
1. Please click on the “Chat” at the bottom of your screen. 
(drag your mouse to the bottom of your screen and a menu 
will appear)

2. Ensure the drop down “To” box says: Everyone

3. Type your FIRST and LAST name in the message box

4. Press the Enter button on your keyboard.  This sends a 
message to the facilitator who will record your 
attendance.

5. The training will begin shortly

Let us know you’re here.



Solutions that Transform People and Organizations



Some Administrative Stuff…

• Please sign in

• Enable video and audio

• “Screen Swap” or “Screen View”

• Tech Support

• Raising hands

• Breakout rooms

• End of session surveys

• General questions



Listen closely



Effective “listening”: is the “listening” to the 

words of the speaker and the meaning of the 

words.

Active “Listening”: is a process in which the 

listener takes active responsibility to 

understand the content and feeling of what is 

being said and then checks with the speaker to 

see if he/she heard what the speaker intended 

to communicate.



Communications Process

Encode Decode Decode Encode

VAB
Cognition

VAB
Cognition
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Barriers



For the purpose of this 
conversation – this is 
the part of the process 
we’re going to focus 
on.



Noise / Barriers

• Physical barriers
• State of participants
• Perceptual barriers



Encode Decode

VAB
Cognition

• Receiving
• Attending
• Interpreting
• Understanding
• Responding
• Remembering



Best Practices
S

Sit up and look at the other person.  This simple gesture conveys 

an appreciation for their time and shows that you are ready to 

listen.

L Listen, Actively.  Use active listening skills; ask clarifying questions, 

paraphrase, and parrot.  Eliminate barriers to communication. 

A Ask and answer authentically.  Take the clarifying questions one 

step further and open the Johari window a bit more.  

N Nod your head.  Nodding and other affirmative and welcoming 

body language builds the conversation.

T Track the speaker.  Stay engaged with your conversation partner.  

When they move around the room acknowledge them.  



Best Practices



Active Constructive Active Destructive

Passive Constructive Passive Destructive



Passive Constructive

Passive Constructive Responding
When someone is describing an issue or an event the 

receiver does not fully acknowledge the sender.  This 

form of responding does more damage than any other.  



Passive Destructive

Passive Destructive Responding
The receiver half-heartedly acknowledges the issue or 

event and then turns the conversation toward their 

own interests.  “You just had a baby, that’s cool.  Did I 

tell you we bought a new house?”



Active Destructive

Active Destructive Responding
The receiver focuses their response on the negative aspects of 

the issue or event while minimizing the good.  “I heard about 

your promotion.  Do you realize how much more travel you’re 

going to be doing.  You’ll be working twice as many hours.  I 

hope the 2% pay raise is worth it.  



Active Constructive

Active Constructive Responding
The receiver helps the sender hunt the good stuff.  
They take an authentic and genuine interest in the 
information being shared and build the conversation 
with good clarifying questions



Reflect on the last several engagements 

with an employee you supervise or who 

is junior to you. Which responding style 
have you most frequently used?



Active Constructive Active Destructive

Passive Constructive Passive Destructive

Use the chat box…

Which of these is the most damaging to relationships? 



Active Constructive Active Destructive

Passive Constructive Passive Destructive

Best



Use the chat box

What is your active listening goal?


