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Unit-3 Nonverbal Communication and Listening Skills 

Nonverbal communication 

Nonverbal communication (NVC) between people is communication through sending and receiving 

wordless clues. It includes the use of visual cues such as body language (kinesics), distance (proxemics) 

and physical environments/appearance, of voice (paralanguage) and of touch (haptics).It can also 

include Chronemics (the use of time) and oculesics (eye contact and the actions of looking while talking 

and listening, frequency of glances, patterns of fixation, pupil dilation, and blink rate). 

Just as speech contains nonverbal elements known as paralanguage, including voice quality, rate, pitch, 

volume, and speaking style, as well as  features such as rhythm, intonation, and stress, so written texts 

have nonverbal elements such as handwriting style, proper arrangement of words, or the physical 

layout of a page. However, much of the study of nonverbal communication has focused on interaction 

between individuals, where it can be classified into three principal areas: environmental conditions 

where communication takes place, physical characteristics of the communicators, and behaviors of 

communicators during interaction. 

Genetics 

"In the study of nonverbal communications, the limbic brain is used where the action is...because it is 

the part of the brain that reacts to the world around us reflexively and instantaneously, in real time, 

and without thought." There is evidence that the nonverbal cues made from person-to-person do not 

entirely have something to do with environment. 

Along with gestures, phenotypic traits can also convey certain messages in nonverbal communication, 

for instance, eye color, hair color and height. Research into height has generally found that taller 

people are perceived as being more impressive. Melamed and Bozionelos (1992) studied a sample of 

managers in the United Kingdom and found that height was a key factor in who was promoted. Height 

can have benefits and depressors too. "While tall people often command more respect than short 

people, height can also be detrimental to some aspects of one-to-one communication, for instance, 

where you need to 'talk on the same level' or have an 'eye-to-eye' discussion with another person and 

do not want to be perceived as too big for your boots." 

Movement and body position 

Kinesics 

The term "kinesics" was first used (in 1952) by Ray Birdwhistell, an anthropologist who wished to study 

how people communicate through posture, gesture, stance, and movement. Part of Birdwhistell's work 

involved making films of people in social situations and analyzing them to show different levels of 

communication not clearly seen otherwise. Several other anthropologists, including Margaret Mead 

and Gregory Bateson, also studied kinesics. 

Kinesics is the study of body movements. The aspects of kinesics are face, eye contact, gesture, 

posture, body movements. 

Face: The face and eyes are the most expressive means of body communication. It can facilitate or 

hamper feedback. 

Eye contact: It is the most powerful form of non-verbal communication. It builds emotional 

relationship between listener and speaker. 
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Gesture: It is the motion of the body to express the speech. 

Posture: The body position of an individual conveys a variety of messages. 

Body movement: Used to understand what people are communicating with their gestures and 

posture. 

Kinesics messages are more subtle than gestures. Kinesics messages comprise the posture, gaze, and 

facial movements.  American looks are short enough just to see if there is recognition of the other 

person, Arabs look at each other in the eye intensely, and many Africans avert the gaze as a sign of 

respect to superiors. There are also many postures for people in the Congo; they stretch their hands 

and put them together in the direction of the other person.  

Haptics: touching in communication  

A high five is an example of communicative touch. 

Haptics is the study of touching as nonverbal communication, and haptic communication refers to how 

people and other animals communicate via touching. 

Touches among humans that can be defined as communication include handshakes, holding hands, 

kissing (cheek, lips, hand), back slapping, high fives, a pat on the shoulder, and brushing an arm. 

Touching of oneself may include licking, picking, holding, and scratching. These behaviors are referred 

to as "adapters" or "tells" and may send messages that reveal the intentions or feelings of a 

communicator and a listener. The meaning conveyed from touch is highly dependent upon the culture, 

the context of the situation, the relationship between communicators, and the manner of touch. 

Touch is an extremely important sense for humans; as well as providing information about surfaces 

and textures it is a component of nonverbal communication in interpersonal relationships, and vital in 

conveying physical intimacy. It can be both sexual (such as kissing) and platonic (such as hugging or 

tickling). 

Touch is the earliest sense to develop in the fetus. Human babies have been observed to have 

enormous difficulty surviving if they do not possess a sense of touch, even if they retain sight and 

hearing. Babies who can perceive through touch, even without sight and hearing, tend to fare much 

better. 

In chimpanzees, the sense of touch is highly developed. As newborns, they see and hear poorly but 

cling strongly to their mothers. Harry Harlow conducted a controversial study involving rhesus 

monkeys and observed that monkeys reared with a "terry cloth mother," a wire feeding apparatus 

wrapped in soft terry cloth that provided a level of tactile stimulation and comfort, the monkey who 

had the real parent were considerably more emotionally stable as adults than those with a mere wire 

mother (Harlow, 1958). 

Touching is treated differently from one country to another and socially acceptable levels of touching 

vary from one culture to another (Remland, 2009). In Thai culture, for example, touching someone's 

head may be thought rude. Remland and Jones (1995) studied groups of people communicating and 

found that touching was rare among the English (8%), the French (5%) and the Dutch (4%) compared to 

Italians (14%) and Greeks (12.5%). Striking, pushing, pulling, pinching, kicking, strangling and hand-to-

hand fighting are forms of touch in the context of physical abuse. 

Proxemics 
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Proxemics is the study of the cultural, behavioral, and sociological aspects of spatial distances between 

individuals. Every person has a particular space that they keep to themselves when communicating, 

like a personal bubble. When used as a type of nonverbal signal in communication, proxemics helps to 

determine the space between individuals while they interact. There are four types of proxemics with 

different distances depending on the situation and people involved. Intimate distance is used for close 

encounters like embracing, touching, or whispering. Personal distance is for interactions with close 

friends and family members. Social distance is for interactions among acquaintances. It is mostly used 

in workplace or school settings where there is no physical contact. Public distance is for strangers or 

public speaking. 

Functions 

Argyle (1970) put forward the hypothesis that whereas spoken language is normally used for 

communicating information about events external to the speakers, non-verbal codes are used to 

establish and maintain interpersonal relationships. It is considered more polite or nicer to 

communicate attitudes towards others non-verbally rather than verbally, for instance in order to avoid 

embarrassing situations. 

Argyle (1988) concluded there are five primary functions of nonverbal bodily behavior in human 

communication: 

Express emotions 

Express interpersonal attitudes 

To accompany speech in managing the cues of interaction between speakers and listeners 

Self-presentation of one's personality 

Rituals (greetings) 

In regards to expressing interpersonal attitudes, humans communicate interpersonal closeness 

through a series of nonverbal actions known as immediacy behaviors. Examples of immediacy 

behaviors are smiling, touching, open body positions, and eye contact. Cultures that display these 

immediacy behaviors are considered high-contact cultures. 

Cross Cultural Communication 

Introduction 

Culture is a way of thinking and living whereby one picks up a set of attitudes, values, norms and 

beliefs that are taught and reinforced by other members in the group. This set of basic assumptions 

and solutions to the problems of the world is a shared system that is passed on from generation to 

generation to ensure survival. A culture consists of unwritten and written principles and laws that 

guide how an individual interacts with the outside world. Members of a culture can be identified by the 

fact that they share some similarity. They may be united by religion, by geography, by race or ethnicity. 

Our cultural understanding of the world and everything in it ultimately affects our style of 

o u i atio  as e start pi ki g up a s of o e s ulture at arou d the sa e ti e e start lear i g 
to communicate.  Culture influences the words we speak and our behavior. 

Cross Cultural Communication 
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Cross cultural communication thus refers to the communication between people who have differences 

in any one of the following: styles of working, age, nationality, ethnicity, race, gender, sexual 

orientation, etc. Cross cultural communication can also refer to the attempts that are made to 

exchange, negotiate and mediate cultural differences by means of language, gestures and body 

language. It is how people belonging to different cultures communicate with each other. 

Each individual can practice culture at varying levels. There is the culture of the community he grows 

up in, there is work culture at his work place and other cultures to which one becomes an active 

participant or slowly withdraws from.  An individual is constantly confronted with the clash between 

his original culture and the majority culture that he is exposed to daily. Cultural clashes occur as a 

result of individuals believing their culture is better than others. 

Cross cultural communication has been influenced by a variety of academic disciplines. It is necessary 

in order to avoid misunderstandings that can lead to conflicts between individuals or groups. Cross 

cultural communication creates a feeling of trust and enables cooperation. The focus is on providing 

the right response rather than providing the right message. 

When two people of different cultures encounter each other, they not only have different cultural 

backgrounds but their systems of turn – talking are also different. Cross cultural communication will be 

more effective and easier if both the speakers have knowledge of the turn taking system being used in 

the conversation (For example: One person should not monopolize the conversation or only one 

person should talk at a time). 

Cross-cultural communication has become strategically important to companies due to the growth of 

global business, technology, and the Internet. Understanding cross-cultural communication is 

important for any company that has a diverse workforce or plans on conducting global business. This 

type of communication involves an understanding of how people from different cultures speak, 

communicate, and perceive the world around them. 

Cross-cultural communication in an organization deals with understanding different business customs, 

beliefs and communication strategies. Language differences, high-context vs. low-context cultures, 

nonverbal differences, and power distance are major factors that can affect cross-cultural 

communication. 

Let's take a look at how cross-cultural differences can cause potential issues within an organization. 

Jack is a manager at a New Mexico-based retail conglomerate. He has flown to Japan to discuss a 

potential partnership with a local Japanese company. His business contact, Yamato, is his counterpart 

within the Japanese company. Jack has never been to Japan before, and he's not familiar with their 

cultural norms. Let's look at some of the ways that a lack of cultural understanding can create a barrier 

for business success by examining how Jack handles his meeting with Yamato. 

Nonverbal Differences 

Gestures and eye contact are two areas of nonverbal communication that are utilized differently across 

cultures. Companies must train employees in the correct way to handle nonverbal communication as 

to not offend other cultures. For example, American workers tend to wave their hand and use a finger 

to point when giving nonverbal direction. Extreme gesturing is considered rude in some cultures. While 

pointing may be considered appropriate in some contexts in the United States, Yamato would never 

use a finger to point towards another person because that gesture is considered rude in Japan. Instead, 

he might gesture with an open hand, with his palm facing up, toward the person. 
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Eye contact is another form of nonverbal communication. In the U.S., eye contact is a good thing and is 

seen as a reflection of honesty and straightforwardness. However, in some Asian and Middle Eastern 

cultures, prolonged eye contact can be seen as rude or aggressive in many situations. Women may 

need to avoid it altogether because lingering eye contact can be viewed as a sign of sexual interest. 

During their meeting, Jack felt that Yamato was not listening to his talking points because Yamato was 

not looking Jack in the eyes. However, Yamato did not want Jack to think he was rude, so he avoided 

looking directly into Jack's eyes during his speech. 

Language Differences 

The biggest issue dealing with cross-cultural communication is the difficulty created by language 

barriers. For example, Jack does not speak Japanese, so he is concerned with his ability to 

communicate effectively with Yamato. There are some strategies that Jack can use to help establish a 

rapport with Yamato. Jack can explain himself without words by using emotions, facial expressions, 

and other nonverbal cues. He can also use drawings and ask for an interpreter.  

Visual communication  

Visual communication is one of the most important ways that people communicate and share 

information. Through this lesson, we will define visual communication, explore its history, and gain 

insight into why it's important. 

Defining Visual Communication 

Imagine that you're on vacation in a foreign city, and you get lost while driving. If you were at home, 

you could stop and ask someone for directions. But here you don't speak the language very well, so 

asking directions won't do much good. Instead, you can rely on a map, using landmarks, routes, and 

familiar signs, which successfully lead you, back to your hotel. In this scenario, you have found your 

way back almost entirely through visual communication. 

Visual communication is the transmission of information and ideas using symbols and imagery. It is one 

of three main types of communication, along with verbal communication (speaking) and non-verbal 

communication (tone, body language, etc.). Visual communication is believed to be the type that 

people rely on most, and it includes signs, graphic designs, films, typography, and countless other 

examples. 

Communicating with Images 

Given how broad a category visual communication is, it is somewhat difficult to trace its history. 

Nevertheless, there is evidence to suggest that it is the oldest form of communication. For example, in 

regions around the world there are cave paintings from thousands of years ago, some dating back as 

far as 40,000 years. Cave paintings are a primitive form of communication that were drawn or etched 

into cave walls and ceilings. Though their exact purpose is not clear, these paintings include 

representations of, among other things, animals, landscapes, and sacred spaces, and act as a kind of 

prehistoric documentation. 

Semiotics 

In an academic context, the study of symbols and visual communications is called semiotics. Broadly, 

the purpose of semiotics is to analyze how people make meaning out of symbols, and how those 

symbols are interpreted. A basic example would be like the one made earlier about a tree: why do we 

look at a picture and automatically know that it means tree? This is primarily because people learn 
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through society and culture what the word 'tree' means, which they then associate with the object and 

is ultimately recognized in the picture. 

The tree example is fairly straightforward, but semiotics can actually get very complicated. Racial 

stereotypes, for example, rely heavily on semiotics in order to have any meaning. Consider the classic 

portraits of Native Americans that have been used frequently in advertising. You recognize this image 

because of semantics, which is the relationship between the symbol and its social or cultural meaning. 

In this case, you would see a darker complexion, possibly a headdress, war paint or some other 

stereotypical costume, which you have likely been taught to associate with Native Americans. 

Advantages of visual communication 

Now-a-days, most of the business organizations are using visual techniques to present the information. 

It is becoming very popular day by day. Visual presentation is beneficial for many reasons. Some of 

them are as follows: 

Effective for illiterate receiver: If the receivers are illiterate, the visual communication will be more 

effective to exchange information. They can easily understand the information that is presented 

visually. 

Helps in oral communication: Visual techniques can be used with oral communication. Oral 

communication becomes more meaningful if graphs, pictures and diagrams are used with it. 

Easy explanation: Everyone can explain the meaning of it very easily. Easy explanation has made the 

visual techniques more popular. 

Simple presentation: Complex information, data and figures can be easily presented very simply on 

graphs, pictures and diagrams. 

Prevents wastage of time: Visual techniques help to prevent the wastage of time. Written and oral 

communication takes much time to exchange information. But number of receivers can be 

communicated at a time through visual methods. 

Helps in quick decision: Visual communication helps to take quick decision. So management prefers 

visual techniques to communicate with others. 

Popular: Visual communication is very much popular because people do not like much speech and long 

explanation rather than a chart of a diagram. 

Others: Artful presentation, Ads impact to the information, quicker understanding. 

Disadvantages of visual communication: 

There are some limitations of visual communication as follows: 

Costly: The visual methods of communication are more costly than those of other methods. To draw 

maps, charts, diagram is costly. That is why only large company or organization can use this technique. 

Complex presentation: Sometimes visual presentation of information becomes complex. The receivers 

cannot understand the meaning of the presentation. 

Incomplete method: This technique is considered as an incomplete method. Visual presentation is not 

sufficient to communicate effectively and clearly but also it can be successfully used with oral 

communication. 
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Wastage of time: Sometimes visual techniques take much time to communicate. Whereas oral 

communication takes no time to exchange information. 

Difficult to understand: Difficult to understand and requires a lot of repetitions in visual 

communication. Since it uses gestures, facial expressions, eye contact, touch etc. for communicating 

with others which may not be understandable for the simple and foolish people. 

Problem for general readers: General people are not prefers to communicate through visual 

communication with others. Sometimes it cannot create an impression upon people or listeners. It is 

less influential and cannot be used everywhere. 

Others: Ambiguity, situational problem, delays in taking decision. 

Listening  

Listening is the ability to accurately receive and interpret messages in the communication process.  

Listening is a key to all effective communication. Without the ability to listen effectively, messages are 

easily misunderstood. As a result, communication breaks down and the sender of the message can 

easily become frustrated or irritated. If there is one communication skill you should aim to master, 

then listening is it. 

Listening is so important that many top employers provide listening skills training for their employees. 

This is not surprising when you consider that good listening skills can lead to better customer 

satisfaction, greater productivity with fewer mistakes, and increased sharing of information that in turn 

can lead to more creative and innovative work. Many successful leaders and entrepreneurs credit their 

success to effective listening skills.  

Effective listening is a skill that underpins all positive human relationships. Spend some time thinking 

about and developing your listening skills – they are the building blocks of success. 

Good listening skills also have benefits in our personal lives, including: 

A greater number of friends and social networks, improved self-esteem and confidence, higher grades 

at school and in academic work and even better health and general well-being. Studies have shown 

that, whereas speaking raises blood pressure, attentive listening can bring it down. 

Active Listening 

 Active listening is a skill that can be acquired and developed with practice. However, active listening 

can be difficult to master and will, therefore, take time and patience to develop. 'Active listening' 

means, as its name suggests, actively listening. That is fully concentrating on what is being said rather 

tha  just passi el  heari g  the essage of the speaker.  A ti e liste i g i ol es liste i g ith all 
senses.  As well as giving full atte tio  to the speaker, it is i porta t that the a ti e liste er  is also 
see  to e liste i g - otherwise the speaker may conclude that what they are talking about is 

uninteresting to the listener. Interest can be conveyed to the speaker by using both verbal and non-

verbal messages such as maintaining eye contact, nodding your head and smiling, agreeing by saying 

Yes  or si pl  M  h  to e ourage the  to o ti ue.  B  pro idi g this 'feed a k' the perso  
speaking will usually feel more at ease and therefore communicate more easily, openly and honestly. 

Listening is the most fundamental component of interpersonal communication skills. Listening is not 

something that just happens (that is hearing), listening is an active process in which a conscious 

decision is made to listen to and understand the messages of the speaker. Listeners should remain 

neutral and non-judgmental, this means trying not to take sides or form opinions, especially early in 
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the conversation.  Active listening is also about patience - pauses and short periods of silence should 

be accepted. 

Listeners should not be tempted to jump in with questions or comments every time there are a few 

seconds of silence. Active listening involves giving the other person time to explore their thoughts and 

feelings, they should, therefore, be given adequate time for that. 

Active listening not only means focusing fully on the speaker but also actively showing verbal and non-

er al sig s of liste i g. Ge erall  speakers a t liste ers to de o strate a ti e liste i g   
responding appropriately to what they are saying. Appropriate responses to listening can be both 

verbal and non-verbal, examples of which are listed below: 

Signs of Active Listening 

Non-Verbal Signs of Attentive or Active Listening 

This is a generic list of non-verbal signs of listening, in other words people who are listening are more 

likely to display at least some of these signs.  However these signs may not be appropriate in all 

situations and across all cultures. 

Smile 

Small smiles can be used to show that the listener is paying attention to what is being said or as a way 

of agreeing or being happy about the messages being received.  Combined with nods of the head, 

smiles can be powerful in affirming that messages are being listened to and understood. 

Eye Contact 

It is normal and usually encouraging for the listener to look at the speaker. Eye contact can however be 

intimidating, especially for more shy speakers – gauge how much eye contact is appropriate for any 

given situation.  Combine eye contact with smiles and other non-verbal messages to encourage the 

speaker. 

Posture 

Posture can tell a lot about the sender and receiver in interpersonal interactions.  The attentive listener 

tends to lean slightly forward or sideways whilst sitting.  Other signs of active listening may include a 

slight slant of the head or resting the head on one hand. 

Mirroring 

Automatic reflection/mirroring of any facial expressions used by the speaker can be a sign of attentive 

listening.  These reflective expressions can help to show sympathy and empathy in more emotional 

situations.  Attempting to consciously mimic facial expressions (i.e. not automatic reflection of 

expressions) can be a sign of inattention. 

Distraction 

The active listener will not be distracted and therefore will refrain from fidgeting, looking at a clock or 

watch, doodling, playing with their hair or picking their fingernails. 

Be Aware That: 
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It is perfectly possible to learn and mimic non-verbal signs of active listening and not actually be 

listening at all. 

It is more difficult to mimic verbal signs of listening and comprehension. 

Verbal Signs of Attentive or Active Listening 

Positive Reinforcement 

Although a strong signal of attentiveness, caution should be used when using positive verbal 

reinforcement. Although some positive words of encouragement may be beneficial to the speaker the 

listener should use them sparingly so as not to distract from what is being said or place unnecessary 

emphasis on parts of the message. Casual and frequent use of ords a d phrases, su h as: er  good , 
es  or i deed  a  e o e irritati g to the speaker.   It is usuall  etter to ela orate a d e plai  h  

you are agreeing with a certain point. 

Remembering 

The human mind is notoriously bad at remembering details, especially for any length of time.  

However, remembering a few key points, or even the name of the speaker, can help to reinforce that 

the messages sent have been received and understood – i.e. listening has been successful.  

Remembering details, ideas and concepts from previous conversations proves that attention was kept 

and is likely to encourage the speaker to continue.  During longer exchanges it may be appropriate to 

make very brief notes to act as a memory jog when questioning or clarifying later. 

Questioning 

The listener can demonstrate that they have been paying attention by asking relevant questions 

and/or making statements that build or help to clarify what the speaker has said.  By asking relevant 

questions the listener also helps to reinforce that they have an interest in what the speaker has been 

saying. 

Reflection 

Reflecting is closely repeating or paraphrasing what the speaker has said in order to show 

comprehension.  Reflection is a powerful skill that can reinforce the message of the speaker and 

demonstrate understanding. 

Clarification 

Clarifying involves asking questions of the speaker to ensure that the correct message has been 

received.  Clarification usually involves the use of open questions which enables the speaker to expand 

on certain points as necessary. 

Summarisation 

Repeating a summary of what has been said back to the speaker is a technique used by the listener to 

repeat what has been said in their own words. Summarizing involves taking the main points of the 

received message and reiterating them in a logical and clear way, giving the speaker chance to correct 

if necessary. 

Types of Listening 
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Most people, ost of the ti e, take liste i g for gra ted, it s so ethi g that just happe s.  It is o l  
when you stop to think about listening and what it entails that you begin to realise that listening is in 

fact an important skill that needs to be nurtured and developed. 

 Listening is perhaps the most important of all interpersonal skills.  Effective listening is very often the 

foundation of strong relationships with others, at home, socially, in education and in the workplace.  

General Listening Types: 

The two main types of listening - the foundations of all listening sub-types are: 

Discriminative Listening 

Comprehensive Listening 

Discriminative Listening 

Discriminative listening is first developed at a very early age – perhaps even before birth, in the womb.  

This is the most basic form of listening and does not involve the understanding of the meaning of 

words or phrases but merely the different sounds that are produced.  In early childhood, for example, 

a distinction is made between the sounds of the voices of the parents – the voice of the father sounds 

different to that of the mother. 

Comprehensive Listening 

Comprehensive listening involves understanding the message or messages that are being 

communicated.  Like discriminative listening, comprehensive listening is fundamental to all listening 

sub-types. 

In order to be able use comprehensive listening and therefore gain understanding the listener first 

needs appropriate vocabulary and language skills. Using overly complicated language or technical 

jargon, therefore, can be a barrier to comprehensive listening.  Comprehensive listening is further 

complicated by the fact that two different people listening to the same thing may understand the 

message in two different ways.  This problem can be multiplied in a group setting, like a classroom or 

business meeting where numerous different meanings can be derived from what has been said. 

Comprehensive listening is complimented by sub-messages from non-verbal communication, such as 

the tone of voice, gestures and other body language.  These non-verbal signals can greatly aid 

communication and comprehension but can also confuse and potentially lead to misunderstanding. In 

many listening situations it is vital to seek clarification and use skills such as reflection aid 

comprehension. 

Specific Listening Types 

Discriminative and comprehensive listening are prerequisites for specific listening types. 

Listening types can be defined by the goal of the listening. 

The three main types of listening most common in interpersonal communication are: 

Informational Listening (Listening to Learn) 

Critical Listening (Listening to Evaluate and Analyse) 
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Therapeutic or Empathetic Listening (Listening to Understand Feeling and Emotion) 

In reality you may have more than one goal for listening at any given time – for example, you may be 

listening to learn whilst also attempting to be empathetic. 

Common Barriers to Listening 

There are many things that get in the way of listening and you should be aware of these barriers, many 

of which are bad habits, in order to become a more effective listener.  Barriers and bad habits to 

effective listening can include: 

Trying to listen to more than one conversation at a time, this includes having the television or radio 

on while attempting to listen to somebody talk; being on the phone to one person and talking to 

another person in the same room and also being distracted by some dominant noise in the immediate 

environment. 

You find the communicator attractive/unattractive and you pay more attention to how you feel about 

the communicator and their physical appearance than to what they are saying. Perhaps you simply 

don't like the speaker - you may mentally argue with the speaker and be fast to criticise, either verbally 

or in your head. 

You are not interested in the topic/issue being discussed and become bored. 

Not focusing and being easily distracted, fiddling with your hair, fingers, a pen etc. or gazing out of the 

window or focusing on objects other than the speaker. 

Feeling unwell or tired, hungry, thirsty or needing to use the toilet. 

Identifying rather than empathising - understanding what you are hearing but not putting yourself in 

the shoes of the speaker. As most of us have a lot of internal self-dialogue we spend a lot of time 

listening to our own thoughts and feelings - it can be difficult to switch the focus from 'I' or 'me' to 

'them' or 'you'. Effective listening involves opening your mind to the views of others and attempting to 

feel empathetic.  

Sympathising rather than empathising - sympathy is not the same as empathy, you sympathise when 

you feel sorry for the experiences of another, to empathise is to put yourself in the position of the 

other person. 

You are prejudiced or biased by race, gender, age, religion, accent, and/or past experiences. 

You have preconceived ideas or bias - effective listening includes being open-minded to the ideas and 

opinions of others, this does not mean you have to agree but should listen and attempt to understand. 

You make judgements, thinking, for example that a person is not very bright or is under-qualified so 

there is no point listening to what they have to say. 

Previous experiences – we are all influenced by previous experiences in life.  We respond to people 

based on personal appearances, how initial introductions or welcomes were received and/or previous 

interpersonal encounters.  If we stereotype a person we become less objective and therefore less likely 

to listen effectively. 
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Preoccupation - when we have a lot on our minds we can fail to listen to what is being said as we're 

too busy concentrating on what we're thinking about. This is particularly true when we feel stressed or 

worried about issues. 

Having a Closed Mind - we all have ideals and values that we believe to be correct and it can be 

difficult to listen to the views of others that contradict our own opinions. The key to effective listening 

and interpersonal skills more generally is the ability to have a truly open mind - to understand why 

others think about things differently to you and use this information to gain a better understanding of 

the speaker. 

Non-Verbal Signs of Ineffective Listening  

Although with all non-verbal signals a certain amount of error has to be expected,  generally signs of 

inattention while listening include: 

Lacks of eye contact with the speaker – listeners who are engaged with the speaker tend to give eye 

contact.  Lack of eye contact can, however, also be a sign of shyness. 

An inappropriate posture - slou hed, lea i g a k or s i gi g  o  a hair, lea i g for ard o to a desk 
or table and/or a constantly shifting posture.   People who are paying attention tend to lean slightly 

towards the speaker. 

Being distracted - fidgeting, doodling, looking at a watch, yawning. 

Inappropriate expressions and lack of head nods - often when a listener is engaged with a speaker 

they nod their head, this is usually an almost subconscious way of encouraging the speaker and 

showing attention.  Lack of head nods can mean the opposite – listening is not happening.  The same 

can be true of facial expressions, attentive listeners use smiles as feedback mechanisms and to show 

attention. 

Ten Principles of Effective Listening 

1. Stop Talking 

2. Prepare Yourself to Listen 

3. Put the Speaker at Ease 

4. Remove Distractions 

5. Empathise 

6. Be Patient 

7. Avoid Personal Prejudice 

8. Listen to the Tone 

9. Listen for Ideas – Not Just Words 

10. Wait and Watch for Non-Verbal Communication 

10 Steps to Effective Listening 
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We hope you find these notes useful. 

You can get previous year question papers at  

https://qp.rgpvnotes.in . 

 

If you have any queries or you want to submit your 

study notes please write us at 

rgpvnotes.in@gmail.com 
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