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Listening forms the second module in a series covering different aspects of effective 
communication.  See the foundations of communication courses for module one. 
The aim of this course is to provide you with knowledge and an understanding 
connected to effective listening. 

Let’s highlight right from the start that listening is hard work.  It takes effort, energy 
and time and it’s not always easy to offer those 3 things all at once.  Like many 
elements of communication our listening abilities tend to evolve and, other than 
being told to sit up and listen at school, very little is ever taught about the skill.  By 
completing this course and putting your knowledge into practice, you will have a 
robust and reliable formula to help you to listen effectively.  Listening is one of the 
most important elements of communication.
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LESSONS

01 Introduction

Listening Barriers

Listening Styles

What to Listen For
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This workbook will help you get the most out of the course.  You will see the book 
mirrors the courses lesson format.  For each lesson there are a number of aims 
that represent the key learning points for that section of the course.  We have 
provided space to write your notes as you go through and there is spare note space 
at the end of the workbook in case you need more than we have provided for any 
of the lessons.

The space for action points is where the magic happens.  We all know that learning 
is only useful if we do something with the knowledge so for each lesson make a 
note of what you are going to do as a result of what you have learnt.  Make the 
action as specific as possible and set yourself a manageable timeframe.  If you 
have some kind of to do list or schedule of action points make sure you transfer 
these actions to that and get them done.

Each lesson has 2-3 quiz questions that need to be completed on the members 
site in order to proceed.  We have provided space for you to make a note of your 
answers to these questions as you go through the content so you are prepared for 
the questions. Not only will this workbook help you as you complete the course 
but, if used effectively, it will also provide you with a source of key information you 
can refer back to.

Good Luck! 

How to use  
this workbook
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AIMS:

Key Learning Points

ORIENTATE THE MAP  

Client consultation and baselines  

 ― Learn how to prepare for a client
 ― Decide what information you need to know to work with a client
 ― Consider how best to gather the information

LESSON: 

01
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Action Points

Quiz Questions

1. Name two areas of information we might want to explore from a client’s past (where have they been) 

2. What baseline information should we look to Gather? 

Aims
This section will highlight 
the main learning focus for 
the lesson

Key Learning Points
Use this area to make 
notes as you go through 
the lesson

Action Points
Summarise your learning from 
the lesson. What actions are you 
going to take as a result of what 
you’ve learnt?  When are you 
going to complete it?

Quiz Questions
Write your answers to the 
questions here in preparation for 
completing the online quiz.
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AIMS:

Key Learning Points

 ― Outline the importance of listening effectively
 ― Provide an overview of a structured approach
 ― Highlight the fact that listening takes effort, energy and time

LESSON: 

01 Introduction
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Action Points

Quiz Questions

1. Is listening easy?  

2. True or False. We always know when we haven’t listened properly
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AIMS:

Key Learning Points

 ― Identify and understand Listening Barriers
 ― Consider how to reduce or manage Listening Barriers  
 ― Understand how Listening Barriers are influenced by our VBNW and Emotions

LESSON: 

02 Listening Barriers
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Task 1

Consider your every day interactions with others at home, at work and socially.  What barriers are in your way 
that prevent you listening properly?

MY LISTENING BARRIERS
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Task 2

Now that we have explored a few more barriers think about your conversations again.  Write down any 
additional barriers you can now think of - either barriers that you have or barriers you feel other people 
have when speaking with you.

ADDITIONAL LISTENING BARRIERS
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Action PointsTask 3

To round off this lesson find a short film clip on you tube, choose one with 2 or more people in discussion 
and try to identify listening barriers.  Soap operas or political clips are good examples because they tend to 
carry high emotion which emphasises many communication elements.

The next time you are in conversation with someone try to identify any listening barriers that impact on your 
ability to listen.
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Action Points

Quiz Questions

1.  What are listening barriers?

2. What can cause a distraction?

3. True or False. By removing or reducing listening barriers you can improve your ability to hear what the other 
person truly means?
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AIMS:

Key Learning Points

Listening Styles 

 ― Appreciate that we all have ‘unconscious bias’ which impacts on listening styles
 ― Understand and identify different listening styles
 ― Understand the advantages and disadvantages of each
 ― Connect listening styles to communication foundations

LESSON: 

03
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Tasks

Now that you know about listening styles try paying attention to them when important conversations are 
taking place.  Practice is essential and a good way to start is to watch film clips.  Soap operas are an ideal 
starting point because listening styles are actually quite obvious and often exaggerated, particularly when 
there is conflict between characters.  

The movie clip included in the module is from Coronation street one where a group of 4 ladies are 
discussing foster care.  Rita is sharing her experience with the group while Deirdre eats crisps, Julie wants 
to know more and Eileen sits quietly.  Try to identify listening styles and listening barriers during the 
conversation.  It may help to make notes.

LISTENING STYLES AND BARRIERS

RITA

DEIRDRE

JULIE

EILEEN
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Action PointsTask 1

Style How To Identify It Trade-off

SELECTIVE HEARING
Positive Bias

People will tend to agree with what is said and seldom 
challenge. 

Even if the other person is obviously wrong there will 
be a tendency to reframe positively. 

There is a ‘want’ to believe and accept.

• Positivity is easier to work with than negativity.
• The person is ‘on your side’. 
• More likely to comply.
• We like to be around positive people who agree with us.
• We all need our ideas to be questioned and at times challenged – positive 

listeners tend not to challenge.

SELECTIVE HEARING
Negative Bias

People will tend to disagree with what is said and 
challenge a lot. 

Even if the other person is obviously right there will be 
a tendency to reframe negativity. 

There is a ‘want’ to disbelieve and reject and at times 
there is creative manipulation of what has been said.

• Negativity can force us into considering whether we are truly right in our 
thoughts, words and actions.

• Negativity is difficult to work through and pushes us into persuasion and 
problem solving when we should be exploring the ‘whys’ of the negativity. 

• Negativity can create frustration and anger and hamper communication.
• It can fuel mutual negative listening.

PASSIVE LISTENING It is unclear if someone is listening or not and they 
may appear to show very little interest in the person 
who is talking.

They avoid eye contact and can seem distracted or 
‘in their own world’. 

• The person who is passively listening gives the impression of being 
uninterested whether they are or they are not (be careful not to be 
accusatory but explore if they have listened – an open question ‘so what 
do you think of that’ is a helpful one to use).

• They can be viewed as disrespectful.
• Passive listening creates frustration.

COMPETITIVE 
LISTENING

Competitive listeners consider themselves or what 
they have to say as more important that others.  

While mostly unintentional, it’s a selfish style of 
listening. 

• While inspired and energized by what has been discussed, competitive 
listeners tend to be distracted by their own thoughts and want to be 
heard. It means they only hear part of what’s said. 

• They tend to interrupt a lot and simply wait for a gap in conversation to 
speak – an indication that they have stopped listening.

• They may not refer to what has just been discussed and instead talk about 
‘their agenda’.

• Competitive listeners need to be managed – ask them to hold a thought 
while you finish what you are saying or hold your own thought and invite 
them to speak.

EMPATHIC 
LISTENING

Empathic listeners are more aware of, and identify 
with, the feelings behind the discussion – this is the 
best and most effective style of listening to adopt.

This links perfectly to Communication Foundations 
part 2: The Power of Emotion

• Listening for emotion allows the listener to read the other person and 
connect more effectively.

• Empathic listening promotes that ‘appropriately curious’ approach to 
conversation. 

• It promotes effective communication. 
• Empathic listeners may become so involved and connected that they can 

lose an important ‘independent’ perspective. 

LISTENING
‘FROM YOUR OWN 
BUBBLE’

Listening ‘from your own bubble’, or 
autobiographically, means that you make sense 
of what is said from your own experiences, beliefs, 
values, needs, wants and judgements – basically 
through everything that makes you ‘you’.

Irrespective of other listening styles this style of 
listening is always present. 

• You are you and it is impossible to listen otherwise – this can lead to 
communication shortcuts.

• Shortcuts in listening can lead to miscommunication and 
misunderstanding.

• Being aware that our own interpretation may be wrong and that there is 
value in exploring other people’s perspectives is key.  
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TasksQuiz Questions

1. Can we cure unconscious bias?

2. What are the categories of listening?     

3. What traits would you expect from a competitive listener?

4. What are the advantages of being an empathic listener?

5. True or False. Listening styles can be managed?

6. What are the listening styles?
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AIMS:

Key Learning Points

What to Listen For 

 ― Understand the 3 layers of listening
 ― Learn to identify them during discussion
 ― Appreciate how they connect to communication foundations

LESSON: 

04
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Task 1

This task will guide you through the first of the 3 layers of listening.  You met Beth earlier in the Foundations 
of Communication module when we explored VBNW.  On this occasion please listen to what she says 
about wishing to lose weight and we will explore each layer one at a time.

The first layer considers the information she shares when she speaks.

Once you are happy with what you have noted restart the film and you will see some options to compare 
with your findings.

Sometimes the specifics can fit in to one or some of the layers so there could easily be variations in the list 
you have and the one detailed on the film. That is perfectly fine.

INFORMATION

1. Identify the words from the ‘I just suddenly ….’ dialogue below that you feel highlight:  

(a) The Topic
(b) The Facts 
(c) Descriptive words
(d) Emphasis 
(consider the emphasis in terms of the words used and the pace, pitch and tone of the delivery)

“I just suddenly feel out of breath every time I’m climbing the stairs, and that is awful. My kids are 
laughing at me because I cant keep up with them anymore, and I hate it, its all happened really 
quickly and I have to do something now before I feel it’s too late. By Christmas I’d really like to be 20kg 
less please.”

2. Write down the words that indicate a theme

3. Write down any words or phrases that intrigue you
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Action PointsTask 2

On this occasion we will concentrate on the second layer of listening.  Remember that identifying emotion 
in someone is important because the way they feel influences so many aspects of communication including 
their ability to listen.  Listen to Beth once again and consider: 

The words she uses to convey emotion
The emotion(s) she conveys as she speaks
Any changes in her pace, pitch and tone, and what triggers those changes 

EMOTION

What words convey emotion?

What emotion do you hear in Beth’s voice?

Are there any changes in Beth’s pace, pitch and 
tone and if so what triggers those changes?

Once you are happy that you have identified the emotional elements, restart the film and you will see some 
options to compare with your findings.
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TasksTask 3

Task 3 concentrates on the third layer of listening.  Identifying clues that reveal Beth’s VBNW offers you an 
insight into what is truly important to her. 

EMOTION

VALUES

BELIEFS

NEEDS

WANTS
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Action PointsCONCLUSION

1. What are the 3 layers of listening?

2. True or False. It is unlikely, that you will be able to identify every detail in the 3 layers of listening but with 
practice you will become more efficient?

3. If you hear someone making the following comment “I feel inspired and happy at the thought of finishing a 
5k’.  Which layer of listening is that best suited to?

4. If you hear someone making the following comment “The 5k race is on a hill route that extends to the 
beach’’.  Which layer of listening is that best suited to?

5. If you hear someone making the following comment “I need to complete this 5k to show the world how 
much it matters”.  Which layer of listening is that best suited to?

Congratulation - you have now completed the listening course.  You have covered listening barriers, 
listening styles and what to listen for which means you have all the knowledge you need to become a skilful 
listener.

Please practice and have fun with the skills to help build your confidence and experience in using them.  I 
promise the will serve you well when it truly matters.

Quiz Questions
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Notes
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Key Learning / Action Date for Completion

Action Plan

Congratulations on completing the course. The key with any education is how you 
intend to use what you’ve learnt.  Take the time to consider the knowledge you 
have gained during this course and how you are going to implement it or change 
what you currently do.  Use the space below to summarise or to plan and set goals 
for the implementation or follow up phase.

Complete the quizzes to earn the badge  
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