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Objective Listening

The ability to listen to many points of view without bias.

In today’s workplace, it is essential to form relationships in which you enhance understanding
and mutual respect among diverse types of people. Objective Listening is an essential skill
you really must develop—both in your professional life and your personal life. It is one of the
most basic—but sometimes most difficult—communication skills you will ever learn, and it
will help you form the valuable relationships that today’'s workplace requires. Listening to
many points of view comprises multiple abilities, including, but by no means limited to:

Not judging others by gender, color, age, or physical abilities they seem to have.
Listening attentively to other people, allowing them to "have their turn" in a dialog.
Actively seeking out other people's thoughts and opinions.

Ensuring that you accurately understand what other people are saying or feeling.

Have you ever been in a situation where someone denied you the chance to contribute to a
discussion on a topic you knew something about? Have you ever seen someone "put his foot
in his mouth"? Have you ever been asked for your opinion on a process, then had your ideas
ignored? Have you ever been totally misquoted by a friend or co-worker?

If you answered yes to any of those questions, you have experienced someone else's lack of
objective listening capabilities. You know how insulted, offended, or hurt you can feel if you
aren't consulted, valued, or included in decision-making processes. And you know how
furious you felt when your thoughts were misrepresented by your friend or co-worker, right?

Your goal with this lesson is to prevent yourself from making those mistakes with other
people. If you develop your Objective Listening skills, you will be better able to build positive
and healthy relationships with other people across your organization. You will ALWAYS need
cooperation from others to achieve your goals. And if you make a conscious effort to develop
(and maintain) productive relationships with others based on trust and respect, the more
motivation, commitment, and support you will feel.
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Someone who has mastered skills associated with Objective Listening:

- Values others’points of view.

- Regularly solicits input from others and listens to them without interrupting.
- Represents others'points of view impartially.

- Verifies understanding of others’ feedback.

e Practice "mirroring"—reflect back what other people are saying to you in order to
confirm that you understand what they're saying. Re-state to them what they're saying
also gives them the opportunity to confirm, deny, or re-state—in other words, to react
to their own ideas.

e Don't make assumptions about what people are going to say or believe based on what
they look like.

e As a popular talk-show host says, "speak without offending, listen without defending."
Think about what you are going to say before you say it, but DON'T prepare a response
to what you THINK the other person is going to say. WAIT until you know what they are
ACTUALLY going to say, then formulate your response.

e Try to learn as much about other points of view as you can—from other genders to
other cultures.

e Listen, listen, listen. Let other people express themselves. - If someone is having trouble
expressing him or herself, don't push. Give him or her time—if he or she is receptive to
it, ask calm, probing questions to help draw out the ideas.

e Involve employees or team members in decision-making processes as often as you can.
Ask for honest feedback and ideas, and accept them gracefully. Don’t leave anyone
out!

e Think about the fact that every person you are interacting with is human—feels pain,
experiences love, and has hopes and dreams just like you do—even if he or she acts or
looks very different from you.

e If someone makes you angry by something they say or believe, remind yourself that
they have a right to their opinions; take a break and step away if you need to collect
your thoughts.

e Find common ground among different people as often as you can—you may need to
"gloss over" certain topics or learn similarities between seemingly disparate points of
view in order to strengthen bonds between people.
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If you need to achieve a certain result, frame your interactions with people according to
their personality or behavior types.

Don't be afraid of different points of view.

Be enthusiastic about your ideas, but don't be overbearing or domineering when you
express them. Try not to interrupt other people, and listen to their ideas carefully before
you disagree.

Behave in a relaxed and "available" manner—it helps people feel comfortable with you.
Smile and be receptive to conversation. Shake hands when you meet someone, etc.

Use gentle humor to build bridges, to discuss difficult topics without tension, etc. But
don’t make light of someone’s fundamental belief(s).

Try to empathize with the story behind people’'s beliefs and attitudes—imagine why
someone seems defensive, angry, or happy.

If you are in a position of representing someone or speaking for someone else, make sure
you do it accurately. The only way you can do that is to have paid attention to what they
really said, how they really felt, etc.

Slow down. There is almost always an appropriate time for you to express what you need
to express. When it's your turn, be clear and concise.

Objective Listening

Activities

Describe a situation in which you saw a person prematurely present his or her point
of view or opinion to someone else.

1. What was the situation?

2. What was the downside of doing that?

3. When and/or how could the person have presented his or her point of view
better?

4. Have you ever been in a similar situation? What could YOU have done better?
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Make a list of at least five people in your organization that you have to interact with regularly
to get your job done.

e How well do you get along with each person?

e How often do you think you really listen to this person?

e How well do you think this person listens to you?

e What can you do to improve your relationship with each person (or maintain it, if it's
already healthy)?

Ask someone you trust to help you identify times when you come across as overbearing,
domineering, or intolerant of others. Keep a log of your behavior over the next month or so.

Try to answer the following questions as you look at your notes:

a. Are there patterns to your actions?

b. Do you interrupt often in meetings or conversations? Do you interrupt certain people
more often than others?

c. Are you particularly sensitive or domineering on certain topics or with certain people?

d. How does your behavior make those people feel and/or react?

e. Have you hurt someone by dismissing their opinions or ideas or by making jokes at their

expense?
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