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2.  Get Their Story  
(become the investigative reporter or detective) 
 Be mindful of personal space 
 Use open and genuine body language 
 Pay attention to your tone of voice 
 HELP the person tell their story 

o “What seems to be the problem?” 
o “What happened?”  
o “Who…?” 
o “How long?”  
o “When…?” 
o “What did you do?” 
o “What broke the camel’s back?” 
o Clarify their perspective 

 Avoid “Why?” questions 
 LISTEN - SILENT 
 Use the 7-Second Rule after asking a question 

o Wait for 7-seconds before saying or asking 
anything else 

o Try: “I can’t hear what you’re thinking.” 
o Use:  “Really?” “Uh-huh…” “I see…” 

“Hmmm..” 
 Let go of your own thoughts, what you would do, 

how it would make you feel, etc. 
 Dig deep into what happened and how that was 

for them 
 Avoid the temptation to share your “Bigger Fish” 

story 
 Do not offer possible solutions or give advice 

The Five Steps of Empathic or Active Listening 
To be used when a person is emotionally charged (positive or negative) and/or when the subject matter is deeply 

important to the individual. 
  1.  Casting the Bait 

(statements to open the door to a conversation)  
"It seems like you have some concerns about... " 

"It sounds like you're... " 
"I've noticed that... " 

“I was wondering what your thoughts were about… ” 

"Would you like to talk about it?" 

Yes 
(If not in an appropriate place, offer to move to one that 

is.) 
No 

Just in case… 
 Sometimes people who are defensive may act 

out. 
 Be prepared to set limits or remind them of the 

“Rules of the Road.”  They must be: 
o Clear 
o Concise 
o Enforceable 

2.  Get Their Story (cont.) 
 Open-ended questions to further discussion and 

exploration 
 Closed-ended (yes/no) questions tend to close 

down discussion 
 For every level of volume the other goes up… 

you step down your volume one level. 
 Do not assume what someone else is thinking or 

feeling 
 Be non-judgmental 
 Avoid and be wary of “must, should, always, 

never, etc.” statements 

Respect that and… 
 Say something like: “My door is always open if 

you change your mind.” 
 Don’t take the “No” personally 
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4.  Define the Problem/Issue/Barrier:  Reflective Statement 
 The Formula Reflective Statement:  “You feel X because Y.” 
 Variants 

o ‘If I understand this right, you’re feeling X because of Y.” 
o “It seems like the problem is…” 
o “What you’re saying concerns you the most is X and its making you 

feel Y.” 
 Focus on specific concerns 

 

3.  Validate 
 Ask: “How did that make you feel? 
 The “Big Four” emotions 

o Anger 
o Sadness 
o Fear 
o Joy 

 Be prepared to explore how their emotions are affecting them 
 VALIDATE the person’s feelings 

o  “It makes sense you feel…” 
o “I think I would feel ‘X’ if that happened to me, too.” 
o “I think anyone would feel ‘X’ if that happened to them.” 

Yes No 

5.  Resolution 
 Explore alternatives to present situation 
 Help clarify issues, challenges, opportunities 
 What can be done or has to change? 
 What are constraints? (SOPs, etc.) 
 “What is the BEST thing I/you/we can do 

under the circumstances?” 
 Identify specific behaviors to change 
 Identify specific actions to take and who will take 

them and when (WWW: Who?  What?  When?) 
 Enter into an agreement or plan 

Go back to Step 2 or 3 
 It isn’t unusual for someone to reframe what they 

think or feel when they hear a problem reflected 
back for the first time. 

 Continue until you get to “Yes” and can move on 
to resolution 
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