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Session	  Objec,ves:	  

In the LMS quiz that follows, you will be able to: 

1.  List three key benefits to speakers when 
they feel heard. 

2.  List what “FAAR” stands for. 
3.  Match good active listening practices 

with FAAR categories.   
4.  Paraphrase speakers’ key points.  
5.  Name the “Three Magic Words.”  
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Course	  Objec,ves:	  

Member Services Quality & Accuracy (Q&A) Team 
 will support you in achieving a 90% score within two 
 weeks of completing this module in the areas of: 

  Positive call control empathizing and sympathizing 
  Pleasant voice 
  Filling dead air when possible with active listening 
  Recapping the caller’s issues with paraphrasing 
  Accurately identifying the issue presented using 

clarifying or probing 
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What	  is	  “Hearing”	  	  
vs.	  Ac#ve	  “Listening”?	  

 To “listen”: To give 
attention in order to hear 
and understand the 
meaning of a sound or 
sounds: to listen to what 
is being said.”  Dictionary.com	  	  
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To “hear”: To be capable 
of perceiving sound by 
the ear; have the faculty 
of perceiving sound 
vibrations.  



Why	  A?en,ve	  Listening	  Ma?ers	  	  

 People need to feel heard. 
 Not everyone is good with words, requiring 

more of our listening abilities. 
  “Deep listening” allows us to listen for what 

people aren’t able to say. 
 Good listening skills are valuable in all areas 

of life. 
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Why do you think Good 
Listening may be considered a 

“Gift”? 
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Writing Exercise  
(One minute):  

Attentive listening requires that we  
give  

our focus, time, and caring to another. 



Wri,ng	  Exercise:	  
Who	  Listened	  to	  You?	  

(1-‐2	  minutes) 	  	  

Think of 1-2 people in your life who 
have made you feel “heard” and 
understood. 

1.  Did you feel important to them? 
2.  What they they actively did that 

helped you know that s/he was 
listening to you?  Verbally and non-
verbally? 
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What’s	  “respect”	  got	  to	  do	  with	  it?	  

Is there a relationship between feeling heard, 
and feeling respected?  

Q: What is that relationship? 

Q: Do you trust people who you perceive don’t 
listen to you? 
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Dead	  give-‐aways	  that	  someone	  	  
Is	  NOT	  listening:	  	  

  Interrupting 
  “Multi-tasking” 
 Lack of eye contact 
 Body posture 
 Sigh….ing  
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More	  dead	  give-‐aways…	  

 Monotone “Uh-huhs” 
 Avoiding the key point or changing the 

topic prematurely 
 Assuming what the speaker is going to 

say: “Already Always Listening”  
 Diving into Problem Solving before 

gaining understanding or permission  



Good	  Listener	  Prac,ces	  

 Single Focus on Speaker 
 Don’t interrupt or presume  

what speaker will say. 
 Give eye contact (when in 

person). 
 Give “verbal nods.” 
 Ask clarifying questions. 
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More	  	  
Good	  Listening	  prac,ces!	  

 Paraphrase: Repeat back key points 
until understanding confirmed. 

 Express empathy vs. judgment 
regarding speaker’s emotions. 

 Verify the speaker is ready before 
offering solutions. 



More	  About	  Paraphrasing…	  
Repeat back speakers’ key points in 

your own words: 
1.  To verify correct understanding for 

yourself 
2.  To let the speaker know that s/he was 

heard 
3.  To be sure the correct issue is addressed 

13	  

 “Let me make sure I understand, Mrs. Smith.  You are 
saying___ ?  Is that correct?”  or,  
 “What I think I hear you saying is ___ -- Is that right?”  

Wait to hear the speaker say  
the Three Magic Words:   

“Yes, that’s it!” or, “That is correct.” 



The	  F.A.A.R.	  Method	  
 F = Focus 

  On getting facts the speaker is trying to convey 
  On the speaker’s emotional affect: 

  Avoid judgment 
  Don’t assume you know what the speaker will say:  

  Avoid “Already Always Listening” 
  Don’t rehearse responses while speaker is talking 

 A = Absorb & Ask 
  Ask Clarifying Questions, Paraphrase, and 

confirm correct understanding with the speaker 
  Absorb details necessary for issue resolution 
  Give “vocal” nods 
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F.A.A.R.	  More	  

 A = Analyze 
 Use critical thinking skills regarding 

the speaker’s issue.  
 Confirm correct understanding and verify 

speaker is ready for problem solving. 
 R = Resolve 

 Effectively assist caller and ensure follow up 
as appropriate. 

 Confirm whether speaker is satisfied with 
the resolution.   
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Extra	  Credit	  Homework:	  

Remember	  to	  prac,ce	  the	  FAAR	  Method	  
with	  your	  teammates	  -‐-‐	  It’ll	  take	  you	  FaaR!	  	  
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