Skills for Getting Another Person’s Perspective

Attending

Purpose
How to Attend

Attending demonstrates to the speaker that you are paying attention and listening to what he/she is saying.
· Maintain eye contact.

· Keep an alert but relaxed posture.

· Use appropriate facial expressions.

· Nod your head.

· Say “I see …” or “Uh-huh …” to let people know they have your attention.  

· Be sensitive to cultural differences that may exist in a diverse workforce.  (Be aware, for instance, that in some cultures maintaining direct eye contact can be offensive.)

Observing

Purpose
How to Observe

Observing is the ability to detect cues in another person’s behavior and/or appearance so you can try to understand what he/she might be feeling.  Observing is the necessary foundation for being able to distinguish between and respond to the person’s emotions or feelings.  Observing requires you to suspend judgment and avoid jumping to conclusions.  It also involves empathy:  based on what you observe, you must respond appropriately to the other person’s emotions.
Identify physical cues by looking at the person’s facial expressions, posture, and actions. Cues should be observable behavior displayed by the person.

Consider what these cues might mean in terms of what the other person might be feeling.  For example, if someone is frowning, the person might be sad, disappointed, upset, discouraged, or mad.

Treat your inference about what the person might be feeling as an hypothesis that needs to be validated or confirmed.

Encouraging

Purpose
How to Encourage

Encouraging can stimulate or spur other people to offer you more information, insight, or ideas.  It conveys to them that you are interested in what they have to say.
· Say things such as, “Tell me more about that,” “Go on …,” “Hmm, that’s interesting.”

· Ask questions.

· Use attending behaviors.

Asking Questions

Purpose
Types of Questions

Sometimes you don’t have enough information to really understand what the person has

said or to understand it from his/her point of view.  Or you may simply need to elicit more information about a situation.  The best way to do this is to ask questions.
Closed Questions

· Are used to elicit a “yes” or “no” or other limited response—a finite amount of information; provide only the information you ask for (assuming you know what questions to ask).

· Typically begin with “have,” “is,” “can,” and “do.”  Examples include:

· “Is 2 days enough time?” 

· “Can Tanya handle the job given her skill level?” 

· “Does this computer error occur often?” 

· are used to elicit quick facts and stimulate closure; most useful for confirming understanding or agreement.  For example, “Did I understand you correctly when you said …?”

Open-Ended Questions 

· Can yield a great deal of information; are used for gathering information, understanding a problem or concern, drawing out, solving problems.

· Often begin with “how,” “what,” “why,” “when,” “where,” or phrases such as “Tell me about ….”  Examples include:

· “How do you think we should proceed?” 

· “Tell me about ….”

· Encourage participation in the communication process or participation at a deeper level.

Paraphrasing

Purpose
How to Paraphrase

Paraphrasing is the key skill to make certain that you have understood the other’s message. Paraphrasing is summarizing in your own words the gist of what someone has said.  

Paraphrasing:

· Lets the person know that you are listening

· Encourages the person to expand on what he/she is saying

· Helps you confirm what the person is saying before you react.
· Mentally summarize the key points of what the person is saying. 

· Reflect the gist of what the person has said in your own words.  Begin with a phrase such as:

· “What I hear you saying is … ” 

· “In other words, you’re saying …”

· “You’re saying ….”

Criteria for Effective Paraphrasing 

· Interchangeable (that is, you don’t take away from or add to what the person has said)

· Brief 

· In your own words

· Free from judgment (that is, you’re not agreeing or disagreeing with what the person has said; you’re simply acknowledging that you understand what he/she meant)
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