When I am speaking are you REALLY
LISTENING?
Active listening is a communication technique used in counselling,
training, and conflict resolution. It requires that the listener fully
concentrate, understand, respond and then remember what is being
said
How often have you spoken to someone and (be honest!), you really
haven’t been listening to them and instead you were thinking of your
reply to their comments?
Active listening especially in time of conflict is difficult to achieve as we
are in the middle of the conflict and want “our say” and “an opportunity
to be heard”.
There is nothing more infuriating especially in times of conflict when you
are of the view that you either haven’t been heard or feel like you have
not been given an opportunity to be heard.
The following are some suggestions how we may increase our abilities to
practice our active listening skills.
An active listener:
 Spends more time listening to the other party than talking or
passing judgement
 Does not finish the statements or sentences of others that they
are communicating with
 Does not answer questions with questions
 Provides feedback to the other parties views however they don’t
interrupt continuously
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 Focuses on what the other party is saying not on their own
interests
 Is fully aware of their own biases and is able to control these
 Allows the other party to tell you “their story” and does not
dominate the conversation
 Never allows their mind to wander and miss what has just been
said
 Allows the other party to finish speaking and then plans what they
are to say – not while the other party is still speaking
Active listening allows the parties to build trust, provides the parties the
opportunity to have their say and feel valued and importantly it allows
parties to rebuild relationships.
The activity below may assist you to assess whether you are an active
listener or have room for improvement.
Finally some food for thought:
The word LISTEN contains the same letters as the word SILENT
Alfred Brendel
Here at Proactive Complaints Management we are able to tailor a
training program to meet you organisational needs, for further
information please contact Steve Aivaliotis on +61 418 313 303, via
email steve@proactivecm.com.au or check out our website
www.proactivecm.com.au

© Proactive Complaints Management |PO Box 5040 Brandon Park Vic 3150|
steve@proactivecm.com.ua | Steve - ph: 0418313303 | www.proactivecm.com.au |

Active Listening Self-Assessment Tool

An individual who actively listens will usually get more information out of their
complaints meetings and achieve better results in complaints negotiations.
This self assessment tool will assist the staff member to identify how they actively
listen during the complaints process.

While someone is talking I:

Usually

Sometimes

Rarely

Plan how I am going to respond
Keep eye contact with the speaker
Take notes as appropriate
Notice the feeling behind the words
Find myself thinking about other things while
the person is talking
Face the person who is talking
Watch for significant body language e.g.
facial expressions, gestures etc
I interrupt the complainant to make a point
or refute a point
I am distracted by other tasks I have to
complete
I listen to the complaint without immediately
forming an opinion or evaluating the
information
I ask clarifying question to get more
information and I encourage the
complainant to continue
I reframe what the complainant has just
informed me so that we are clear what the
complaint is
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Add Totals for each column
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Scoring
44 – 60
28 – 43
12 – 27

You are an active listener
You are a good listener with room for improvement
You will need to focus on improving your listening skills
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