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What is active
listening?

Thinking 
Feeling
Wanting 

Being in tune with the underlying message
they are sending

Active listening is getting an understanding 
what the other person is 

And / Or
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Why don't we listen well?
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Attitude

Problem

I'd rather talk

Attitude

Problem

I want to be in control

Attitude

Problem

I want to prevent others from talking



Why don't we listen well?
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Attitude

Problem

I want to achieve my goal

Attitude

Problem

I think faster than I listen



Benefits of Active Listening
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1.Listening builds trust and strong
relationships

2. Listening can help you to resolve conflict

3. Listening can help you learn

4. Listening helps you identify and
anticipate problems



What's stopping you from listening?
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Communication Failures
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Sender

Encoding

Channel

Decoding

Receiver

Feedback



Stages of Feedback
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Sometimes Life Gets Noisy
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Physical noise consists of various sounds in an
environment that interfere with a source’s ability to
hear. 

Psychological noise consists of distractions to a
speaker’s message caused by a receiver’s internal
thoughts. 

Physiological noise consists of distractions to a
speaker’s message caused by a listener’s own body.

Semantic noise occurs when a receiver experiences
confusion over the meaning of a source’s word
choice. 



Toxic Responses
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Types of Listening
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Concept 


Problem 


Not Listening

Concept 


Problem 


Pretend Listening

Concept 


Problem 


Selective Listening



Types of Listening
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Concept 


Problem 


Misunderstood Listening

Concept 


Problem 


Data Only Listening

Concept 


Problem 


Empathetic Listening



Types of Listening
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Concept 


Problem 


Facilitative Listening



Levels of Listening
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Principles of Effective Listening
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Do more listening than talking

Restate and clarify what the other has said. Do

not talk about your own views, feeling and wants.

Focus on the feelings of the other person and not

just on what he is saying. 

Work towards understanding the frame of

reference of the other person and refrain from

responding using your own frame of reference. 

Respond with acceptance and show empathy. Try

not to appear indifferent or cold. 

Do not show fake concern.



Exercise 1
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Exercise 2
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Dealing with Difficult Behaviors
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Behavoir 


Dealing with it 


Emotional Bully

Behavoir 


Dealing with it 


Verbal Bully



Dealing with Difficult Behaviors
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Behavoir 


Dealing with it 


Physical Bully

Behavoir 


Dealing with it 


Workaholic Bully



Dealing with Difficult Behaviors
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Behavoir 


Dealing with it 


Passive Aggressive

Behavoir 


Dealing with it 


Narcissist



Dealing with Difficult Behaviors
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Behavoir 


Dealing with it 


Sufferer

Behavoir 


Dealing with it 


Over Talkative



Dealing with Difficult Behaviors
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Behavoir 


Dealing with it 


Perfectionist

Behavoir 


Dealing with it 


Power Hungry
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I love Audit. I love auditors. Join my
mailing list to keep with what I'm
doing with and for auditors. Take a
listen to my podcasts The Friday
Fraudster and Audit Bites. Grab some
CPE. Or get some audit apparel.

LET'S KEEP IN TOUCH

ACTIVE LISTENING

LET'S KEEP IN TOUCH


