ABLE Module #4

Planning, Personnel, and Community Relations


Teaching Aid – Human Resources #9

Active Listening Techniques

Statements that lead to communication.

	Statement
	Purpose
	Strategies
	Examples

	Encouragement
	To convey interest and encourage the other person to keep talking.
	Don’t agree or disagree. Vary your voice and use neutral language.

	Can you tell me more about…?

	Clarification
	To make sure you understood what’s been said, to get more information, and to help the speaker see other points of view.

	Ask questions. Restate wrong interpretation so that the speaker will explain further.
	When did this happen?



	Restatement
	To show you’re listening and check your interpretation.
	Restate the basic ideas and fact.
	I’m hearing that you’d like more time to finish this task, is that right?

	Reflection
	To show you understand the person’s feelings and to allow the speaker to clarify his or her own feelings.

	Restate the feelings you hear being expressed.
	You seem very upset.

	Summary
	To review progress, identify priorities, establish a basis for further discussion.
	Restate the main ideas and feelings.
	These seem to be the major problems between the two of you.


	Validation
	To acknowledge the worthiness of the other person.
	Acknowledge the value of their feelings and ideas. Show appreciation for their efforts and actions.
	I appreciate your willingness to resolve this matter.


Strategies for Effective Feedback

	Strategy
	How to do it
	Examples

	Be timely
	Address the situation as soon as possible so that the feedback and the behavior, success, etc., are easily linked.

	“Now that the patron has left, let’s touch base about that interaction in my office.”

	When the employee is ready
	Choose an appropriate time and plan time to listen actively.

	

	Be descriptive and specific
	Focus on the behavior and what has actually happened. Observe and respond rather than evaluating as good or bad.

	“When you congratulated that woman on finally paying off her fine, she really lit up.”

	Emphasize the positive
	Even when you are pointing out something which needs to be changed.
	“I like the way you explained how to check books out. I got a bit lost when you started talking about making requests.”


	Be constructive
	Make sure what you’re bringing up is useful and relevant. Don’t dwell on personality traits, etc. that aren’t easily changed.
	“When you arrived late to help with the program I felt nervous because I thought I might have to handle it all by myself. I would like you to call me if you are running late in the future because I’ll know what’s going on and the program will go more smoothly.”


	Use active listening techniques
	See Active Listening Techniques handout

	

	In general
	Positive feedback in public and negative feedback in private.
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