ACTIVE LISTENING

In conflict, it is important to understand where each person is coming
from in order to arrive at a resolution. This key skill involves
uninterrupted concentration on the speaker and acknowledgement of
what is being said with your body language and your words.

To implement this skill, try:
« maintaining appropriate eye contact and open posture;
o ask clarifying questions if you are unsure about what is being said
or if you need more information; and
e summarize key points to check and demonstrate your
understanding.

Note: you do not have to agree with what is being said in order to
acknoyvledge it. 2 5 © @humbercrec
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Asking the right questions can help facilitate an understanding of the problem and effectively prepare individuals to work
toward a solution. The answers uncover experiences, perspectives, needs which lay the foundation for problem solving.
Consider asking open questions when you are first engaging in conflict as they “open” a conversation. These types of questions |
typically elicit what is most important to a person and allow them to tell their story. An open question might sound 1like:
“IWfhat happened yesterday?’
Probing questions encourage the speaker to engage in deep thought and often evoke detailed responses. These questions

facilitate your comprehension of a particular issue or subject, but also the speaker’s due to the insightful nature of the
guestions. These types of questions are useful when you are seeking to understand how a person is thinking or feeling about
something more specific. Here are a few examples of probing questions:
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Closed questions should be reserved for when you are seeking clarification. This is because they are questions that produce
one-word answers (e.g., yes or no), which do not allow for the person to expand and narrate their story. An example of a closed
guestion might be: “Did that happen yesterday?"

e lfhat are you hoping to accomplish?

e [fhat do you think needs to change? o

« WWhat were your intentions behind ...? s"‘y

o What are your expectations with respect to ...? CONELICT

e llhat is the connection between ... and ...? RESOLUT'ON ‘ El‘
e llhat do you mean by ...? CENTRE

e llhat is the significance of ... for you? ‘

I!D’p
CONFLICT

RESOLUTION
CENTRE

“1'@humbercrc




