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Active
Listening
Attend fully, construct meaning and respond
from understanding.
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A  W O R K I N G  D E F I N I T I O N

Active listening is the intentional
practice of giving full attention,
accurately constructing the speaker’s
meaning, reflecting content and
emotion, exploring before judging,
and responding in a way that shows
understanding.
Active listening is the intentional practice of giving full attention,
accurately constructing the speaker’s meaning, reflecting content
and emotion, exploring before judging, and responding in a way
that shows understanding.

I N  P R ACT I C E

Pauses competing thoughts, reflects what was heard, checks interpretation,
acknowledges emotion and asks before advising or deciding.

It is
Active meaning-making.

Attentive to words, emotion and
context.

Verified through reflection.

Completed by an appropriate
response.

It is not
Silent waiting for your turn.

Agreeing with everything.

Performing eye contact.

Immediately fixing the problem.

W H Y T H I S  M AT T E R S  N O W

When communication is accelerated, summarized and mediated by tools, human
listening preserves nuance, trust, early warning signals and the dignity of being
understood.
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T H E  C A PA B I L I T Y  LO O P

Listening is a loop of attention and
verification.
The speaker’s message is not complete until meaning has been checked.

CO N T E N T

What happened?
Capture the speaker’s central
message accurately.

E M OT I O N

What is felt?
Acknowledge tone without
claiming certainty.

N E E D

What matters now?
Clarify whether the person
seeks witness, thought or
action.

B E H AV I O R  C LU E

Pauses competing thoughts, reflects what was heard, checks interpretation,
acknowledges emotion and asks before advising or deciding.
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1

Arrive

Set aside the
competing task,

answer or judgment.

2

Receive

Attend to words,
tone, pace, emotion

and context.

3

Reflect

Paraphrase the
content and name
possible feeling.

4

Explore

Ask a question that
clarifies meaning or

need.

5

Respond

Choose
acknowledgement,

support, challenge or
action.



8  C O N N E C T E D  C A PA B I L I T I E S

Active Listening is a system.

Attentiveness
Sustains focus without preparing the reply.

Nonverbal engagement
Uses presence and responsive cues
appropriately.

Comprehension
Constructs the speaker’s intended meaning.

Reflection
Paraphrases and summarizes to verify
understanding.

Inquiry
Asks relevant questions that deepen clarity.

Patience
Allows space, pauses and full expression.

Empathic response
Acknowledges emotion and perspective.

Suspension of judgment
Delays evaluation until understanding is
sufficient.

The components strengthen one another. Development depends on how they are combined in context—
not on maximizing one behavior in isolation.
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Attention becomes
listening when
interpretation is
checked.



W H Y  W E  P R OT E C T  T H I S  S K I L L

Three signals—three different
questions.

H
Human Core
How central should human agency, judgment
and responsibility remain?

Human owns
Signal 5/5

↗
Future Readiness
How strongly does this help people learn and
act as roles and technology change?

Strategic
Signal 4/5

◎
Safeguard Value
How strongly does this protect capability from
over-reliance, deskilling and loss of agency?

Critical
safeguard

Signal 5/5

R E A D  T H E S E  A S  ST R AT E G I C  S I G N A L S

They describe why the capability matters—not how advanced a learner is.
Tools can transcribe and summarize. Human presence must own interpretation, relational
responsibility, repair and the response to another person’s lived experience.
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L E A R N I N G  P R O G R E S S I O N

Five stages of listening presence.
The progression measures observable attention, accuracy, inquiry and relational impact—not quietness or
compliance.

U S E  T H E  P R O G R E S S I O N  W E L L

Ask for the next observable behavior—not a label for the person.
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Attend
Reduces obvious
distraction and
lets the speaker
finish with
support.

1
Reflect
Paraphrases key
content and asks
a relevant
clarifying
question.

2
Explore
Accurately
reflects content
and emotion
across everyday
contexts.

3
Integrate
Holds
complexity,
tension and
multiple
perspectives
without rushing.

4
Enable
Creates
conditions where
others feel safe
to speak,
understand and
repair.

5

06



B E H AV I O R  M A P

What active listeners do around a
conversation.

01
Before

Choose presence
Stops or postpones
competing activity.

Notice assumptions
Names the story already
forming about the speaker.

Check capacity
Requests a better time if
attention cannot be offered.

Set the purpose
Clarifies whether the
conversation seeks thought,
care or decision.

02
During

Stay with the message
Returns attention after
internal or external
distraction.

Let silence work
Allows pauses instead of
filling them.

Reflect and check
Offers an interpretation as a
question, not a verdict.

Explore before solving
Asks what matters and what
kind of response is wanted.

03
After

Summarize agreement
Confirms meaning,
ownership and next steps.

Act on what was heard
Lets the conversation
influence decisions or
support.

Repair misses
Returns when the speaker felt
misunderstood.

Protect confidence
Handles personal information
with appropriate care.
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C A S E  S TO R Y  ·  C O M P O S I T E

When a performance problem is not
what it first seems.

The challenge. A manager enters a conversation
ready to correct missed deadlines. The employee
appears defensive, and the manager’s first impulse is
to explain expectations more firmly.

1 · Hold attention
The manager closes the laptop and postpones the prepared
solution.

2 · Explore
An open question reveals three conflicting priorities and unclear
authority.

3 · Acknowledge
The manager reflects both the workload facts and the frustration.

4 · Verify
The employee corrects one interpretation and names the
support actually needed.

5 · Respond
They reset priorities, clarify escalation and agree on a short
review cycle.

CA PA B I L I TY I N  P R ACT I C E

Listening changed the diagnosis. Without it, the
manager would have treated a system problem as
an attitude problem.
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Listening
changed the
diagnosis.



A  P R A C T I C A L  P R OTO C O L

Make the person feel HEARD.
Use this short structure in real work, reflection or coaching. Keep the action specific enough to observe.

H
Hold
attention
What must I
pause so I can
be present?

E
Explore

What meaning,
context or need
is not yet clear?

A
Acknowledge

What content and
emotion can I name
tentatively?

R
Reflect

How will I check
that my
interpretation is
accurate?

D
Decide
response
Does this need
witness, support,
challenge or
action?

One-minute start: “What I hear you saying is … Have I understood that correctly?”

The protocol supports practice. It does not remove the need for context, expertise, ethical judgment or
appropriate human support.
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L E A D E R S H I P  A N D  L E A R N I N G  C U LT U R E

Listening becomes culture when it
changes decisions.

MODEL Ask, reflect and show when another
perspective changes your view.

STRUCTURECreate forums where quiet, dissenting and
affected voices can enter.

SLOW Protect listening before advice, judgment or
high-stakes decisions.

CLOSE Explain what was heard, what will happen
and what cannot happen.

REPAIR Return openly when people were ignored,
misread or harmed.

R E S E A R C H  P U L S E  ·  2 0 2 0

A systematic review of seven randomized trials found communication training showed promise
for improving nurses’ communication, while varied programs, modest study quality and
inconsistent measures limited firm conclusions.
Kerr et al., Nurse Education Today. [R1]
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S E V E N - D AY  E X P E R I M E N T

Practise one listening
behavior each day.
Day 1 Notice when you begin preparing a reply before

the speaker finishes.

Day 2 Paraphrase one message and ask whether you
understood it correctly.

Day 3 Use one open question that begins with what or
how.

Day 4 Reflect both content and possible emotion
without claiming certainty.

Day 5 Ask: “Would you like listening, thinking together
or action?”

Day 6 Invite a perspective that is usually quiet or
missing.

Day 7 Review one conversation: what changed because
you listened?

M Y L I ST E N I N G  CO M M I T M E N T

My main distraction:

A reflection phrase I will use:

A person I need to hear:

How listening should change action:

Track behavior and evidence. Reflection matters when it changes the next action.



A C T I V E  L I S T E N I N G  ·  H U M A N  C A PA B I L I T Y  F O R  C H A N G E

Listening is visible in
what changes.
A person feels heard when attention is real, meaning is
checked and the response respects what was actually
said—not what was expected.

Source note. Skillspathfinder Active Listening profile in segments.json. [R1] Kerr et al., Nurse Education Today.
Composite case created for learning use.


