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Listening is the most valuable communication skill. Only through listening can we understand facts, issues and others points of view. It is the tool that develops and maintains relationships and affects decision-making, problem-solving and innovation. To be most effective as a listener across cultures and language differences, we need to become active listeners.
Active Listening
Active listening is when we hear the speaker’s words, understand the message, and communicate to the speaker that we understand what the speaker means and feels about the situation. To be most effective, we must actively demonstrate that we understand.  

Active listening creates an environment of openness and trust, which is vital in successful global teams. Staying focused on the speaker is key to becoming a great communicator and active listener
Assess your current listening skills. Check those that are true for you: 
· I think about the last/next event while the speaker is talking. 

· I do other activities while speaking with others on the phone (computer, etc.). 

· I finish people's sentences for them. 

· I sound like I am listening (hmm, uh huh, etc.), but my mind is elsewhere.

· I am uncomfortable with direct eye contact while others speak. 
· I tune out a speaker whose behavior, voice tone or appearance bothers me.
· I am impatient/can't wait for the speaker to finish so I can add my comments.

How many did you check? What are your strengths? Where are areas for improvement?
Prepare to be an active listener across cultures by:
1. Being aware of your verbal style.  Slow down and use simple words. Avoid slang or colloquialisms, particularly sports analogies. 
2. Being empathetic. Realize that the other speaker may be having as much difficulty and frustration  as you are.

3. Being aware of your own cultural bias. Realize that each person perceives the world through their own cultural filters, and that your way of seeing things is just that - your way of seeing things.

4. Withholding judgment.  Don’t jump to conclusions or make assumptions until you have all the information you need to understand the situation.
Demonstrate active listening by:

· Using non verbals -  maintaining eye contact, nodding, leaning towards the speaker

· Asking open questions

· Not interrupting

· Using pauses deliberately

· Responding when appropriate

· Rephrasing, confirming and repeating

· Not completing the speaker’s sentences

· Using paraphrasing and reflective statements:
Paraphrasing statements are a restatement in your own words of the factual information you just heard.  They check to see if your interpretation of the message is correct, allow the speaker to explore the issue more fully, and show the speaker you are listening.
Example: If I understand you, your point is that ​​​_________ or   From what you’ve said, it seems that _________. Do I have that right? 
Reflective statements are short statements that recap the speaker’s emotions and feelings without agreeing or disagreeing.  They are especially useful in conflict situations. They help “mirror” the emotions of the speaker and show that you understand and are not afraid of what’s happening. Example:  It sounds like you’re concerned that ___________.  Is that accurate?
As the speaker, you can also check to see if the message you intended to send is what has been received.

Example:  Would you be willing to tell me your understanding of what I’ve just said? I’d like to make sure I’m being clear. 

You can take responsibility either as speaker or as listener to make sure that communications are understood correctly.

Great communicators prepare, understand their own style, ask probing questions, watch the body language and pick up all the cues. They stay present, demonstrate empathy, and show respect and understanding. Listeners feel heard and speakers feel understood – and that’s what we all want.

