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Listening and Hearing—
Are they really the same?

e Hearing Is a passive process—iIt occurs
when sound waves enter your eardrums

 Listening Is an active process—it requires a
conscious decision to actively take part in
the listening process




Fast Facts!

o We listen at 125-250 wpm, think at 1000-3000 wpm

e /5% of the time we are distracted, preoccupied or
forgetful

e 20% of the time, we remember what we hear
e More than 35% of businesses think

listening Is a top skill for success




Bad Listening Habits

Static listener (no feedback, no expression)

Monotonous feedback giver (responds the same regardless
of what you say)

Overly expressive listener (gives extreme responses)
Reader/writer (occasionally glances up)

Eye avoider (looks at everything but you)
Preoccupied listener (doing other things at

the same time) 4 -



Active Listening

e This 1s one of the best communication skills
anyone can learn!

* Involves three steps
1. Paraphrase the speak
2. Express an understanding of the




Conflict—I t ' S norr

Many peopl e feel con
Is actually healthy in relationships.
e What is it?

— Interpersonal situations in which two or more
Individuals perceive their needs or




Conflict Styles

e Non-Assertive

— This Is characterized as the inability or
unwillingness to express thoughts or feelings in
a conflict
 Often equated with a lack of confidence or
self-esteem

Office Space-Stapler



http://www.youtube.com/watch?v=P0c3BkhprZ0&feature=related
http://www.youtube.com/watch?v=P0c3BkhprZ0&feature=related
http://www.youtube.com/watch?v=P0c3BkhprZ0&feature=related

Styles continued

e Passive Aggressive
— This Is characterized by a communicator who

expresses hostility in an obscure way.

* Involves feelings of resentment or anger that the
person is unable or unwilling to express.

Office Space-Flare



http://www.youtube.com/watch?v=3ZpVPG8elv4&feature=related
http://www.youtube.com/watch?v=3ZpVPG8elv4&feature=related
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More Styles

* Direct Aggression

— This style is characterized by a communicator
who expresses a criticism or demand that
threatens the face of the other party

e Includes the following: character
attacks, competence attacks,

A Few Good Men
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Healthiest Style

e Assertive

— This Is characterized when a message expresses
the needs, thoughts, and feelings of one party
without judging or dictating to the other party.

e Assertive messages contain three parts
1. Empathy Statement




Empathy Statement

e This statement expresses your
understanding and acknowledgement of the
ot her person’s situa

—E X : I under stand t hat
stressed | ately sapnpd It




| Statement

* This statement reflects how you are feeling
from the situatil on a
rat her than accusato

— EXx: however, | feel very frustrated when |
show up at the place we decided to




Need Statement

 This statement reflects a request or need
that you feel will help resolve the
situation—the need should not be
unrealistic for the other party

— Ex: so, | would really appreciate it
If in the future you would take
extra measures to make sure . NS




