LIFE Class: 303 - Listening
(Revised 10-08)

Goal:  To introduce the concept of empathic and contemplative listening and to practice in a group setting

Objectives:
· Identify the essential aspects of communication

· Understand the purpose and application of effective listening

· Compare and contrast three methods of listening

· To identify barriers to the listening process
I. Introduction to Communications

And in the naked night I saw,


Ten thousand people, maybe more,


People talking without speaking,


People hearing without listening,


People writing songs that voices never shared.


No one dared,




Disturb the sound of silence.
A. Three Parts of Communications

1. The Transmitter(person being mentored)
a. Speaking clearly

b. No coded communication

c. No triangulation

2. The Channel

a. Noise free

b. Distractions eliminated

3. The Receiver (mentor)
a. Hearing and listening

b. Frame of reference reduced, where coming from
c. Most important part is knowing what they say.
B. The Importance of Listening
1. Helps others discover Truth

2. Shows compassion

3. Communicates acceptance, one of three basic needs(love, worth)
4. Allows intervention by the Holy Spirit 

II. Characteristics of Effective Listening

A. Four Qualities of Effective Mentoring
Concreteness – solid, going to work
Respect – if disagree, still respect
Accurate Empathy – be cautious with feelings
Genuineness – real
B. Concreteness: “Actual substantive realities as opposed to abstract ideas.”
Three questions to produce concreteness

1. What do you mean when you say ____________?

2. How do you know ____________________?
3. Can you give me an example?
C. Respect: To show esteem or honor to another person
1. Tendency is to generalize or draw comparisons

2. They deserve honor & respect (Because they are God’s)

3. Ten thoughts on respect

a. Does no harm

b. Appreciates diversity

c. Treats counselees as individuals

d. Suspends critical judgment

e. Makes it clear that you are for the counselee, not an enemy
f. Is available

g. Assumes the client’s good will or best interest
h. Is warm within reason

i. Keeps the client’s agenda in focus

j. Helps counselees through the pain

D. Empathy (explained Roman numeral !V, C)
E. Genuineness:  Being true, real and authentic.

1. Not condescending or patronizing 

“People don’t care how much you know until they know how much you care”
2. Never hide behind a role or play a part

3. Hypocritos = wearing a mask  

a. Personality / persona = mask

b. Pretender / Poser

F. Confrontation: To bring together (different viewpoints) for examination or comparison

1. To “challenge” another’s viewpoint with yours or a Scriptural truth
2. Proverbs 27:6 “Faithful are the wounds of a friends, but deceitful are the kisses of a friend”

3. I Thes 5:14 “Confront the unruly…”

4. Gal. 6:1 “Restore” (Relocate a dislocated joint back to its original position”

G. Self-Disclosure: The revelation of something personal by the counselor in order to establish rapport or credibility with the counselee”
“Counselors can not help but disclose themselves”  Should be challenging to the client (i.e. ‘You can do it too’)”. 

1. Inappropriate self-disclosure

2. Too early in the process

3. No war stories

4. Should not focus on unhealed areas of counselor

5. Never to illicit admiration of the client

6. Two guidelines for using self-disclosure
a. It must relate to the counselee

b. It must be shared from a victorious perspective

H. Immediacy:  Direct presence, making sure we’re on the same page

1. Three types of immediacy

a. Immediacy that focuses on the overall relationship (General immediacy)

b. Here and Now Immediacy - Acknowledging the present environment (i.e. Coolness, tension, withdrawal) – 

c. Self-involving immediacy (Counselor gives personal opinion regarding the client’s status or progress)

2. Example of when to use immediacy:

a. When no progress is being made in counseling

b. When there is tension

c. When there is a trust issue

d. When a social distance exists

e. When you sense a dependency developing on the counselee

f. If you sense attraction on the part of the counselee

III.    Environment of Listening 

A. Reduce distractions:

1. Traffic
2. Telephone
3. Children


4. Noise, ex. put on music outside door
5. Clock Watching, put clock behind person 

B. Prepare ourselves. 

1. Review file, make handouts, etc.

2. Decide to concentrate on them 

3. Suspend frame of reference or set aside ego 

4. Pray, ask for wisdom and discernment
C. Physical Attending Skills

“When the counselor demonstrates by his or her posture that he or she is giving undivided attention to the counselee”
Squarely face the client – Protect safe distance

Open posture – Avoid crossed arms or crossed legs
Lean forward – Gives emphasis to important points
Eye contact - 
Relaxed
D. Observing the Client
1. Appearance

a. Posture, ex. Slump - insecure
b. facial expression
c. grooming, ex. not good – depressed, given up
d. body build, ex. anorexia
2. Behavior

a. Body movements, ex. Twitching, nervous 
b. Attitude

3. Inference

a. Energy level                  High - Medium - Low

b. Feelings                        Up - Mixed - Down

c. Congruence                  High - Medium – Low (say one thing now and another later, inconsistent)
Do not draw inferences until you have made all observations of appearance and behavior.  Make sure off drugs at least 6 weeks before you meet with them.  We are not a rehab center.
IV.    Methods of Listening

A. Listening without response, let them get it off their chest
1. Suspends personal judgment

2. Focuses on helpee, content, and feeling

3. Listens for:

a. Content – who, what, when, where, how

b. Feelings – Trauma, deficits

c. Repeated themes

d. Tone, volume, pitch, intensity 

B. Listening and Responding to Content
1. Hears and responds with logic

2. Omits feelings

3. Lacks compassion

C. Empathic Listening

1. Hears and responds to content and feeling 

2. Shows understanding and acceptance.

a. To help a person identify their own feelings.

b. To guide and encourage the direction of discipleship.

3. Enters into another’s pain

4. Communicates compassion
Discussion question: How can empathic listening guide the direction of discipleship?
D. Contemplative Listening 

1. Seeks direction and discernment from the Holy Spirit

2. Involves prayer and sensitivity to God

3. Depends on God’s wisdom for discipleship

E. Effective Listening Requires God’s Wisdom and Energy

1. Prayer is the essential first-step in counseling 

2. We must first listen to God prior to listening to another person

It is easier, less stressful and less helpful to listen to content material than emotional material, especially negative emotional material.  Remember Jesus met people’s needs 1st and then they became disciples.
V.   Dynamics of Listening

A. Definitions

1. Sympathy: to feel the same feeling as another person.
2. Accurate Empathy: Mentally entering into the feeling or spirit of a person, while retaining one’s objectivity
a. Entering into another’s feeling – focusing on the other person
b. Appreciative perception or understanding
3. Content:  The substance of spoken words
4. Feelings: The emotions behind the spoken word

5. Right Responding: “When the counselor enters the client’s frame of reference and effectively communicates an understanding of the client’s experiences”
6. Advanced Empathy: Digs a bit deeper into places the client might not at first recognize. Growing deeper into the lives of the client through probing, prompting and leading questions. (Unraveling)

a. Touches areas of client’s values, beliefs, and perceptions
b. Risky because it could turn the client off or expose traumatic issues
B. Responding to Content
1. Summarizing what the person has shared concerning their situation, not how they feels about it.  Truth and feelings may not line up.
2. Suspending our own frame of reference.

3. Allow the helpee  to discover that he can explore himself without fear of retaliation.  (No matter what he says)

a. Allow yourself to experience the other person’s world

b. Suspend your attitudes.  Do not evaluate.
c. Help them discover for themselves, encourage dependence on God, not you.
4. Content Responses

  "_   name         “  what I hear you saying is     “content summary”          

a. Paraphrase, don't parrot

b. Concrete and crisp

c. Nonjudgmental
d. Be honest if you need to refer
C. Responding to Feelings
1. To show our understanding and acceptance of their feelings.

a. Observe:   

(1) Voice tone
(2) Facial expressions 
2. Select feeling word of correct:

a. Category
b. Intensity  (Better to be too low in intensity than too high)

3. If we miss the category, go back to the content "Tell me more"

The response to feeling statement....."I guess you feel _  feeling word  "

4. Watch out for "you feel that" or "you feel like"

D. Responding to Feelings and Content
1. Content is used to make the feeling meaningful.

The feeling and content statement...."I guess you feel _  feeling word       because _   reason        _"

E. Difference between content and feelings:  What is said vs. what is felt”
VI.    Common Problems in Listening

A. Listening Barriers
1. We think 3 to 4 times faster than they talk

2. Daydreaming, preparing what we will say

3. Criticism

4. Thinking we know what they are saying (discernment?)

5. Rescuing
B. Evaluating 

1. Judging or giving approval / disapproval to a statement

2. Seeking to be understood prior to understanding the other person

“Grant that I may not so much seek to be understood as to understand”  

- St. Francis of Assisi

3. Not evaluating requires courage

a. Our position must be solid

b. Our faith and trust in God must over-ride our fear

“Evaluative listening is the biggest barrier to effective communication” – Carl Rogers
VII. Conclusion

A. Listening is the key to effective counseling and relationships
B. The process has several barriers

C. Listening can be learned
*watch Marie Marshall 2
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Powell’s Five Levels of Communication

Level Five:  Cliché Conversation

Weakest response and lowest level of communication.  “How are you?”  “It’s good to see you.”  “Have a nice day”.  This is the party chitchat, club meeting, church social event. It is a group of people being lonely together.

Level Four:  Reporting the facts

No personal, self revealing conversation, but just the facts.  “It’s cold outside.”  “The Braves won the ballgame.” Includes narration about others, but no personal opinions.  

Level Three:  My ideas and judgments

At this level, we risk talking about our opinions and ideas, but we very carefully watch for reaction (shock or surprise) and then retreats to safer ground.  Often the fear rejection will cause me to say what I think you want to hear or try to please you.

Level Two:  My feelings  -- “Gut level”

No one really knows about us until we share what we think and how we feel.  My ideas and opinions are usually quite conventional and many others will probably support my position.  But the feelings that lie behind my judgments, convictions, or ideas are uniquely mine.  No one else experiences my precise sense of frustration, feels my passion, or has traveled with me on my life journey.  I must share these unique feelings to really tell you who I am.

Level One:  Peak Communications

Deep authentic relationships, such as marriage partners or very close friends, will often experience times of peak communications.  This must be based on absolute openness and honesty where two people feel an almost perfect and mutual empathy and oneness.  There should be times where this perfect communication occurs, but it will never be a permanent state. 

*Added – Basement Level

God comes into the picture.  You stop and you pray because you can’t even speak.  God’s presence is overwhelming.

Empathy Scale

	Lowest means hurtful
	Listener is ridiculing feelings,

Putting down speaker, challenging speaker’s perceptions and ideas, defending,  self-disclosing to meet own needs, ignoring speaker completely


	So that helpee feels hurt

	Low means misses feelings
	Listener is asking questions, giving advice, ignoring feelings, repeating content, 

or

Listener is apologizing, agreeing, reassuring, but without identifying speaker’s feelings


	So that helpee feels frustrated and misunderstood

	High means pinpoints main obvious feelings
	Listener is accurately identifying main feelings, communicating understanding of feelings


	So that helpee feels understood and continues to self-disclose

	Highest means goes beyond obvious feelings to underlying feelings
	Listener is hitting the nail on the head by reflecting feelings the helpee has not been fully aware of
	So that the helpee has “AHA” feeling, understanding self more and continues to self disclose at a deeper level


Listening Exercise Guidelines

1.  Share real experiences – Don’t roleplay

2.  Pause occasionally to allow comment

3.  Observer notes proper techniques

a.  Eye contact
b.  Squaring
          

c.  Leaning forward
Listening Exercises

SESSION #1

1. Review Powell’s 5 levels of communication


2. Cover the class notes up to “Content Responses”


3.  Demonstrate with a student how to listen to content


4.  Divide students into twos 



a.  practice content responses



b.  share one of their happiest memories



c.  Pause 5 seconds before giving response



d.  Speaker pause frequently to allow listener to respond


5. Homework



a.  Article “  central Therapeutic Ingredients”



b.  Practice “Non-evaluative listening”

SESSION #2

1. Identifying feelings



a.  Divide students into two groups and practice feeling responses 

b.  List  all feeling words on the board and have the group evaluate if the are feelings by saying “I feel _____”

2.  Get class in a circle.  Have each person act as listener and speaker to practice feeling responses.  Pause periodically and ask the class what other responses they thought of using.  They can use feeling or content responses.  Have them practice between sessions.

3.  Review empathy scale


4.  Homework

CENTRAL THERAPEUTIC INGREDIENTS

Taken from:  Truax, C. and Carkhuff, R.  Toward Effective Counseling and Psychotherapy.  Aldine, 1967, Chapter 2.  See this book for measurement scales and research summaries involving these dimensions.  

ACCURATE EMPATHY

Accurate empathy involves more than just the ability of the therapist to sense the client or patient’s  “private world” as if it were his own.  It also involves more than just his ability to know what the patient means.  Accurate empathy involves both the therapist’s sensitivity to current feelings and his verbal facility to communicate this understanding in a language attuned to the client’s current feelings.  

It is not necessary – indeed it would seem undesirable – for the therapist to share the client’s feelings in any sense that would require him to feel the same emotions.  It is instead an appreciation and a sensitive awareness of those feelings.  At  deeper levels of empathy, it also involves enough understanding of patterns of human feelings and experience to sense feelings that the client only partially reveals.  With such experience and knowledge, the therapist can communicate what the client knows as well as meanings in the client’s experience of which he is scarcely aware. 


At a high level of accurate empathy the message “I am with you” is unmistakably clear – the therapist’s remarks fit perfectly with the client’s mood and content.  His responses not only indicate his sensitive understanding of the obvious feelings, but also serve to clarify and expand the client’s awareness of his own feelings or experiences.  Such empathy is communicated by both the language used and all the voice qualities, which unerringly reflect the therapist’s seriousness and depth of feeling.  The therapist’s intent concentration upon the client keeps him continuously aware of the client’s shifting emotional content so that he can shift his own responses to correct for language or content errors when he temporarily loses touch and is not “with” the client.  

At a low level of accurate empathy the therapist may go off on a tangent of his own or may misinterpret what the patient is feeling.  At a very low level he may be so preoccupied and interested in his own intellectual interpretations that he is scarcely aware of the client’s “being.” The therapist at this low level of accurate empathy may even be uninterested in the client, or may be concentrating on the intellectual content of what the client says rather than what he “is” at the moment,  and so may ignore or misunderstand the client’s current feelings and experiences.  At this low level of empathy the therapist is doing something other than “listening,” “understanding,” or “being sensitive.”  He may be evaluating the client, giving advice, sermonizing, or simply reflecting upon his own feelings or experiences.  Indeed, he may be accurately describing psychodynamics to the patient – but in the wrong language for the client, or at the wrong time, when these dynamics are far removed from the client’s current feelings, so that the interaction takes on the flavor of “teacher-pupil.”

NONPOSSESSIVE WARMTH
The dimension of nonpossessive warmth or unconditional positive regard ranges from a high level where the therapist warmly accepts the patient’s experience as part of that person, without imposing conditions; to a low level where the therapist evaluates a patient or his feelings, expresses dislike or disapproval, or expresses warmth in a selective and evaluative way.  

Thus, a warm positive feeling toward the client may still rate quite low in this scale if it is given conditionally.  Nonpossessive warmth for the client means accepting him as a person with human potentialities.  It involves a nonpossessive caring for him as a separate person and, thus, a willingness to share equally his joys and aspirations or his depressions and failures.  It involves valuing the patient as a person, separate from any evaluation of his behavior or thoughts.  Thus, a therapist can evaluate the patient’s behavior or his thoughts but still rate high on warmth if it is quite clear that his valuing of the individual as a person is uncontaminated and unconditional.     At its highest level this unconditional warmth involves a nonpossessive caring for the patient as a separate person who is allowed to have his own feelings and experiences; a prizing of the patient for himself regardless of his behavior.  

It is not necessary – indeed, it would seem undesirable – for the therapist to be nonselective in reinforcing, or to sanction or approve thoughts and behaviors that are disapproved by society.  Nonpossessive warmth is present when the therapist appreciates such feelings or behaviors and their meaning to the client, but shows a nonpossessive caring for the person and not his behavior.  The therapist’s response to the patient’s thoughts or behaviors is a search for their meaning or value within the patient rather than disapproval or approval.

GENUINENESS OR SELF-CONGRUENCE

Perhaps the most difficult scale to develop has been that of therapist genuineness.  However, though there are notable points of inconsistency in the research evidence,   there is also here an extensive body of literature supporting the efficacy of this construct in counseling and therapeutic processes.  

The scale is an attempt to define five degrees of therapist genuineness, beginning at a very low level where the therapist presents a façade or defends and denies feeling; and continuing to a high level of self-congruence where the therapist is freely and deeply himself.  A high level of self-congruence does not mean that the therapist must overtly 

express his feelings,  but only that he does not deny them.  Thus, the therapist may be actively reflecting, interpreting, analyzing, or in other ways functioning as a therapist; but this functioning must be self-congruent, so that he is being himself in the moment rather than presenting a professional façade.  Thus the therapist’s response must be sincere rather than phony; it must express his real feelings or “being” rather than defensiveness.   

“Being himself” simply means that, at the moment, the therapist is really whatever his response denotes.  It does not mean that the therapist must disclose his total self, but only that whatever he does show is a real aspect of himself, not a response growing out of defensiveness or a merely “professional” response that has been learned and repeated.  [image: image2.png]
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