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Welcome to lecture 3 of Topic 2,1.  In this lecture we are going to look at 
listening effectively.
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The aim of effective listening is for the listener to ensure that they clearly 
understand what the speaker is saying, and that they do not cause the 
speaker to become uncomfortable or defensive due to their listening 
behaviour.  Effective listeners need to listen actively and maintain a respectful 
attitude towards the people they are listening to.  An effective listener always 
communicates a desire for a win-win outcome when they participate in 
decision making processes.
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People are capable of thinking and therefore listening at about 600 words per minute but 
are only capable of speaking at a rate of about 140 words per minute.  This fact gives 
listeners a lot of spare thinking time when they are listening to a speaker.  How a person 
uses this spare time impacts on the effectiveness of their listening.

Unfortunately this spare time is often used to:
Judge what the speaker is saying
Evaluate what the speaker is saying
Disapprove of what the speaker is saying
Criticise what the speaker is saying, and
Reject what the speaker is saying

What makes the situation worse is that these common spare time actions often occur 
before the listener truly understands what the speaker is trying to communicate.

Other barriers to effective listening include:
Selective listening - the listener filtering out what they do not want to hear
Having a closed mind – the listener not being willing to change their position, and
Being inattentive – the listener thinking about other issues, or preparing a response to the 
speaker whilst the speaker is still explaining their point of view
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Active listening is a way of listening and responding to a speaker that 
improves mutual understanding.  Active listening is the practice of paying 
close attention to a speaker; their spoken words, the tone of their voice and 
their body language, and asking questions to ensure that their message is 
fully understood.

Active Listening consists of three elements:
The listener must be open to the conversation – they must be willing, and 
appear willing, to listen, demonstrating an open and respectful demeanour
The listener must pay attention - focusing on what is being said and showing 
that they are really listening, through verbal affirmation and body language
The listener must seek clarification for things they do not understand -
restating or paraphrasing what they have heard to make sure that the speaker 
knows they are truly listening and that they understand what is being said

Paraphrasing and Drawing People Out are two common techniques used by 
active listeners to clarify what a speaker has said.
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It is not uncommon for a statement that means something specific to one 
person, to have a completely different meaning to someone else.  
Paraphrasing is an active listening technique used by active listeners to test 
their understanding of what a speaker has said.

Paraphrasing is different than the listener just restating what the speaker has 
said, as it involves the listener stating what they think the speaker has said in 
their own words.  The purpose of paraphrasing is to test if the meaning the 
listener took from the speaker’s statements matches the intention of the 
speaker.

The following are examples of phrases that are commonly used at the 
beginning of paraphrasing:
‘Are you saying….’
‘Let me see if I understand what you’re saying…’
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Drawing people out is an active listening technique, which enable a listener to support a 
speaker in clarifying what they are saying, and to encourage a speaker to expand on 
what they have said.

Drawing people out is a two step technique consisting of:
Step 1 - the paraphrasing technique described in the previous slide, followed by
Step 2: - the listener asking the speaker an open question

We explored the use of open questions, in relation to surveys, during Topic 1.2 
‘Community Based Research’, noting that:
‘Open-ended questions are worded to encourage respondents to explain their answers 
and reactions to the question and are frequently used in research that aims to explore 
an issue.’

Open questions commonly use words such as “how”, “what”, “why” and “describe” to 
encourage a speaker to expand on what they have said.

The following are examples of open questions that can be used by active listeners after 
paraphrasing, to draw more information from a speaker:
‘Can you say more about this….?’
‘What do you mean by….?’
‘How would you do that….?’
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