
ATTENDING 

SKILLS

CONNECTION 

Use appropriate eye contact, 
touching, proximity.

GESTURES 

Use posture, hands, eye contact  
to show interest.

ENVIRONMENT 

Remove physical barriers  
and distractions.

COMPASSION 

Demonstrate a genuine  
emotional connection.

REFLECTING 

SKILLS

MIRRORING 

Repeat the actual words the 
speaker used.

PARAPHRASING 

Put the speaker’s meaning 
into your own words.

LABELLING 

Identify the feelings the 
speaker seems to have.

SUMMARIZING 

Capture the entire story from  
your perspective.

SILENCE 

Use for emphasis 
and to allow speaker  

to continue.

ENCOURAGERS 

Use short sounds  
(“uh huh”) to keep 

the speaker's 
momentum.

“I” MESSAGES 

Use to prevent the 
perception of  
judgment or 
disinterest.

Reflective listening

Code: EC-B03

Most of the time, we listen to 
respond to others, or listen to 
further our own agenda. This 
is unfortunate, however, as 
doing so impairs our potential 
to make a genuine connection. 

However, listening to try and 
help others takes a great deal 
of effort.  

Reflective listening (Rogers, 
1951), when done properly, 
can help to facilitate this. 

adaptimist

First, pay attention to the way you 
attend to the person speaking. 
Ensure your approach is conducive 
to good listening.

Throughout the conversation, 
make sure to reflect what you be-
lieve the speaker is trying to tell 
you. 

Each reflection is an opportunity to 
confirm your impressions and 
deepen your connection.

ENERGY

MOST

ENERGY

LEAST

LISTENING TO HELP OTHERS (REFLECTIVE LISTENING)

LISTENING TO ANALYZE AND EVALUATE

LISTENING TO REMEMBER

LISTENING TO  

UNDERSTAND

HEARING


