
theneutralzone COMMUNICATION SKILLS
Active Listening Techniques for Successful Resolution

Successful resolution begins with people knowing their concerns are heard. The following active listening

techniques help you demonstrate understanding, build trust, and open pathways to resolution.

TECHNIQUE WHY YOU DO IT HOW YOU DO IT

Paraphrasing
the content

Show the other person you have been

listening

Check meaning and interpretation

Restate basic ideas and facts in your own

words

Example

"So, you weren't consulted on this."

Reflecting
the emotion

Show you understand how the person

feels

Reflect what you are observing as well as

hearing

Help the person evaluate their own

feelings after hearing them expressed by

someone else

Listen to voice tone; watch for non-verbal

cues

Listen to what the person tells you about

what they feel

State back your sense or hunch of what

they are feeling

Example

"You sound disappointed."

?
WHAT HOW

WHEN WHERE

Open Questioning

Get more information

Avoid making assumptions about what the

other person is thinking

Encourage the person to talk

Indicate you are open to hearing more

Ask questions beginning with "what,"

"how," "when," and "where"

Avoid or use "why" questions cautiously

Example

"What happened after you spoke with her?"

Summarizing

Review progress

Pull together important ideas and

information

Establish a foundation for further

discussion

Restate the central ideas and feelings you

have heard

Example

"Let's see if I've got this right…"  ·  "So basically, what is most important to you is…"
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TECHNIQUE WHY YOU DO IT HOW YOU DO IT

Acknowledging

Convey that you appreciate the other

person's perspective

Show them you're tracking their interests

Note: This is not intended to show

agreement — only acknowledgement that

they hold that perspective or emotion.

Acknowledge the value of their issues and

feelings

Show appreciation for their efforts and

actions

Be cautious that your tone is not

condescending

Example

"Very frustrating — so fairness is important to you here."

Framing

Communicate your message in a way the

listener will be more open to hearing

Increase the opportunity of meeting the

speaker's goals

Present your message in a hopeful, non-

judgemental, and open-ended way

Point to common ground and away from

differences

Rather than

"Why are you telling me all this? I don't have time to deal with trivial things like that! You should be talking to your supervisor about it!"

A Different Frame

"I think it would be useful for them to hear about these concerns directly."

Reframing

Help the other person see their concerns

in a new light

Broaden the meaning of an issue to

identify needs or interests

Diffuse negative feelings

Establish the focus for resolution

Recognize underlying needs

Re-word concerns by shifting from:

past → future

negative → neutral / positive

problem → opportunity

positions → interests

either / or → both / and

one truth → many truths

interpersonal → system

rights / wrongs → impacts

Concern

"She always gossips to everyone else but me when there's a problem."

Reframe

"So you'd like more direct communication to resolve concerns."

Non-verbal Behaviour

Be aware of how your own non-verbal

behaviours may impact or facilitate

communication

Be aware of the message your body

language can convey

Have an open posture

Match eye contact

Match pacing; use silence
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