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LETTER FrROM THE EDITOR
Welcome to the latest ILA»puinca; ‘
Some of you are surprised, and 1 hop
Others of you are thinking that its ab

hope yvou, too, are pleased with what you see.

In 1995, the board Voted to pubhsh a 1naga21ne that Would f‘eature articles

hstenlng practlmoners could use. Now, after much work and many d 2
here is the inm iral i ‘ i , , ' '
heroes of the listening world, the mﬁmiaers of TLA, 1ndiv1duais who are
truly dedicated to spreadlng the word about listening.

As the editor of this issue of EarPiece, I would like to thank the many
people who helped make this magazine a reality. First of all, to Alice
Ridge — Alice was on the Board when we decided to publish a magazine.
Those of you who are fortunate enough to know Alice, know that she is
a very creative soul. It was Alice who named the magazine. Thanks,
Alice, for a truly catchy title.

Next, I would like to thank all of the authors who contfibuted to this
issue. I think you will agree that the articles are excellent. I would
particularly 1 hank Mara Tapp, who agreed to let us publish an
edited versio peech she delivered in Chicago at our last meeting.
Lets work t re nationally known contributors to help us spread
the word abo ning.

n this issues were provided by Harvey Weiss, Dillon
oth. A big thanks to them for adding these important

The photo
Parrish, and /
visual elements-

and has d hat@ <

And finally, a
production of
assistant and h
the look of th
Robert Fren

I hope you enj gazine- If you would like to
submit an articl nsideration for the next issue
dbackabout this issue, please contact

or if you have fee
me. :

Happy Listeniﬂ,g, _—
Margaret Fitch-Hauser
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A Note from the President

You have in your hands a delightful new
publication from the International
Listening Association. We have been
looking for a way to meet more of the
needs of our membership. Some
members want a lot more information
than can be put into the Listening Post.
Some of our members want reading
material about listening but want it in a
format that is not so formal or research
oriented as the material in our journal.
We hope this magazine meets those
needs.

As we begin this adventure, I encourage
you to let me know what you think. Is
this information useful to you? Does it
present a positive image for ILA? As
your board looks for a new editor of this
publication, we will need your thoughts.
Please send your comments to:

Dr. Richard D. Halley
Professor of Communication
Weber State University
1605 University Circle
Ogden, UT 84408-1605

or email me at:
rhalley@weber.edu

Happy Reading

FEATURE
ARTICLES

At last March’s annual meeting.
One of our keynote addresses was
delivered by Mara Tapp. Here is an
excerpt of her speech.

KEyYNOTE
ADDRESS TO THE 2001 ANNUAL
MEETING

MaRra Tarp
CHicaGO, ILLINOIS

It’s getting harder and harder to listen.
Partly that’s because listening takes time
and effort and we’ve convinced
ourselves we lack those in this busy,
high-pressure world. Partly, it’s because
listening is fundamentally about
learning and our long American tradition
of anti-intellectualism mitigates against
that. After all, listening could mean that
we might be forced to question our
beliefs or change our minds about
something — a singularly unsettling
thought. But it’s also because it’s
getting harder and harder to listen in a
world that is filled with as much audio
clutter as ours seems to be right now.

Just think about the noise pollution we
regularly encounter. For many of us,
the day starts with sound — some
necessary, some ridiculous — from the
abrasive clock that wakes us to the
mindless chatter of the morning news,
the demands of children, the
conversations we have about what the
day will hold. If we commute to work,
the trip is filled with noise too ~ of the
radio, of traffic, of cell-phone
conversations. Even when we’re in
places that could offer sanctuary - our
homes or cars, elevators, parks, buses,
restaurants — we are assaulted by noise.
And often if 1t’s not automatic, we seek
it out, turning on a television or radio
for company, bringing along a tape or
talking on a cell phone.

It makes it darn near impossible to
listen, let a lone hear.

All of these changes, it seems, conspire
to make us worse listeners than we’ve
ever been. Just think about how inept
we’ve become even at listening in the
places where we’re supposed to listen
— at the movies, at the theater, at a
concert, in class, in the library. Even in
locations devoted to single-minded
concentration and listening, we whisper,
we talk, we make noise.

I’'m in a business where listening is
critical. And I’ve learned some of the
most important things I know by
listening. What I've also learned is there
are many ways to listen. There is
listening for content. There is listening

for tone. There is listening for meaning.
There is listening for surprise or shock.
There is listening for fun. In fact, there
are so many ways to listen; I can’t even
articulate them all.

What I"d like to do is take you on a
selective listening tour — not in the way
the politicians do. That’s not really
listening. Instead I'd like to ask you to
accompany me as 1 revisit some of the
special journalistic moments I've been
fortunate to have — I believe because |
was willing to stop and listen.

Let me start with one that happened
some 20 years ago on a story for National
Public Radio. Chicago’s venerable
Goodman Theatre had just started doing
colorblind casting for its annual and
popular production of A Christmas
Carol and I was doing a piece on how
audiences were responding. This was
a controversial approach — especially
since Tiny Tim was black and his
parents were white. I went back and
forth with my editors on how to inquire
about this and finally convinced them
that we just had to ask the question
directly. “What do you think of the fact
that Tiny Tim is black and his parents




are white?” Now this was a totally
unscientific survey but I discovered...
Black women loved it. White men were
unsure. White women hated it.

I interviewed one woman who was the
perfect embodiment of the white female
reaction. She also had the perfect
Minnie Mouse voice. She told me that
Tiny Tim was not in keeping with the
story. She cut herself off and started
again: “But I mean Not historic. But I
mean, Not traditional.” She cut herself
off several times before telling me: “I
really don’t have anything to say.”

She had, of course, spoken volumes. I
managed to convince my editors to let
me use the whole 18-second clip.
Listening to that was truly instructive.

There are people, by the way, who have
methods of dealing with this sort of
unpleasant — not to mention racist —
information. Among them is Kenneth
Clark, the venerable social scientist who
taught me that sometimes the act of
NOT listening is as important as the act
of listening. This lesson is very clear
in the following remarks from my
interview.

“. .. we have improved [the situation
of] a few [Blacks], and those few have
joined the chorus that it’s not easy to
improve the conditions of other blacks.
One of the things that I find fascinating
is to hear blacks who, and relatively few
of them, who improved their status to
say ‘Look at me, I did it. Can’t all of
the others do it?” When I hear that I
turn my hearing aid off and try to get
out of the room.”

Let me also tell you about two stories
that I’'m working on now — both of
which I lucked into by listening.

I’m in the midst of a profile of a German
man who, because of the Holocaust and
the racism he encountered when he
moved to this country in the early 1940s,
chose to change his name, disguise his
accent and hide his history. In short, he
reinvented his identity. For 50 years
when people asked about his parents or
childhood, he simply lied. He lived a
happy, successful life but eventually he
reached out for his past and has had a
remarkable reconnection with many of
the 100 children with whom he was in
hiding for the early years of World War
II. This tale spilled out when — after

interviewing him for panels on the
Human Genome Project and affordable
housing — I detected and inquired about
his slight German accent. Now [ have
the honor of telling his incredible story
in print.

Another profile in progress started with
a remark about a year-and-a-half ago
in a series I did on “The Future of
Cities.” One of the panelists was
Chicago’s own bad boy of architecture,
Stanley Tigerman — a man whose brick-
and-mortar work is almost as witty as
the caustic critiques that make the press
regularly seek him out for comment. [
asked Tigerman about the school he co-
founded — a fascinating place called
Archeworks that combines architecture
and design with social justice. He told
me he started it because he was “tired
of designing villas for suburban
princesses.” But then this headline-
grabbing gadfly of Chicago architecture
went on to say, it’s time to give back,
time to focus on the ethical and moral
obligation of architecture. Now that
statement is classic Tigerman: starting
with the stinging rebuke that manages
to insult the many paying clients for
whom he has built those suburban villas
— and who have financed his career —
but finishing with a kicker that’s all
heart. The problem with such utterances
is that most people are too amused or
offended to get past the first half and
pay attention to what comes next. I was
so fascinated by what the comment’s
warring halves revealed about this man
that I chose to explore the dichotomy
of Stanley Tigerman in a Q&A for a
national art magazine. Still not
satisfied, I’'m working on a lengthy
profile for The Chicago Reader.

Here are some other things I learned by
listening for more than two decades in
journalism.

For a journalist, truly listening can mean
working without a net. You have to be
confident enough about hearing what’s
said in an interview to be able to toss
your carefully prepared questions right
out of the window. And that can be
scary or impossible. Many broadcast
journalists have questions prepared for
them by their producers and these
interviewers are so busy focusing on
that list they can’t listen. That, it seems
to me, is insulting to the interviewee,
not to mention the audience.

[ was delighted to find that I'm in good
company in this view when I recently
read an interview with Ted Koppel. He
mentioned two weeks at his “grim,
Victorian” English boarding school in
which no one but teachers talked to him.
That was his punishment for boasting.
The result was he “learned to listen
more carefully” and he says he “can
hear hints of what people are about to
say earlier in a conversation than most
people.” He added that “A lot of
interviewers don’t hear what their
subject is saying because they’re
concentrating on the next question.”
That is all too true. I would argue that
any good journalist engages in that kind
of “anticipatory listening.”

But Koppel said something else that
I’ve long advocated and taught my
producers and interns. He said when
people ask him the “secret of a good
interview,” he tells them “It’s listening.”

I worry about the future of listening. If
I think back to its history, I would have
to connect it to storytelling. That’s
something any journalist can relate to —
the desire to hear and tell good stories.
But as the audio clutter puts obstacles
between us and such stories — in fact
converts the meaningful spoken word
into just so much soap-opera chatter -1
worry that the art of listening is taking a
back seat. If you think about it, I’'m sure
you’ll notice that long stretches of
listening are disappearing from the
media. The pace has changed and even
the narratives we used to listen to are
now faster, more edited and, if they’re
televised, packed with endless visuals
that clutter those rare, pristine moments
of listening.

It’s inescapable. In fact, out of curiosity,
when I was preparing this speech, 1
searched the Internet using the key
word “listening.” What I found was a
lot of entries for “easy listening” and a
lot of how-to manuals aimed at the
business world. It did not cheer me to
think that listening has been quantified
and relegated in that way. In fact, it
terrified me. I would make the argument
that listening is anything but easy. But
I would also put forth that it’s
immensely rewarding.

I want to reassure you that I'm not a
listening Luddite. I’'m not suggesting
you simply convene with nature, look
at the flowers and listen for the birds.




What I am suggesting is that we all try
to continue to spread the good word
about listening and the pleasures it
provides.

I know this will be hard because
listening is a selfless act in many ways
and we are in a time where the focus
seems always to be on the self. Butl
would argue that all the qualities we
say are lacking from our times —
community, connection, engagement,
caring ~ can be returned by a
renaissance of listening.

I sense I am preaching to the choir here
when 1 say that we must continue to
fight the good fight and convert people
back to the act of listening ~ both to
learn and to advance ourselves, let alone
our various communities. So. Let’s all
continue to work on creating that
renaissance for listening.

(Find Mara Tapp’s biography on pg. 26 )

LISTENING TO AN ALZHEIMER’S
DISEASE VICTIM

WiLiiam E. ARNOLD
ARIZONA STATE
UNIVERSITY

Picture a bright sunny afternoon where
the temperature is 110 outside. You are
sitting with Sarah who turns to you and
says “I have to shovel the snow before
it gets too deep for me.” How do you
respond?

a). You are crazy, any fool can

see it is summer.

b). You are a patient at Scottsdale
Village Square and it is a summer day.
¢). Sounds like you have a lot to do,
could we just talk for a minute longer
before you go?

If we did not know that Sarah was a
dementia patient, we might pick the
first response. Not only is Sarah a
dementia patient, she suffers from
Alzheimer’s disease. This disease
impacts more than four million

Americans. Nineteen million
Americans have a family member with
the disease. The Alzheimer’s
Association predicts that 14 million
will have the disease by the middle of
this century unless we find a cure
(Alzheimer’s Association 1992). If you
add the international dimension, we are
talking about 1.5% of the world’s
population with Alzheimer’s disease.
That means about 87 million of the
world’s inhabitants have the disease.

One in ten have the disease over the
age of 65. By the time one reaches 85,
that percentage increases to 50%. A
person with the disease can live from
three to twenty years from the onset of
symptoms. The disease costs society
approximately $100 billion a year.
Finally seven of ten patients with the
disease live at home and are cared for
by family and friends.

Who are the Alzheimer’s patients and
how do they differ from other dementia
patients? We know that Alzheimer’s is
found in people in their mid- forties.
There are several models that will help
you understand how the disease
progresses. The Alzheimer’s
Association uses a seven stage model
to define the disease. We will use a
simple three stage model for this paper.
The model looks like this:

Stage One—the individual knows that
something is wrong but those around
him/her are not aware.

“The first time it happened I dismissed
it as a sign of growing older. I waited
for the light to turn green. When it did,
I was not sure whether I wanted to turn
right or go straight ahead. I turned into
the parking lot to collect my thoughts.
Right, [ was on my way to Al’s barber
shop for the biweekly trim.”

Stage Two—the individual and those
around know that something is wrong.

“In late April, I woke up, did the usual
and got ready for work. My wife
reminded me that it was Saturday and |
always played golf on Saturday. Isaid,
of course, and changed immediately to

head for the course. It was too late, |
could no longer cover my loss with an
excuse of stress or old age. She knew
something was going on and wanted to
talk about it.”

Stage Three-the patient is no longer
aware (as best we can tell) but those
around know.

“He was standing by the door waiting
for his wife to return. She said that he
would pick him up after the trip to the
store. What he did not remember was
that his wife died several years before
and he was now at a care facility. He
was no longer living in the present.”

As stated earlier: these three stages can
take years to materialize. For the
purpose of this discussion, we are
interested in how we listen to that
patient in all three stages.

How does Alzheimer’s disease differ
from simple the dementia? We all worry
as we age that we will suffer from
Alzheimer’s. As we age, we begin to
suffer from short term memory loss. We
make lists of things we need at the store.
We rely on to-do lists to help us. We
are able to use the long term memory
quite well. We could look at a picture
of our high school graduation and name
our friends. For the Alzheimer’s patient
the short term memory and long term
memory are impacted. The Alzheimer’s
patient might look at the picture and
believe that it was just taken. They do
not remember the past, they live or
relive it.

Perhaps a clear way to understand the
Alzheimer’s patient is to picture one of
those 100 disk CD players. For the
Alzheimer’s patient, their life is stores
on those CDs and the player is
randomly selecting cuts of their
previous life for random amounts of
time. Since we cannot determine where
the patient is in time and may not know
what they are reliving, we can only
assume randomness. From some
research we are currently conducting,
we hope to determine if the patient
relives specific points in time. We are
interviewing family members to gather
data that might help us communicate
with the Alzheimer’s patient when s/
he goes into the past. They may in fact
relive certain key points in their lives
that were either very positive or very
negative. From some of our early



research, we found that after ten
minutes of conversation with patients
some of them would return to a
particular event in their life such as
losing a job or a loss of a family
member. We hope to have more on this
aspect of the Alzheimer’s patient in the
next few years.

Another characteristic of the
Alzheimer’s patient is the increase in
ambiguity of language as the disease
progresses. Recently, the results of
research with nuns confirmed our
findings. In this research by Snowdon
and others, they found that
autobiographies written by the sisters
60 years earlier provided insight to
Alzheimer’s disease. When comparing
the writing of those sisters that died
with Alzheimer’s and those that did not
have Alzheimer’s, the results were
revealing. Those with the disease wrote
stories that were simplistic and had
poorer writing skills. This research
suggests that those with early language
problems may be more prone to the
disease. The researchers gave the
examples of two nuns, one with
Alzheimer’s and one without it. “I
prefer teaching music to any other
profession.” “Now I am wandering
about in ‘Dove’s Lane’ waiting yet only
three more weeks, to follow in the
footprints of my Spouse, bound to Him
by the Holy Vows of Poverty, Chastity
and Obedience.” Although we have no
early written samples to compare, we
have found that the Alzheimer’s verbal
communication becomes more
ambiguous and less complex over time.

Why should we listen?

On one level we really do not have to
listen to the Alzheimer’s patient. We
can put them in a nursing home and turn
on a television set or keep them
supplied with sleeping pills. On another
level, that person may be a parent, a
spouse or a close friend so we want to
listen and communicate as best we can
under the circumstances. We cannot
make the patient better, we can only
make it better for the patient. We can
help them communicate when they are
in our point of time and help them move
through the other points of time when
they go back into them. To be a better
listener we need to have some basics
of how to listen.

How to listen

On the verbal dimension of listening
we need to understand three critical
aspects of listening. In Arnold (1994),
the concept of red, yellow, and green
listening are described. Using
Carkhuff’s five levels of therapeutic
listening, focus is placed on the first
three. Briefly, a red listening response
is no response to the person. If you
have ever walked through some of the
bad care facilities you have seen a lot
ofred listening from the staff. Patients
sit in chair in the halls asking for food,
drinks or just attention, only to be
ignored by the staff.

A yellow listening response is what we
describe as a yes but response. In the
film, Driving Miss Daisy, Jessica
Tandy wakes up one morning and
thinks that she has to correct some
papers for her third grade class not
remembering that she had been retired
for many years. Her driver gives her a
yellow listening response by saying
that she was retired and there were no
papers to grade. Yes, Miss Daisy, but
you are retired.

Finally, a green listening response is
what we are recommending with the
Alzheimer’s patient. When one patient
to came into a room to chat, she said
that she did not see why she needed to
have her eyes checked so soon. She
said they were just checked. I gave her
a green response by saying that we like
to recheck our test to be sure that we
are right. By the time we got to the
room, she was no longer thinking she
was at the eye examination but wanted
to leave because her husband was
coming for her. Recognizing that a
conversation was not possible, I told
her I would take her out so she could
wait. She soon joined the bingo game
and no longer was waiting for her
husband. Clearly a green response may
be hard to give since you may have no
idea what the patient is thinking or
talking about. We will offer more on
this point in the next section.

For a long time caregivers relied on the
yellow response to try to bring the
Alzheimer’s patient back to reality and
today. There is a growing awareness
that the patient cannot live in today’s
time. Truman may be the person that a
given Alzheimer’s patient thinks is the
President. Who is George Bush? In
our earlier research we found patients

who became visibly angry when
someone tried to change their point in
time to the present. Sarah was wanting
to shovel snow even though in reality
it was summer. She would have been
upset if you told her the truth.

A second way to look at listening with
the Alzheimer’s patient is in terms of
your verbal response to them. We
suggest that there are four possible
verbal responses that you can make to
someone. First, you can respond on the
same subject. That is what you would
do with a green listening response. If]
say that it is a great day and the weather
is perfect, you could respond thatitis a
beautiful day. You could take it off on
a tangent by saying it would be a great
day for a picnic or to fly a kite. If you
responded by saying what is for supper,
you are taking the conversation in a
different direction. A tangent or
different response reflects yellow and
red listening as described earlier. The
final verbal response is what we call
minimal. It consists of yeah, OK, sure,
and some other sound. It could be a
green response if we are not really sure

- what the person is talking about. It

could be red with the right intonation.

We are recommending the same
listening responses when dealing with
Alzheimer’s patients. Tangent or
different listening responses only
heighten their confusion. Most people
can follow a shift in a conversation but
the Alzheimer’s patient cannot. This
leads to the final set of conditions for
how to listen—the nonverbal.

The most important nonverbal
condition is the reference to time. As
we said in the beginning, the
Alzheimer’s patient lives in a different
time frame. To effectively listen to
them, we have to try to determine their
point in time, recognizing that it could
change several times in a conversation.
In fact we suspect that as the disease
progresses, the time frames get shorter
and change more often. This makes it
hard for you as a listener since you have
to try to stick with them.

Another nonverbal listening condition
is to recognize that the Alzheimer’s
patient may see people and places
differently. Another patient in a facility
may be introduced by your mother as
her husband because there is something
about that person that reminds your



mother of your dad. Further research
should be done to determine what
characteristics are used to produce this
recognition. The same nonverbal
condition exists with the environment.
It is no longer a nursing home, but a
doctor’s office that the patient sees. As
a listener, you are to guide the patient
through these conditions, knowing that
they could change in a given moment.

What can we do to make it better for
the Alzheimer’s Patient?

As suggested above, you really must
make a special effort to listening as
careful as you can to the Alzheimer’s
patient. I would like to offer some other
suggestions based on our research with
these patients. First, try to communicate
and listen in their point in time. This is
easier to say than do. When I
approached a patient to tape a
conversation she said that she had just
had her eyes checked so she did not see
why we had to do it again. In her point
in time, I was an optician preparing to
give her a check up. I told her that we
like to make sure that we were right and
asked her to humor me. As we walked
toward the interview room, the time
reference changed and we taped our
conversation. [ did not try to tell her
that she was in a different point in time.

Second, it is best not to try to correct
the patient if they are “confused” over
a fact, date, or even where they are. In
their reality, they are not confused and
we would be trying to change their
reality by correcting them. To do so,
creates frustration and even hostility.
As a corollary, don’t be concerned
about current events. It may matter to
you what the day is and you know who
the President is. For the Alzheimer’s
patient it could be anyday, and FDR is
the President. Current events for the
Alzheimer’s patient is what is playing
in his/her reality at that moment.

Fourth, watch your nonverbal
communication behaviors. Try to avoid
showing your confusion over the
conversation. You may have no idea
what the patient is talking about, so try
to show positive nonverbal cues. Be
prepared for silence. For most of us,
we like to fill silence with talk. Allow
the silence for the Alzheimer’s patient
to collect thoughts or change the point
intime. As the disease progresses you
will have to rely more and more on

nonverbal communication as the verbal
skill diminishes and the vocabulary
lessens. Touch and reassurance can
replace the words.

Since, conversations may repeat
themselves, it is a good idea to keep a
log of the things that you talk about.
Keeping a brief history of the person is
useful because they will relive events
that caregivers have not experienced.
One patient kept reliving her time in
the military during WWII. We had no
family history to carry on a
conversation with her. We resorted to
empathic listening responses, like “tell
me more,” or “that is interesting.”

Finally, read up on the disease so that
you can distinguish between
Alzheimer’s disease and Parkinson or
other forms of dementia. They impact
people differently. There is a difference
between reliving the past and
reminiscing about it. We all reminisce
but only the Alzheimer’s patient is
reliving it again and again.

In the final analysis, we do not have a
cure for Alzheimer’s disease or even a
way to prevent it. While we cannot
make the patient better, we can make it
better for the patient and his/her family.
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G1vE THE GIFT OF LISTENING

PETE DELISSER
ResponsiBte  COMMUNICTIONS

Some years ago a human resource
executive requested a two hour session
with me to evaluate my possible use to
coach her president in listening skills.
Within thirty minutes I asked her, “Did
you ever take a skill course in
listening?” Her response was ‘“no.”
“Well, you demonstrate all the
fundamentals. How did you learn to
listen?” Her reply, “I guess my mother.
She always was available to listen to
my problems and help me figure out
what I wanted to do.” Her mother had
given her the gift of listening.

A different example of learned listening
skills was demonstrated by a high
potential manager who was referred to
me because “when presenting to senior
managers, he waffled and appeared
unconfident, particularly when
answering questions.” The reason he
gave for his approach was he was trying
to anticipate what answers they wanted.
His repeated experiences with
authority, at home and throughout
grade school, junior and senior high
school, was to be punished for giving.
what authority perceived to be the
wrong answers. We practiced listening
drills, which enabled him to answer
questions directly and concisely, to
clarify unclear questions laden with
self-interest, to reduce strong emotions
before responding. In our last session
he joyously described a meeting with
senior managers in which he answered
all questions directly. “Not only did I
get to cover all the information I needed
to present by answering their
questions. I looked smart doing it.”
Listening may have turned around a
career and solved a lifetime problem.

This kind of focused listening, when
under stress, is nothing new. The
conductor of a symphony orchestra
can focus on the specific notes of the
cello in the midst of the concert. A
mother can hear a young baby cry and
know instantly the cry is one of joy or
pain. The great professional
quarterbacks like Joe Montana can
screen out the noise and impending
crash of a 300-pound linemen about to
hit them to stay focused on a pass
receiver 30 yards down field.

Michael Levine in his book The
Listening Self describes these kinds of
listening. “This listening 1is a
concentrated attention, silent, patient,
willing to take time to listen carefully. It
is a listening which requires discipline,
to avoid being distracted, to stay with
a sound long enough to achieve a real
familiarity, a certain intimacy.”

This listening-to is a gift we can give
people. Definied in a dictionary a gift is
“something given voluntarily, without
payment in return, as to honor a person
or provide assistance, a present.”

I gave this gift to my granddaughter
when I watch her head drop, her lip start
to tremble and her eyes fill with sadness.
Her mother had just refused to let her
do something she wanted and did so in
an intense, upset tone of voice. I said to
my granddaughter in a sad tone of voice,
“you look sad.” Without looking up,
she nodded her head. “It really hurts
when your mother yells at you.” Again
her head bobbed up and down. Then I
said “What can you do that would be
fun.” Her head snapped up, a creative
thought flashed in her eyes, a smile
broke across her face and she said “I’ll
go watch Bamey.”

In seconds, her focus changed from past
events to future possibilities. In seconds,
she solved her own problem. In seconds,
listening helped her be open to change.
Why is it people so infrequently give us
this gift, this gift that has the power to
help us learn, to open us to change. They
don’t give it to us because “It requires a
very artful and complete modification of
attitude in order to hear a pure noise”
(Heidegger).

One modification of attitude is our
concept of time. As Stephen Covey
says, “People do not listen with intent
to understand. They listen with the
intent to reply.” We listen then in linear
and irrevisible time. We urgently need
to move forward. We respond to what
someone said intent on the next step.
Walter Benjamin made a revolutionary
distinction of what real listening is.
“Listening is when time past is
recalled.” Statements like: “You look
sad,” “It really hurts when your mother
yells at you” combine the past with the
moment; they have no anticipation of
the future, no urgency to get on with
the conversation. It is a moment when
time stops long enough for us to hear

ourselves, to sigh with a sense of
freedom, to think “Thank God someone
heard me.”

Another modification of attitude is to
recognize listening as a demonstration
of character. It is a moral struggle to
become one who listens for the truth.
Why would a high potentential manager
want to listen if he expected his answers
to only bring punishment. As Carl
Rogers said, “The risk of being changed
is one of the most frightening prospects
most of us face.” Moral people like this
manager are courageous listeners,
willing to consider alternatives,
alternatives which are the truth and
possibly not to their liking.

Most of us were never given this gift of
listening. We learned listening the “old
fashioned way,” by being not listened
to. We know what it feels like to be
interrupted repeatedly in the middle of
a sentence, to be told that children are
to be seen and not heard. This lack of
listening taught us the need to talk
through, over and around people so we
can be heard. It is not surprising that
75% of executives have been trained in
speaking skills while only 5% have
taken a skill course in listening. Our
business experience is “whoever draws
the first breath is declared the listener.”
However the tide has turned. Global
competition is forcing us into teams.
Managers spend well over 50% of their
time in meetings “listening for new
ideas, listening to make new changes.”
The problem is very few hear anything
new or make new changes because they
don’t know how to listen to the truth.

Peter Senge in his book The Fifth
Discipline states that “Leadership
shows up when no one in the room
knows who has the authority.” That
requires skilled listening. He also says
that leaders who “use their power can
not have creative conversations.” That’s
because the use of power focuses people
on protecting themselves, not creating
new ideas - unless they know how to
listen.

Jon Katzenbach in The Wisdom Of
Teams says that high performance teams
are rare because along with a high
performance standard, they require
team members to have a “high degree
of personal commitment to each other”
That’s difficult without the gift of
listening.




Listening is the perfect gift for the
person who has never been listened to.
We know every child loves it. We know
it helps managers keep their careers on
track.

What will it do for you?

LISTENING 1S LETHAL: WHAT DO
LiSTENERS,LLEMMINGS,
AND BLACK Wibow
SPIDERS HAVE IN COMMON?

Krrrie Warson, Pu.D.
AND
LArRRY BARKER, PH.D.
InvoLEcT INC.

Scene 1

It’s almost dusk and the sky is glowing
with purple hues. The weathered white
cliffs in the distance are silhouetted by
the setting sun. Below the cliffs lie
jagged rocks, which seem to spill into
the sea. In the distance, moving
awkwardly, but deliberately forward, is
a group of small rodent-like creatures.
They appear to be following the leader,
almost as if they are playing the
children’s game of the same name. The
creatures, steadfast in their march,
approach the cliff and vault over the
edge into the sea, one after the other.
The dull thud of their bodies meeting
the rocks below pierces the silence of
the evening. These creatures are
lemmings. You may have read about
them,

Scene 2

The moon rises now. A spider web
hangs from a low oak branch. On closer
observation two spiders, black with a
red hourglass marking on the underside,
appear to be dancing near the web. The
dance increases in intensity and at the
height of ecstasy the two insects become
one. The beauty of this magnificent
dance in nature is shattered as the
female turns and brutally attacks the
male, leaving him lifeless. The black
widow spider has completed her mating.

These two scenes describe two of
nature’s strongest paradoxes. The
paradox of lemmings is one of self-
destruction. The explaination for this
paradox remains a mystery to scientists,
even after years of observation and
study. The black widow spider paradox
is one of being destructive to others. The
black widow takes the phrase “you
always hurt the one you love” literally.

Compared to lemmings and black
widow spiders, listeners represent an
even greater paradox. At different times
ineffective listeners behave like both
lemmings and black-widow spiders.

They can be both self-destructive and
destructive to others, even those they
may love.

Listening is a Lethal Weapon

How can a poor listener behave like a
lemming? In one case ineffective
listening caused a fiery death. A power
plant worker was warned orally not to
use an elevator because a fire had
broken out five stories above. The
worker did not listen, entered the
elevator, and was burned to death when
the elevator shaft exploded. Ineffective
listeners can also behave like black
widow spiders. In another incident, an
airline pilot killed her crew and
passengers when she misinterpreted
instructions to detour around an active
runway while taxiing at the Los Angeles
International Airport. The error led to a
two-plane runway crash that caused
numerous deaths and permanent
injuries. The primary cause of casualty
in both of these cases was identified as
human listening error.

Fortunately, the results of most listening
errors are less disastrous than the ones
we discussed. Some listening failures
only cause embarrassment, such as
when you can’t remember a new
acquaintance’s name seconds after
being introduced. Other listening errors
cause minor inconvenience, such as
missing a doctor’s appointment or
arriving at a friend’s house for dinner
on the wrong night. Whether the errors
are life-threatening or annoying,
ineffective listening can damage family
relationships, derail business nego-
tiations, and disintegrate international
ventures. While understanding the
paradoxes of lemmings and black
widow spiders remains puzzling, we are
beginning to make some headway in
understanding the paradoxes related to
ineffective listening.

The Greatest Listening Paradox
Perhaps the greatest listening paradox
is that most of us admit we often don’t
listen effectively and we have done little
about it. This is especially paradoxical
when we consider how much time,
money, and energy we spend to improve
other aspects of our lives. It is as if
listening has little or no real value. Yet,
when people are asked how important
listening is to maintaining personal and
professional relationships, they claim it
is a critical skill.



Think for a moment about the skills you
have worked to improve. The list might
include golf swings, tennis strokes,
fishing casts, bridge strategies, cycling,
swimming, sailing, and a host of other
activities we’ve made priorities.
Somehow the skill of listening never got
to the top of our lists. Yet if we were to
compare the potential impact of
effective listening with any item on our
lists (such as a refined golf swing), there
would be no contest. Listening is the one
skill that has a chance to improve our
relationships, health, wealth and
happiness more than any other.

Other Listening Paradoxes

Consider how paradoxical it is that few
people have worked to improve their
listening skills, even when realizing
they are ineffective. Yet, by reading this
article, you seem to be ready to
overcoine this one. However, there are
other listening paradoxes that are just
as puzzling. The four that affect our
day-to-day relationships include:

The Do You Love Me Paradox? When
people are asked who they value most,
their families or jobs, most say their
families. It is ironic, therefore, that
people give more listening energy to
their work associates than to their loved
ones. After a typical day on the job, few
workers have quality energy saved for
their families and friends. Think of a
typical workday. Do you recall spending
considerable energy listening carefully
to peers, clients and bosses, only to
arrive home after work exhausted and
too tired to listen patiently to your
significant other, spouse or children?
You are not alone!

The Oops, Sorry About That
Paradox. Because listening is an
internal process, it is difficult to really
know whether or not our messages are
getting through. Most of us operate on
the belief that others have understood
us until something goes wrong. This
explains why the most costly airline
accidents have been attributed to
listening mistakes. But even in our daily
activities we fall victim to costly
listening errors that go undetected until
after the fact. Think back--can you recall
a listening error you witnessed within
the past week, which caused discomfort,
embarrassment, pain or financial loss?

The Accident Waiting to Happen
Paradox. Listening is the com-
munication skill we use the most, but it
is one in which we have received little
or no training. Most of us learned to
listen by accident. One reason for the
oversight has been the assumption that
if we can hear, we can also listen. If a
newborn can hear, parents assume that
their infant will also be able to listen.
Unfortunately, the ability to hear does
not guarantee the ability to listen. In
reality, listening habits are developed
early in life without specific training.
We learn listening habits from parents,
teachers and significant others. Some of
these early “models” may be effective.
Others may serve as negative learning
influences. How would you evaluate the
listening role models you had as a child?

The Seeing Is Not Believing Paradox.
We’ve all had to prove to someone that
we can do more than one thing at a time.
Especially with listening, others seem
to question whether or not we can truly
listen while doing something else. Some
people believe that it doesn’t matter
whether or not they look like they are
listening as long as they understand
what the speaker is saying. In large
groups, where speakers cannot make
direct eye contact with individual
listeners, this assumption might be true.
However, in most situations the success
of listening is not measured solely in
terms of comprehension, but in terms
of how connected we feel with another
person. To get credit for listening we
need to show it. Do your listening
behaviors show others that you are
really paying attention?

These paradoxes about listening
represent the status-quo. They do not
have to represent the future. Our
challenge is first to understand the
listening process, paradoxes and all.
Although we’re primarily concerned
here with listening, the interaction
between speaker and listener can not be
ignored. Sometimes we create problems
by trying to put listeners and speakers
in separate “boxes.”

Tips:

1. Get control of your environment.
-Turn off the phone and/or

TV
-Close the drapes.

2. Demonstrate that you are listening.
-use eye contact.

3. Conserve your listening energy
-be willing to say you’re too
tired or distracted to listen/
assess energy you have
available to listen.

4. Know when to speak and when to

be silent.

5. Don’t be controlled by other’s

negative reactions.

Now THaAT YOoOu
HAvE LISTENED:
How SHOULD
You REsPOND?

MicHAEL
GILBERT,
PROFESSOR
DEPARTMENT OF
FEFbpucarrovar
I EADERSHIP
CENTRAL
MICHIGAN
UNIVERSITY

Communication occurs when the
listener understands the speaker in way
the speaker wants to be understood
(Johnson, 1993). The other side,
miscommunication, is that we do not
communicate when the listener does not
accept the offer or channel of
communication (Kahler, 1988).

Responding is the capstone
communication (Steil, Barker, & Watson,
1983; Brownell, 1988; and Barker, 1971).
Understanding the message and
processing it to a response complete the
communication event. In responding,
the listener becomes the speaker and
vice versa. However, matching the
response to the needs and perceptions
of others is crucial for communication
to occur.

An example of processing the message
and responding appropriately is found







