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OBJECTIVES

You should study the chapter
to know

 the importance of listening

¢ why some people are poor
listeners

e the common myths about
liste-ning and guard against
them

o the traits of a good listener

¢ the different modes and
types of listening

e the barriers to effective
listening

¢ how to take notes and listen
intensively

Active Listening

INTRODUCTION

Imagine that a member of your team, in a meeting with potential
clients, involuntarily keeps yawning. This behaviour would obviously
put the clients off. Their professional evaluation of your organization
would be negative and they might not want to go ahead with their
business proposal. We would definitely not want someone dozing off
when we are speaking to them. Likewise, we should attentively listen
when someone else is addressing us.

Listening is a very important skill. Most people are oblivious of the
time they spend in purposeful listening. Listening is quite similar to
reading, as it involves the reception and decoding of verbal messages
from another person. It is unwise to rely solely on receiving the message;
meticulous efforts should be made not only to receive these messages
but also to interpret them correctly. This is illustrated by the following
example: In a biology class, the teacher asked the students to refer to
Origin of Species by Darwin. One student sincerely rummaged through
the library bookshelves looking for Oranges and Peaches, but to his utter
dismay, he just could not find it. When narrated as a story, this sounds
funny, but in reality, we regularly come across such situations, where
confusion arises because of poor listening skills.

No communication process is complete without listening. Several studies
have indicated that business people spend almost 45 per cent of their
working time in listening. According to management guru Tom Peters,
listening is an essential management and leadership skill. Similarly,
effective listening is extremely important for students, as they spend
most of their time listening to lectures. While we may not necessarily be
born good listeners, active listening skills can be learnt and developed.
Sharp learners may be poor listeners and, unbelievable as it may sound,
those with imperfect hearing may still be excellent listeners. We can
define listening as follows: Listening is a process of receiving, interpreting,
and reacting fo a message received from the speaker.
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Meaning and Art of Listening

Listening is very different from hearing. We hear numerous little sounds and noises during the
day without registering most of them. Birds chirping, cars honking, kids playing, and people
talking are examples of such sounds. We do not pay attention to these sounds because we are

not interested in them or because these sounds are not meaningful to us.

‘We have two ears and Listening is as important as talking. Good listening involves encouraging

one mouth so that we can
listen twice as much as we

speak.

o
@

the other person (the speaker in this case) by being sensitive to the
thoughts and emotions hidden in their expressions. We also need to be
—Epictetus ~ patient while listening because otherwise we will lose track of what is

being said.

Listening takes a lot of energy. It is becoming a lost art, as people have stopped realizing its
importance. Most children have a very short span of attention generally as well as in classrooms,
making the job of the teacher very difficult. Like any other art, such as dancing or singing,
listening also should be practised with full dedication and concentration. One can practise by
listening to chat shows on TV and making mental notes.

Importance of Listening and Empathy in Communication

Listening is very important in the communications process. People believe that a good speaker
is essentially a good communicator, but this may not be always true. We must gauge the person’s
listening skills during a conversation. We realize the importance of listening more when a very
close person does not listen to what we say and comes up with ‘Oh! I did not get you. Can you
say that again?’ She may have reacted this way because of divided attention. In our professional
life we cannot afford to do that. If you observe a salesperson carefully, you will realize that
he/she is successful not because of his/her persuasive power in speaking but because he/she has
listened to the customer’s need carefully, which has enabled him/her to sell his/her point well.

There is a close relationship between speaking and listening. Empathy plays a very important
role in listening. We must put ourselves in the speakers’ place and then listen. If we understand
the speakers’ viewpoint, apart from understanding them better, we will also be able to develop
a good rapport with them. It is very important to understand the emotions and feelings of a
person to better empathize with his/her viewpoint. We must listen without any biases and
prejudices, and be open to the views of other people.

Refer to the CD for a PowerPoint presentation on listening.

REASONS FOR POOR LISTENING

There are several reasons for poor listening. We will examine these reasons in this section.

Listening training is unavailable

Most people are formally trained in the major communicative skills of writing, reading, and
speaking. While listening is a skill all of us use most frequently, it is also a skill in which we
have least formal training. While workshops and conferences provide opportunities to improve
writing and speaking skills, it is difficult to find training to sharpen listening skills.

Speed of thought is more than speed of speech

Another reason for poor listening skills is that people can think faster than they can speak. Most
of us speak at the rate of about 125 words per minute. However, we have the mental capacity
to understand someone speaking at 400-500 words per minute (if that were possible). This



How Much are You Paid for Listening?

A manager asked her secretary to keep track of the
time she spent listening on the telephone. She was
shocked to discover that her company was paying
her 35 per cent of her salary, or $18,000, for this
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function. Amazingly, on the average, people are
only about 25 per cent efficient as listeners. With this
efficiency rate, she was being paid about $13,500
for the time she spent listening inefficiently!

difference between speed of speaking and thought means that when we listen to the average
speaker, we are using only 25 per cent of our mental capacity. We still have 75 per cent of
unutilized mental capacity. So, our mind starts wandering. This means that we need to make a
real effort to listen carefully, and concentrate more of our mental capacity on the act of listening.

We are inefficient listeners

Numerous tests confirm that humans are inefficient listeners. Studies conducted by Gail Miller
at Washington State University have shown that immediately after listening to a 10-minute
oral presentation, the average listener has heard, understood, and retained 50 per cent of what
was said. Within 48 hours, that drops off by another 50 per cent, to a final level of 25 per cent
efficiency. In other words, we often comprehend and retain only one fourth of what we hear.
We all want to be more than 25 per cent efficient. It is not difficult to see the many problems
ineficient listeners can create for themselves and others. Poor listening is the cause of many
personal and professional problems.

Listening versus Hearing

When we think about listening, we tend to assume that it is basically the same as hearing.
This is a misconception because it leads us to believe that effective listening is instinctive. As
a result, we make little effort to learn, or develop listening skills, and unknowingly neglect
a vital communication function. Consequently, we create unnecessary problems for others
and ourselves: misunderstandings, hurt feelings, confused instructions, loss of important
information, embarrassment, frustration, and lost opportunities. Listening involves a more
sophisticated mental process than hearing. It demands energy and discipline. Effective listening
is most often a learned skill. The first step is to realize that effective listening is an active, not
a passive, process. The belief that the power of the talker plays a major role in communication
is why many managers are poor listeners. In our society, talking is mistakenly viewed as more
important, with listening categorized as only a supportive function.

Poor Listening Habits

We often do a lot of things without thinking too much about them. These are our habits, which
have formed over many years of doing the same thing and getting by with it. The following are
some of these ingrained habits which result in poor listening.

Listening but not hearing Sometimes a person listens only to the supporting facts or details
or to the way they are presented, and misses the real meaning.

Rehearsing Some people listen only until they decide that they want to say something; then
they quit listening, start rehearsing what they want to say, and wait for the opportunity to jump
in and talk.

55
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Interrupting The listener does not wait to determine the complete meaning, but interrupts
so forcefully that the speaker stops in mid-sentence.

Hearing what is expected People frequently hear what they expect to hear; alternatively, they
refuse to hear what they do not want to hear.

Feeling defensive 'The listener assumes
that they know the speaker’s intention,
or why something was said; or for various
reasons, they expect to be attacked and react

defensively.

Listening for a point of disagree-
ment Some listeners seem to wait for the
chance to attack someone. They listen in-
tently for points on which they can disagree
and then attack or confront.

Labelling the subject matter uninterest-
ing A poor listener when faced with a
known topic might find the discussion dull.
They are convinced that the topic is unin-
teresting, and turn to the many other thoughts and concerns stored up in their minds for just
such an occasion—to start using that unoccupied 75 per cent of their mental capacity. A good
listener, on the other hand, might start at the same point, but would arrive at a difterent conclu-
sion. He/she would say, “That sounds like a dull subject and I do not see how it could help me
in my work. But I am here, so I guess I will pay attention and see what this person has to say.
Maybe there will be something I can use.’

‘The sales are low! We need to strategize. Call for a
brainstorming session in Goa.

Criticizing the delivery or appearance of the speaker Many of us do this regularly. We tend to
mentally criticize the speaker for not speaking distinctly, for talking too softly, for reading, for not
looking the audience in the eye, etc. We often do the same thing with the speaker’s appearance.

How to Solve Problems—by Listening

Employees frequently have excellent ideas about  realized that something was wrong and sensed

improving the productivity of the work environ-
ment. Managers who listen to these ideas solve
more problems than those who do not. These
managers create a sense of concern for their
staff while receiving better-quality information.
Ranjan Das, the foreman of a large manufactur-
ing plant, called in Krishnan, a supervisor of a
production line, into his office to explain the
plans for a new way to assemble machinery. Ran-
jan described how he thought the procedure
should be changed. Krishnan’s only response
was silence and a frown. The foreman, reading
Krishnan’s non-verbal communication accurately,

that Krishnan might have something to say. So
he said, ‘Krishnan, you have been in the depart-
ment longer than me. What is your reaction to my
suggestion? | am listening! Krishnan paused and
then began to speak. He realized his manager had
opened the door to communication and felt com-
fortable offering suggestions from his years of ex-
perience. As the two employees exchanged ideas,
a mutual respect and trust developed, along with
a solution to the technical problems. While listen-
ing, the manager remained in complete control
of the situation. He was an active, not a passive,
listener.
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If the speaker is not dressed as we think he/she should be, we tend to not listen closely or we
may immediately classify the speaker as liberal or conservative, a hippie or boring. However, if we
concentrate on what the speaker is saying, we may begin to understand the message and may even
get interested. The message is more important than the form in which it is delivered.

Becoming too stimulated Suppose we disagree with something a speaker has said. Then
following our own train of thought, we spend more time developing counter arguments, and no
longer listen to the speaker’s additional comments. We are busy formulating questions in our
mind to ask the speaker, or we may be thinking of arguments that can be used to disprove the
speaker. In such cases, our listening efficiency drops to nearly zero because of over-stimulation.
So, we must hear the speaker out before we react.

Listening only for facts Many of us listen only for facts and, while we may recall some
isolated facts, we miss the primary idea the speaker is trying to convey. We must ensure that our
concern for facts does not prevent us from hearing the speaker’s primary points.

Trying to outline everything that is being said Many speakers are so unorganized that their
comments really cannot be outlined in any logical manner. It is better to listen, in such a case,
for the main point. A good listener knows many ways of making notes and selects the best one
to fit a speaker.

Common Myths about Listening

To better understand what it takes to be a good emotions of the speaker, context, opinions, and ideas

listener, we must discard the following common

myths associated with listening.

Myth 1 'l do not have to concentrate: listening comes
naturally!

Truth  Being a good listener requires a conscious effort. You
must keep your mind constantly engaged and in gear.

Myth 2 ‘I am a good listener because | always get the facts
and figures straight!

Truth You may be a selective listener. You listen to the
facts and figures, but do not hear or comprehend
the rest of the information, such as questions raised,

TRAITS OF A GOOD LISTENER

discussed.

1

Myth3  ‘You should not interrupt when someone is speaking:

Truth A good listener does not hesitate to interrupt if the
speaker’s information is unclear. You must be an inquisi-
tive listener to be an effective listener.

Myth 4 A good listener paraphrases everything a speaker
says.

Truth If you constantly parrot people’s statements back
to them, they will think you are slow or—even worse—
proud. It is good to repeat key information and ask the
speaker to verify it, but do not rephrase all the comments.

Although acquiring the skill of active listening needs much effort, it is not impossible. A few
guidelines are given in the following paragraphs. Some actions might seem unnatural and
forced but can be inculcated with practice. For instance, it is very difficult to be patient with
a speaker if he/she appears to be irrational and illogical. However, we must be tolerant in
such circumstances. The guidelines suggested here will definitely help develop an attitude of
tolerance and understanding.

Being Non-evaluative

'The verbal and non-verbal behaviour of an active listener will suggest to the speaker that he/she
is being properly heard and understood. It should not, however, indicate what one thinks about
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the person. The purpose is to communicate, overlooking the qualities of
the ideas, attitudes, and values of the speaker. In other words, the speaker
is not to be evaluated for his/her personal qualities. Our behaviour should
convey the impression that we accept the speaker without making any
judgement of right or wrong, good or bad, suitable or unsuitable.

A good conversationalist

is popular, a good listener
even more so. Talk only if
you have something to say.

Paraphrasing

To clarify a point, one can simply paraphrase what the speaker has said and enquire from the
speaker whether one has heard it accurately. Use phrases like the following ones to ensure that
the information has been paraphrased correctly:

As | gather, you want to tell ...

So you mean to say that ...

Oh! Your feeling towards ...

Do you mean that ..

Reflecting Implications

To reflect on the implications of what has been said, it is necessary to go a bit beyond the direct
contents of the speaker, indicating appreciation of his/her ideas and what he/she is leading to.
'This may encourage the speaker to further extend the ideas. The listener’s aim here is to reflect
eagerness and zest by verbal or non-verbal means, thereby giving positive feedback. Phrases
such as the following can be used:

| am sure if you did that, you would be in a position to ...

So this might lead to a result which ...

So you are suggesting that we might ...

Will that help us to alleviate the problem of ...

If this technique is used to change the direction of the speaker’s thinking, by showing one’s
cleverness in suggesting ideas that the speaker has not thought of before, it creates distrust
between the two parties. However, if the technique is used with the genuine intention of
understanding more, one can certainly help the speaker by boosting his/her confidence and
making him/her believe that the listener has grasped the content well.

Reflecting Hidden Feelings

Attending Responses

Tone of voice can quickly
indicate if you are
interested. Use a warm,
informal, and friendly tone.

Sometimes, one has to go beyond the explicit feelings and content of
what is being said to unravel the underlying feelings, intentions, beliefs,
or values that may be influencing the speaker’s words. The listeners must

Address the speaker by try and empathize or identify themselves with the speaker, to experience
his first name, whenever what they feel. One can express one’s sentiments by using phrases such as:
eJapproprlate. If 1 were in your place, | would not have handled the situation so well.

argon

Unless you know speakers That must have been a satisfying experience.

well enough to know their
familiarity with technical
language, avoid using
language that could be
perceived as techno-
babble.

If lwere in such a situation, | would have sought the help of seniors.
If that had happened to me, | would have been very upset.

In reflecting the speaker’s covert feelings, one must be careful not to
overexpose the speaker, by coaxing them to admit more than they desire.
We should also avoid suggesting to the speaker that the feelings we reflect
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As a Good Listener

Use affirmative prompting through verbal or non-  your brows can be misinterpreted by the speaker
verbal means, where appropriate, to encourage the  and interrupt the flow of thought.
speaker.
Be careful with your own body language. Cross-
ing and re-crossing your legs, slumping, or raising

are what ought to be felt by the speaker in such a situation. This would make the speaker feel
evaluated. Acceptance is conveyed more by one’s manner and tone than by words. We have
already studied non-verbal communications in Chapter 3.

Inviting Further Contributions

In a situation where we have not heard or understood enough yet to respond with empathy
and understanding, we must prompt the speaker to give more information. Phrases such as the
following can be used:

Can you throw more lighton ...

It would be great if you can expand more on this.

What happened after that?

How did you react when ... ?

While it is useful to ask questions, one should guide against asking too many. This
may lead speakers to suspect that rather than seeking information, one is interrogating or
challenging them.

When we want a speaker to expand on his/her subject, we must ask open-ended questions,
which require more than a straight yes or 7o answer. Open-ended questions encourage a speaker
and help the listener gain more information. For instance, ‘What solutions have you thought
of?” is open-ended, whereas ‘Have you thought of this solution?” is not. Avoid probing and
pointed questions fired at the speaker in a dogmatic way. Open-ended questions create a more
supportive, trusting climate, which helps the communication move smoothly.

'The listener must keep statements and questions short and easy to understand. They should
use conversational English (say za/k instead of communicate and write instead of correspond).
Above all, remember that if we are talking most of the time, we are probably not listening
very well.

Responding Non-verbally

Listeners can show active interest by adopting certain postures and sending non-verbal signals
that communicate their interest in what the speaker is saying. These include regular eye contact
(without staring), body leaning slightly towards the speaker, head nods, and a slightly tilted head
(refer to the photographs of appropriate and inappropriate body postures given in Chapter 3).
Occasionally, certain receptive utterances such as ‘yes’ and ‘ur-hum’ can also be used to indicate
that one is following what the speaker is saying, while being careful not to overdo it. Attentive
silence is more effective than too many receptive utterances.
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Non-verbal Techniques to Indicate Your Attentiveness

» Suitable facial expressions and natural smiles o Appropriate distance (usually an arm’s length

(without excessive smiling)
o Open posture (arms not

away from the speaker)
crossed) and open

palms (rather than clenched fists or fidgeting)

By giving such non-verbal signals, the listener helps the speaker feel more confident and
reflects interest and understanding. This also helps generate more trust between the listener and

the speaker.

LISTENING MODES

People use different

factors such as mood,

kinds of listening modes in different situations. The mode depends on
mindset, topic, time of day, relevance, and importance. It is sometimes not

enough to just listen; we should also send positive signals to the speaker that we are with him

or her. Let us discuss

the various types of listening one by one.

Active versus Passive Listening

Paying attention

We often listen to various forms of communication
in an unconscious manner. At dinner, we glance
at the television while busy eating or talking to
someone else. This is not active listening—either to
the TV or to the person we are talking to. How can
we develop the ability to listen to others patiently
and carefully? Improper listening is very harmful, as
such communication is prone to distortion. It is also
a waste of time. The responsibility of the listener is to
show keenness in the speaker’s talk through expressions,

alertness, and by asking questions about the speech, if required. By doing this, the listener will
encourage the speaker to express his/her ideas clearly and enthusiastically. If the listener looks

Focus on the speaker. Ig-
nore all distractions so that
you can concentrate on the
speaker’s flow of thought.
Try to ignore feelings of
hunger, weariness, or
discomfort. Alternatively,
you can confide your dis-
comfort to the speaker, so
that some remedy can be
provided (e.g., improved
ventilation).

bored, it will discourage the speaker.

Skills in this area can be improved by listening to commentaries on
TV or radio. Concentrate on the theme, supporting ideas, and also the
digressions, if any, in the speech. Further, it is helpful to write down
the gist of what we have heard. This exercise can certainly help improve
listening skills.

So far, we have emphasized on the importance of paying attention to a
person’s speech. It is equally important not to neglect the physical aspects
of the person. Appearance, expressions, bodily movements, and posture
are all as significant as words in conveying a meaning. A person’s body
language, or non-verbal communication is involuntary and, therefore,
more truthful. Hence, a listener should pay considerable attention to the
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physical messages conveyed by a speaker in order to assess the accuracy and sincerity of his/her
speech.

If, as the listener, we feel that the speaker is being critical about us, we tend to become
inattentive, as nobody likes criticism. As a wise listener, one must look for a valid reason for the
criticism and determine the reason for the speaker’s dissatisfaction. Adopting a receptive and
constructive attitude to criticism can lead to self-improvement. We tend to listen carefully
only to those messages that are advantageous or pleasing to us, but in order to have a fruitful
conversation, we should also learn to take equal interest in speeches that contain messages of
interest to the speaker.

As a Sincere Listener

Accept your role as a listener by listening actively, Do not pretend to show interest.Yourinvoluntary
engaging positively, participating fully,and encour-  non-verbal behaviour, such as glazed eye-contact
aging the speaker consciously. or strained expression, will give you away.

Dealing with distractions

In the process of developing active listening skills, one should train oneself to avoid physical
distractions and concentrate completely on the message. An attractive face in the room and
sometimes even the fragrance of perfume can act
as distractions. However, a careful listener has to
exercise a great deal of mental discipline to remain
tocused on the message conveyed by the speaker.

Often, after a period of continuous listening,
people get tired and start losing interest in the
message. They have to force themselves hard to
stay with the speech and the contents. This usually
happens because of ‘brain time’. As discussed
earlier, our minds have the capacity to understand
more than what can be said by an average
speaker in a minute. This mismatch coupled with
general disinterest leads to a wandering mind. To
overcome this difficulty, the listener should try
to stay alert by anticipating what the speaker will say next. If the listener’s
guess turns out correct, his/her interest in the speech will revive. This will

‘The most important thing
in communication is to .
listen to what isn't being enable the listener to grasp and recall the speech better.

said! Since a listener’s capacity to absorb information is much more than a

~Peter F. Drucker speaker’s ability to talk, a lot of time is available for the listener to evaluate

the message. Sometimes a listener focuses on the message in fragments

and is, therefore, unable to take in the entire message. Further, listeners also interrupt the

speaker without listening to the complete message. Careful listeners, however, never jump to

conclusions about the message unless the speaker has finished. Effective listening is possible only
if the listener patiently listens to the complete speech.

A sincere listener always puts in a conscious effort by listening with a positive attitude. A

pretentious listener will show his/her attentiveness by awkward postures like resting his/her
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chin on his/her hand, or bending forward too much to show that he/she is paying a lot of
attention to the message while his/her mind is actually far away. He/she has no clue about what
the speaker is saying. Effective listening does not come easily; it requires great effort to pay
complete attention. Listeners require mental preparedness and energy to concentrate on the
speaker’s words as well as his/her non-verbal cues of communication like posture, gesture, eye
contact, facial expressions, etc.

Sometimes noise distracts the attention of the listener. This should be ignored or sidetracked.
If you go to your boss to discuss something and he continuously shuffles papers and talks
over the telephone, his listening will be distracted. Superiors should take care to provide an
ambience conducive to sympathetically hearing their subordinates. Proper listening will enable
the speaker to release emotional tension, which will improve the working environment of the
organization. Table 4.1 lists a few tips for effective listening.

TABLE 4.1 Tips for effective listening

Dos Don'ts

+ Be mentally prepared to listen. « Pay undue emphasis to the vocabulary,
as you can use the context to
understand the meaning.

+ Evaluate the speech, not the speaker. « Pay too much attention to the accessories
and clothing of the speaker.

+ Be unbiased towards the speaker by « Prepare your responses while the

depersonalizing your feelings. speaker is speaking.

Fight distractions by blocking off sound
sources.

Be open-minded.

Ask questions to clarify and confirm thoughts.

Paraphrase from time to time.

Send appropriate non-verbal signals
from time to time

Get distracted by outside influences.

Hold preconceptions and prejudices.
Concentrate too hard.
Interrupt too often.

Show boredom even to an
uninteresting speaker.

Global versus Local Listening

To become an effective listener in multicultural settings, one must be aware of the cultural
variations involved. In the case of a foreign speaker, one must pay attention to the diction and
choice of language. One should also be aware of the possible idiomatic expressions that are
specific to any particular region. For example, ‘cover all the bases’ is an idiom originated from
baseball, a sport not known in India. So, if an American speaker uses such a phrase, the listener
shouldn’t be taken by surprise. The non-verbal conversational behaviour of people from different
countries also varies. For example, Japanese nod their head when they are in conversation to
reflect that they are just hearing; however, Americans will nod while in conversation to indicate
that they are listening attentively. Therefore, in global listening, one must make an effort to pick
up the differences in culture, politics, demography, non-verbal cues, etc. It is much different
from when you are in a local setting, listening to people you are comfortable with.
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While certain skills are basic and necessary for all types of listening (receiving, attending, and
understanding), each type requires some special skills. Before we can fully appreciate the skills
and apply the guidelines, we must understand the different types of listening.

Appreciative listening

Appreciative listening is listening for deriving aesthetic pleasure, as we do when we listen to a
comedian, musician, or entertainer.

Empathetic listening

As we have learnt, empathy is very impor-
tant in communication, particularly in lis-
tening. A good example of empathetic lis-
tening is that practiced by nurses. So much
so that it gives a healing touch to the pa-
tient. For effective empathetic listening, one

"You do not listen with just
your ears: you listen with
your eyes and with your
sense of touch, you listen
by becoming aware of

the feelings and emotions
that arise within yourself
because of this contact
with others. You listen with
your mind, your heart, your
imagination.

has to feel what the
speaker is feeling. One
has to appreciate the
speaker’s  emotions,
circumstance, mind-
set, and perspective,
and be able to provide
emotional and moral support. When a psychiatrist listens to her subject,
she employs empathetic listening. We must feel the person’s nerves. This
can be done through phrases like ‘I can understand what you have gone

through,” ‘It must be difficult to face such a situation,” etc. Sometimes the
—Egan Gerard (1988) . o o . ;
situation is very sensitive and must be handled with caution.

Comprehensive listening

This type of listening is needed in the classroom when students have to listen to the lecturer
to understand and comprehend the message. Similarly, when someone is giving you directions
to find the location of a place, comprehensive listening is required to receive and interpret the
message.

Critical listening

Also known as evaluative, judgemental, or interpretive listening, critical listening involves
analysing, evaluating, and judging what is being said. Just as we formulate opinions about
people before they speak based on their physical attributes, we also tend to get judgemental
about the contents of their speech. We try to see if the person has said something based on
facts or is simply beating about the bush. This type of listening is applicable when the other
person is trying to persuade. In such cases, we try to evaluate the tone, the non-verbal signals,
and the underlying meaning of the words. We judge the argument based on our knowledge
and experience. For example, listening to a salesperson before making a purchase or listening to
politicians making their election campaign speech involves critical listening.
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Practice 1

». Audio Clip Group 1: Listen to the two World News items and answer the following questions by
choosing the most appropriate option for each:

{— (s

Clip 1: Polish President Lech Kaczynski Dies in Air Crash in Russia
1. What is the primary source of information about the air crash?
A. ABC live
B. Russian Prime Minister
C. Russia’'s Emergencies Ministry
D. Polish Foreign Ministry
2. What is the cause of the accident?
A. Incompetent pilot
B. Dense fog
C. High speed of the aircraft
D. Unexpected rains
3. Where was the Polish president going along with his delegation?
A.To take part in the Katyn memorial ceremonies
B. To the site at which Russian officers were executed
C.To attend a funeral
D.To pay homage to Russian leaders
4, The ill-fated plane was a air craft.
A.PI-156
B. PR-155
C.Tu-154
D.Ts-150

Clip 2: India Aims to Connect 100 Million People with Broadband Internet in the near future
1. What was the news about?
A. Improving health
B. Improving education
C. Power to Panchayats
D. Broadband Internet
2. Sam Pitroda is the advisor to Prime Minister.
A. Education information
B. Information infrastructure
C. Health information
D. Pension scheme
3. The broadband Internet connection will pave way for
A. Better delivery system for various government schemes
B. Better food for poor people
C. Better administration
D. Better national knowledge
4. The forecasted broadband connectivity is expected to be completed by
A.2020
B. 2015
C.2012
D. 2016
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Superficial listening

Superficial listening can be compared with hearing or passive listening. One pretends to be
listening by giving fake expressions to avoid offending the speaker. However, not much is fed
into the brain. This happens, for example, when one is forced to attend a guest lecture on an
area that is not of one’s interest.

‘You’ viewpoint

Covey says ‘Seek first to understand, and then to be understood’. This is a subtle way of saying
that we should put the other person before us. If we give the other person more importance and
avoid forcing our opinion, we can listen better. Using this ‘you’ viewpoint, we boost the speaker’s
confidence, making him/her more open to communication. Another way of achieving this is
to address the speaker by his/her name, which gives the impression that we are listening with
full attention.

@ Refer to Payofts of Effective Listening on the Students’ Resource.

BARRIERS TO EFFECTIVE LISTENING

In this section we will examine some common barriers to listening, which, with some practice,
can be overcome. An average person spends 70 per cent waking hours communicating, and 45
per cent of those listening. The following could be some factors that create barriers to listening.

Content

Listeners knowing too much They feel that their knowledge is so extensive that there is little
left to learn.

Listeners knowing too little 'They tune out when faced with difficult intellectual or emotional
content. They only listen to information that conforms to their beliefs.

Remedies

* Do not sit back passively and allow sound to enter ears.
* Develop a positive attitude towards the message.

* Anticipate the importance of the message content.

* Seek areas of interest in the message.

* Remind yourself that something of value can be learned.

Speaker

Delivery 'The speaker’s accent, organization, clarity, speed, volume, tone, inflections, emotions,
and appearance affect the interpretation of the message. (Refer to the telephone conversation

'
%) inthe CD.)

Attitudes toward speaker  Listeners are influenced more by their attitude
“When people talk listen towards the speake'r than tbe information Opresented. If the listener likes
completely. Most people the speaker, he/she is more likely to empathize and, therefore, comprehend

never listen! the message.

—Ernest Hemingway . , . ,
Remedy Concentrate on the ‘what’ of the message, not the ‘who’ or

‘how’.
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Medium

Distance and circumstances  Listening requires least effort when the speaker is not visible. More
effort is needed when the speaker is visible, but not physically present (e.g., a speaker on TV).
Maximum effort is needed in face-to-face interactions. This happens because the amount and
variety of both verbal and non-verbal stimuli increase. These stimuli can either help or hinder
communication.

Remedy Realize the potential for better understanding, and increase listening effort.

Distractions

Extraneous stimuli Sounds, lights, odours, mannerisms, voice inflections, and moving
objects can easily distract listeners. Psychological studies indicate that a listener’s attention
span is sometimes not more than two or three seconds. These stimuli can be categorized as
environmental or physical, but most often psychological.

Remedies

* Identify and eradicate distractions.
e If distractions cannot be eliminated, increase concentration.
* Free yourself from preconceptions, prejudices, and negative emotions.

Mindset

Attitudes Attitudes are structured by a listener’s
unique physical, mental, and emotional characte-
ristics. An individual’s mindset can either magnify
or diminish stimuli, distorting the message.

Remedies

* Strive to not let personal biases interfere with
comprehension.

* Respect others’freedom of values and beliefs.
* Accept that attempting to understand another’s
viewpoint is not necessarily agreeing with it.

* Realize that there may be more than one
acceptable point of view.

Language

Ambiguity Listeners rarely hear every word spoken and may attach different meanings to
words than intended by the speaker.

Misinterpretation 'This can occur when the words used are imprecise, emotional, technical,
or overly intellectual. It occurs most often when listeners interpret words based on personal
definitions, established by background, education, and experience.

Remedies

* Realize that different words may have different meanings for different people.
* Evaluate the context in which the word is used.
* Remember that the meaning is in the mind, not in the word.
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Listening speed

Rate 'The average speaking rate is 125-150 words per minute. The average listening capacity
is 400-500 words a minute, leaving a lot of excess thinking time.

Think time Poor listeners use the excess time to daydream, often missing part of the message.

Remedies

* Use the excess time to outline messages.

* Identify the purpose and how it is supported.

* Evaluate the soundness of logic; verify and integrate it with existing knowledge.
* Maintain eye contact to observe and interpret non-verbal signals.

* Formulate questions to enhance and verify understanding and provide feedback.

Feedback

Inappropriate  Often, the listener ends up giving premature comments or evaluations without
a full understanding of the speaker’s viewpoint. Such comments, which may be coloured with
emotions of resentment, defensiveness, or suspicion, can hinder the speaker by confusing them
or diverting them into tangents.

Remedy Supportive feedback can demonstrate interest through appropriate eye contact,
smiling and animation, nodding, leaning forward, verbal reinforcements such as ‘I see’ or ‘yes,
and phrasing interpretations of the comments for verification. These must be timed so as to
assist rather than hinder the speaker.

Cultural barriers

Listening is tough, and more so if someone is from another culture or subculture. The
problem crops up because of the different choice of words, accents, pronunciation, and many
other intangible reasons. One must be extra careful while listening to a person from another
region or culture. In fact listening can be improved by talking to more people of different
nations and trying to understand them. (Refer to the telephone conversation in the CD.)
For example,

At a hotel lobby in Tokyo:
American: | would like a room for two nights.
Japanese speaker of English: For tonight?
American: No, not ‘tonight’ Two nights.

e‘,}%

LISTENING FOR GENERAL CONTENT AND SPECIFIC INFORMATION

When listening to a speaker for general content, one’s focus should be on an overview of the
topic. Do not pay attention to the minor details and the examples, but observe the gist of it.
If one is clear with the purpose of listening, one’s task will be easier. However, one needs to
concentrate even when listening for general content.

Specific information is a lot simpler to collect. The method remains similar to that just
described, just that the scope is limited and efforts reduced. We can ignore the peripheral details
and look only for the keywords.
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Practice 2

a.
@

Audio Clip Group 2: Listen to the three short audio clips based on a discussion on diabetes by a
professor with his students. Choose the best option for the following questions:
() What does the professor imply about many people?
A. Some people should know that sweets are unhealthy.
B. Some people believe that sweets with organically grown sugar do not cause diabetes.
C. Some people incorrectly think that sugary foods are the cause of diabetes.
D. Some people already know that eating sweets can cause diabetes.
(i) What does the professor mean when he says: ‘And this can be tricky!’?
A. Controlling blood sugar levels is like performing magic.
B. Maintaining healthy insulin levels throughout the day is not easy.
C. Diabetics cannot give themselves insulin without a doctor’s assistance.
D. Determining the correct amount of insulin for an injection is not difficult.
(iii) Referring to question (ii), Why does the professor say this?
A.To point out to students that they may have experienced low blood sugar.
B. To determine how the students manage their blood sugar levels.
C. To determine whether there were any diabetics in the class.
D. To point out an error that a student had made earlier.

Clip1

Clip 2

Clip3

Listening and Note-taking
You might have noticed that when you present a topic to your class, your teacher takes notes,
and after you complete, she refers to her notes and gives her comments on your performance.

Note-taking is a process of summarizing information from spoken material. This skill requires
adequate practice. As a student, you do this exercise daily when you attend your classes. Most
probably for every subject you have a notebook in which you write the main points of a lecture.
First, one has to listen to what is being said with full attention. Next, one has to recognize quickly
the main points that the speaker makes and note them down immediately. As we know, the speed
of speech is faster than the speed of writing. So some extra effort is required to keep pace with the
speaker. Unlike written material, where one has the advantage of going back and referring to it,
speeches, unless recorded, are not available afterwards, and hence require one’s complete attention.

You might have found it easy to take notes during certain lectures. In such lectures, the
speaker would have given a signal when he/she was about to discuss a main point and/or a
summary of the main points. So you could quickly check the points you had noted. Some
speakers write the full text of their speech and read it before an audience. In such a case one
might procure a copy and make notes.

While taking notes, one may also take down the important examples or quotations that
the speaker may use for support, illustration, or explanation. If visual material is used for this
purpose, the note-taker’s job is easier, as there is the advantage of being able to see the matter
being presented. Usually, the speakers present only the very important points visually. One need
not, however, copy everything that is presented visually. One must exercise one’s judgement and
note only the main points.

Keyword outline method of note-taking

To use this method, one needs to note the speaker’s main points and supporting evidence in a
rough outline form. Consider the following speech:
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Reports from a range of scientific disciplines are telling us with certainty that we are making a mess of the
earth, we are fouling our nest, and we have to act decisively and against our immediate inclinations for we
tend to be superstitious, hierarchical, and self-interested just when the moment requires us to be rational,
even-handed, and altruistic. We are shaped by our history and biology to frame our plans within the short
term, within the scale of a single lifetime; and in democracies, governments and electorates collude in an
even tighter cycle of promise and gratification. Now we are asked to address the well-being of unborn
individuals we will never meet and who, contrary to the usual terms of human interaction, will not be
returning the favour.

To concentrate our minds, we have historical examples of civilizations that have collapsed through
environmental degradation—the Sumerian, the Indus Valley, Easter Island. They extravagantly feasted on vital
natural resources and died. Those were test-tube cases, locally confined; now, increasingly, we are one and we
are informed, reliably or not, that it is the whole laboratory, the whole glorious human experiment that is at risk.

Using the keyword outline method of note-taking, you would take the following notes:

« Reasons for making mess of the earth
- superstitions, selfishness, hierarchies, inadequate planning, clash between governments and
electorates

« Examples of environmental degradation
- the Sumerian, the Indus Valley, Easter Island

« Situation facing us
- ancient civilizations feasting on natural resources—Ilocalized
- now it is globalized

Notice how brief the notes are. There are only 45 words as compared to the speaker’s 193
words, but they accurately summarize the speaker’s main points. Also notice how clear the
notes are. By separating the main points from the sub-points, the outline format shows the
relationship among the speaker’s ideas.

When taking notes, the name of the speaker, the topic, and the date of the speech should
also be noted. Since notes are taken under pressure of time, it is necessary to read them
soon after the lecture is over. This would enable one to insert any omission or delete any
irrelevant matter that may have been included. Whenever one’s own short forms are used
for certain words (e.g., ‘sth’ for something, ‘sb’ for somebody, ‘exp’ for experiment), these
must be expanded soon after. It is advisable to make it a habit to use fixed short forms, so
that one does not falter in deciphering (e.g., ‘exp’ should always refer to experiment and not
experience).

Intensive Listening

Intensive listening is required when the answer to a specific problem is required. You must have
observed that when you are listening to some popular speaker to get the answer to a particular
query, your focus is on the answer to that query, while the rest of the details are unimportant.
To test your intensive listening skills, you could read the test questions first and then listen to
the passage for answers to those questions. The following practice exercise will help you practise
intensive listening.
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Practice 3

o Audio Clip 3: Listen to this brief lecture on the influence of climate on architecture. Take notes if

—As

1. Buildingsin Greece have

necessary and then fill in the following blanks with necessary details:
roofs and few

openings as there isamoderate

rainfall and strong light whereas in Sweden, which has a colder climate, the buildings have

roofs.
2. Egypthasa climate with light and hence people constructed buildings
with roofs and windows.
3. In places such as Vietnam, which have river deltas, houses are often builton _________to

keep them clear of the water.
4. Brick, wood, stone, and

have been the

building materials.

5. ___ hasgenerally been chosen forimportant structures becauseofits_—_and

6. For constructing a lintel, it is important that the two columns are
between the columns is not more than

and that the
two columns.

Practice 4

to one another
the width of the

Audio Clip 4: Ashwin lyer, Manager of Citibank, Bangaluru, visits credit card manufacturer, Vikram
?1'9 Kumar, in Hyderabad. Over lunch they find out a little more about each other. Listen to their conversation

and fill in the following blanks:

Ashwin joined Citibank, Bengaluru,
Vikram hails from
Ashwin was with the
Ashwin’s home town is
Vikram has

Ashwin’s children are staying in
Vikram'’s business deals with

OV X®NOULAWN=

—_

. Vikram is visiting Bengaluru in

SUMMARY

Listening is an often ignored but yet a very impor-
tant communication skill. Active listening requires
the listener to understand, interpret, and evalu-
ate what is being said. The ability to do this can
improve personal and professional relationships
remarkably by eliminating misunderstandings,
strengthening cooperation, and improving under-
standing. Professionals spend most of their time in
attentive listening.

Vikram moved to Hyderabad at the age of .
Ashwin was shifted to the investment section because of his knowledge on

years ago.

section when he first joined Citibank.
, known for its
children, studying in

Listening is different from hearing. One has to
make a conscious effort to become an effective lis-
tener. Empathy plays a very important role in listen-
ing. We must listen without any biases and prejudic-
es, and be open to the views of other people.

The reasons for poor listening include unavail-
ability of listening training, mismatch between the
speeds of thought and speech, and inefficient lis-
tening. Listening skills can be improved by remov-
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ing the common myths about listening from our  appreciative, empathetic, comprehensive, critical,
minds. The traits of a good listener are being non-  or superficial listening. There are several barriers
evaluative, paraphrasing, reflecting implications,  to listening. Being aware of them, we can take cor-
reflecting hidden feelings, inviting further contri-  rective measures. Note-taking and intensive lis-
butions, and responding non-verbally. We employ  tening are important tools that can help improve
different types of listening in different situations:  active listening abilities.

EXERCISES

1. Define listening. How is it different from hearing?

2. Give two instances from your personal experience
where communication failed because of poor lis-
tening skills.

3. What do you understand by the following terms?
(@) Appreciative listening
(b) Empathetic listening
(c) Comprehensive listening
(d) Critical listening

4. Do you agree that listening is more important
than speaking? Why or why not?

5. What are the traits of a good listener? How can
you make out if the other person is listening to
you properly or not?

6. Discuss the barriers to listening in detail and give
suggestions to overcome each one of them.

7. If the speaker’s verbal and non-verbal cues do not
match, how it will affect your listening? Which
one will you believe then? Why?

8. What is the correlation between listening and
taking notes? Give a few tips for effective note-
taking.

9. Listening Activity 1
Form a group of 8 to 10 members with your
friends. Write down the four questions given be-
low on a sheet of paper and circulate among the
group members. Give them one minute to go
through the questions. Now read out the passage
twice and ask them to answer these questions
briefly in their own words.

Passage

Why is strategic management considered so im-
portant? It is involved in many of the decisions
that managers make. Most of the significant cur-
rent business events reported in the various busi-
ness publications involve strategic management.
For example, on a recent day the reports of

business events such as the proposed merger
of Lockheed Corporation and Martin Marietta,
the departure of one of Walt Disney Company’s
key executives, and the announcement of the
merger of Babbage’s and Software, are examples
of managers making strategic decisions. Also,
one survey of business owners found that 69 per
cent had strategic plans, and among those own-
ers, 89 per cent responded that they had found
their plans to be effective. They stated, for exam-
ple, that strategic planning gave them specific
goals and provided their staffs with a unified vi-
sion. Other studies of the effectiveness of strate-
gic planning and management have found that,
generally speaking, companies with formal stra-
tegic management systems had higher financial
returns.

Today strategic management has moved be-
yond the private sector to include government
agencies, hospitals, and educational institutions.
For example, the skyrocketing costs of college ed-
ucation, cutbacks in federal aid for students and
research, and the decline in the absolute number
of high school graduates have forced many uni-
versity administrators to assess their organiza-
tions’ aspirations and identify a market niche in
which they can survive and prosper.

If an organization produced a single product or
service, managers could develop a single strate-
gic plan that covered everything it did. But many
organizations are in diverse lines of business. For
example, General Electric is in a variety of busi-
nesses—everything from manufacturing airplane
engines and light bulbs to owning the NBC televi-
sion network. The Gillette Company includes a di-
verse array of products ranging from blades and
razors and toiletry items to writing instruments,
stationery products, and small household and
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10.

personal-care appliances. Each of these different
businesses typically demands a separate strat-
egy. Moreover, these multibusiness companies
also have diverse functional departments such
as finance and marketing that support each of
their businesses. As a result, we need to differenti-
ate between corporate-level, business-level, and
functional-level strategies.

Questions

(@) Why is strategic management considered im-
portant?

(b) According to the studies which companies had
higher financial returns?

(c) What are the other organizations apart from
the private sectors where strategic manage-
ment has permeated?

(d) Why is it necessary to differentiate among the
three levels of strategy?

Listening Activity 2

Ask two people, one boy and one girl, to speak

out the dialogue given below and record the

same in an audio cassette. Then play the cassette
to a group consisting of you and several others.

Listen and discuss the answers to the questions

given at the end of the conversation:

Rahul: Hi Rima, | saw you at registration yesterday.

| sailed right through, but you were standing in a

long line.

Rima: Yeah, | waited an hour to sign up for a

distance-learning course.

Rahul: Distance learning? Never heard of it.

Rima: Well, it is new this semester—it is only

open to psychology. All | have got to do is watch

a twelve-week series of televised lessons. The de-

partment shows them several different times a

day and in several different locations.

Rahul: Do you not ever have to meet your profes-

sor?

Rima: Yeah, after each part of the series | have to

talk to her and the other students on the phone,

you know, about our ideas. Then we will meet on

campus three times for reviews and exams.

Rahul: 1t sounds pretty nontraditional to me, but

I guess it makes sense, considering how many

students have jobs. It must really help with their

schedules—not to mention how it will cut down

on traffic.

Rima: You know, last year my department did a

survey and they found out that 80 per cent of all

psychology majors were employed. That is why

they came up with the programme. Look, | will be

working three days a week next semester, and it

was either cut back on my classes or try this out.

Rahul:The only thingis ... does not it seem imper-

sonal, though? | mean, | would miss having class

discussions and hearing what other people think.

Rima: Well, | guess that is why phone contact is

important. Anyway, it is an experiment. Maybe |

will end up hating it.

Rahul: Maybe, but ... | will be curious to see how it

works out.

Questions

(@) Where did the man see the woman the
previous day?

(b) How is the distance learning course different
from traditional courses?

(c) What do the speakers agree is the major
advantage of the distance learning course?

(d) Why did the woman decide to enrol in the
distance learning course?

(e) What does the man think is a disadvantage of

distance learning?



