The Qualities and Skills of a Good Listener
Good listening is about ‘tuning in’ to a person so that you are both on the same wavelength.

David Geldard 

The primary responsibility of the Listener is to listen and not be pressurised into finding the solution. The Talker is being helped to find their own solution. The solution will have more meaning if they find it themselves.
Being an Effective Listener
1. Attentive

· Availability – Bring yourself into the room NOT the person you think they may need! It is YOU they chose to speak to so be yourself!
· Self-awareness – Be aware of your own feelings that may be triggered during a conversation that could affect your listening and judgment. These are normal response to a difficult situation. 
Park your own feelings until after the conversation!
· Focus – it is not about you! 
Avoid telling your own story unless it is of benefit to the person.
· Keep safe – If you are in any doubt about your physical well-being move back from the person and get help. Remain calm and reassure the person of you concern for them. 
Avoid unhealthy dependency - make it clear that you will only be able to commit to help within reasonable boundaries.

Remember you are limited in your ability to ‘fix’ someone so don’t give yourself a hard time if your intervention fails to produce results.
Take time to deal with the ‘parked’ emotions. Find a trusted person to off-load to without having to break confidentiality unless you are concerned someone is at risk.

2. Empathic

· ‘Walk in their shoes along their path’ – walk where they want to walk, explore what they want to explore and value what they value!

· Develop trust

· Create a safe place to talk about ‘feelings’ and not just talk about ‘facts’

3. Non-judgmental

· Accept the person NOT his value system

· Respect the person AND his right to make wrong choices

· Value the person as a unique individual
· Resist the urge to ‘fix’ the person by offering advice – you are helping the person take control of their future by making them aware of alternative choices NOT becoming another form of control!
4. Non-Verbal Skills
SOLAR

Sitting down makes the interaction less threatening to either side! Sit facing the person. This says “I’m here with you, I’m available to you.” Avoid invading the person’s space.
Open posture says you are open to the client and what he or she has to say. It is non-defensive in nature. Try not to cross your arms or legs. 
Lean in -“I’m with you, I’m interested in you and what you have to say.”
E Maintain good eye contact. Avoid staring. Soften your face!
Relax – it helps put the talker at ease
5. Verbal Skills
· Ask appropriate questions – not to interrogate or to be nosey but to be clear about what is being said

· Reflect back – use phrases like ‘It sounds like you are saying/feeling

· Summarise – allows you to focus on the main issue

· Listen and Look – listen to the tone of what is being said and look at the body language (demonstrate)

· Silence – It is okay to have long pauses in the conversation. The person may simply be thinking or lost for words. If you say something just to avoid an awkward silence you may break their train of thought or the rapport that is building between you. Sitting quietly but attentively through a period of silence can demonstrate that you value being with the person and can be more effective than anything you may say at that time. 

Response

· Give reassurance and information

· Encourage person to get further help if required
If you are unsure of how to respond, you don’t have access to the relevant information required or you are concerned about the safety of the person please do not hesitate to contact the Safe Guarding Officer at the club or the Director of Scottish Football, Sports Chaplaincy. 
