
I take-in information which I perceive as relevant.  I probe and 
clar i fy that which is of interest to me. Inside my head I am busy 
formulat ing my response

I acknowledge your presence or existence through a greet ing, head-nod, grunt, eye 
contact or hand-shake.  I  am discount ing what you say,  p lanning my weekend or 
general ly,  could care less about what you have to say or your opinion.

Sma l l -ta lk: Acknowledge a subject
and chat about it.  Since I am mildly
interested in you or the subject I stay
engaged in hear ing what you say.

Data exchange: verbal facts & f igures, instruct ions.

Problem solv ing: 
Express ing op in ions,  
thoughts,  paraphras ing
and summariz ing.  Us ing 7
P rob lem- solving tools.

Empathet ic:  ,  
Reflecting of thoughts, identifying, val idating
and acknowledging their  feel ings and
emotions behind the situation.
“I t  sounds to me l ike you fee l…______________”

Level I
Dismissive
100% Me

Level II
Select ive

Level III
Casual
Interpersonal
50%-50%

Level IV
Active

Level V
100%  Them 
Receiving all 
s ignals

I am ignoring you… no l istening going on here.
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Why care
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