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LEARNING OBJECTIVES 
• Learn about communicating effectively with your peers, 

our subordinates, our managers, and with those that we 
audit is essential for successful outcomes. 

 
• Discuss ineffective communication approaches and how 

that can derail even the best intentions.  
 
• Develop strategies for utilizing communication skills for 

improved workplace environments, enhanced conflict 
resolution outcomes, and all-important mission 
accomplishment goals. 
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Presenter
Presentation Notes
5 ways to approach a situation which has the potential for conflict:AvoidAccommodateCompeteCompromiseCollaborateAvoid - Act as if no conflict existsAccommodate – For you to win I choose to loseCompete – For me to win you must loseCompromise – For both to win something each must lose somethingThe parties use the information they’ve gathered during the conversation phase to identify possible solutions to the problem and then determine which of those ideas best meets the needs of both sides. What is the best solution considering the facts and interests at stake?Questions in collaboration phase: How? Why not? What about?We will work together using Education and Creativity to craft an agreement that is in Accord with the Values, Principles, and Fundamental Needs of Each Stakeholder.



The Facts 
The Law(s) 

The Positions 
 

Misunderstandings 
Perceptions 

Emotions 
Interests 
Concerns 
Feelings 
Beliefs 
Values 
Needs 
Fears 

Presenter
Presentation Notes
Interests: Principles, Values, Beliefs, NeedsQualitative & SubjectiveIntangible, Indivisible, & Non-negotiable



CALM the Conflict 

• C oncentrate 
• A nd 
• L isten 
• M ore 



HOW WERE YOU TAUGHT TO LISTEN? 

Presenter
Presentation Notes
-Listening teaching neglected in K-12 and higher education



HEARING & LISTENING Communication  
Skill 

Order Learned Extent Used Extent Taught 

Listening 1st 
 

1st 4th 

Speaking 2nd 2nd 3rd 

Reading 3rd 3rd 2nd 

Writing 4th 4th 1st 



WRITE DOWN YOUR DEFINITION OF  
LISTENING 

 
 



INTERNATIONAL LISTENING ASSOCIATION 

Group of scholars from the International 
Listening Association met in 1994 and 
produced the following definition: 
 
 

 

Presenter
Presentation Notes
-Joke among presenters from International Listening Association: You can’t find a better audience-they’re all ears.



INTERNATIONAL LISTENING ASSOCIATION 

Listening is the process of (1) receiving, 
(2) constructing meaning from, and (3) 
responding to spoken and/or non-
verbal messages 



Presenter
Presentation Notes
Therefore, what our neurological system can actually see, hear, feel, or experience is only .000054% of what is actually there.Source: Dr. Deepak Chopra, Chopra Center, La Jolla, California (former Chief of Cardiology, Johns Hopkins Hospital)Two or more people can literally view the same event and see, hear and feel drastically different thingsDoes not even address accuracy memories/recall of eventsCouple with Fundamental Attribution Error:Tendency for people to place an undue emphasis on internal characteristics (personality) to explain someone else's behavior in a given situation rather than considering the situation's external factors. 



All our knowledge has its origins in our perceptions. 
- Leonardo da Vinci 

 
Perceptions/Filters 

 

Presenter
Presentation Notes
Perceptions are WHAT we believe; and Filters are WHY we believe it. Our FILTERS include not only what we believe (our ideologies), but also where those beliefs come from �(culture, family, community, the media, etc). Perceptions are not “right” or “wrong”; they just areMy perceptions make perfect sense to me, but may not make sense to anotherWe don’t have to agree with my perceptions, just respect them ---  Perceptions = perceiver’s reality



HEARING & LISTENING 
• Hearing: Physical/biological function 

accomplished through the ears 
 

• Listening: “We listen not only with our 
ears, but with our eyes, mind, heart and 
imagination as well.”   –Carl Roger 

 
 



HEARING & LISTENING 

Presenter
Presentation Notes
Think about the brain and the hearing system as if they were muscles, says Dr. Mark Jude Tramo, a professor of neurology at Harvard.Study: musicians better auditory concentration than general publicTennis players tend to be good arm wrestlers because they have strong forearms, Tramo says. In much the same way, he says, a musician who exercises certain parts of the brain "is going to be able to do better on any task that involves auditory concentration."



“YOU CANNOT TRULY LISTEN TO ANYONE  
AND DO ANYTHING AT THE SAME TIME”  

 
 

M. Scott Peck 
 

Presenter
Presentation Notes
Backed by research on multi-tasking



Sit quietly with eyes closed 
for 30 seconds 

 
Count the number of thoughts  

that pop into your head  

Presenter
Presentation Notes
THOUGHTS PER DAYEstimated that we have between 12,000 to 50,000 thoughts a day*That is equal to one thought every 1.2 to 4.8 seconds.*Source: Charles Greer from the National Science FoundationOUR INTERNAL CAPACITY TO PROCESS OUTWEIGHS OUR SPEAKING RATE



ACTIVE LISTENING TAKES ENERGY 

 
 
 



AUTHENTICITY 
• Seek to genuinely understand the 

speaker 
 

• Active Listening is only powerful and 
effective if it is authentic 

–Do you care? 
–Are you curious? 

 
 



WHY SPEND THE ENERGY? 
• Makes sender feel acknowledged 
 
• Helps receiver understand 
 
• Encourages receiver to express feelings 
 
• Shows mutual respect 

 
 



ACTIVE LISTENING TECHNIQUES 
• Neutral 
 
• Reflective 
 
• Clarify 
 
• Summarize 

 
 



OBSTACLES TO ACTIVE LISTENING 

 

Presenter
Presentation Notes
SPEAK	125-140 Word per minuteHEAR	400 Words per minutePROCESSING	 1400 Words per minuteOUR INTERNAL CAPACITY TO PROCESS OUTWEIGHS OUR SPEAKING RATE



 

Presenter
Presentation Notes
SPEAK	125-140 Word per minuteHEAR	400 Words per minutePROCESSING	 1400 Words per minuteOUR INTERNAL CAPACITY TO PROCESS OUTWEIGHS OUR SPEAKING RATE



OBSTACLES TO ACTIVE LISTENING 
• Words Per Minute 
 

– Speak   ________ 
 
– Hear      ________ 
 
– Process  ________ 

 
 

Presenter
Presentation Notes
SPEAK	125-140 Word per minuteHEAR	400 Words per minutePROCESSING	 1400 Words per minuteOUR INTERNAL CAPACITY TO PROCESS OUTWEIGHS OUR SPEAKING RATE



OBSTACLES TO ACTIVE LISTENING 
• Words Per Minute 
 

– Speak   125 
 
– Hear     400 
 
– Process  1400 

 
 

Presenter
Presentation Notes
SPEAK	125-140 Word per minuteHEAR	400 Words per minutePROCESSING	 1400 Words per minuteOUR INTERNAL CAPACITY TO PROCESS OUTWEIGHS OUR SPEAKING RATE



OBSTACLES TO ACTIVE LISTENING 

 
 

Presenter
Presentation Notes
Closed MindToo busy/Not having timeBoredPersonality conflictsPre-occupiedBlocking out difficult, complex subjectsUrge to mentally rehearse response (to be delivered as soon as the speaker stops)



RESPONSE PHRASES WHICH ELICIT 
STRONG REACTIONS  

 

Presenter
Presentation Notes
You ShouldYou NeverYou AlwaysYes, ButCalm downI told you not to/I told you so



 
 

Presenter
Presentation Notes
Effective listeners deliberately reduce the influence of their own viewpoint until they have first understood the speaker’s ideals.  Thus you need an open mind!Moving from a desire to be understood to understandingShifting internal stance from, “I understand” to “Help me understand”



“TO TRULY LISTEN IS TO RISK BEING  
CHANGED FOREVER” 

 
 
 

Native Elder Sa’k’ej Henderson 
 

 



PLEASE FILL OUT THE EFFECTIVE LISTENING 
SELF ASSESSMENT 

Presenter
Presentation Notes
-Listening teaching neglected in K-12 and higher education



Working styles, or the way we think, structure, 
organize, and complete our work, is the foundation 
upon which organizations operate, grow and thrive. 

 
Working Styles 



31 

ANALYTICAL 
•does job correctly 
•like facts & figures 
•focuses on steps &     
objectives 
•seeks logical 
explanations               

DRIVER 
•gets the job done 
•likes results 
•focuses on results 
•seeks most efficient  
way 

         AMIABLE 
•works cooperatively 
•likes people and fairness 
•focuses on process 
•seeks informality 

EXPRESSIVE 
•works enthusiastically 
•has “vision” 
•focuses on hunches 
•seeks stimulation 

B 
C D 

  A 

Presenter
Presentation Notes
Why working styles:Recognize and value differencesUnderstand strengths and weaknessesImprove our ability to performUnderstand how people are motivatedBuild interpersonal work relationshipsWhile there are four dominant styles, remember:There is no right or wrong styleOne style is not better than anotherStyles may vary depending on the situationHow do the different working styles impact our communication in our work areas?�With these working style differences in mind, what can we do to more effectively communicate?



WANT TO LEARN MORE ABOUT FMCS  
SERVICES?  CONTACT US! 

DENNIS DOUGHERTY: DDOUGHERTY@FMCS.GOV 
                                          303-784-6525 

KAYLA MACK: KMACK@FMCS.GOV 
                            303-500-5269 

Presenter
Presentation Notes
SPEAK	125-140 Word per minuteHEAR	400 Words per minutePROCESSING	 1400 Words per minuteOUR INTERNAL CAPACITY TO PROCESS OUTWEIGHS OUR SPEAKING RATE
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