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The ability to understand the substantive and
emotional messages of the speaker.
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* Builds and maintains rapport.
* Gathers data.
* Checks perceptions and filters.
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* Helps the speaker to clarify and develop
his/her ideas.
* Builds respect and consideration.
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* Use conducive listening posture.
* Use eye contact.

* Paraphrase the message of the speaker.
* Reflect the core feelings.
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* Ask clarifying questions.

* Give statements of understanding.

* Ask or welcome clarifications and corrections.

L Summari ze the speaker




ACTIVE LISTENING

0. )

A @R

| X
Traps: ! SR |

=

* Confuse listening with agreeing.

* Mix listening with evaluating.

* Assume responsibility for what is being
presented (feeling the need to give
advice.)
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Definition:

The ability to elicit relevant data from
the speaker.
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Purposes:

* Obtain more information.

L Clari fy the other p
L Clari fy the other p
* Test assumptions.
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* Ask open-ended questions
(What, Why, How, Where, When, Who)
* Ask one question at a time.
* Give time to answer.
* Reinforce answers verbally and/or with body
language.




PROBING .»2‘ [ |
Traps:

* Confuse probes with leading questions.
* Fill silences instantly.
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Definition:

The ability to invite the speaker to
discover, explore and act on alternatives.

An alternative to commanding, telling,
ordering, persuading, cajoling, pleading,
demanding.
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Purposes:
Confirms

* Recognizes success to repeat positive
action or statements

Corrects

* Facilitates change of behavior
develops new perspectives, beliefs,
attitudes
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* Expresses the point of view in such a way that
the other can hear it; minimizes the
ot her 06s need to be de
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Procedure:

* Be Assertive in giving your feedback!




Assertiveness

the ability to clearly

communi cate oneo:e
needs, wants, interests,

feelings, etc. to another in a
non-defensive and non-

threatening way
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Description of the PROBLEM (Validate with the other
party your understanding of the problem).

Description of your ASSESSMENT 1 I.e. specific
consequences of the behavior or statement;

Description of your FEELINGS and the ROOTS OF
YOUR FEELINGS;

Presentation of your PROPOSAL(S) on how to
resolve or manage the problem.
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Ll “Parts of an Assertion Message
_ PROBLEM
|l to ang naki kita kong
ASSESSMENT
At dahil dito, 1 to ang
FEELINGS

Nasasaktan ako tuwingeé.
ROOTS OF YOUR FEELINGS
Nasasaktan ako dahil é.
PROPOSAL

At 1 to ang naki ki ta kong n




Components of

Non-violent communication

1. Separate observation from evaluation

Mixed Observation and
Evaluation

Observation separate
from Evaluation

Si Celso ay hindi

mahusay na basketball
player.

Si Celso ay hindi naka-
Iskor sa sampung laro.
Dahil dito, iniisip ng coach
na palitan siya.




Components of

Non-violent communication

Mixed Observation and
Evaluation

Observation separate
from Evaluation

Si Mario ay tamad.

Si Mario ay nag-aral
lamang nuong gabi bago
mag-exam. Dahil dito,
maliit ang kanyang mga
grado.




III ‘
| H| Components of
Non-violent communication

2. Express your feeling about your
observation; separate this feeling from
your assessment.

OASSESSMENT P FEELING

A k o tsgng walang A k o Bayinis sa aking
kuwentang gitarista! paggigitara.
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OASSESSMENT P FEELING
A k o dagaktan nang sa
Dinedma mo ako! tingin k o dwyndi mo

ako pinansin sa ating
miting noong Martes.




Components of

Non-violent communication

3. Acknowledge the roots of your feelings,

whi ¢ h
because

alrlr e

your own
need¢é)

OFEELINGS ONLY

P ROOTS OF FEELINGS

Nagagalit ako tuwing
may umaabsent sa
ating mga miting.

Nagagalit ako tuwing
may umaabsent sa ating
mga miting dabhil
maraming mga
Importanteng bagay na
dapat pinagde-
desisyonan ng lahat.
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4. Give proposals in a non-threatening and non-
demanding way:

Be conscious of how you say themd verbally and
non-verbally;

Use fi Imessages

Actively listen to the reaction, and if necessary
probe




