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Our Agreements 

• Keeping video cameras on

• Turning phones or other messaging platforms onto silent or off

• Commitment to participate

• Confidentiality and permissions to share



Today 

• Learn about the listening modes

• Delve into non-verbal communication and how to 
bring more awareness to it  

• Learn how to instantly build rapport 

• Practice listening (verbal and non), influencing and 
rapport techniques 



“When you talk, you are only repeating 
what you already know. But when you 
listen, you may learn
something new.”

~ Dalai Lama



Why listen? 

• When we give attention to our relationships as well as the 
tasks at hand, we create trust and collaborate more 
effectively.

• Listening is the primary gateway to co-sensing and co-
creating

• There are different modes of listening available to us and it 
take awareness, slowing down and practice to put yourself in 
the deeper modes. 



Downloading

Listening from habit. In this mode, you are on automatic pilot, 
just reconfirming what you already know. You assume you 
already know what is being said, so you are in fact reinforcing 
old opinions and judgements.

Factual

Listening from outside. Now, you are opening your mind and 
discovering new information. By paying attention to what is 
novel, disquieting or different from what you already know, you 
are able to collect new data.



Empathetic

Listening from within. In this mode, you are opening your heart 
to see something through another person’s eyes. Able to set 
aside your own agenda, you can focus on building an emotional 
connection. This in turn opens the listener and shifts
attention from the listener to the speaker, enabling a deeper 
connection between the two people.

Generative

Listening from source. At this level, you are opening your will, 
meaning you listen in such a way that everything slows down 
and inner wisdom is accessed. In group dynamics, this can be 
referred to as synergy. In inter-personal communication, it can
be described as oneness or flow.



“The things you say, the things you don't 
say, the things you do, or the things you 
don't do are always sending a loud message 
to those around you. What kind of a 
message are you sending? Is it a true 
reflection of who you are?” 

Lindsey Rietzsch



Non-verbal communication 
• When we talk about ‘communication’, we often mean ‘what 

we say’: the words that we use. However, interpersonal 
communication is much more than the explicit meaning of 
words, and the information or message that they convey. It 
also includes implicit messages, whether intentional or not, 
which are expressed through non-verbal behaviours.

• These non-verbal signals can give clues and additional 
information and meaning over and above spoken (verbal) 
communication. Indeed, some estimates suggest that around 
70 to 80% of communication is non-verbal!





In or out of our control? 

• People tend to have much less conscious control over their 
non-verbal messages than of what they’re actually saying.

• This is partly because non-verbal communication is much 
more emotional in nature, and therefore much more 
instinctive. If there is a mismatch between the two, therefore, 
you should probably trust the non-verbal messages, rather 
than the words used.

• A lack of non-verbal message may also be a signal of sorts, 
suggesting that the speaker is carefully controlling their body 
language, and may be trying to hide their true emotions.



Types of non-verbal communication 
Body movements (kinesics), for example, hand gestures or nodding or shaking

the head, which are often the easiest element of non-verbal communication to

control;

Posture, or how you stand or sit, whether your arms are crossed, and so on;

Eye contact, where the amount of eye contact often determines the level of trust

and trustworthiness;

Para-language, or aspects of the voice apart from speech, such as pitch, tone, and

speed of speaking;

Closeness or personal space (proxemics), which determines the level of intimacy,
and which varies very much by culture;

Facial expressions, including smiling, frowning and blinking, which are very hard

to control consciously. Interestingly, the broad facial expressions that show strong

emotions, such as fear, anger, and happiness, are the same throughout the world

Physiological changes, for example, you may sweat or blink more when you are

nervous, and your heart rate is also likely to increase. These are almost impossible to

control consciously and are therefore a very important indicator of mental state.



Building Influence and Rapport  

• Mirroring and matching 

• Take a genuine interest 

• Make others feel good 

• Look for common ground 

• Awareness of body language 



Exercise  

Spilt into pairs and take it in turns to do the follow: 

• Speaker to tell a story about their life, work, interests –
talk for 5-7 mins 

• Listener – think about applying active listening and 
rapport/influence techniques 

• Listener to feedback to the speaker what they heard –
2/3 mins

• Swap 



“We think we listen, but very rarely do 
we listen with real understanding, true 
empathy. Yet listening, of this very 
special kind, is one of the most potent 
forces for change that I know.”

~ Carl Rogers 


