV�ZKLOH�VKDULQJ�DQ�DQHFGRWH���
$OWHUQDWHO\��\RX�FRXOG�VORZ�GRZQ�IRU�
PRUH�VROHPQ�WRSLFV�RU�WR�HPSKDVL]H�WKH�
ZRUGV�LQ�D�FULWLFDO�VWDWHPHQW���)RU�
LQVWDQFH��D�SHUVXDVLYH�VSHDNHU�OREE\LQJ�
IRU�DQ�DXGLHQFH�WR�VWRS�FXWWLQJ�GRZQ�
WUHHV�LQ�KHU�QHLJKERUKRRG�PLJKW�VD\��
³WKLV�FDQ¶W�FRQWLQXH��,W¶V�XS�WR�\RX�WR�GR�
VRPHWKLQJ�´�%XW�LPDJLQH�KHU�VD\LQJ�
WKHVH�ZRUGV�ZLWK�DWWHQWLRQ�SDLG�WR�
SDFLQJ�DQG�HDFK�SHULRG�UHSUHVHQWLQJ�D�
SDXVH���6KH�FRXOG�LQVWHDG�VD\��³7KLV���
&DQ¶W���&RQWLQXH��,W¶V�XS�WR�\RX���'R�
VRPHWKLQJ�´��

convince them to engage  
/LVWHQHUV�UHVSRQG�WR�SHRSOH���

&RQVLGHU�WKLV�LQWURGXFWLRQ�WR�D�VSHHFK�
DERXW�D�SDVVLRQ�IRU�FROOHJH�IRRWEDOO��
,W¶V�FROOHJH�IRRWEDOO�VHDVRQ���$FURVV�

WKH�QDWLRQ��WKH�VHDVRQ�EHJLQV�LQ�ODWH�
VXPPHU���7HDPV�SOD\�LQ�VHYHUDO�
GLIIHUHQW�GLYLVLRQV�LQFOXGLQJ�WKH�6(&��
WKH�$&&��DQG�%LJ�7HQ���6FKRROV�PDNH�D�
ORW�RI�PRQH\�SOD\LQJ�LQ�WKH�GLIIHUHQW�
GLYLVLRQV��EHFDXVH�SHRSOH�ORYH�WR�ZDWFK�
IRRWEDOO�RQ�79���&ROOHJH�IRRWEDOO�LV�
JUHDW�IRU�WKH�IDQV��WKH�SOD\HUV��DQG�WKH�
VFKRROV��
1RZ��FRPSDUH�LW�WR�WKLV�LQWURGXFWLRQ�

WR�DQRWKHU�VSHHFK�DERXW�WKH�VDPH�
SDVVLRQ��

:KHQ�,�ZDV�D�OLWWOH�ER\��VWDUWLQJ�DV�
HDUO\�DV�IRXU��P\�IDWKHU�ZRXOG�ZDNH�PH�
XS�RQ�)DOO�6DWXUGD\V�ZLWK�WKH�VDPH�
WKUHH�ZRUGV��³,W¶V�*DPH�'D\�´��0\�
GDG�ZDV�D�ELJ�&OHPVRQ�7LJHUV�IDQ��VR�
ZH�PLJKW�GULYH�WR�'HDWK�9DOOH\�WR�VHH�D�
JDPH���(YHU\RQH�ZRXOG�FRPH���P\�
PRP��P\�JUDQGSDUHQWV��DQG�IULHQGV�
ZKR�ZHQW�WR�&OHPVRQ�WRR���:H�ZRXOG�
DOO�WDLOJDWH�EHIRUH�WKH�JDPH�±�SOD\LQJ�
FRUQ�KROH��WRVVLQJ�D�IRDP�IRRWEDOO��DQG�
ZDWFKLQJ�WKH�VDWHOOLWH�79���(YHQ�WKRXJK�
ZH�ORYHG�&OHPVRQ�IRRWEDOO�EHVW��DOO�
FROOHJH�IRRWEDOO�ZDV�ZRUWK�ZDWFKLQJ���
<RX�QHYHU�NQHZ�ZKHQ�WKHUH�ZRXOG�EH�
DQ�XSVHW���<RX�FRXOG�FRXQW�RQ�VHHLQJ�
SUH�SURIHVVLRQDO�DWKOHWHV�SHUIRUPLQJ�
DPD]LQJ�IHDWV���%XW��EHVW�RI�DOO��LW�ZDV�D�
ZD\�WR�ERQG�ZLWK�P\�IDPLO\��DQG�ODWHU�
P\�IULHQGV��
%RWK�LQWURGXFWLRQV�VHW�XS�WKH�WRSLF�

DQG�HYHQ�JLYH�DQ�LGHD�RI�KRZ�WKH�
VSHHFK�ZLOO�EH�RUJDQL]HG���<HW��WKH�
VHFRQG�RQH�LV�PDGH�PRUH�LQWHUHVWLQJ�E\�
WKH�KXPDQ�HOHPHQW���7KH�VSHHFK�LV�
SHUVRQDOL]HG���
7KH�FROOHJH�IRRWEDOO�HQWKXVLDVW�

VSHDNHU�PLJKW�FRQWLQXH�WR�PDNH�WKH�
VSHHFK�LQWHUHVWLQJ�WR�KLV�OLVWHQHUV�E\�
DSSHDOLQJ�WR�FRPPRQDOLWLHV���+H�PLJKW�
DFNQRZOHGJH�WKDW�QRW�HYHU\RQH�LQ�KLV�
FODVV�LV�D�&OHPVRQ�IDQ��EXW�DOO�RI�WKHP�
FDQ�DJUHH�WKDW�WKHLU�VFKRRO¶V�IRRWEDOO�
WHDP�LV�IXQ�WR�ZDWFK���&RQQHFWLQJ�ZLWK�
WKH�DXGLHQFH�WKURXJK�UHIHUHQFLQJ�WKLQJV�
WKH�VSHDNHU�KDV�LQ�FRPPRQ�ZLWK�WKH�
OLVWHQHUV�FDQ�IXQFWLRQ�DV�DQ�DSSHDO�WR�
HWKRV���7KH�VSHDNHU�LV�FUHGLEOH�WR�WKH�
DXGLHQFH�EHFDXVH�KH�LV�OLNH�WKHP���2U��LW�
FDQ�ZRUN�DV�DQ�DSSHDO�WR�SDWKRV���$�
VSHDNHU�PLJKW�HPSOR\�WKLV�HPRWLRQDO�
DSSHDO�LQ�D�SHUVXDVLYH�VSHHFK�DERXW��
+DELWDW�IRU�+XPDQLW\�E\�DVNLQJ�KHU�
DXGLHQFH�WR�WKLQN�ILUVW�DERXW�WKH�
FRPIRUWV�RI�KRPH�RU�GRUP�OLYLQJ�WKDW�
WKH\�DOO�WDNH�IRU�JUDQWHG���
�

,I�\RX�HQJDJH�SHRSOH�RQ�D�
YLWDO��LPSRUWDQW�OHYHO��WKH\�
ZLOO�UHVSRQG���
� ������a�(GZDUG�%RQG��
�
�
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,Q�VSHDNLQJ�WR�WKH�DXGLHQFH�DERXW�WKH�
FRPIRUWV�RI�GRUP�OLYLQJ��WKH�VSHDNHU�LV�
XQOLNHO\�WR�UHIHU�WR�WKH�³GRUPLWRULHV�
ZKHUH�ZH�HDFK�UHVLGH�´��0RUH�OLNHO\��
VKH�PLJKW�VD\��³WKH�GRUPV�ZH�OLYH�LQ�´��
$V�ZLWK�HOHFWLQJ�WR�XVH�DFWLYH�YRLFH��
VSHDNHUV�FDQ�FKRRVH�WR�EH�PRUH�
FRQYHUVDWLRQDO�WKDQ�WKH\�PLJKW�EH�LQ�
ZULWLQJ�DQ�HVVD\�RQ�WKH�VDPH�WRSLF���
7KH�VSHDNHU�PLJKW�XVH�FRQWUDFWLRQV��RU�
FROORTXLDOLVPV��RU�PDNH�FRPSDULVRQV�WR�
SRSXODU�WHOHYLVLRQ�VKRZV��PXVLF��RU�
PRYLHV���7KLV�ZLOO�KHOS�WKH�OLVWHQHUV�IHHO�
OLNH�WKH�VSHDNHU�LV�LQ�FRQYHUVDWLRQ�ZLWK�
WKHP�±�DGPLWWHGO\�D�RQH�VLGHG�RQH�±�
UDWKHU�WKDQ�WDONLQJ�DW�WKHP���,W�FDQ�EH�
RII�SXWWLQJ�WR�IHHO�WKH�VSHDNHU�LV�VLPSO\�
UHFLWLQJ�IDFWV�DQG�ILJXUHV�DQG�UXVKLQJ�WR�
JHW�WKURXJK�WR�WKH�HQG�RI�WKHLU�VSHHFK��
ZKHUHDV�OLVWHQHUV�UHVSRQG�WR�VRPHRQH�
WDONLQJ�WR�WKHP�FDOPO\�DQG�FRQILGHQWO\���
%HLQJ�FRQYHUVDWLRQDO�FDQ�KHOS�WR�
FRQYH\�WKLV�DWWLWXGH�HYHQ�ZKHQ�RQ�WKH�
LQVLGH�WKH�VSHDNHU�LV�IDU�IURP�FDOP�RU�
FRQILGHQW���1HYHUWKHOHVV��HPSOR\�WKLV�

VWUDWHJ\�ZLWK�FDXWLRQ���%HLQJ�WRR�
FROORTXLDO��IRU�LQVWDQFH�XVLQJ�³'XGH´�
WKURXJKRXW�WKH�VSHHFK��FRXOG�
XQGHUPLQH�\RXU�FUHGLELOLW\���2U�D�
SRSXODU�FXOWXUH�H[DPSOH�WKDW�\RX�WKLQN�
LV�JRLQJ�WR�EH�ZLGHO\�UHFRJQL]HG�PLJKW�
QRW�EH�WKH�FRPPRQ�NQRZOHGJH�\RX�
WKLQN�LW�LV��DQG�FRXOG�FRQIXVH�DXGLHQFHV�
ZLWK�QRQ�QDWLYH�OLVWHQHUV���
�

&KRLFH�RI�DWWHQWLRQ���WR�SD\�
DWWHQWLRQ�WR�WKLV�DQG�LJQRUH�
WKDW���LV�WR�WKH�LQQHU�OLIH�ZKDW�
FKRLFH�RI�DFWLRQ�LV�WR�WKH�
RXWHU��,Q�ERWK�FDVHV��D�PDQ�LV�
UHVSRQVLEOH�IRU�KLV�FKRLFH�
DQG�PXVW�DFFHSW�WKH�
FRQVHTXHQFHV��ZKDWHYHU�WKH\�
PD\�EH���
���������������������a�:��+��$XGHQ��

conclusion 
$GPLWWHGO\��WKLV�GLVFXVVLRQ�RI�

OLVWHQLQJ�PD\�DGG�D�OD\HU�RI�
LQWLPLGDWLRQ�IRU�SXEOLF�VSHDNHUV���$IWHU�
DOO��LW�FDQ�EH�GDXQWLQJ�WR�WKLQN�RI�
KDYLQJ�WR�JHW�DQ�DXGLHQFH�WR�QRW�RQO\�
KHDU��EXW�DOVR�WUXO\�OLVWHQ���
1HYHUWKHOHVV��RQFH�ZH�UHFRJQL]H�WKH�
GLIIHUHQFH�DQG�EHFRPH�DZDUH�RI�DFWLYH�
OLVWHQLQJ�DQG�LWV�EDUULHUV��ZH�FDQ�EHWWHU�
WDLORU�RXU�VSRNHQ�ZRUGV�WR�FDSWLYDWH�
DQG�HQJDJH�DQ�DXGLHQFH���$�EURDGHU�
DZDUHQHVV�RI�WKH�LPSRUWDQFH�RI�
HIIHFWLYH�OLVWHQLQJ�LV�DQRWKHU�ZHDSRQ�LQ�
\RXU�DUVHQDO�DV�D�SXEOLF�VSHDNHU���$W�WKH�
VDPH�WLPH��EXLOGLQJ�XS�\RXU�RZQ�
HIIHFWLYH�OLVWHQLQJ�VNLOOV�FDQ�HQKDQFH�
\RXU�DFDGHPLF��SURIHVVLRQDO��DQG�
SHUVRQDO�VXFFHVV���%HLQJ�KHDUG�LV�RQH�
WKLQJ��EXW�VSHDNHUV�QHHG�OLVWHQHUV�WR�
FRPSOHWH�WKH�FRPPXQLFDWLRQ�ORRS���
5HDS�WKH�UHZDUGV��,QVWHDG�RI�VD\LQJ�³,�
KHDU�\RX�´�WU\�RXW�³,¶P�OLVWHQLQJ�´
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review questions and activities 
 
review questions 
 

�� :KDW�GLVWLQJXLVKHV�OLVWHQLQJ�IURP�KHDULQJ"�

�� :KDW�DUH�VRPH�EHQHILWV�IRU�\RX�SHUVRQDOO\�IURP�HIIHFWLYH�OLVWHQLQJ"�

�� 1DPH�DQG�JLYH�DQ�H[DPSOH�RI�HDFK�RI�WKH�WKUHH�$¶V�RI�DFWLYH�OLVWHQLQJ��

�� ,GHQWLI\�WKH�WKUHH�PDLQ�EDUULHUV�WR�OLVWHQLQJ��:KLFK�RI�WKHVH�EDUULHUV�LV�PRVW�SUREOHPDWLF�IRU�\RX"��:KDW�

FDQ�\RX�GR�DERXW�LW"�

�� :KDW�GRHV�DQ�HIIHFWLYH�OLVWHQHU�GR�ZLWK�WKH�H[WUD�WKRXJKW�SURFHVV�WLPH�ZKLOH�D�VSHDNHU�LV�VSHDNLQJ�RQO\�

����ZRUGV�SHU�PLQXWH"�

�� +RZ�FDQ�\RX�FRPPXQLFDWH�QRQ�YHUEDOO\�WKDW�\RX�DUH�OLVWHQLQJ"�

�� :KDW�DUH�VRPH�FRQVLGHUDWLRQV�LQ�RIIHULQJ�FRQVWUXFWLYH�IHHGEDFN"�

�� :KDW�DUH�VWUDWHJLHV�WKDW�KHOS�KROG�\RXU�OLVWHQHUV¶�DWWHQWLRQ�GXULQJ�\RXU�VSHHFK"�

 
 
activities 

�� 'LVFXVV�WKH�IROORZLQJ�LQ�VPDOO�JURXSV���+RZ�GR�\RXU�OLVWHQLQJ�EHKDYLRUV�FKDQJH�LQ�WKH�IROORZLQJ�
VLWXDWLRQV���$���$W�D�FRQFHUW��%���,Q�FODVV��&���$W�WKH�GLQQHU�WDEOH�ZLWK�\RXU�SDUHQWV��'���,Q�D�GRFWRU¶V�
RIILFH"��:KDW�DUH�WKH�GLVWUDFWLRQV�DQG�RWKHU�EDUULHUV�WR�OLVWHQLQJ�\RX�PLJKW�HQFRXQWHU�LQ�HDFK�VHWWLQJ"��
:KDW�PLJKW�\RX�GR�WR�RYHUFRPH�WKH�EDUULHUV�WR�HIIHFWLYH�OLVWHQLQJ�LQ�HDFK�VLWXDWLRQ"��
�

�� /LVWHQ�WR�VRPHRQH�\RX�GLVDJUHH�ZLWK��PD\EH�D�SROLWLFLDQ�IURP�WKH�RSSRVLQJ�SDUW\��DQG�ZRUN�WR�OLVWHQ�
DFWLYHO\�ZLWK�DQ�RSHQ�PLQG���7U\�WR�SD\�DWWHQWLRQ�WR�WKH�SHUVRQ¶V�DUJXPHQW�DQG�WKH�UHDVRQV�KH�RIIHUV�LQ�
VXSSRUW�RI�KLV�SRLQW�RI�YLHZ���<RXU�JRDO�LV�WR�LGHQWLI\�ZK\�WKH�VSHDNHU�EHOLHYHV�ZKDW�KH�GRHV�DQG�KRZ�KH�
SURYHV�LW���<RX�QHHG�QRW�EH�FRQYHUWHG�E\�WKLV�SHUVRQ¶V�DUJXPHQW��
�

�� 5HIOHFW�RQ�D�VLWXDWLRQ�LQ�\RXU�SHUVRQDO�OLIH�ZKHUH�SRRU�OLVWHQLQJ�VNLOOV�FUHDWHG�D�SUREOHP���%ULHIO\�
GHVFULEH�WKH�VLWXDWLRQ��WKHQ�VSHQG�WKH�EXON�RI�\RXU�UHIOHFWLRQ�DQDO\]LQJ�ZKDW�ZHQW�ZURQJ�LQ�WHUPV�RI�
OLVWHQLQJ�DQG�KRZ��VSHFLILFDOO\��HIIHFWLYH�OLVWHQLQJ�ZRXOG�KDYH�PDGH�D�GLIIHUHQFH���6KDUH�\RXU�
REVHUYDWLRQV�LQ�VPDOO�JURXS�FODVV�GLVFXVVLRQ��
�

�� 6SHQG�D�IHZ�PLQXWHV�EUDLQVWRUPLQJ�\RXU�WULJJHU�ZRUGV���:KDW�DUH�WKH�ZRUGV�WKDW�ZRXOG�SURYRNH�D�VWURQJ�
HPRWLRQDO�UHVSRQVH�LQ�\RX"��/LVW�WKUHH�FRQFUHWH�VWUDWHJLHV�\RX�PLJKW�XVH�WR�FRPEDW�WKLV�ZKLOH�EHLQJ�DQ�
HIIHFWLYH�OLVWHQHU��

 
�
�
�

�
�
�
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glossary

 
Appreciative Listening 

/LVWHQLQJ�IRU�HQWHUWDLQPHQW�RU�
SOHDVXUH�SXUSRVHV��7KLV�LV�WKH�W\SH�RI�
OLVWHQLQJ�ZH�PLJKW�HPSOR\�OLVWHQLQJ�
WR�PXVLF��ZDWFKLQJ�WHOHYLVLRQ��RU�
YLHZLQJ�D�PRYLH��

Auditory Association 
7KH�SURFHVV�E\�ZKLFK�WKH�PLQG�VRUWV�
WKH�SHUFHLYHG�VRXQG�LQWR�D�FDWHJRU\�
VR�WKDW�KHDUG�LQIRUPDWLRQ�LV�
UHFRJQL]HG���1HZ�VWLPXOL�LV�
GLIIHUHQWLDWHG�E\�FRPSDULQJ�DQG�
FRQWUDVWLQJ�ZLWK�SUHYLRXVO\�KHDUG�
VRXQGV��

Communication Loop 
$�WUDGLWLRQDO�FRPPXQLFDWLRQ�PRGHO�
WKDW�KDV�ERWK�VHQGHU�DQG�UHFHLYHU�
VKDULQJ�UHVSRQVLELOLW\�IRU�
FRPPXQLFDWLQJ�D�PHVVDJH��OLVWHQLQJ��
DQG�RIIHULQJ�IHHGEDFN���7KH�VHQGHU�
HQFRGHV�D�PHVVDJH�IRU�WKH�UHFHLYHU�WR�
GHFRGH���(IIHFWLYHQHVV�RI�WKH�
FRPPXQLFDWLRQ�GHSHQGV�RQ�WKH�WZR�
VKDULQJ�D�VLPLODU�LQWHUSUHWDWLRQ�RI�WKH�
PHVVDJH�DQG�IHHGEDFN��ZKLFK�FDQ�EH�
YHUEDO�RU�QRQYHUEDO����

Constructive Feedback 
)RFXVHV�RQ�EHLQJ�VSHFLILF��
DSSOLFDEOH��LPPHGLDWH��DQG�LQWHQGV�WR�
KHOS�WKH�VSHDNHU�WR�LPSURYH��7KH�
IHHGEDFN�VKRXOG�EH�SKUDVHG�DV�³7KH�
VWRU\�\RX�WROG�DERXW�\RX�DQG�\RXU�
VLVWHU�LQ�'LVQH\ODQG�UHDOO\�KHOSHG�PH�
WR�XQGHUVWDQG�\RXU�UHODWLRQVKLS«´�
UDWKHU�WKDQ�³WKDW�ZDV�JUHDW��-DQH�´�

Critical Listening 
:KHQ�ZH�DUH�OLVWHQLQJ��DLPLQJ�WR�
JDLQ�LQIRUPDWLRQ�ZLWK�ZKLFK�ZH�ZLOO�
HYDOXDWH�D�VSHDNHU��RU�WKH�SURGXFW�RU�
SURSRVDO�WKH�VSHDNHU�LV�HQGRUVLQJ���
7KLV�LV�RIWHQ�HPSOR\HG�ZKHQ�ZH�DUH�
ORRNLQJ�WR�PDNH�FKRLFHV��RU�ILQG�
SRLQWV�RI�GLVDJUHHPHQW�ZLWK�D�
VSHDNHU��

“Deaf Spots”�
7KH�SUHFRQFHLYHG�QRWLRQV�RU�EHOLHIV�
D�OLVWHQHU�PLJKW�KROG�GHDU�WKDW�FDQ�
LQWHUIHUH�ZLWK�OLVWHQLQJ�HIIHFWLYHO\���
7KHVH�DUH�EDUULHUV�WR�KDYLQJ�DQ�RSHQ�
PLQG�WR�UHFHLYH�WKH�VHQGHU¶V�
PHVVDJH���

Emotional Trigger 
$�ZRUG��FRQFHSW��RU�LGHD�WKDW�FDXVHV�
WKH�OLVWHQHU�WR�UHDFW�HPRWLRQDOO\���
:KHQ�OLVWHQHUV�UHDFW�WR�D�VSHDNHU�
IURP�DQ�HPRWLRQDO�SHUVSHFWLYH��WKHLU�
DELOLW\�WR�OLVWHQ�HIIHFWLYHO\�LV�
FRPSURPLVHG��

Empathetic (Therapeutic) Listening 
$�OHYHO�RI�UHODWLRQVKLS�OLVWHQLQJ�WKDW�
DLPV�WR�KHOS�WKH�VSHDNHU�IHHO�KHDUG�
DQG�XQGHUVWDQG��DOVR�DSSUHFLDWHG���
7KLV�LV�DOVR�NQRZQ�DV�WKHUDSHXWLF�
OLVWHQLQJ�DV�LW�LV�HPSOR\HG�PRVW�RIWHQ�
E\�FRXQVHORUV��FRQIOLFW�PHGLDWRUV��RU�
UHOLJLRXV�UHSUHVHQWDWLYHV��

Ethos 
$�VSHDNHU�DLPV�WR�HVWDEOLVK�
FUHGLELOLW\�RQ�WKH�WRSLF�DW�KDQG�ZLWK�
KHU�DXGLHQFH�E\�DSSHDOLQJ�WR�HWKRV���
7KLV�UHIOHFWV�WKH�VSHDNHU¶V�FKDUDFWHU��
KHU�DELOLW\�WR�VSHDN�WR�WKH�YDOXHV�RI�
WKH�OLVWHQHU��DQG�KHU�FRPSHWHQFH�WR�
GLVFXVV�WKH�WRSLF��

Hearing 
+HDULQJ�LV�D�WKUHH�VWHS�SURFHVV���,W�
LQYROYHV�UHFHLYLQJ�VRXQG�LQ�WKH�HDU��
SHUFHLYLQJ�VRXQG�LQ�WKH�EUDLQ��DQG�
SURFHVVLQJ�WKH�LQIRUPDWLRQ�RIIHUHG�
E\�WKH�VRXQG�WR�DVVRFLDWH�DQG�
GLVWLQJXLVK�LW��

Informational Listening 
/LVWHQLQJ�WR�OHDUQ�LQIRUPDWLRQ���)RU�
LQVWDQFH��WKLV�LV�WKH�NLQG�RI�OLVWHQLQJ�
VWXGHQWV�HPSOR\�LQ�FODVVURRP�
VHWWLQJV�WR�JDLQ�NQRZOHGJH�DERXW�D�
WRSLF��

Intrinsic Motivation  
(IIHFWLYH�OLVWHQHUV�ZLOO�ILQG�D�UHDVRQ�
ZLWKLQ�WKHPVHOYHV�WR�ZDQW�WR�KHDU��
XQGHUVWDQG��LQWHUSUHW��DQG�UHPHPEHU�
WKH�VSHDNHU¶V�PHVVDJH���:DQWLQJ�WR�
SDVV�D�SRVVLEOH�TXL]�LV�DQ�H[WULQVLF�
PRWLYDWLRQ��ZKLOH�ZDQWLQJ�WR�OHDUQ�
WKH�PDWHULDO�RXW�RI�FXULRVLW\�DERXW�
WKH�WRSLF�LV�LQWULQVLF�PRWLYDWLRQ��

“Listener’s Lean” 
$XGLHQFH�PHPEHUV�ZKR�DUH�LQWHQW�RQ�
ZKDW�LV�EHLQJ�VDLG�ZLOO�OHDQ�IRUZDUG���
7KLV�LV�D�QRQYHUEDO�HQGRUVHPHQW�RI�
WKH�OLVWHQHU¶V�DWWHQWLRQ�DQG�WKH�HIIHFW�
RI�WKH�VSHDNHU¶V�PHVVDJH��

Listening 
7KLV�LV�WKH�FRQVFLRXV�DFW�RI�IRFXVLQJ�
RQ�WKH�ZRUGV�RU�VRXQGV�WR�PDNH�
PHDQLQJ�RI�D�PHVVDJH���/LVWHQLQJ�
UHTXLUHV�PRUH�LQWHQWLRQDO�HIIRUW�WKDQ�
WKH�SK\VLRORJLFDO�DFW�RI�KHDULQJ��

Listening Reminder 
$�QRWH�PDGH�E\�D�OLVWHQHU�
DFNQRZOHGJLQJ�LQWHQW�WR�IRFXV�RQ�WKH�
VSHDNHU¶V�PHVVDJH�DQG�WXQH�RXW�
GLVWUDFWLRQV��$�UHPLQGHU�PLJKW�DOVR�
HQFRXUDJH�D�OLVWHQHU�WR�NHHS�DQ�RSHQ�
PLQG��RU�WR�SURYLGH�RSHQ�DQG�
HQFRXUDJLQJ�ERG\�ODQJXDJH���

Nonverbal Communication 
3K\VLFDO�EHKDYLRUV�WKDW�FRPPXQLFDWH�
WKH�PHVVDJH�RU�WKH�IHHGEDFN�IURP�WKH�
OLVWHQHU���7KHVH�LQFOXGH�OHDQLQJ�LQ��
QRGGLQJ�RQH¶V�KHDG��PDLQWDLQLQJ�H\H�
FRQWDFW��FURVVLQJ�DUPV�LQ�IURQW�RI�WKH�
ERG\��DQG�RIIHULQJ�VRXQGV�RI�
DJUHHPHQW�RU�GLVVHQW��

Pathos 
� $Q�DSSHDO�WR�WKH�DXGLHQFH¶V�

HPRWLRQV��WU\LQJ�WR�WULJJHU�V\PSDWK\��
SLW\��JXLOW��RU�VRUURZ���3DWKRV��DORQJ�
ZLWK�HWKRV��DQG�ORJRV��PDNH�XS�WKH�
UKHWRULFDO�WULDQJOH�RI�DSSHDOV��
DFFRUGLQJ�WR�$ULVWRWOH���$Q�HIIHFWLYH�
VSHDNHU�ZLOO�DSSHDO�WR�DOO�WKUHH��

Relational Listening  
7KH�DFWLYH�DQG�LQYROYHG�OLVWHQLQJ�
ZH�GR�ZLWK�SHRSOH�ZH�ORYH�DQG�FDUH�
DERXW���7KLV�LV�OLVWHQLQJ�ZKHUH�ZH�
DFNQRZOHGJH�RXU�V\PSDWK\�IRU�WKH�
VSHDNHU��HQFRXUDJH�WKHP�WR�WHOO�
PRUH��DQG�EXLOG�WUXVW�ZLWK�IULHQGV�RU�
IDPLO\�PHPEHUV�E\�VKRZLQJ�
LQWHUHVW�LQ�WKHLU�FRQFHUQV��

Writing for the Ear 
.HHSLQJ�LQ�PLQG��ZKHQ�ZULWLQJ�D�
VSHHFK��WKDW�\RX�PXVW�XVH�ODQJXDJH��
SDFH��UHSHWLWLRQ��DQG�RWKHU�HOHPHQWV�
WR�KHOS�\RXU�DXGLHQFH�WR�KHDU�DQG�VHH�
ZKDW�\RX�DUH�VSHDNLQJ�DERXW��
5HPHPEHU��WKH�OLVWHQHU�PXVW�KHDU�
DQG�XQGHUVWDQG�\RXU�PHVVDJH�DV�\RX�
VSHDN�LW��
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Appendix A 
Listening Profile 
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