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OBJECTIVES

vou should study the chapter
to know
. the importance of listening
{:‘ « why some people are poor
listeners
« the common myths about
liste-ning and guard against
them
« the traits of a good listener
« the different modes and
types of listening
« the barriers to effective
listening
« how to take notes and listen
intensively
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INTRODUCTION

In_‘nagme- that a rn_ember of your team, in a meeting with potential
clients, m‘:folumanl}r keeps yawning. This behaviour would obviously
put the clients c:Jff. Their professional evaluation of your organization
wm_ﬂd 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 sitnations, where
confusion arises because of poor listening skills,

No communication process is com plete without listening. Several studie's
have indicated that business people spend almost 45 per cent of their
working time in listening. According to management gur Ton} Pf:ters,
al management and leadership skill. Similarly,
effective listening is extremely important ‘for students, as they s';;er\;d
most of their time listening to lectures. While we may not necessarily ;
born good listeners, active listening skills can bfc learnt ar}d dcvelopcd.

' nd. unbelievable as it may sound,

iy m:f}! bclEOOF hsmm;frss?iﬂ ';Jc excellent listeners. We can
-th imperfect hearing ma S 4 ;

E]t%ssgvl?sf;ning as follows: Listening is a process of receiving, interpreiing

and reacting to @ message received from the speaker.

listening is an essenti



LISTENING MODES

People usce ditterent kinds of listening

factors such as mood, mindset, 1y, rele
st listen; we should also send positive sign

cnough to ju

or her. Let us discuss the v

modes in different situations. The mode depend. 0
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relevance, and importance. It is SOMetimes ,
b, Q:

topic, time of day,
als to the speaker that we are with

irious types of listening one by onc.

Active versus Passive Listening

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

Paying attention

We often listen to various forms of communicatio
in an unconscious manner. At dinner, we glanc
at the television while busy eating or talking 1
someone else. This is not active listening—either t
the TV or to the person we are talking to. How can
we develop the ability to listen to others patienty
and carefully? Improper listening is very harmful, z
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 wil
encourage the speaker to express his/her ideas clearly and enthusiastically. If the listener looks
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provided (e.g., improved [
ventilation). i
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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 t04
person’s speech. It is equally important not to neglect the physical aspect

~ of the person. Appearance, expressions, bodily movements, and posture

arc all as significant as words in conveying a meaning. A person’s body
language, or non-verbal communication is involuntary and, therefor®
more truthful. Hence, a listener should pay considerable attention t0 the
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PhySical messages conveyed by a spe

speech.

£ as the listener, we fecl that the speaker is being
nattentive, as nobody likes criticism. As a wwise I’I.ifl"n(-i-:
criticism and determine the reason for the spe stener,

aker in orde
Cr to assess the accuracy and sincerity of his/her

critical about us, we tend to become
one must fook for a valid reason for the

aker's t]'lf.'fllix{'- 1
. P et 5 ' action, A(]U]} i t cC P ive an

nstructiv attitude to criticism can lead to scll'—impmvc:num We t Tl‘“' all .

C " ¢ tend to listen carcfull}*

P b TCSS: ‘- 1 L ' t 1 : ] i
only to tl}oqc me tig{,-lq 1rhixt are advantageous or pleasing to us, but in order to b fruitfi
- . R ks . » have
conversation, we should also learn to take cqual interest in speeches that contai et
S a5 Hhe epcale s that contain messages of

Asa Sincere Listener

Accept your rF:!e as a Iist:e!'ner }Jy listening actively, Do not pretendto showinterest. Yourinvolunta
engaging posmwely,part'lcupatmg fully,and encour-  non-verbal behaviour, such as glazed eye-contarc}tf
aging the speaker consciously. or strained expression, will give you away.

e

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
focused 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 ceuple_d 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. 1f the listeners

'The most'i '
jpmcstimportant thing : i i h will revive. This will
:f‘ communication is to guess turns out correct, his/her interest hm the siegc; Y

stento what isn't being enable the listener to grasp and recall t 1e speech better S
pisi: Since a listener’s capacity to absorb :nformauonlis ?mc mor sl
: =P 13 ime i ‘lable for the listener to €ve uate
— eter F. Drucker speaker’s ability to talk, a lot of time 15 availab T it

ener focuses on the message 1n Irag

the message. Sometimes 2 list
and is, therefore, unable to take in the entire mes
speaker without listening to the complete message. LA
conclusions about the message unless the speaker has finis

if the listener patiently listens to the complete speech L ith a positive attitu de. A
sincere listener always puts in 2 conscious effort by listening

es like resting his/her
Pretentious listener will show his/her attentiveness by awkward postur

Sage- Further, listeners also interr_upt the
Careful listeners, however, never jump to
hed. Effective Jistening 1s possrble only



chin on his/her hand, or bending forward too much to show that he/she is Paying , |

attention to the message while his/her mind is actually far away. I‘.IC/ShC —has no clue about?,\,t of
the speaker is saying. Effective listening does not comc¢ casily; it requires great efforg to
complete attention. Listeners require mental prcpur_cdncss :m'd CNErgy to concentrate on 1t
speakcr's words as well as his/her non-verbal cucs of communication like posture, gesture, ﬁyz

contact, facial expressions, ctc. This should be i )
. . . et iste . 1h1s sho 1rnor 1

Sometimes noise distracts the attention (')f' the lle(.nCI: ) o ghu;fjﬂ O cd or mdetrackcd.

If you go to your boss to discuss something and he continuously €S papers and ),

b will be distracted. Superiors should take care to provide 4,

over the telephone, his listening ; di P i ) )
ambience conducive to sympathetically hearing their subordinates. - lstc.nmg will enab|,
ve the working environment of the

at

the speaker to release emotional tension, which will impro

organization. Table 4.1 lists a few tips for effective listening.

TABLE 4.1

Tips for effective listening

Dos

Be mentally prepared to listen.

Evaluate the speech, not the speaker.

Be unbiased towards the speaker by
depersonalizing your feelings.

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

« . Pay undue emphasis to the vocabulary,
as you can use the context to
understand the meaning.

» Pay too much attention to the accessories
and clothing of the speaker.

» Prepare your responses while the
speaker is speaking.
« Get distracted by outside influences.

« Hold preéonceptions and prejudices.
» Concentrate too hard.
» Interrupt too often.

e Show boredom even to an
uninteresting speaker.
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TYP

You

do not listen with just = |
| your ears: you listen with has to appreciate the
| your eyes andwithyour | speaker’s  emotions,
- sense of touch, you listen  } circumstance, mind-
| by becoming aware of
 the feelings and emotions &
| that arise within yourself
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£5 OF LISTENING

While certain skills are basic and necessary for all types of listening (receivi A

. . ~ $ ecel
understanding), ‘?aChf type requires some special skills. Before we czgi(fuﬁ?i;lg;eizzc‘t?g’ Elr]lld
and apply the guidelines, we must understand the different types of listcningp S

Appreciative listening

iative listening is listening f i 5 ol
Apprc?lﬂ te 2 : g 1or dcrmng aesthetic p]{,asurc, 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
has to feel what the
speaker is feeling. One

set, and perspective,
and be able to provide

| because of this contact ' emotional and moral support. When a psychiatrist listens to her subject,
{ with others. You listenwith - f she employs empathetic listening. We must feel the person’s nerves. This
 your mind, your heart, your_ | can be done through phrases like ‘I can understand what you have gone

| imagination. '

&

poEen

 situation is very sensitive and must be handled with caution.

SRR 1 N - . 3 .
Fgan Gerard (1988) | through,” ‘It must be difficult to face such a situation, etc. Sometimes the

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, judggmgnm[, or interprefive listening, critical lister{in'g involves
analysing, evaluating, and judging what is being said. Just as we formulate opl_mons aboji
people before they speak based on their physical attributes, we also tend 10 get-Judgemilnt

about the contents of their speech. We try to see if the person has sazc_l something base k;m
facts or is simply beating about the bush. This type of listening is applicable when ?t‘ilc.ot a{:r
person is trying to persuade. In such cases, we try to evaluate the tons, e non—verinoi%gd SE:
and the underlying meaning of the words. We judge the argument based on ourl_ & %0
and experience. For example, listening to 2 salesperson before making 2 purchase or listening

politicians making their election campaign speech involves critical listening:.



