Interpersonal Communication: Listening Skills
Three effective listening skills are Attending, Paraphrasing, and Active Listening. 

	Attending 
	Attending behaviors are the things you do to communicate that you care and are paying attention to what the person is saying. These include physical behaviors such as:

· Eye contact

· Nodding

· Posture.

Attending also includes verbal behaviors such as:

· Saying “uh huh”

· Voice tone

· Asking facilitative questions.

	Facilitative Questions
	Facilitative questions are open questions.  Open questions:

· Require more than a “yes” or “no” answer

· Elicit discussion

· Usually begin with “What,” “How,” “When,” or “Why.”

Some examples of open facilitative questions are:

· ADVANCE \u1What do you think of that?

· How would you approach this?

· Why do you think it’s happening?

· What are your ideas for solving the problem?

· What would happen if we try this?

	Paraphrasing
	Paraphrasing involves rephrasing in your own words what someone is saying.  The purposes of paraphrasing are to:

· Help the other person feel listened to

· Encourage the person to expand on what he or she is saying

· Let you check your understanding before you react to what was said.

There are five criteria for paraphrasing.  Your response should:

· Be interchangeable (not adding to or subtracting from what was said)

· Be brief

· Be original, in your own words

· Convey neither approval nor disapproval

· Begin with the pronoun “You.”


Interpersonal Communication: Listening Skills (continued)

	Paraphrasing (continued)
	There are four steps to effective paraphrasing:

1. Listen to the details of what is being said.

2. Mentally summarize the key points.

3. Reflect the gist in your own words.

4. Begin your response with the pronoun “You.”



	Active Listening
	Active listening goes beyond paraphrasing by detecting and expressing how the person feels, in addition to paraphrasing the reason for the feeling.   The benefits of active listening are that it:

· Helps make the person feel that you understand both the content and the feeling behind the content

· Reduces defensiveness

· Defuses emotional situations by helping the person calm down and devote energies to problem solving.
There are four steps to effective active listening:

1. Listen to the details of what is being said.

2. Summarize the main points and feelings expressed verbally and nonverbally. 

3. Reflect the feelings and content in your own words.

4. Use the format, “You feel . . . because . . . ”
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