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What kind of office tasks require 

good listening skills? 

•

A coworker in your department asks you a 

question or seeks your advice to complete a 

task.

•

You receive spoken instructions from your 

supervisor.

•

You answer the telephone and take accurate 

phone messages.



NOTE:  You will need to collect two additional documents that are similar in nature to the one provided in this lesson at Hook 1a. These should be collected from local employers that support your program. These two additional documents will be used in Hooks 2 and 3 and are not to be duplicates of the other two documents used in this lesson. DO NOT USE MATERIALS THAT ARE NOT RELEVANT TO THE WORKPLACE. 

Hook 1a
As you begin your classes, be sure that you are aware of each student's needs and move to assist each student at least once before this lesson. 

Project a transparency of Listening Skills Are Required. Let’s think about the first thing that should be done when effective listening is needed. What would be the next step?”

Record all responses on a flip chart and save for later use.

Coach students during a brainstorming activity but do not offer suggestions.

Bridge

Acknowledge the responses offered; question students further to generate additional responses.

Ask, “Do you believe that these are the only thinking steps that should be used?” Pause. “Could there be more?”

Ask the students if they have had any assistance from you today…ask if that assistance was requested each time. Point out how your profession, as an instructor, requires that you listen and become aware of your students’ needs so that you can advise, assist, or enable them to do their work.

Say, “How many of you have children at home? Do you ever have to listen to them? We want them to listen to us, but are there times when we must listen to them to know how to assist them and to give sage advise. Now we are going to go to our lessons and list the thinking steps we should know and use. When we have finished our work, we will compare your answers that I have recorded on the flip chart to the ones we have learned.”

Book

Select a lesson (or lessons) from the wage curriculum Matrix or other source that best supports your needs. Spend ample time in the chosen lessons until you believe that each learner has mastered the skill.  As you move through each lesson, be sure to emphasize the thinking steps that a learner must use to correctly apply this skill. Ensure that all thinking steps are properly sequenced during the learning and that each learner has had opportunities to practice each step in the application of the skill. Write the thinking steps identified by the lesson(s) in the sequential order they are to be used; you will use these again in Hooks 1b, 2, and 3.

For this section, give each student a copy of the handout, Listening Skills. Read this to the students aloud as they read along with you. Discuss the information as you read through it. 

Thinking Steps for Competency C18.  


NOTE: I f your chosen lesson(s) indicates a different set of thinking than these listed here, substitute those that was presented in the lesson(s). 









1. Assess your present knowledge and training regarding listening.

2. Are you a good listener?

3. What makes a good listener?

4. What changes do I need to make to become a good listener?

Hook 1b

Pass out handouts to students and prepare the sheet of paper where you recorded learner responses in Hook 1a to be posted.

Say, “We are going to evaluate your answers. You gave me the following answers.” Post the sheet with responses on the wall. “Now, let’s look at the thinking steps that the lessons recommended we use.” Compare their responses to the given recommendations.

Example: 

Say, “One more thing before we need to discuss before we proceed…is all listening done with your ears? Are there times that you listen with your eyes? We will learn more about this a little later. Now I am going to model for you the use of the thinking steps we learned as we discuss Things to Remember. As I say the thinking step, you help me apply the skill at each step. Do you understand what we are going to do?” Address any concerns before moving ahead.

Call out each thinking step and get the learners to assist you as you perform the task at each step.

Hook 2

Say, “Now that I have modeled how you can use effective listening, are there any questions before we move on?” Address all concerns before moving ahead. 

Hand out a copy Relative Quotes that have been chosen for this exercise.

Say, “Here is a list of quotes that we will read and discuss. As we read the quotes think about the steps we have learned and apply then as relevant. Everyone will have a chance to discuss and give his or her ideas. Are there any questions about your task?” Address all concerns before moving ahead.

When all have finished, ask for a volunteer to model the application of thinking steps to the task. Pay attention to the proper sequence, the learner’s ability to model, and the actions that must take place at each step. Allow all who want to model the steps an opportunity to do so before moving ahead. Have the students turn in all work to you. Review the work and address any exceptions noted with the learner.


NOTE:  Mastery of this competency is determined by the students’ work on Hook 2. Review or rework is necessary when a student has not demonstrated mastery at Hook 2. Mastery is defined as the task being performed correctly with zero mistakes. A WAGE certificate should not be granted without mastery on all competencies listed in the student’s Individualized Program Plan. 






Hook 3

Compliment the class for all the good work done at Hook 2. Say, “For this last exercise, I will describe the situation we will use to reinforce our steps.  In the situation, you are in a staff meeting in which the supervisor is telling your department what will be expected from your department during the next week.”

Have three of the students to act out poor listening skills.

Have three other students to act out the same situation suing good listening skills.

Discuss both skits.


NOTE:  When it is impossible to use teams at Hook 3, usually due to an open-entry, open-exit class format, you will want to use peer tutors, paraprofessionals, or yourself as a supplement to the team.  When conducted correctly, the concepts of interdependence can be reinforced when there are only two people assigned to the task. 











Evaluation for C18:

Use the attached questionnaire and have the students tell you what assistance you need, what advise you need, or what can be done to enable you.

Resource Listing for C18:

http://www.casaa-resources.net/resources/sourcebook/acquiring-leadership-skills
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Name _______________________________ Date _______________

Listening Skills

People need to practice and acquire skills to be good listeners, because a speaker cannot throw you information in the same manner that a dart player tosses dart at a passive dartboard.  Information is an intangible substance that must be sent by the speaker and received by an active listener. 

The Face It Solution for Effective Listening

Many people are familiar with the scene of the child standing in front of dad, just bursting to tell him what happened in school that day. Unfortunately, dad has the paper in front of his face and even when he drops the paper down half-way, it is visibly apparent that he is not really listening.

A student solved the problem of getting dad to listen from behind his protective paper wall. Her solution was to say, “Move your face, dad, when I’m talking to you.” This simple solution will force even the poorest listener to adopt effective listening skills because it captures the essence of good listening. 

Good Listeners Listen With Their Faces

The first skill that you can practice to be a good listener is to act like a good listener. We have spent a lot of our modern lives working at tuning out all of the information that is thrust at us. It therefore becomes important to change our physical body language from that of a deflector to that of a receiver, much like a satellite dish. Our faces contain most of the receptive equipment in our bodies, so it is only natural that we should tilt our faces towards the cannel of information.

A second skill is to use the other bodily receptors besides your ears. You can be a better listener when you look at the other person. Your eyes pick up on the non-verbal signals that all people send out when they are speaking. By looking at the speaker, your eyes will also complete the eye contact that speakers are trying to make. A speaker will work harder at sending out the information when they see a receptive audience in attendance. Your eyes help complete the communication circuit that must be established between speaker and listener.  

When you have established eye and face contact with your speaker, you must then react to the speaker by sending out non-verbal signals. Your face must move and give the range of emotions that indicate whether you are following what the speaker has to say. By moving your face to the information, you can better concentrate on what the person is saying. Your face must become an active and contoured catcher of information.

It is extremely difficult to receive information when your mouth is moving information out at the same time. A good listener will stop talking and use receptive language instead. Use the I see . . . un hunh . . . oh really words and phrases that follow and encourage your speaker's train of thought. This forces you to react to the ideas presented, rather than the person. You can then move to asking questions, instead of giving your opinion on the information being presented. It is a true listening skill to use your mouth as a moving receptor of information rather than a broadcaster. 

A final skill is to move your mind to concentrate on what the speaker is saying. You cannot fully hear their point of view or process information when you argue mentally or judge what they are saying before they have completed. An open mind is a mind that is receiving and listening to information. 

If you really want to listen, you will act like a good listener. Good listeners are good catchers because they give their speakers a target and then move that target to capture the information that is being sent. When good listeners aren't understanding their speakers, they will send signals to the speaker about what they expect next, or how the speaker can change the speed of information delivery to suit the listener. Above all, a good listener involves all of their face to be an active moving listener. 

THINGS TO REMEMBER 

1. If you are really listening intently, you should feel tired after your speaker has finished. Effective listening is an active rather than a passive activity.

2. When you find yourself drifting away during a listening session, change your body position and concentrate on using one of the above skills. Once one of the skills is being used, the other active skills will come into place as well. 

3. Your body position defines whether you will have the chance of being a good listener or a good deflector. Good listeners are like poor boxers: they lead with their faces. 

4. The speaker cannot just transmit meaning as a tangible substance. It must also be stimulated or aroused in the receiver. The receiver must therefore be an active participant for the cycle of communication to be complete. 

Relevant Quotes

[image: image1.wmf]All speech, written or spoken, is a dead language, until it finds a willing and prepared listener.

—Robert Louis Stevenson

[image: image2.wmf]We were given two ears but only one mouth; God knew that listening was twice as hard as talking. 

—Anonymous

[image: image3.wmf]Effective listeners remember that “words have no meaning—people have meaning.”

—Larry Barker

[image: image4.wmf]The contract between hearing and really listening can be as different as night and day. and in a business environment, not listening effective to customers, employees, and peers can mean the difference between success and failure. 

—Ken Johnson

[image: image5.wmf]Every person in this life has something to teach me—and as soon as I accept that, I open myself to truly listening.

—Catherine Doucette

[image: image6.wmf]Listening well is as powerful a means of communication and influence as to talk well.

—John Marshall

[image: image7.wmf]We listen in order to learn and retain information. If we are speaking, we are not listening or learning anything to add to our sum of knowledge. This is why the first step to effective listening is to stop talking!

—Ken Fracaro
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Listening Questionnaire

Directions: Read the situations below and state what advice or assistance is needed.

An applicant is not completing the application because his/her pencil lead is broken. 



Your supervisor wants you to order a gift for the secretary for Secretary’s Day. She told you last week that she is allergic to chocolate, bees, milk, tomatoes, caffeine, mold, pollen, and dust. What would be a good suggestion for a gift?



You are responsible for scheduling your co-worker’s summer vacation. They told you they want to be off before it is too hot, not rainy season, during the kid’s vacation, and before the two-week shut-down in early august. When do you recommend that they take their vacation?



From their interviews you find that these new employees have the following previous experience; place the workers in the appropriate positions. 

Employee 1:
Just returned from two months off with back surgery; while off watched game shows and soap operas all day, every day.

Employee 2:
Keys 65 wpm; very quiet.

Employee 3:
Truck driver for United Parcel Service; installs computers for friends on weekends.

Position 1:
Data Input Specialist


Employee _____

Position 2:
Office Equipment Transportation
Employee _____

Position 3:
Customer Service Representative
Employee _____

WAGE Competency C18: Listening to advise, assist, and enable. 
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Listening Skills Are Required  

What kind of office tasks require 

good listening skills? 

		A coworker in your department asks you a question or seeks your advice to complete a task.

		You receive spoken instructions from your supervisor.

		You answer the telephone and take accurate phone messages.










