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We have all heard, learned and possibly added active listening as part of our Project Management toolkit but 
I firmly believe that we are ALL in need of a refresher or some targeted practice to improve this crucial skill. 
 
1. What is Active Listening? 

- The simplest way I define active listening is the act of genuinely listening with the intent to 
understand and showing that we have heard…  

- Carl Rogers and Richard Farson coined the term "active listening"  in 1957 in a paper of the 
same title 
We looked at the 3 types of listening: 
 Competitive or Combative: We mostly are waiting to jump in and say something or point 

out flaws in what the other person is saying. We pretend that we are listening, when 
really, we are formulating our own ideas 

 Passive or Attentive: At this point, we are not yet at the point of responding and being 
involved, but we understand the points that the speaker is trying to make.  

 Active or Reflective: Here, we listen to what the other person has to say before we try to 
interject what we would like to share.  

- Because we are all human: (some statistics) 
 76% of our waking hours are spent in some form of communication activity of which  42 

– 57% can be attributed to listening. Talking is about 30%. 
 People speak at an average rate of 175 - 200 words per minute while our brain’s capacity 

for listening is at up 600 - 1000 words per minute.  
 Our brain goes into a lull as it uses only 25% of its capacity and does all kinds of crazy like: 

Filling the space, changing context or context, adding meaning, and spacing out. 
 
2. Breaking down the steps    

- Anyone can do it… It requires that you pay attention to your current habits when it comes 
to listening and try to improve them, through practice, with the ones we are about to discuss. 
After a while, it will become second nature and you won’t have to think about it so much. 
A C T I V E     L I S T E N: 
 A – Attention, C – Concern, T – Timing, I – Involved, V – Vocal Tone and E – Eye contact.  
 L – Look, I – Interest, S – Summarize / Restate, T – Territory, E – Empathy and N – Nod. 

 
3. Now just do… Practice makes perfect! 

- What are your listening for?  
 There are specific things that should pique your interests when heard. I follow a simple 

acronym based on emotional cues for identifying what is important to the person I am 
speaking with and how to guide the conversation. PEOPLE will give you clues. Listen to 
them. This works great in a number of settings and with personal interactions.  
 D – Dramatic language, I – Irritation, C – Confusion and E – Excitement 
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- Use these for (4) best practices: 

 Maintain eye contact 50% of the time while talking, and 70% while listening. Steady but 
non-aggressive, eye contact 

 Remember to select a quiet location, no electronics getting in the way and practice with 
how to keep a good personal distance, so the person does not feel threatened. 

 You need to ensure the person  you’re talking to feels heard. The  best way to do this is 
to reframe one of their points as a question. Be cautious not to do this for every  point or 
you look like a parakeet.  

 Note their body language and tone of voice, as well as their words, but don’t get 
distracted by them. Nonverbal communication is telling your something   – Pay attention 
and adapt. 
 

- To assist you we have also included some tips when on a video call.  
 

 


