	

	Lesson 3
Listening

	

	Learning Outline for Lesson 3:
Introduction: Connecting Your Learning
Focusing Your Learning
Assessing Your Learning - Assignment 3
Summarizing Your Learning
Please note: The assignment for this lesson involves surveying two other people and may take some extra time to complete. Please plan time for this.
Learning Outline explanation
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Connecting Your Learning 
In Lesson 2, we studied the skills for understanding and improving cultural conditioning, personality traits, organizational culture, positive cultural conflict and perceptions about people.
In order to review several of the key concepts from Lesson 2, take a few minutes to analyze your workplace culture by thinking about the physical environment you work in and the literature (newsletters, memos, etc.) sent to employees. What is the best way to do the following in your workplace?
· Communicate new ideas?
· Interact with supervisors?
· Exchange information using the telephone, email, or in face-to-face situations?
How do you know what the best way is for each of the questions above? The more you become conscious of how to communicate, the more you will improve your workplace communication skills.

	

	A real life situation 

Reading
Refer to the 'Strategic Scenario' on page 90 in your textbook.
Can you underline at least one to two barriers (pages105-107) to listening that that Randy may confront as he anticipates his task?
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	This lesson concentrates on the course competencies regarding effective listening skills. (The complete list of course competencies is in your Syllabus. The lesson competencies are then broken down into specific lesson objectives.)
Official Course Competencies
6. Describe the process of perception and the perceptual problems most commonly found in organizations.
7. Demonstrate the ability to improve one's self-confidence in communication skills on the job.
8. Identify the components of the listening process and the most common listening problems in individuals.
9. Demonstrate effective listening skills of questioning, paraphrasing, empathizing, and remembering.

	 Lesson Objectives 
All lesson objectives focus on increasing learning about communication skills in the workplace.
By the end of this lesson, you should be able to:
1. Explain the importance of listening as a communication skill in the workplace.
2. Describe barriers to listening and how to reduce these barriers.
3. Explain how different listening styles, preferences, approaches to and reasons for listening affect communication in the workplace.
4. Identify your own listening styles.
5. Identify the advantages and disadvantage of various methods of listening uses in specific workplace situations.
6. Evaluate your listening skills for effective workplace communication.
7. Differentiate between listening and hearing.
8. Recognize how perception shapes listening.
9. Eliminate receiver apprehension.

	

	Key Terms 

These words are important for you to clearly understand in the context of this course. Many students write down the definitions of these words in order to reinforce their learning. The definitions are not required for you to turn in, but knowing these words will help you meet the lesson objectives.
· effective listening
· pseudolistening
· environmental barriers
· perception
· reception
· sympathy
· empathy
· listening styles
· appreciative listening
· empathic listening
· discriminative listening
· analytical listening
· passive listening
· negative listening
· environmental distractions
· message content
· interactive listening
· questioning techniques
· Three D‘s (distraction, disorientation, defensiveness)
· anxiety management
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	Listening is the most frequent communication skill we use. It contributes directly to success in the workplace, either through personal success, department or team success or even the organization's success.  If a person wants to be more successful and self-confident, he or she will find that time spent on improving listening skills will lead directly to increased effectiveness at work. However, most people do not indicate that this is what they believe they should spend more time on. Most people believe they should focus on their presentation skills and encoding messages, more than on listening and decoding messages. Perhaps they do not understand that listening is a vital skill in communication situations in all businesses and professions.  

	Concept Check

	· Reinforce your learning by completing the Concept Check questions. Concept Check for Chapter 4. (optional)

	

	Talk this over with someone else so that you can increase your learning. 
In order to increase your understanding of barriers to effective listening, take a few minutes to complete the following activity and discuss your answers with someone else.
Recall three workplace communication situations where you know you had difficulty listening effectively. For each situation, describe which of the following factors might have contributed to your difficulty: speaker‘s communication style, environmental distractions, emotional distractions, and message content. Try to be a specific as you can in your analysis. Refer to pages 104-106 in your textbook. Decide how you might overcome these barriers.
Talk this over with a family member or friend and explain these concepts to him or her so that you can increase your learning.

	

	Concepts to Think About 
In Lesson 1 we studied the basic elements in the communication process and the communication decision making process (DECIDE). In Lesson 2 we covered how culture impacts how we communicate and how the ability to effectively communicate with people from other cultures is important in the workplace.
In this lesson we are focused on the feedback message that the receiver is sending back to the sender. For a review of the basic elements of the communication process and the communication decision making tool, DECIDE, you will want to reread Lesson 1. The purpose is to let the sender know that the receiver understands the message that the sender actually sent. (This is Step 6, Evaluate Feedback and Repeat Process, of the DECIDE tool.) Therefore, paraphrasing and asking clarifying questions, in a genuine request for information to increase understanding, are considered the most effective strategies for listening and feedback. However, some people ask questions that indicate they are passing judgment or criticizing. By doing this, they become senders of new messages, and the original sender does not feel listened to or understood. As you can imagine, the original sender's self-confidence in his or her ability to communicate well on the job has decreased in this all-too-common situation.

	

	The Communication for Business and Professions Journal for Lesson 3

Write Journal #3 based on a real life situation that you observed or participated in which demonstrates a communication concept from this lesson. Write a reflective Journal Entry that describes the communication, evaluates why it was or wasn‘t effective and states how the communication could be improved in the future in a similar situation. These three parts are further explained in the directions for Journal Entries for COM 259. (See the link for Journal Criteria below.)
Note: 
This journal is not due at this time. This journal should be submitted when Journal Entries for Lessons One through Five are due. 
Before you complete the journal writing for this lesson, check your understanding of the Journal Criteria and the format. Can you answer yes to the questions for Assessing the Communication for Journal 3?
Please create your journal entry off-line in a word processing program and save it until it is time to submit Journal Entries 1-5. Then, copy and paste them into the appropriate submit box. Do not send until all five journals are written and it is time to do submit.

	

	[bookmark: summarizing]  Summarizing Your Learning

	

	The objectives for Lesson 3 focus on listening skills, barriers to listening, listening styles, and strategies for increasing effective listening.
For a summary activity, list three behaviors that you need to concentrate on to improve your own skills in listening. Next to each behavior, devise an action plan that you can implement to improve your skills.



