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Preface
Following the completion of LiNT Focus Groups surveys and Best Practices’ examination in the partner
countries, the consortium has reached an understanding that training needs have to be addressed
and associated material has to be developed along seven modules resulting from the distinct
problem areas identified in young entrepreneurs’ literacy and numeracy training.
Thus, the identified needs allowed for the formulation of the following training Modules:

⮚
⮚
⮚
⮚
⮚
⮚
⮚

Module No. 1: Effective Speaking
Module No. 2: Understanding Business Regulations
Module No. 3: Recognizing the Main Idea (Active listening)
Module No. 4: Financial Literacy for SMEs
Module No. 5: Blogging is all about Literacy (Digital literacy)
Module No. 6: Improving Writing
Module No. 7: Computer Skills and Literacy

The material of the Module in hand will be used during the training sessions organised in each
partner country, also making use of the LiNT Learning Platform through which pilot training
participants will interact among themselves and with the programme’s trainers. Asociación
Jovesólides would like to acknowledge the contribution of Alicia Carpio Obré, Ana de Sousa Selfa and
Amr Abd El Gayed in the elaboration of this module.

Asociación Jóvenes hacia la Solidaridad y el Desarrollo (Jovesólides)
[July, 2020]

DECLARATION
The present module has been prepared solely for training purposes. Its text does not necessarily claim
originality, as, besides the authors’ own contribution, it is also based on material from various other sources
considered to be relevant, useful for training purposes and transferable. This is dully acknowledged in the text
in various ways. The authors however accept responsibility for any failure to fully record all such instances in
the text.
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Module Outline
In this third module, it will be presented the importance of being a good listener and not just a good
talker. As it will be shown, listening is not a minor aspect when it comes to getting a successful
communication act, in fact, we can say that knowing how to listen is as much important as knowing
how to speak effectively.
In order to understand the importance of listening actively and looking to develop our skills as
listeners, in this module we will divide the information into three sections. In the first one, it will be
pointed out which kind of attitudes we should actively done or actively avoid in order to be perceived
by the speaker as good listeners. This non-closed list of attitudes will help listeners in preventing
miscommunication and misunderstandings, and therefore it will create a better communication act.
The second section will focus on some ideas we must be aware of when we are in a communication
act, and particularly, when we are, as listeners, participating in a conversation. This action-reaction
tips will provide tools in order to avoid conflicts, or, in case that conflicts will appear, it will help both
listener and talker to get a satisfactory way of solving problems.
In the third and last section, it will be a presentation of some attitudes or actions that will be a really
good option if we want to show that we are listening actively. In this last part, we will understand the
importance of giving feedback to the speaker in order to improve the communication experience.

Jovesolides

[June 2020]

LiNT Training Material – Module No. 3: “Active Listening”

My target: understanding my target and attend his/her needs and
motivation
2.1 Skills addressed – short theoretical overview
As It has been exposed in the introduction, listening could seem to be a passive and simple act in the
communication scenario but, in fact, is one of the most difficult, complex and important factor when
it comes to considering or to qualify a communication act as a good and satisfactory one. This first
subsection is going to talk about how people, as listeners, can make a difference in how the speaker
feels and how this difference can heavily affect the development of the conversation.
When talking about listening it is important to be conscious that, for most of the people the major
part of the time, listening is just a “pause” or a moment previous to their own intervention in the
conversation. This means that people, as listeners, have some limitations when it comes to really
understand and really listening to what is said by the speaker. This shell that people have when they
are in a communication act is due to the fact that having an active listening attitude would mean that
everyone is open to being affected by the speaker's views or feelings, thus implying that their sight of
the world, their position on the topic, could be changed, and this seems scaring and dangerous for
most of the people.
2.1.1 Self-defense attitude
An example of this self-defense attitude of the listeners can be detected when it comes to a political
discussion. We can imagine ourselves with some friends, discussing any sort of political polemic. We
may be probably thinking more about which will be our answer, our next intervention, than really
listening and trying to understand what our friend is saying. For most people, the real goal of arguing
with someone is winning the battle instead of trying to approach the other's visions. This makes
communication's act an unpleasant and failed experience.
2.1.2 Making a difference in the communication process
Once we are aware that this attitude from the listener is the most common and extended one, we can
understand that active listening needs to be learned and trained if we want to really make a
difference in the way we communicate both in our professional and in our personal life.
About this and other related questions, It’s interesting to read about what the influent psychologist
Carl Rogers said. He studied, among others, the influence that active speaking has both in the speaker
and in the listener. In this sense, Rogers pointed out that listening in an active way means that the
listener will be able to empathize with the speaker in a way that allows him/her to understand what
the speaker is saying, even when they are not from the same opinion. Rogers also develop a
non-closed list with some attitudes we should avoid if we are trying to transmit an active listening
posture, and also, some attitudes we should actively do if we are looking to transmit that we are
absolutely focused on what the speaker is saying.
2.1.3 Attitudes that should be avoided to improve active listening skills
Prevent the use of advices: Rogers points out that, usually, when we are listening to someone and
specially when this someone is worried about something, we feel like we should answer to him/her
problems with some advice. It’s absolutely laudable that we try to help the other person trying to
offer him/her the answer we feel that they need, but Rogers argues that in fact, when we answer
someone’s problems with an immediate advice, we are trying to approach him/her to our vision of
the things. We look at her/him problems from our perspective and say whatever is necessary to make
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him see things as ourselves. As a listeners, we need to be aware that in fact, when someone share
his/her problems with us, they are mainly looking for just communicate more than to expecting an
answer or a solution from us. So, one of the things that make a listener a good one is learning that, as
a listener, no one is requiring him/her for having all the answers and solutions, but more for being
someone who simply listens, understands, and supports the speaker. This all means that one of the
most important goals that can be achieved by listeners is to make the speaker feel absolutely
understood and comfortable while he/she is communicating, this way we are able to strengthen the
mutual confidence and assure better future communications.
In a practical way, all these things said until now imply that when it comes to developing our
professional career or our career as social leaders, we should be really patient, specially at the
beginning. When we find someone from our organization who share a problem with us, it would be
better to just listening in order to build a strong relationship that makes mutual confidence grows so
in the future we find ourselves in a really good position to offer advice or pointing what we think
could be good solutions to problems that could appear.
So the prevention has to be in the motivation to provide ideas, answers, comments or solutions
whenever they are not requested. An active and positive listener will be able to know the moment
when his/her opinion is expected.
2.1.4 Attitudes that should be done it to improve active listening skills
Get to the deeper sense of the message
In this section, Rogers give the reader specific advice that can be done in order to become an active
listeners. Rogers speaks about the importance of what he refers as “full listening” or listening the full
message. These “full listening” concept refers to the fact that, as we have already said in previous
modules of this formation, every message or every act of communication has not just the content of
the message itself, but also this deeper meaning that depends of the feelings and intentions of the
speaker. Rogers highlighted the fact that we need to be able of perceive this deep sense of the
message.
As an example, we can think about someone that say something like “I’m really tired, too much work
in the office today”. If this message is given to an office colleague, and this one answer just with an
“sure, you’re right”, not attending to what his/her colleague is really saying (I think we need to
readjust our tasks, I would like a little bit of help with my assigned job, I think we should talk with the
manager and propose a better distribution of the tasks etc.) maybe this makes the speaker feel alone,
and not understanded at all. If this happens, the relationship between speaker and listener could
deteriorate and, in the future will be more difficult to have a good both-sides communication trail,
which, undoubtedly will make worse not just the work environment but also the product of the work
itself.
Empathy as a elemental issue to be a good listener
According to all of this, it’s really important to train and develop specifics skills, all of them involving
empathy, if we want to become good listeners. Furthermore being good listeners is the other needed
part that will complete us in order to become good communicators. So the act of listening is also an
strategy, first to connect with the speakers but also to promote the possible influence that you can
have in his/her position.
1.2 Training delivery guidelines
Jovesolides
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Introduction

AIM: Contextualize about the relevance of adopting the role of an active
listener.

OBJECTIVES: A communication act also includes the role of the one who listen.
It is relevant not act in a positive way as listener, but also understand how a
listener can act if in my communication act as speaker I want to reach an
specific effect.

LEARNING OUTCOMES
Get aware of the relevance of the listening act.
Learn about the skills, issues to prevent and to promote in a listening act.

Introduction process:
Present the aim and objective of the module
Provide a chance to introduce participants and generate group
Facilitate all the learning process
Promote the identification of expectations - and attend them
Preparation

Content: Extract content from this module (not all but some extracts even a
table that can summarize the main ideas)
Materials:
Ice-breaker: post-it and markers
markers and panels or a board for possible final conclusions

Implementation/
Instructions

Here is share the detailed description of activities for a 2 hours training
module. It includes the icebreaker and introduction to go forward with specific
activities and then a final break for general evaluation.

15 mins

Ice-breaker activity: In order to get to know each other, this activity could be an
option:
How:
Each participant will pick 4 post-its that will use in order to describe
him/herself. The issues to describe will be:
Who I am? (it can be focus in his/her profession, his/her passion, his/her role in
the family.. as each person wishes)
What I want in my life: it can be a dream, something related to professional
life, personal life… as each person wishes)
Jovesolides
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What I expect here: about the training course.
What I will do later: potential use of the content, dynamics, etc.

Each post-it can have a maximum of 3 words, even 1 will be better. Then
participants can take 1 minute to introduce themselves showing the words
they chosen.

Why (meaning of the activity): Another way how to introduce each person from
a quite personal perspective, but with the possibility to provide a more
professional vision. Participants can add comments related to the others’
profiles and coincidences.

10 mins

Introduction: Provide the key elements of the module:
contextualización of Active Listening
Describe briefly the diverse elements that will be used / applied.
To invite participants to play, act and learn as learners that will get some tools
to be replicated on other beneficiaries.

25 mins

Me as a listener
How:
There will be a panel where to located colour post-its from all participants
participants will be split in groups de 2-3 participants to work together, and
think about proposals together
Participants will be invited to include ideas about:
When listening, what is the things that make me lose attention
When listening: what is what attracts more my attention
In my past experiences, which were the characteristics of a speakers that
convince my interest.
- Participants will discuss in small groups and will bring the ideas to the panel.
As many as possible.
- If ideas can be connected one to another, participants can put the post-its
together, so a quick reading of other ideas should be done.
- Final balance of comments ideas by the facilitator. Participants can bring
comments.

Why (feedback): It is important for this dynamic to recognise our role as
Jovesolides
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listeners, and try to understand the best and worst of an speaker. If we want to
train ourselves as speakers, we need to know the errors and success issues. At
the same time, we also have to activate our role as listeners.

25 mins

Preventing the adviser role

How:
This will be a YES / NO panel where to locate what a good listener should do or
not to do. Participants will act individually.
The facilitator will invite participants to think about the “worst listener” ever,
and register in colour post-its the attitudes, behaviours, comments, that could
have in a communication act
The facilitator should support participants and make the write as many
situations, behaviours, attitudes… as possible, it is good to have lot of
examples. Participants can also be invited to remember situations they have
lived or they knew about.
Then, once the panel is completed, participants will be invited to find how to
correct those behaviours, or find the positive alternative… as many as possible.
For example: a negative act: “To blame the speaker about something he/she
said that is affecting him/her”. Positive act: “Just listen, or if providing some
feedback, always respecting the situation or just suggesting that him/her will
find the way how to overcome the situation (support)”.
Final balance of the post-its by all participants.

Why (feedback): trying to provide concrete examples of the most extreme
situations of a bad listening process, will help to understand how things should
be done. So participants, can make the balance among what they should do
and prevent to do when developing the role of listeners. As it was said before,
it is very relevant also for the role of a speaker to perfectly understand how the
active listening process acts.

25 mins

EMPATHY:get to the deeper sense of communication
How:
Participants will be split in groups of 2-3 people
The facilitator will provide some markers and papers where participants will
take notes of their answers,
The facilitator then will explain specific situations of speeches and will ask
participants to try to get the deeper meaning of what the speakers says. There
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can be coincidences among the groups or very different positions.
Then participants will be invited to describe the Correct answer or attitude of
the listeners in front of such speaker.
Example: as the example described in the text: “someone speaking to a
colleague about “I am so tired, too much work at the office today”. So the
understanding can be different, but of course the message can go deeper than
the objective sense of it. And the answer can be: suggesting to talk to the
coordinator, maybe support him/her with some tasks if I am more free or with
less tasks… etc”
Why (feedback): It is relevant to understand that words can have lot of
meanings. When speaking we can always have a deeper meaning to share, so it
is important in the act of Listening to be able to identify those meanings and
act in consequence. So, listening is an active action that means the will to
understand and take some action when we are in front of an speaker. We have
to be responsible also when listening to others.

15 mins

General balance: participants will be invited to add comments, ideas, and
analyse together the diverse activities and visions of the “listening act”
developed.
The facilitator can consider to take notes, post-its with the key elements to
visibilize the main ideas that all participants extracted from the module.

Reflections &
Debriefing

It is important that the facilitator lives some minutes for the “Why-feedback”
section of each activity, as it provides the real meaning of the activity/game.
All those activities make participants reflect on their visions, attitudes and
previous experiences, that can be a supporting point for growing and learning.
Each participant can identify which can be his/her attitude in the listing process
and also discover new strategies as a speaker.
Feelings, empathy and being aware of what the speaker wants to share is also
important to support the communication act we are part of.

Duration

The total duration of the module are 2 hours, and are distributed accordingly
by each activity (timing). The facilitator can decide to give longer time to some
of the activities according to the development of them, or according to the size
of the group. But always a frame of 15 minutes should be saved in order to
make a final evaluation and conclusion.

Section summary points:
Listening can be one of the most difficult, complex and important factor in a communication act.
An active listening attitude would mean that everyone is open to being affected by the speaker's
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and that supposed a limitation vision from most of people, scared to change their position or
vision. But we should be open to change our mind in case the arguments we get are good ones.
An active listening also means to work the Empathy within the person who is speaking, and be able
to attend and listen even we can have a different vision or idea.
It is important to avoid providing advices to an speaker even he/she is talking about a complex
situation. Never provide advice if we are not requested for that, as normally that is not the
expectation from the speaker.
The best attitude towards an speaker, and as listener, is to listen, understand the meaning and
content and support the speaker. No interruption, no extra interaction if that is not requested.
As a good listener we also have to make efforts in order to be able to perceive the deep sense of
the message, not just what is said, but also the deeper message that maybe the speaker is saying
indirectly. It will be also part of our responsibility as listeners to reach those other meanings, and
we can of course train ourselves to act with an active listening attitude.

My attitude: signs about my listening and how to prevent
miscommunication
2.1 Skills addressed – short theoretical overview

One of the most important aspects when thinking about how to learn or how to improve our
communication skills in order to have better communication acts is related to our capability of
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preventing miscommunication and conflicts. Psychologist Susan Heitler focus part of her studies in
exactly this item, how could we use communication skills to prevent conflicts.
In one of her books, From conflict to resolution1, she identifies what she called the 3 key skill-sets for
sustaining peaceful interactions. In the next paragraphs, it will be presented, one by one, these key
and them guidelines in order to be prepared to have satisfactory communication acts in which
miscommunication and conflicts will be avoided. The three key skill-sets presented by Heitler are:
talking (as an act of information-sharing, what she also calls collaborative communication), listening
and conflict-resolution.
A.1 Talking: collaborative communication
Heitler points out that there are some guidelines that can make communication acts become a
sharing experience between the speakers either than a competitive interaction. Nextly it will be
presented the non-closed list of guidelines and with every point of the list; it includes examples that
helps the reader to understand the point itself.
Say it!: According to Heitler, one of the main points in order to prevent miscommunication is to, in
fact, say what we are thinking. This means, to try to really communicate what we want to say, not
using tricks or saying half-things but really trying to communicate the whole message. As an example,
we can imagine two flatmates who co-live. One of them is not comfortable with the other one
smoking inside the house so, he/she can choose between going straight to the problem (always in a
good manner), or he/she can be saying things like Open the windows, here smells weird. Probably, it
would be a better option if he/she just share with him/her flatmate that it would be better if they
keep the house smoke free in order to avoid unsatisfactory smells. So, a direct but polite
communication can have better results and prevent a conflict.
Deal with problems: Here the author refers to the way we confront problems. When there is
something that isn’t working, we should avoid the attitude of blaming or deprecating someone, and
instead, it would be a good option to just trying to identify the problem itself and share this
information in order to look for a solution with all the parts involved. For example: You, as a manager
of an organization feel like one of your co-workers has a way of organizing documents that don’t fit
with the general system of the organization. Instead of blaming him/her, you could talk with him/her
and explain why these differences in the criteria of the way that documents are organized make the
tasks more difficult for the rest of the co-workers, and how it would be perfect if we try to find a
common system.
Don’t guess other’s thoughts and feelings and avoid giving orders. Sometimes when a conflict
appears and we are having some differences with the other speaker, we start to reply him/her based
on what we’ve interpreted about his/her thoughts. It is important to pay attention to what the other
person is communicating, not just verbally but also non verbally, but this attention needs to be
always with the purpose of allowing us to understand better what the other person is sharing, and
never to interpret and judge the other. This holistic interpretation shouldn't be an excuse or a reason
to increase the conflict or the tension in the communication act. We have to consider that always
interpretation comes from our point of view that should not be always the same as the other person’s
one. So the perspective changes, and also the meanings or feelings can be different.
A2. Listening Skills
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The second key skill-set bringed by Heitler is related to the active listening attitude. In this case the
author highlighted three basic indications that should be learn in order to developing an active
listening attitude that prevents misunderstanding and conflicts.
a) Receptive listening stance: Listen to learn and try to not focus on what you think is wrong but in
what you see you can agree with. For example: Someone tells you that he / she doesn’t want to go
through that street at 22:00 hrs because there are a lot of cars and it feels unsafe. You believe the
problem is not about the cars itself but the poor signage. You could answer just by agreeing to the
fact that that street feels unsafe and that it is better to just look for another itinerary. Then, you can
also share your opinion about the reason why it is unsafe, but not discuss about that, as the
conclusion is the same for both. Then, the most important is to focus on what we agree on instead on
what we disagree on.
b) Digest aloud: It’s really helpful when communicating to have continuous feedback from the
listener in a way that you feel that you are being listened and understood. So, as a listener, it would
be really good if you react and comment on the specific speaker’s keywords or ideas. Consider that
“comment or react” does not means judge or question the speech, but more demonstrate that
effectively you are paying attention to the speech and the meaning of what he/she is saying.
c) Add your point of view in a way that feels linked with the speaker's message, both if you are
agreeing or disagreeing with him/her views. For example: Your boss asks you to check on some
specific item because he/she has a lot of confidence in your work, however you feel that there is
another co-worker who knows more about that topic. You could answer something like: I agree, that's
a really important item but maybe Alfonso has a better knowledge of the topic and can check it better
than me. This answer would demonstrate that you are paying attention and providing an answer
directly linked to the expectation of the speaker.
A3. Conflict Resolutions skills
Sometimes, even though you have tried to avoid conflict this finally appears anyway. In this cases
your partner in the conversation becomes your adversary. In these cases Heitler proposes a guideline
to move conflicts to resolution:
Express initial positions
Explore underlying concerns
Creating win-win solutions
For example, I would like to do my workday from 7:00 to 14:00 but my boss wants me to do it from
8:00 to 15:00. Both of us want me to be as much as productive as possible. He thinks that at 7:00 it
would be too early in the morning and some part of my contacts with whom I need to talk as a part of
my job they won't be available. For me, I know that from 14:00 to 15:00 my productivity goes down
due to the fact that I'm hungry and tired. We finally agreed on a workday that starts at 7:30 and ends
at 14:30 hrs.
So, instead of just confronting positions, we can work on the idea of finding solutions that can be
satisfying both sides of the situation. That is not always possible, but we can always make the effort
to find opportunities for resolution instead of confrontation.
With these three key skill-sets we can develop a really good ability in avoiding and preventing
conflicts. We will work on them in the practical dynamic that we will explain in the follow section.
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2.2 Training delivery guidelines

Introduction

AIM: Contextualize about the relevance of our attitude on the communication
act when we are the ones listening.

OBJECTIVES: Promote the understanding of how can be affect the
communication process, facilitating it with an pro-active and preventing
conflict position as listeners.

LEARNING OUTCOMES
Get aware of the relevance of our role and attitude as listeners
Learn about diverse tips of how to process to make easier the communication
process and ensure a correct development of the communication act

Introduction process:
Present the aim and objective of the module
Provide a chance to introduce participants and generate group
Facilitate all the learning process
Promote the identification of expectations - and attend them
Preparation

Content: Extract content from this module (not all but some extracts even a
table that can summarize the main ideas)
Materials:
Ice-breaker: post-it and markers
markers and panels or a board for possible final conclusions

Implementation/
Instructions

Here is share the detailed description of activities for a 2 hours training
module. It includes the icebreaker and introduction to go forward with specific
activities and then a final break for general evaluation.

15 mins

Ice-breaker activity: In order to get to know each other, this activity could be an
option:
How:
participants will be in a round and will have to introduce themselves and try to
remember the information that the rest of participants are offering about
themselves
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Each participar will have to introduce themselves answering the following
questions:
My name
my organisation / or if I come particularly
My passion (what I like best in my life)
1 word that defines your reason why to be here (learning, interest, motivation,
curiosity… )
1 animal and his/her sound
Once all the round is done, the facilitator will indicate randomly a participant
and the rest will have to remember the name and the animal /sound. This can
be repeated few times.

Why (meaning of the activity): Another way how to introduce each person from
a funny way, how to break the ice and then also pay attention to others’
description, as we have to remember… This is a good introduction to the role of
Listeners that we are going to work with during the training.

10 mins

Introduction: Provide the key elements of the module:
contextualization of the listening process
Describe briefly the main elements of the contextualization: about the
collaborative communication, prevention of misunderstanding, conflict
resolution, etc.
To invite participants to play, act and learn as learners that will get some tools
to be replicated on other beneficiaries.

25 mins

Collaborative communication

How:
Participants will work in groups of 2-3 participants
The facilitator will ask them to draw a poster where to define several issues:
Situations of misunderstanding (when in the communication process
something can go wrong)
Issues that have not to come into a conversation
Issues that we should consider to assure a good communication as listeners…
- Each topic can be connected one to another: So, after defining concrete
situations of misunderstanding, can be defined which are the issues according
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to those experiences that have to be prevented, and then, finally, define how
to make that not happen.
- Each group will present in front of the rest the result of their analysis, focusing
especially in the final question.
- A general balance will extract the references that have been repeated, that
are the most relevant. etc. If considered, participants can vote over the diverse
panels the most relevant points in order to visualize them most and leave those
posters in the room.

Why (feedback): This dynamic allows participants to analyse both sides of a
communication process, the bad and good practices, to increase awareness of
what we have and not have to do for a correct. The final analysis will assure
that participants identify the best tips to improve their communication
processes as listeners.

25 mins

Active listening
Focus in what we agree on… not in what we do disagree.

How:
Participants will be split in groups of 4-5 participants
Each group will receive a paper that describes a situation of conflict.
Participants will distribute them into position A and position B and will start a
discussion trying to argue and make stronger each ones’ position.
After 5 minutes, each group will be indicated to save those positions, but they
will have to find not the disagree points but the points in common and write
them down in a document.
Finally, each group will present to the rest: a) the situation of conflict and the
positions a) and b), and then the agreeing points they decided to focus on.
Example:
Topic: schedule of work (part time or full day work)
Position a): preference for full day work
Position b): preference for part time (with 2 hours break)

Why (feedback): participants will experiment the fact of confronting ideas and
positions, and trying to be better that the others, as they are pressed to win or
to convince the other position, and then work for “no-confrontation” but
agreement. So the final conclusion is that, it does not matter the topic, but
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each situation can always have points in common that can be the issues to
focus on to find solutions instead of problems.
25 mins

WIN-WIN: both side of the moon
How:
Participants will be split in groups of 4-5 participants
Each group will be provided with a concrete situation where they have to
represent by roleplaying. So, there will be at least 2 characters or more, where
there will be an speaker and the 1 or several listeners
First: the situations will represent a conflict, so the listener or listeners have to
decide collectively an then represent, how “bad” things can be done: so this
person has to judge, question, interrupt etc.
Secondly: the listeners will be changing the attitude towards a more solving
and positive perspective. The group collectively will decide what to do or to
express.
Then, group by group will represent the situation by:
a) Describe the situation (1 phrase)
b) represent the situation where the speaker starts sharing the speech and the
the listener(s) will act badly
c) again, but this time the listeners will have a more positive attitude.
- Conclusion will be extracted by the whole group defining in a panel the main
ideas, tips or strategies that allow a positive communication to run.
Why (feedback): with this dynamic participants have to experiment both sides
of the same situation, and they have to act “against” the other position, but
then also trying to find solutions or win-win proposals. The communication act
can be like this, so we can decide to take a more conflict resolution role or to
decide to take our position and not listen to any alternative. Growing in a
communication process should mean to be open to change our mind, or to
reinforce our ideas throw it. But be open anyway. It does not matter if we are in
the role of the speaker or listener.

15 mins

General balance: participants will be invited to add comments, ideas, and
analyse together the diverse activities and visions of the “listening act”
developed.
The facilitator can consider to take notes, post-its with the key elements to
visibilize the main ideas that all participants extracted from the module.

Reflections &
Debriefing

It is important that the facilitator leaves some minutes for the “Why-feedback”
section of each activity, as it provides the real meaning of the activity/game.
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All those activities make participants reflect on their visions, attitudes and
previous experiences, that can be a supporting point for growing and learning.
Each participant should think about previous situations where thay had to face
possible similar situations and then analyse how was his/her reaction.
Understanding the meaning of those activities supports a more active and
positive attitude in the communication process.
Duration

The total duration of the module are 2 hours, and are distributed accordingly
by each activity (timing). The facilitator can decide to give longer time to some
of the activities according to the development of them, or according to the size
of the group. But always a frame of 15 minutes should be saved in order to
make a final evaluation and conclusion.

Section summary points:
In each communication act we are challenged to promote a positive communication by our skills to
prevent miscommunication and conflicts. It is a matter of responsibility and attitude towards the
content and profile of the speaker.
A collaborative communication will be the one where the listeners and speakers are not willing to
generate a competitive interaction but leave space for learning or understanding each other.
The best positive attitude for an active listening should include: to find the points in common
instead of the disagree issues to assure the connection and positive understanding; to accompany
and support the communication process showing up that we are listening actively; to provide
content, ideas that are connected to the topic so we show our interest or we even feed this interest
finding it closer to your position, idea, or experience.
For preventing conflict in a conversation, we do not have to act as having an adversary in front of
us, and try not to confront positions, but work on the idea of finding solutions or positions that can
satisfy both sides of the situation / idea.

The message: understand, active attitude and attraction of listeners
3.1 Skills addressed – short theoretical overview

After having studied different attitudes and tips that we should do or avoid in order to become active
listeners, this module will be finished with some specific ways through which it can be shown that us,
as a listener, are fully understanding the message.
When it comes to show that we, listeners, have understood the message and when we are looking for
reinforce the speaker by letting him/her know that his/her message is being accurately sent, we can
follow some of the tips that Office of the Ombuds (Boston University) has collected in a guide called
Active listening. In this Active listening guide we can find what we could classified as four kind of
responses that will help us confirming to the speaker that we are engaged in her/his message. Here
some extra details.
A1. Paraphrasing
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One of this kind of responses is what the guide refers as paraphrasing. When we are listening to
someone and we would like to let him/her know that we are getting the message, we can offer
him/her some feedback by paraphrasing what him/her is saying. This paraphrasing act means that we
would answer him/her by make an statement of what he/she just say. For example, imagine that
someone is talking about the importance of avoiding private cars as a way to move through the city.
You can start your intervention as a listener (if you would like to ask some question) by using some of
the following expressions:
What I’m hearing is…
Sounds like you are saying
If I’m hearing you correctly
These are just some examples of the kind of structures you can use in order to send to the speaker
the follow message: I’m really interested in what you are saying, plus I am understanding the
message and this understanding is my starting point to participate in the communication act with
some comment, addition or question.
A2. Clarifying
For the speaker, receiving a clarification request is one of the best moments of any communication
act. This is a moment when not just the speaker has feedback and can be assured about if his/her
message is or is not being understood, but also it presents an opportunity to reformulate, to have a
second chance to improve the way he/she has emitted an idea. Knowing that communication has a
lot of improvising and that what it has been say you can take it back, having the opportunity of
clarifying or re-saying something it should be always an opportunity to reinforce the message and the
speaker’s position as a communicator. In this sense, the Active listening guide provide some example
of how the listener can ask for a clarification:
Do you mean that…?
Could you say more about….?
I am not sure I quite understand...
As a listeners who decided to request for a clarification, is important that our question is not, in some
way, a way of confronting the speaker. Using a clarification question with a confrontative tone or in a
way that let the speaker knows that we disagree with his/her point, could feel a bit aggressive and
could getting worse the communication act. So the main goal to make use of this strategy is more to
get extra information if it was not clear enough, and to show to the speaker our interest in the
content provided.

A3. Reflecting
This third way of letting the speaker know we are engaged in what he/she is saying will be done by
showing how we are understanding not just the message itself but also the feelings that the speaker
has about something. This means that the listener will externalize the empathy that he/she is
experiencing while the communication act is happening. Showing empathy to the speaker or, in
general, to anyone should be always a good option to reinforce the relationship between two
persons, but when it comes to showing comprehension about others' feelings it is always important
to be cautious. This cautious is necessary because as there is nothing better than empathy and
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understanding for a relationship, there is either nothing worse than misunderstanding when it comes
to feelings. If a speaker is talking about his/her feelings, it would be devastating if the listener catches
it the wrong way. In fact, this will make the speaker feel uncomfortable and misunderstood and
probably he/she try to end, as soon as possible the communication act. Having these precaution in
mind, some of the expressions that would help the listener showing empathy are the following ones:
I get the sense that you might be feeling afraid about what might happen

if..

It seems like you felt confused and worried when that happened.
So, you’re saying that you were feeling more frightened than angry.
A4. Summarizing
The last of the options that the Active listening guide brings as a good way of showing the speaker
that his/her audience is understanding and following the message is by offering a summary of what
has been said. When we talk about a summary we are mainly offering a mental structure of what we
are thinking. We are sharing with the rest of the people the way we understand and structuralize the
information. Even when we all have some common ideas about how to present information,
summarizing it is in fact quite a personal and unique act due to the fact that there are no two people
who are the same. In any case, summarizing allows both the speaker and the listener to share their
thoughts and creates a common scenario where both of the parts can see how the other one is
understanding and structuring the information. Some of the examples of structures that the guide
provides with are the following ones:
Let me summarize what I heard so far…
So, on one hand….but on the other hand…
It sounds like there are two things really matter most to you…

In the next activity, it will be practiced and learn how to incorporate all these tips in our day a day
communication acts in order to be an active listener.
3.2 Training delivery guidelines
Introduction

AIM: Contextualize about how relevant some elements or acts can
complement the communication act as listeners

OBJECTIVES: Assuring that participants understand some elements they can
develop and promote in order to assure a connection with the speaker and
then promote a more active listening and more successful communication act.

LEARNING OUTCOMES
get aware of the relevance of our role as listeners and what we can do
Learn some tips and attitudes we can develop to assure the connection with
the speaker and put them into practice.
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Introduction process:
Present the aim and objective of the module
Provide a chance to introduce participants and generate group
Facilitate all the learning process
Promote the identification of expectations - and attend them
Preparation

Content:
Extract content from this module (not all but some extracts even a table that
can summarize the main ideas)
Materials:
Ice-breaker: post-it and markers
markers and panels or a board for possible final conclusions

Implementation/
Instructions

Here is share the detailed description of activities for a 2 hours training
module. It includes the icebreaker and introduction to go forward with specific
activities and then a final break for general evaluation.

15 mins

Ice-breaker activity: In order to get to know each other, this activity could be an
option:
How:
There will be lot of visual images that can represent lot of things, issues
(suggestion DIXIT cards). Each participant will be invited to select one visual
card that attracts his/her attention and that be used to define him or herself.
all participants will come in a round, and will look at others’ cards and will
select one of them, if they feel some connection, identification with the card
etc.
When it comes to the turn of presentation, each participant will say simple
things about him/her:
Name and organisation, institution..
The meaning of the card that defines him/her
the reason why he/she is in this activity
Then, if another person selected his/her card as connection will come next to
this person and will introduce him/herself with the same dynamic. Will explain
about his/her card but then complement with the other’s card and connection.
Simultaneously each participant will introduce him or her and make
connections with another person, and then it will be seen if the connection is
telling something similar among participants.
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If some persons are identified with the same other’s card, they can introduce
themselves one after the other.

Why (meaning of the activity): Visual cards work with the lateral thinking and
provide another vision and interpretation of ourselves. This work with
imagination and with the capacity we have to provide meaning to a simple
image. This dynamic allows participants to introduce themselves and at the
same time to establish possible connections about participants that will work
together for several hours.

10 mins

Introduction: Provide the key elements of the module:
contextualización of the role and attitude of a listener
Describe briefly the diverse elements that will be used / applied.
To invite participants to play, act and learn as learners that will get some tools
to be replicated on other beneficiaries.

25 mins

Clarifying the ideas

How:
The facilitator will explain and contextualise how important is to “follow” the
conversation of an speaker and how diverse tips can support this process,
giving help to the person speaking but also making easier the process of
understanding for the listener.
Participants will be invited to work in couples and practice diverse possible
situations that they can create, where one will act as speaker and the other as
listener. They will get the instruction for the listener to support the speaker by
making two comments:
Paraphrasing the content
Asking for clarification
The situations can be personal stories to be narrated, maybe about
professional experiences, etc.
So, 15 minutes will be provided to make this exercise and the facilitator will
accompany to check how it is working.
5 final minutes will be saved to make a general balance about the results, how
it worked if it was easy or not etc.

The roles can be twisted in each couple if there is time enough for that.
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Why (feedback): Exercising with personal stories and potential real situations
the act of communication (speaker and listener) will make easier to understand
a practical way how to support the communication act from the listener
perspective, also increasing the understanding and Empathy within the
speaker.

25 mins

Reflecting… understanding the feelings behind

How:
Similar dynamic as the previous one: participants will be split in couples, they
should be different to the ones in the previous activity.
The facilitator will provide a simple explanation about how important is to
really understand the messages that an speaker is transfering.
Then in each couple a participant will act as speaker and the other one as
listener. The Speaker will share a personal story (personal but that can be
shared), and then will expect some feedback from the listener, in order to
check if the message and the “feelings behing” have been understood.
The possibilities are that maybe the listener gets the real feelings or not, but
anyway in case of success or error, participants can comment and discuss the
situation.
Then each couple will make a balance about:
How important could be the fact of understanding the feelings of the speaker
how easy or not that easy os to be confuse and understand false feelings and
how this can affect the speaker.
A final balance will be done with all participants showing the difficulties and
situations.

Why (feedback): Each communication message can have content but also
feelings of the person that it sharing this content. Being able to connect with
the person by the message, understanding the feelings and situation that this
person suffered or is suffering is so relevant in order to connect, understand
and make easier the communication act. We as listeners, but also as speakers
should be aware of this situation to improve our role in a communication
situation.

25 mins

Summeraising: make sure we got the essence
How:
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This will be done as a collective activity, so all participants will come to a round
to work together.
The facilitator will provide a short explanation about how important is to follow
an speech by being able to summarize the main content that has been shared.
So, the facilitator will select some participants, or can leave this as a volunteer
activity. We would need about 5-6 situations that will be shared.
The new “speakers” our volunteer participants will share a short story of their
life, that can be connected to a concrete topic or be a free topic. (For example it
can be “the most incredible trip ever”). And will take about 3-4 minutes to
share the story and provide as many details as possible.
Then randomly another participant will be invited to make a super short
summary, mainly in 2 sentences where he/she will share:
The main idea of the trip (where, how, when, who with..)
and the main essence why it was the most incredible..
- The rest of participant can then give comment, provide other ideas etc. and
the speaker can also conclude if this summarize coincides with the real feeling
he / she has.
- So, the process will be repeated as many times as possible (20 mins).
- A final evaluation will come with all participants.
Why (feedback): Again, it is very practical to put yourself in a situation in order
to understand better the content of theory that has been shared. In this case, in
order to understand how important is to capture the essence of a conversation
and how much this supports the speaker, and provides more useful information
to the listener, the exercise puts participants into real contexts and situations
and challenges them to show if they can “follow” or not and capture or not the
essence of a message.
15 mins

General balance: participants will be invited to add comments, ideas, and
analyse together the diverse activities and visions of the “listening act”
developed.
The facilitator can consider to take notes, post-its with the key elements to
visibilize the main ideas that all participants extracted from the module.

Reflections &
Debriefing

It is important that the facilitator lives some minutes for the “Why-feedback”
section of each activity, as it provides the real meaning of the activity/game.
All those activities make participants reflect on how they would react in real
situations and analyse their own reactions, skills and lack of capacities.
Participants can understand better the content provided by putting it into
practice in “similar to real” situations, even acting both as speakers and
listeners.
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Duration

The total duration of the module are 2 hours, and are distributed accordingly
by each activity (timing). The facilitator can decide to give longer time to some
of the activities according to the development of them, or according to the size
of the group. But always a frame of 15 minutes should be saved in order to
make a final evaluation and conclusion.

Section summary points:
When acting as listener there are diverse strategies or behaviours that can support the
communication act; responses that will help us confirming the the speaker that we are engaged in
his/her message.
One of the strategies is Paraphrasing: to confirm if we as listeners are getting the message we can
offer to the speaker some feedback by paraphrasing (or capturing some of the information
provided with other words) what him/her is saying.
Another strategy is Clarifying: this is an opportunity to get more information as listener, but also an
opportunity for the speaker to improve the way he/she shared the idea / content.
The third strategy is Reflecting: this means that the listener will promote the empathy with the
speaker by sharing his/her understanding of the feelings behind the speaker’s message. We have
to be careful by identifying the real feelings that we consider the speakers is willing to share.
The last strategy defined is Summarizing: providing as listeners a mental structure of the content
that was provided by the speaker, support by one side the speaker that can confirm if that is the
main information, but also to the listener to confirm the understanding is correct. That is also
promotion a more fluent process of communication itself.

Further reading
Active listening: 10 tips
https://www.youtube.com/watch?v=rzsVh8YwZEQ
Being a good listener
https://www.youtube.com/watch?v=-BdbiZcNBXg
10 ways to have a better conversation
https://www.youtube.com/watch?v=R1vskiVDwl4
How to actively listen to others
https://www.youtube.com/watch?v=R1vskiVDwl4
The importance of listening
https://www.youtube.com/watch?v=7gYxrRQffLE
Active listening (James G. Clawson)
https://www.researchgate.net/publication/228144342_Active_Listening
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Assignments and exercises
Section 1
Skills that will be worked: Listening in a conscious way
Tasks:
When being in a conversation with a friend or a relative, try to be extremely conscious of how are
you listening and responding to what the other person is sharing with you
Right after the conversation, write a short text where you explain those things you’ve realized that
you do wrong as a listener (for example: interrupting, not looking in the eye, have a defensive
attitude in front of what the other person is telling you, etc.)
After the activity:
Try to change those things you’ve identified in order to become a better listener

Section 2
Skills that will be worked: Talking, a collaborative communication
Tasks:
Try to debate with someone, a friend or a relative, about some topic where you know you both
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think different.
When finishing the conversation, try to write 3 arguments or ideas you the other person brings to
the conversation and that you think they are interesting and that maybe you can agree with.
After the activity:
Try to keep an open mind when it comes to debate with someone, and always try to incorporate
some of the arguments or ideas you’ve listened.

Section 3
Skills that will be worked:
Tasks:
Find some video of conversation (television debate, film’s scene) where you can identify some of
the 4 elements that were presented in the section 3 (Paraphrasing, Clarifying, Reflecting,
Sumarazing)
Send the video and the minute + second point where you have identified some of those 4
elements.
After the activity:
Try to keep in mind the importance of giving this feedback to the speaker when you are in a
communication act.
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6. Multiple choice test
Question 1: What does it means having an active listening attitude?
Answer 1 → a)

Interrupt constantly the speaker to let him/her know that you are
listening

Answer 2 → b)

Nodding constantly in order to let the speaker know that you are
listening and understanding

Answer 3 → c)

Ask questions of what it has been said in order to confirm that you have
listened properly

Answer 4 → d)

Recording the conversation with the phone so you can listen it again in
your home and have a deeper understanding.

Answer 5 → e)

Everyone is open to being affected by the speaker's vision

Correct answer(s)

E)

Question 2: Which of the following isn’t one of the 4 elements of a good listening attitude:
Answer 1 → a)

Paraphrasing

Answer 2 → b)

Summarizing

Answer 3 → c)

Clarifying

Answer 4 → d)

Reflecting

Answer 5 → e)

Answering

Correct answer(s)

E)

Question 3: Paraphrasing is an important element when it comes to active listening because...
Answer 1 → a)

confirm if we as listeners are getting the message. It offers to the
speaker some feedback by capturing some of the information (provided
with other words) him/her is saying

Answer 2 → b)

We show respect by copying what he/she just has said

Answer 3 → c)

Paraphrasing is not an action we should do if we want to improve our
attitude as active listeners

Answer 4 → d)

It gives some rest to the speaker and makes the communication act a
both-side road.

Answer 5 → e)

You recognize that the speaker is right in what he/she is saying
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Correct answer(s)

A)

Question 4: An active listening attitude allows...
Answer 1 → a)

Being more confident about what you will say in the future about that
specific topic

Answer 2 → b)

Making the communication act a successful one

Answer 3 → c)

Prevent conflicts and miscommunication or misunderstandings

Answer 4 → d)

None of the sentences is true

Answer 5 → e)

All the sentences but d) are true

Correct answer(s)

E)

Question 5: Reflecting...
Answer 1 → a)

means copying the speaker emotions to be in the same page

Answer 2 → b)

means try to change how the speaker is feeling in order to make
him/her feel better

Answer 3 → c)

means that the listener will promote the empathy with the speaker by
sharing his/her understanding of the feelings behind the speaker’s
message.

Answer 4 → d)

means offering the speaker a solution to his/her problems

Answer 5 → e)

means think about the speaker has just said and decide if it is or not true

Correct answer(s)

C)
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Glossary
Active listening

Being fully concentrating on what is being said rather than just
passively ‘hearing’ the message of the speaker.

Paraphrasing

Express the meaning of (something written or spoken) using different
words, especially to achieve greater clarity

Clarifying

make (a statement or situation) less confused and more
comprehensible

Conversation

a talk, especially an informal one, between two or more people, in
which news and ideas are exchanged

Summarizing

give a brief statement of the main points of (something).

Miscommunication

failure to communicate adequately.
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