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The Concept of Active Listening 

• We all like to think of ourselves as good listeners, but few of us really are. 

• People speak at 120 to 180 words a minute, and think many times faster. 

• Attention wanders easily. 

• Other people know when we are not listening 

 

 

ACTIVE Listening helps you to… 

• Show concern and interest 

• Build communication channels and create strong rapport 

• Encourage others to open up 

• Help others explore a problem 

• Allow others to vent anger or negative emotions 

• Increases others’ likelihood of listening to you, which increases your influence 

 

 

ACTIVE Listening requires Mental Effort 

• Make a conscious decision to listen intelligently to what the other person is saying 

• Be sensitive to the inner thoughts that words can often hide. 

• Work to develop a genuine empathy for the speaker - try and see things from 

his/her point of view. 

• Listen without passing judgment 

• Try to maintain an ‘unconditional regard’ for the speaker – just understand them 

• Monitor the volume of your ‘inner voice’ 

• Wait until they finish and check your understanding before giving any input 

 

 

(continued next page) 
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Active Listening is 

Doing everything you can to get the whole story from another person. 

 

There are five components of Active Listening: 
 

1. Nonverbal Attending 

• Move from behind the desk 

• Sit at a slight angle 

• Maintain eye contact 

• Keep your arms open 

• Lean forward slightly 

 

• Allow pauses 

• Smile 

• Relax and Respond—an encouraging 

nod of the head, raised eyebrows, a hand 
gesture, “umm-hmm, oh, I see” can help 
the speaker to continue

2. Open-ended Questions 

• Questions that encourage the other person to speak at length 

• Cannot be answered by “yes” or “no” 

• Do not offer choices— “this or that” 

• Begin with words like: “Tell me about, why, how, explain, describe” 

 

For example: 

 How did you reach that conclusion? 

 How well do you feel Susan took the news? 

 What is it about the plan that makes you concerned? 

 

3.  Paraphrasing Statement 

• A brief rephrasing of information given by the other person 

• A concise response to the speaker 

• States the essence of the content in the listener’s own words 

• Concerned with information, ideas, facts, and opinions 

 

For example: 

 You see his ideas as counterproductive to the department goals. 

 This change in regulation will set us behind by several weeks. 

 You want me to prioritise this over all other work. 

 

4. Reflective Statement 

• Involves repeating in a short declarative statement the emotions or feelings the 

other is communicating, directly or indirectly 

• Asserts your awareness and understanding of the other person’s feelings without 

indicating whether or not you agree with them. 

 

For example: 

 You are afraid you won’t succeed. 

 You’re really angry with John. 

 You feel it is an imposition on your time. 

 

5. Summarising Statement 

• A brief restatement of the core themes and feelings the speaker expressed over a 

longer period of conversation. 

• Ties together a number of comments and/or recaps critical feelings or issues. 

• Does not evaluate or imply agreement. 

 

For example: 

 While you are concerned about meeting the department goals, you feel you are 

carrying too much of the burden yourself. 

 Your main concern seems to be lack of cooperation from quality control. 


