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	OBJECTIVES

	

	Listening is the doorway to clear communication.  

At the completion of this course, participants will be able to:

· Use active listening techniques when communicating with disaster applicants.

· Identify the messages being communicated through nonverbal behaviors.

· Discuss ways to confirm the meaning of messages.

· Demonstrate the use of open-ended questions.

· Respond to both the message and the emotions behind the message
Disaster applicants have a strong need to tell their stories.



	
	Your Notes:


	
	


Story 1:  How Well Do You Listen?

	Purpose:  The purpose of this activity is to determine how well you recall information.



	Instructions:  Answer the following questions using the information you recalled.



	1. What is the name of the speaker’s husband?

2. How old is her daughter?

3. How old was her son at the time of the flood?

4. At what time did she speak with her parents on the telephone?




5. What did her dad joke about?




6. Complete the statement made by the speaker . . .


So I felt _______________________ safe.



7. Why couldn’t she see the clock?

8. How high was the water?





Story 2:  How Well Do You Listen?

	Purpose:  The purpose of this activity is to determine how well you recall information.



	Instructions:  Answer the following questions using the information you recalled.



	1. Had the speaker experienced a tropical storm before?

2. Who first advised the speaker to evacuate?

3. Who drove the speaker to the shelter?

4. What did the speaker do before leaving for the shelter?




5. When did everyone say they would be able to go home?




6. Complete the statement made by the speaker . . .

Everything got real quiet and that was worse than the noise.  It was sort of a _______________ quiet.






	ACTIVE LISTENING

	
	· Demonstrates understanding

· Builds trust

· Encourages person to share

Your Notes:



	
	Active listening has five parts:

· listening, 

· observing non-verbal cues,   

· confirming meaning, 

· asking questions, and 

· showing understanding.  

Your Notes:




	NONVERBAL COMMUNICATIONS

	Importance of Nonverbal Communication

[image: image6.wmf] 



	More than 50 percent of all communications is through nonverbal means.  Our actions may be more important than what we say.  Observing is the key to understanding nonverbal communication.  Observing nonverbal behaviors allows you to:

· Gather information about the disaster victims’ feelings and attitudes.

· Assess the consistency between verbal and non-verbal messages.

· Respond to disaster victims’ needs.



	
	Your Notes:


	Types of Nonverbal Behaviors
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	Nonverbal behaviors include:

· Eye Contact

· Posture/Personal Space

· Gestures

· Facial Expressions

· Other:




	Eye Contact




	· In general, the more eye contact, the more attentive and interested a person seems, and the more successful the communication. 

· Failure to make eye contact is regarded as a sign of uncertainty, dislike, or deception.

· Intense eye contact can make people feel uncomfortable.

Your Notes:


	Posture/Space




	· Posture can indicate attentiveness to the other person or the matter being discussed.

· The amount of physical space between you and another person communicates about your relationship with that person.  Personal interactions occur up to 1( feet away while casual interactions occur 1( to 4 feet away.

Your Notes:


	Gestures


	· How we use our arms, hands, and legs can reveal how relaxed or friendly we feel or how hostile or guarded.

· Head movements indicate the degree of agreement or disagreement (nodding or shaking).  Tilting the head to one side may mean suspicion or rejection.

Your Notes:



	
	

	Expressions
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	Remember . . . Look at the mouth, eyes, eyebrows, and other facial expressions.
Your Notes:


	Inferences
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	You can make inferences about:

· What the individual is feeling.

· What the individual may need.

· Inconsistencies between verbal and nonverbal messages.

To make inferences, you should:

Step 1:  Group related observations.

Step 2:  Label the cluster of grouped observations.




Your Notes:



	CONFIRMING WHAT YOU HEAR

	
	· Confirming is often called paraphrasing and allows you to clarify what you’ve heard by reflecting the message.


· You confirm to ensure that you understand what is being said and to demonstrate that you heard the other person.


· Confirming also ensures that you understand the emotions being stated and those not being expressed.

Your Notes:



	
	

	ASKING QUESTIONS

	
	· Most probing questions are open-ended questions.


· It is critical to give the individual time to formulate a response before asking a second question

· Use a confirming statement to acknowledge and clarify the answer to your question before asking another question.

Your Notes:



	
	


	SHOWING UNDERSTANDING

	
	· Acknowledge the individual’s feelings

· Match the level of the person’s emotion with concern.

· Do not deny the individual’s perception

· Assess the situation and state the specific actions you will take to address the concern.

· Be honest.  Acknowledge that you may not be able to help; do not create false expectations.

Your Notes:



	
	

	SUMMARY


Your Notes:

Confirming what you hear

Instructions:  Listen to each statement.  Write a response that confirms your understanding of the situation.  In restating the information, you may want to use one of the following formats:

	
	
	

	 “In other words . . .”
	“If I understand you, you think . . .”
	“So, you’re saying . . .”

	
	
	


	Statement #1
	



	Your Confirming Response:



	Statement #2
	



	Your Confirming Response:



	
	
	

	 “In other words . . .”
	“If I understand you, you think . . .”
	“So, you’re saying . . .”

	
	
	


	Statement #3
	



	Your Confirming Response:



	Statement #4
	



	Your Confirming Response:



	
	
	

	 “In other words . . .”
	“If I understand you, you think . . .”
	“So, you’re saying . . .”

	
	
	


	Statement #5
	



	Your Confirming Response:



	Statement #6
	



	Your Confirming Response:



ASKING QUESTIONS AND CONFIRMING

Instructions:  Listen to each statement.  Formulate a question that will help you probe for additional information.  Next you will hear a sample probing question and response.  After you hear the response, write a confirming statement.

	Excerpt #1
	



	Probing Question:

Confirming Response:




	Excerpt #2
	



	Probing Question:

Confirming Response:




ASKING PROBING QUESTIONS AND CONFIRMING

	Excerpt #3
	



	Probing Question:

Confirming Response:




RESPONDING TO STRONG EMOTIONS

Instructions:  Listen to each statement.  Identify the feeling and then write a response that helps demonstrate that you understand the speaker’s frame of reference.  You may want to use the following format:  “You’re feeling . . . because . . .”

	Statement #1
	



	Feeling Being Expressed:

Your Response Demonstrating Understanding of the Feeling and Reasons:




	Statement #2
	



	Feeling Being Expressed:

Your Response Demonstrating Understanding of the Feeling and Reasons:




	Statement #3
	



	Feeling Being Expressed:

Your Response Demonstrating Understanding of the Feeling and Reasons:




	Statement #4
	



	Feeling Being Expressed:

Your Response Demonstrating Understanding of the Feeling and Reasons:




	Statement #5
	



	Feeling Being Expressed:

Your Response Demonstrating Understanding of the Feeling and Reasons:




	Statement #6
	



	Feeling Being Expressed:

Your Response Demonstrating Understanding of the Feeling and Reasons:




	Statement #7
	



	Feeling Being Expressed:

Your Response Demonstrating Understanding of the Feeling and Reasons:
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Observations:







•







Slouching







•







Yawning







•







Tapping a pencil







•







Staring out the window







Label:  Boredom
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