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  Listening
   (dog pic)


· A skill or a value?    
I was talking to someone about listening skills and they said they disagreed with the word “skills” and that listening was a value? – I said hmmmm, never thought of it that way and gave it some consideration. 

· I would like to present that Love or 
· Compassion is the value that listening is a characteristic or fruit of the value of love.

· Greatest commandment-if we genuinely love God and others then one of the evidences of that will be listening. If you genuinely care for someone you will naturally be more interested in listening to them 

· Golden rule – do you want people to listen to you then listen to them. 
7 Habits of Highly Effective People Stephen Covey presents this habit as the most important principle of interpersonal relations. Effective listening is not simply echoing what the other person has said through the lens of one's own experience. Rather, it is putting oneself in the perspective of the other person, listening empathically for both feeling and meaning.   Annoyance  
Identify Groups – that we as TC directors communicate and should be listening to – ask and write on board
· Students

· Staff

· Are you giving your staff an opportunity to talk. “They know they can come talk to me any time they want.”

· Directors tend to have strong personalities SO – it is important to develop a way to make yourself slow down and purposefully provide opportunities for your staff to talk to you. 
· Parents/Family members

· Board Members

· Donors

· Your Spouse and Kids
· No matter what you’ve done for yourself or for humanity, if you can’t look back on having given love and attention to your own family, what have you really accomplished?  LEE IACOCCA
For each audience, are we really hearing what’s being said?

Benefits  What Good Listening Accomplishes
1. (Good listening will enable you to gather more complete and accurate information, which will improve your understanding of a problem and make possible more suitable solutions. 

2. (Quiet, patient listening demonstrates genuine humility.

3. It shows that you do not have all of the answers.

4. (It tells the other person that you value his or her thoughts and opinions.

5. (Giving another person your time and undivided attention is one of the most powerful ways in the world to demonstrate genuine love and concern. 
6. (Even if you cannot agree with everything a person says or does, your willingness to listen indicates that you accept him or her as a person and have not automatically or lightly dismissed the concerns expressed. Makes them feel important and recognized
7. (Creating an atmosphere of mutual respect will often allow dialogue to continue even when there is disagreement.
8. (Avoid saying the wrong thing, being tactless – are we even on the same topic
Proverbs 18:13 (New Living Translation)


Spouting off before listening to the facts  is both shameful and foolish.

9. (Dissipates strong feelings 
10. (Increase other confidence in you
11. (Opens  people to be willing to listen to you when the time comes
12. (Builds a foundation that will help steer clear (avoid) of conflict or easily resolve it  if it does occur. 

I was sharing this with a TC director and he told me the story of a serious potential lawsuit issue that was hanging over their heads with a student’s family. He said I know the only reason they did not sue us is because they had developed a close relationship with one of our staff members.

What do you do when you have a disgruntled student? I realize we are teaching them to deal with authority but do we model what an authority should look like
– not just blow off or dismiss a student because they usually have a bad attitude – but distilling the useful information from what they say. 
Same thing with angry parents, or a critical community, or a disappointed donor, etc.



Now these deal primarily with Conflict resolution but most of the principles apply to all conversations. – Peacemakers 
I will give you a handout of the details of this chapter from Peacemakers after the session – I don’t want you to be distracted with reading it – I want you to ___________?
Skill – can be learned - developed
Be Quick to Listen

1. (Waiting

a. Wait patiently while others talk.

b. Difficult when you have limited time or strong disagreements.

c. If you do not wait you will

1) not get to the root of the problems,

2) and may complicate matters with inappropriate reactions.

Proverbs 18:13 “He who answers before listening – that is his folly and his shame.”

d. Improving your waiting skills

1) Don’t jump to conclusions.

(a) Even if you think you know where the other person is going with words, don’t allow yourself to arrive there before he or she does. 

(b) Doing so, you will:

(1) miss much of what is being said,

(2) and read into words intentions that are not actually there

2) Discipline yourself not to interrupt others while they are speaking.

(a) Treat others as you want them to treat you.

(b) Even if they say something that you strongly disagree with, restrain yourself and keep listening until the other person has fully expressed his or her position.

3) Learn to be comfortable with silence.

(a) If the other person pauses for a moment to think, resist the temptation to immediately fill the void with your words.

(b) Give the other person a while to resume.

(c) If you have any doubt as to whether it’s appropriate for you to speak, say something like, “May I respond to that, or would you like to say something else.”

4) Do not offer solutions to every problem others bring to you.

(a) People often already know the answers.

(b) They want understanding, compassion and tenderness.

(c) If someone does want answers it is usually only after they know you care about what they are going through.

(d) Then one of the best ways to help is not to suggest solutions but to ask questions that encourage the person to analyze the situation and find answers for themselves.

(1) This is not the fastest way.

(2) But it produces more satisfactory and enduring results.

(3) And it is more loving.
    Are you Listening or are you waiting to talk?
2. (Attending

a. Most people speak at an average rate of about 120-150  words a minute. 
But most people can listen about 5-6 times faster at 600-700 words per minute. so often even while listening, your mind is searching for something else to do.
So your mind fills in the gaps by thinking of other things, which is good, because we can process information that way. 

If we thought word for word we would be in trouble! 

BUT often we are distracted by other things with that thinking power, 
SO we need to be aware of this and focus our listening. so that you can really comprehend everything the speaker is saying.
1) If you allow your mind to wander, you may miss much of what others are saying.

2) Others can usually tell when you are distracted, which discourages them in their efforts to communicate.

b. Keep your mind fully present and concentrating when others are talking. Communications experts call this attending.

1) Takes discipline and practice.

2) Deliberate and persistent attention to another’s words.

3) Make every effort to understand what they are saying and feeling.

4) Don’t be rehearsing your response.

c. Positive body language

1) Regular eye contact.

2) Leaning forward slightly.

3) Warm and responsive facial expressions.

4) Nod occasionally – to show that you understand what the other person is saying or feeling

5) Verbal clues such as: “uh-huh,” “I see,” or “oh.”

      (over ½ of what we communicate is through non-verbal communication)

d. Avoid negative body language.

1) Folding arms

2) Tapping your foot

3) Looking around

e. Eliminate distractions

1) Television

2) Interruptions

3) Cell phone

4) Sit so you are not tempted to glance away frequently.
(in restaurants I try to set where I see the least movement)
3. (Clarifying

a. Make sure you know what the other person is saying.
“The most important thing in communication is to hear what isn’t being said.”      --- Peter F. Drucker, management consultant
b. Requires questions and statements such as:

1) “Are you saying…..”

2) “Tell me more about…”

3) “Can you give me an example….”

4) “I’m confused about……”

5) “Let me see if I understand….”
c. An open question explores a person's statement without requiring a simple "yes" or "no" answer. The basic difference between an open question and a closed question is what they provide the person being asked. When you are asked an open question it helps you think more about an issue. A closed question will not do that. It may force you to answer before you are ready, or require a "yes" or "no" answer that doesn't allow more thinking about the issue. Closed questions close the door on further thought, while open questions open the door. For example, the speaker might say, "I don't like my job." The listener might respond, "What about your job don't you like?" or, "Tell me more about your feelings regarding your job."
d. * Listen carefully so that you will be able to understand, comprehend and evaluate. Careful listening will require a conscious effort on your part. You must be aware of the verbal and nonverbal messages (reading between the lines).
e. Results:

1) Shows you are hearing and thinking about what is being said. 

2) Show interest in getting further information.

3) Encourages the other person to share emotions and perceptions more fully.
4) Feeling reflection is a response in which you express a feeling or emotion you have experienced in reference to a particular statement. For example, the speaker might say, "I get sick of working so much overtime!" The listener might respond, "I hear you feeling angry and resentful at being asked to work so much overtime." Feeling reflections are perhaps the most difficult active listening responses to make. Not only do you actively listen to what is being said but also you actively listen for what is being felt. When you make a feeling reflection, you are reflecting back what you hear of another's feelings. It is similar to paraphrasing; however, you repeat what you heard them feeling instead of what you heard them saying. To understand what individuals are feeling, you must listen to their words, to their tone of voice, and watch their body signals. By observing all three you can begin to guess their feelings.
5) If the person responds to that invitation, you can often get beyond the surface issues and discern more clearly underlying concerns, motives, and feelings.

f. Poor questions

1) Questions that can be answered with a simple "Yes,” or “No,” answer, usually produce less information and openness.

2) Poor questions embarrass and entrap rather than clarify.

4. Reflecting

a. Listen with empathy. See the situation from the other's point of view. Try to put yourself in their shoes.  

– Automatically defensive

b. This involves summarizing the other persons main points in your words and sending them back in a constructive way.
To paraphrase, one simply rewords what another individual has said. For example, the speaker might say, "She was foolish to quit her job." The listener might respond, "I hear you saying that you believe she shouldn't have quit." What has occurred is paraphrasing where the listener has clarified what the speaker has said.
c. Reflect content and feelings.

1) “You believe I didn’t take time to hear you out.”

2) “The way you see it then is…” 

3) “You believe I was being dishonest about…”

d. Be sincere.

e. Reflecting does not require that you agree with what the other person says.

f. It simply reveals whether or not you are comprehending another person’s thoughts and feelings and thereby opens the way for further dialogue even when major disagreements remain. 

g. Another person’s perceptions are real, even if they are not based on fact. Therefore, if someone says, “You don’t even care about how this has affected me,” it usually does little good to respond, “That’s not true.” Instead, even if you believe the other person’s perceptions are wrong, take them seriously and use clarifying and reflecting responses to gain more insight and to show that you are getting the message. Only then will you be able to deal with the behavior that contributed to the perceptions and change things to their root.

h. Positive Results of Reflecting

1) As soon as a person is convinced you are getting the message, the need for repetition or a loud voice diminishes. 

2) Reflecting helps to clarify what the other person is saying and allows you to focus the discussion on a specific topic rather than dealing with several different concerns at the same time.

3) It can slow down the pace of a conversation, which is especially beneficial when emotions are high and words may be spoken in haste.

4) Makes them more willing to listen to what you want to say.
5. (Agreeing

a. Acknowledge what you know is true before going to points of disagreement. 

1) Will often encourage him or her to talk openly

2) And to avoid unnecessary repetition

3) Shows wisdom and spiritual maturity

“He who listens to a life-giving rebuke will be at home among the wise.” Proverbs 15:31

b. Doesn’t mean you abandon your beliefs

c. Can make the difference between argument and meaningful dialogue. Examples:

1) “You’re right. I was wrong when I said….”

2) “You know, a lot of what you just said is true. I do need to deal with my attitude.”

3) “I can understand why you would be upset with my being late again.”

d. Listen for the truth

e. Resist the temptation to defend yourself, blame others, or focus on points of disagreement.

f. Ask yourself, “Is there any truth in what he is saying?” If the answer is yes, acknowledge what is true and identify your common ground before moving to your differences. 

g. Allows you to focus on what deserves further discussion.

h. We are reluctant to admit being wrong because we fear it will seem like we are accepting responsibility for the entire problem

So agree only on specific terms –

-“Now that I’ve heard you, I can see that part of this problem really is my fault. I was wrong not to fulfill my part of the agreement…”

i. Controlled response verses an emotional reaction will do more for peace. 

* Think about the topic in advance, if possible. Be prepared to listen.

· A lot of complaints are by phone. – How do you communicate that you are listening when you are on the phone?



· Roadblocks that will cause them to stop talking:
* interrogating 
* preaching
* ordering
* judging 
* diverting
* analyzing
* blaming
* labeling 
* moralizing
* probing 
* ridiculing  
* threatening 
* reassuring 
* distracting 
* sympathizing 
* demanding 
* interpreting 
* teaching 
* withdrawing
* giving solutions 
* scolding 
* praising  - done at an inappropriate time can cause them to turn and focus on the wrong thing. 
* advising
* criticizing 
* directing 
* lecturing 
* name-calling
* stereotyping individuals by making assumptions about how you expect them to act. This will bias your listening.
Blabbering: 
Proverbs 17:9
He who covers a transgression seeks love, But he who repeats a matter separates friends.

LISTENING BARRIERS
LISTENING: How well do you listen to what people say? Do you hear what is not said with words, but with emotions or body language? How about listening to what is not said? How can you listen with your whole being, body, mind, spirit and heart? There are many sub-barriers that come under Listening. Below are some.
Automatic Talking: Listening just long enough to find a word that you know something about. Then shut off the rest of what is being said, particularly the emotional content. Then start talking about the word you know something about. This blocks real communications by not hearing the total content. This is the most used form of blocking true communication. For more on this, see Automatic Talking Exercise.

SELECTIVE LISTENING: This is when a person hears another but selects to not hear what is being said by choice or desire to hear some other message. This can take several forms and result in acting out in destructive ways. An example is to become passive aggressive by pretending to hear and agree to what was said when actually your intent is to NOT act on the message, but make the other person think you will. Another form is to act on what you wanted to hear instead of what was said. Continued selective listening is one of the best ways to destroy a relationship.

BEING A "FIXER": A fixer is a person that tries to fix another person's faults, problems or personality by offering what worked for them or a friend in a similar situation. Fixers often cut off others in the middle of a conversation without hearing the whole story to offer their fix. People overall do not like to be fixed and most suggestions for a fix will be disregarded and may result in anger toward the fixer.

Using "You" or "We" statements instead of "I" statements. "I statements show ownership of what is being said. "You" statements are often a form of criticism. "We" statements often implies everyone within listening distance agrees with the statement which is not true. Its like you speaking for another person without their permission.


Absolute Statements. These use such words as Never, always, forever, etc. and are often make a statement untrue. Use a less absolute word.

Daydreaming. Letting your attention drift away. There are many causes of this and you can stop it by getting into the conversation and saying you are having a hard time staying with what is being said, without blaming. You may find out others are having the same difficulty and will do the same.

Being right. This can take several forms. The most common is polite criticism of how a person speak or what they say or to insinuate that the person said it wrong. This can stop communication particularly with sensitive people. Many people have to learn how to communicate and can only do it by trying the way they know how.

Derailing. (a form of avoidance) Changing the subject, or tell a joke, or point a finger at another person or try and turn a question around and back to the speaker.

Name calling or belittling. This is hurtful and may make another feel foolish or stupid and they may exclude themselves from further conversation.

Being the Reactor. On occasion, a person will attempt to get you to speak by trying to "hook" you to react. Swearing is a way of hooking some people. A good listener will continue to just listen and not react. This will often cause the person to stop trying to hook you if you keep it up long enough.
ACTIVITY: Find a barrier you need  and would like to work on and circle it and then set a goal to work on it.


Mitigate: .
to lessen in force or intensity, grief, harshness, or pain; moderate. 

to make less severe

to make milder or more gentle; mollify; appease. 
(Mitigated speech: 
an attempt to downplay or soften the meaning of what is being said. We mitigate when we’re being polite  or when we’re ashamed or embarrassed or when were being deferential to authority. 
To a boss for example you don’t say “I need this by Monday”
rather: “Don’t bother, if it’s too much trouble, but if you can have a chance to look at this over the weekend, that would be wonderful.”
I mitigated to my son the other day – we don’t allow him to be by himself with his girlfriend at home when we are not there. 


Levels of mitigation: example in a cockpit of an airplane
1. (Command “Turn 30 degrees right”

2. (Crew Obligation Statement: “I think we need to deviate right about now.”

3. (Crew Suggestion: “Let’s go around this storm”

4. (Query: “Which direction would you like to deviate”

5. (Preference: “I think it would be right to turn left or right.”

6. (Hint: “That storm at twenty-five miles looks mean.”

There was a particular airline whose reputation for airline chrashes became so prevelant that the world aviation leaders took notice put that airline on notice and sent in special teams to investigate the reason why

Now different Cultures have different attitudes toward hierarchy, specifically with how a culture values and respects authority.

Research was done that classified countries PDI – Power Distance Index that measured a countries cultural value and respect for authority.

Any guesses at the countries with the lowest pilot PDI – so basically the cultures that had the leas respect for authority

15. United States
16. Ireland
17. South Africa
18. Australia
19. New Zealand

Now for the highest PDI – most respect
1. Brazil
2. South Korea
3. Morocco
4. Mexico
5. Philippines

Which countries do you think had the highest percentage of airliner crashes? – high PDI – Why? – wouldn’t speak plainly

Now in normal setting the mitigated speech works and is understood in this culture. 
First officer from a country with high respect for authority high PDI was least likely to  command or even come with a statement or suggestion to the captain, they spoke in hints. 
South Korean airlines was so bad Aviation commission was about ready to shut them down. – once the issue was discovered and they began to retrain their pilots, they eliminated the problem and have a normal flying record now.
1982 Air Florida crash outside Washington DC


Before take off:

First officer: “Look how the ice is just hanging on his back
there, see that. 
First officer:  “See all those icicles on the back there and everything?”
First officer: Boy, this is a losing battle here on trying to de-ice those things, it gives you a false feeling of security, that’s all that does
Finally as they get clearance for takeoff the first officer raises it to a suggestion: Let’s check those wing tops again, since we’ve been setting here for a while.
Captain: I think we get to go here in a minute

A few moments later the plane crashes into the Potomac River

First officer: Larry, we’re going down, Larry
Officer: I know it. 

Now all of this to say, people may mitigate their speech to you because you are an authority – even in the US especially if you are a strong or intimidating personality – which many TC directors can tend to be – my observation – often I have seen that staff or students or even donors, rather than offering mitigating speech – say nothing, maybe they just withdraw their support and they are really trying to say something. 
Are you listening? Keep your ears open for mitigated speech from the people you work with,
We don’t have them here to retrain them on how to talk to authority – so you have to learn to listen for mitigated speech and work to bring clarity 

If they know you are someone they can talk to, they are going to be a lot less likely to need to mitigate – a reason to develop your listening skills. 


How to avoid a catastrophe!
(Listen for mitigated speech. 
(If you become a person who is a companionate active listener people will not have to mitigate! Work to develop yourself as someone staff and students and others can talk and don’t need to mitigate.
(Talk about mitigation and the implications for our relationships)
(Possible round table:
1. Students
2. Staff
3. Board members
4. Donors
5. Parents
6. Spouse)




(Learning from those younger than you.
-A very specific form of friendship in which the younger instructs the older person. 
-upward mentoring

many, either do not want to push themselves out of their comfort zone or are fearful of looking like they are stupid about things that are intuitive to the rising generations. Any hope of maintaining relevance depends upon allowing ourselves to be mentored by young men who are wise about things that with every passing day we run the risk of becoming obsolescent.

“The corporate worlds uses reverse mentoring routinely for two good reasons: it works and the alternative spells technological obsolescence. “
- I need my son to teach me about how to run the satellite recorder before he moves away or I’m in trouble. 

If you do not you risk the very strong chance of becoming obsolete.

We have something to learn from them
 Technology is one
But even more important is their culture and mind set 
-- like a missionary going into a new country 
– their world view and way of thinking is drastically different than most of us sitting in this room

(Exhibits humility. 
(You earn trust. 
(Maintain relevance. 

“In the twenty-first century, an illiterate is not one who cannot read or write, but one who is unwilling to learn, unlearn, and relearn.” – Jerry Wind 
"Every day I get a little more disconnected unless I intentionally work at staying connected."
(Reverse mentoring is listening. 

Moses: at the red sea:

David: 
Psalm 27:7
Be still before the LORD and wait patiently for him; 
       do not fret when men succeed in their ways, 
       when they carry out their wicked schemes.
Psalm 46:10 
 “Be still, and know that I am God!
      I will be honored by every nation.
      I will be honored throughout the world.”
Isaiah 40:31

I have a question (are you listening) – Do you think that principle was just for Moses or David.

Schedule time – make it an appointment so that you don’t feel guilty for telling someone you can’t at that time because you have an appointment! 

“Christians don’t retreat!” – I hate that statement 
Jesus??
There are several scriptures that talk about Jesus getting alone and the crowds following him


Mark 1:35-37 
 35 Before daybreak the next morning, Jesus got up and went out to an isolated place to pray. 36 Later Simon and the others went out to find him. 37 When they found him, they said, “Everyone is looking for you.”
Luke 5:16
So He Himself often withdrew into the wilderness and prayed.
Rev: Behold I stand at the door and knock 
 Walking in step with the Lord requires a listening heart and obedient action. When we are open to His direction, He guides us away from some things and to other things. If we follow our own schedule, we miss the opportunities He has planned. Our willingness to hear the Lord and obey His promptings makes all the difference.

Paul and his companions traveled throughout the region of Phrygia and Galatia, having been kept by the Holy Spirit from preaching the word in the province of Asia. When they came to the border of Mysia, they tried to enter Bithynia, but the Spirit of Jesus would not allow them to. So they passed by Mysia and went down to Troas. Acts 16:6-8
Prayer: Dear Lord, I want to walk in step with You today. Give me ears to hear Your voice. Develop in me the determination to obey Your promptings. Help me to set aside my own agenda so that I can stay on the path You have planned. In Jesus' Name, Amen!

Conclusion:

Listening is something at which you must make a conscious effort.
It takes a lot of concentration and determination to be an active listener.

I believe that as we are driven from a heart of compassion for others that flows from our relationship with Christ we desire and work to be better listeners, if the core value is love rather than just another task, or responsibility. No, its people; its souls! 
Handouts: 
Constructive Communication
How to Confess
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What follows is a quick synopsis of Blink (see pages 39-43) a book by Malcolm.


An insurance company that carries malpractice insurance for doctors investigated the likelihood of the doctors they covered being sued. �Do you examine their experience, credentials and the number of errors they have made or do you listen to brief snippets of conversation between the doctor and his patients? �Which determines the likelihood of a doctor being sued more accurately?��“Believe it or not, the risk of being sued for malpractice has very little to do with how many mistakes a doctor makes. �Analysis of malpractice lawsuits show that there are highly skilled doctors who get sued a lot and doctors who make lots of mistakes and never get sued. �In other words, patients don’t file lawsuits because they’ve been harmed by shoddy medical care. Patients file lawsuits because they’ve been harmed by shoddy medical care and something else happens to them.” (Blink, pg. 40)


“What is that something else? �It’s how they were treated, on a personal level, by their doctor.” Over and over patients say they were rushed or ignored or treated poorly.


One patient had a internist and a radiologist involved with her treatment and wanted to sue the internist for malpractice. �The lawyer showed her that it was actually the radiologist who was at fault and not the internist, but the patient refused to sue the radiologist because she liked him, even though the radiologist was at fault. �People do not sue doctors who take time to listen to them and see them as a whole person and treat them like a human being.


Looking at doctors who had not been sued verses doctors who had been sued, doctors who were not sued:


spent an average of three minutes longer with their patients,


were more likely to take time to explain things,


offered time for questions,


were more likely to engage in active listening,


far more likely to laugh and be funny,


offered no difference in the quality or amount of information, and


provided no more details about medication or the patients condition.


“The difference was entirely in how they talked to their patients.”


Here is the concluding paragraph:


Next time you meet a doctor, and you sit down in his office and he starts to talk, if you have the sense that he isn’t listening to you, that he’s talking down to you, and that he isn’t treating you with respect, listen to that feeling. You have … found him wanting”


Students – Parents are evaluating you the same way!
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Clarifying


Reflecting
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Equate With Hearing


Uninteresting Topics


Speaker’s Delivery


External Distractions


Mentally Preparing Response


Listening for Facts
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Listen to God
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