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Listening Transforms Lives  

One of my heroes, the great Peter Drucker, said, “The leader of the past knew how to 
tell. The leader of the future will know how to ask.”  
 
All of the leaders that I coach manage to be knowledge workers. What is the definition 
of a knowledge worker? Someone who knows more about what they are doing than 
their boss does. When we lead people who know more about what they are doing than 
we do, we cannot just tell them what to do. We have to ask, LISTEN and learn. There is 
no point in asking if we cannot listen. There is no learning if we cannot listen.  
 
The leader of the future will be a great listener! 
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Listening Transforms Lives 

! -ÅÓÓÁÇÅ ÆÒÏÍ ÔÈÅ %ØÅÃÕÔÉÖÅ %ÄÉÔÏÒ 
 
Dear Listeners (or in this case readers), 
 
I write to you today acknowledging that this is my last issue as editor. It has been a won-
derful experience, serving as executive editor for this important and enlightening interna-
tional newsletter. Working together, we have established ¢ƘŜ Dƭƻōŀƭ [ƛǎǘŜƴŜǊ as a news-
letter that is respected by scholars and educators worldwide as an outlet for important 
research and commentary that has never been needed more than it is now. As executive 
editor, it has been a challenging assignment, one that has been enormously gratifying, 
and one that has been an extraordinary learning experience for me. I am deeply in debt 
for all of the wonderful contributions made by our members, and by our staff, without 
whose support this newsletter would not be possible.    
 
I am pleased to share our announcement of The Top 25 Outstanding Women Listeners in 
the World 2021 (25 OWL2021) in this issue, and I want to thank the GLC’s Chief Global 
Strategist, Mr. Sardool Singh, for initiating this important project. While any such list can never claim to be per-
fect, and most certainly not complete, we do hope that this activity will help to emphasize to the world the signifi-
cance and power of listening. This list was compiled through a thorough and vigorous selection process. We used 
various means to gather nominations, including recommendations from members and outside faculty and busi-
ness people, as well as a social media campaign. We made sure that the slate of nominees represented truly ex-
ceptional listeners, global in their representation, and with various vital fields included. The highly reputed mem-
bers of the nominating and selection committees have done an excellent job in choosing a strong inaugural co-
hort, and I would like to take this opportunity to thank the committees for their efforts. It was far from an easy 
task, and it took months to choose the top 25 OWL2021. I hope you agree that they have selected an incredible 
list of exceptional listeners, and will join me in congratulating all of the individuals who have been chosen. 
Although things are improving here in the United States, this global pandemic has recently ravaged many cities in 
the world. How important is listening as we support our friends, neighbors, colleagues, and even total strangers 
as we fight through to the end of this world crisis.  
 
In this issue you will find an interview with Donde Plowman, the Chancellor of the University of Tennessee, Knox-
ville; an article on “Listening and Mental Health” by Michele Nealon, the President of the Chicago School of Pro-
fessional Psychology; and “Listening Sewa”, a very important article by our Past Vice Chair, Dr Michael Purdy, in 
this present pandemic crisis. We also feature several other timely articles on listening. Finally, Shahin de Heart, a 
well-known painter from Germany, has graced us once again with her visual representation, in oil on canvas, of 
the art of listening. Also, thanks to Carlota Barros for creating such a beautiful hymn and video on “Give Me a Lis-
tening Heart”. Our heartiest thanks go out to Shahin de Heart and Carlota Barros. I hope you find information and 
comfort in this issue. Please share this newsletter with colleagues, students, and friends all over the world. Our 
newsletter is in a true sense a Global Listener as it listens to happenings all over the world and, in the future, we 
hope to publish the newsletter in several other languages, or at least feature articles in languages other than Eng-
lish. It is about time that we listen in all of the world’s beautiful languages.  
 
Again, I salute all the established listeners winners of the 25 OWL2021.  
 
άbƻǘ ŀƭƭ ƻŦ ǳǎ Ŏŀƴ Řƻ ƎǊŜŀǘ ǘƘƛƴƎǎΦ .ǳǘ ǿŜ Ŏŀƴ Řƻ ǎƳŀƭƭ ǘƘƛƴƎǎ ǿƛǘƘ ƎǊŜŀǘ ƭƻǾŜΦέ aƻǘƘŜǊ ¢ŜǊŜǎŀ  
 
Listening Transforms Lives.  
 
Yours in listening, 
 
 
Rebecca Day Babcock 
William and Ordelle Watts Professor, UTPB 
Executive Editor, ¢ƘŜ Dƭƻōŀƭ [ƛǎǘŜƴŜǊ 
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Listening Transforms Lives  

$ÁÎÉÅÌÌÅ /ÆÒÉ 
 
5ŀƴƛŜƭƭŜ hŦǊƛΣ ǿƘƻ ǇƻǎǎŜǎǎŜǎ ƻǳǘǎǘŀƴŘƛƴƎ ƭƛǎǘŜƴƛƴƎ ǎƪƛƭƭǎ ǘƻ ǇŜƻǇƭŜ ŀƴŘ ǘƘŜƛǊ ƴŜŜŘǎΣ ƛǎ ƻƴŜ ƻŦ ǘƘŜ 
ŦƻǊŜƳƻǎǘ ǾƻƛŎŜǎ ƛƴ ǘƘŜ ƳŜŘƛŎŀƭ ǿƻǊƭŘ ǘƻŘŀȅΣ ǎƘƛƴƛƴƎ ƭƛƎƘǘ ƻƴ ƘŜŀƭǘƘŎŀǊŜ ŀƴŘ ǎǇŜŀƪƛƴƎ ǇŀǎǎƛƻƴŀǘŜƭȅ 
ŀōƻǳǘ ǘƘŜ ŘƻŎǘƻǊ-ǇŀǝŜƴǘ ǊŜƭŀǝƻƴǎƘƛǇ ǘƘǊƻǳƎƘ ƘŜǊ ǿǊƛǝƴƎǎΣ ¢ŜŘ ¢ŀƭƪǎ ŀƴŘ ǇǊŜǎŜƴǘŀǝƻƴǎΦ {ƘŜ ǿŀǎ 
ǎŜƭŜŎǘŜŘ ŦƻǊ .Ŝǎǘ !ƳŜǊƛŎŀƴ 9ǎǎŀȅǎ όǘǿƛŎŜύΣ .Ŝǎǘ !ƳŜǊƛŎŀƴ {ŎƛŜƴŎŜ ²ǊƛǝƴƎΣ ¢ƘŜ aŎDƻǾŜǊƴ !ǿŀǊŘ ŦǊƻƳ 
ǘƘŜ !ƳŜǊƛŎŀƴ aŜŘƛŎŀƭ ²ǊƛǘŜǊǎ !ǎǎƻŎƛŀǝƻƴΣ ŀƴŘ ǘƘŜ нлнл bŀǝƻƴŀƭ IǳƳŀƴƛǎƳ ƛƴ aŜŘƛŎƛƴŜ aŜŘŀƭ ŦǊƻƳ 
ǘƘŜ DƻƭŘ CƻǳƴŘŀǝƻƴΦ  

$ÉÌÍÁ 6ÁÎÁ 2ÏÕÓÓÅÆÆ  
 
5ƛƭƳŀ ±ŀƴŀ wƻǳǎǎŜũΣ ŬǊǎǘ ǿƻƳŀƴ tǊŜǎƛŘŜƴǘ ƻŦ .ǊŀȊƛƭΣ ƳŀŘŜ ƘƛǎǘƻǊȅ ŘŜŦŜƴŘƛƴƎ .ǊŀȊƛƭƛŀƴ ŘŜƳƻŎǊŀŎȅΣ 
ƎŜƴŘŜǊ ŜǉǳƛǘȅΣ ŜǊŀŘƛŎŀǝƻƴ ƻŦ ǊŀŎƛǎƳΣ ŀƴŘ ǎƻŎƛƻ-ŜŎƻƴƻƳƛŎ ŎƻƴŘƛǝƻƴǎΦ ¦ƴŘŜǊ ƘŜǊ ǇǊŜǎƛŘŜƴŎȅΣ .ǊŀȊƛƭƛŀƴ 
ǎƻŎƛŜǘȅ ƭƛǎǘŜƴŜŘ ǘƻ ǎƻŎƛŀƭ ƳƻǾŜƳŜƴǘǎΣ ǘǊŜŀǘŜŘ ǿƻƳŜƴ ǿƛǘƘ ŘƛƎƴƛǘȅΣ ǎǳǇǇƻǊǘŜŘ ŦŀƳƛƭƛŜǎΣ ǊŜǎǇŜŎǘŜŘ 
ŎƘƛƭŘǊŜƴ ŀƴŘ ŜƭŘŜǊƭȅ ǇŜƻǇƭŜΩǎ ǊƛƎƘǘǎ ŀƴŘ ǎǳǇǇƻǊǘŜŘ ŜŘǳŎŀǝƻƴΦ {ƘŜ ŎƘŀƭƭŜƴƎŜŘ ǘƘŜ ǎǘŀǘǳǎ ǉǳƻ ŀƴŘ ƛƳπ
ǇǊƻǾŜŘ ƧǳǎǝŎŜΣ ƘŜŀƭǘƘŎŀǊŜΣ ŀƴŘ ǎŜŎǳǊƛǘȅ ƴŀǝƻƴŀƭƭȅΣ ŀƴŘ ƛƴǘŜǊƴŀǝƻƴŀƭƭȅΦ ±ƛŎǝƳ ƻŦ ǘƻǊǘǳǊŜ ŀƴŘ ŎƻƴǎǇƛǊŀπ
ŎȅΣ ǎƘŜ ǎƘƻǿŜŘ ƘŜǊǎŜƭŦ ǘƻ ōŜ ŀ ōǊŀǾŜΣ ƘƻƴŜǎǘΣ ŀƴŘ ǎŜƴǎƛōƭŜ ǇŜǊǎƻƴΣ ǿƘƻ ŘŀǊŜŘ ǘƻ ƭƛǎǘŜƴ ǘƻ ǘƘŜ Ƴǳƭǝπ
ǘǳŘŜ ƻŦ ǾƻƛŎŜǎ ƻŦ ǘƘŜ .ǊŀȊƛƭƛŀƴ ǇŜƻǇƭŜ ŀƴŘ ōŜȅƻƴŘΦ 

!ÍÉÎÁ *Ȣ -ÏÈÁÍÍÅÄ  
 
!Ƴƛƴŀ WΦ aƻƘŀƳƳŜŘΣ 5ŜǇǳǘȅ {ŜŎǊŜǘŀǊȅ-DŜƴŜǊŀƭ ƻŦ ǘƘŜ ¦ƴƛǘŜŘ bŀǝƻƴǎΣ ƛǎ ƪƴƻǿƴ ǿƻǊƭŘǿƛŘŜ ŦƻǊ ƘŜǊ 
ǾƻƛŎŜ ŘŜŦŜƴŘƛƴƎ ƘǳƳŀƴ ǊƛƎƘǘǎ ƛƴ !ŦǊƛŎŀ ŀƴŘ ŦƻǊ ƘŜǊ ŬƎƘǘ ŀƎŀƛƴǎǘ ƘǳƴƎŜǊΦ {ƘŜ Ƙŀǎ ōŜŜƴ ŎǊǳŎƛŀƭ ƛƴ ŘŜǾŜƭπ
ƻǇƛƴƎ ŜŎƻǎȅǎǘŜƳǎ ǳƴŘŜǊǇƛƴƴƛƴƎ ƘǳƳŀƴ ƘŜŀƭǘƘΣ ǿŜƭƭōŜƛƴƎΣ ƭƛǾŜƭƛƘƻƻŘǎΣ ƧƻōǎΣ ŀƴŘ ǎǳǎǘŀƛƴŀōƭŜ ƎǊƻǿǘƘΦ 
Lƴ ŀƭƭ ƘŜǊ ǊƻƭŜǎΣ ŦǊƻƳ bƛƎŜǊƛŀƴ aƛƴƛǎǘŜǊ ƻŦ 9ƴǾƛǊƻƴƳŜƴǘ ǘƻ ǘƘŜ ŬƊƘ 5ŜǇǳǘȅ {ŜŎǊŜǘŀǊȅ-DŜƴŜǊŀƭ ƻŦ ǘƘŜ 
¦ƴƛǘŜŘ bŀǝƻƴǎΣ !Ƴƛƴŀ WΦ aƻƘŀƳƳŜŘ Ƙŀǎ ŘŜŘƛŎŀǘŜŘ ƘŜǊ ƭƛŦŜ ǘƻ ǎƻƭǾƛƴƎ ǇƻǾŜǊǘȅΣ ƎǳŀǊŀƴǘŜŜƛƴƎ ƳƻǊŜ 
ŜŘǳŎŀǝƻƴ ŀƴŘ ǇǊƻǘŜŎǝƴƎ ǘƘŜ ƴŀǘǳǊŀƭ ŜƴǾƛǊƻƴƳŜƴǘΦ ¢ƻ ǘƘƛǎ ŜƴŘ ǎƘŜ Ƙŀǎ ŘŜǇƭƻȅŜŘ ƘŜǊ ƭƛǎǘŜƴƛƴƎ ŀōƛƭƛπ
ǝŜǎ ǘƻ ŜƴǎǳǊŜ ǘƘŀǘ ōŀƭŀƴŎŜŘ ŀƴŘ ŦŀƛǊ ŘŜŎƛǎƛƻƴǎ ǿƛƭƭ ŜƴƘŀƴŎŜ ǇŜƻǇƭŜΩǎ ƭƛǾŜǎΦ  

!ÎÇÅÌÁ -ÅÒËÅÌ   
 
!ƴƎŜƭŀ aŜǊƪŜƭΣ /ƘŀƴŎŜƭƭƻǊ ƻŦ DŜǊƳŀƴȅΣ Ƙŀǎ ŘŜŘƛŎŀǘŜŘ ƘŜǊ ƭƛŦŜ ǘƻ ǇƻƭƛǝŎǎΣ ŀǎǎǳƳƛƴƎ ŀ ƘǳƳŀƴƛǘŀǊƛŀƴ 
ƭŜŀŘŜǊǎƘƛǇΣ ǿƛǘƘ Ŧǳƭƭ ǊŜǎǇŜŎǘ ŦƻǊ ƘǳƳŀƴ ǊƛƎƘǘǎ ŀƴŘ ōŜǧŜǊ ƭƛǾƛƴƎ ŎƻƴŘƛǝƻƴǎ ƻƴ ŀ ǎǳǎǘŀƛƴŀōƭŜ ǇƭŀƴŜǘΦ 
.ŜŎŀǳǎŜ ǎƘŜ ƎŜƴǳƛƴŜƭȅ ŎŀǊŜǎ ŀōƻǳǘ ǇŜƻǇƭŜǎΩ ǾƻƛŎŜǎΣ ŀǎ ǘƘŜ tǊŜǎƛŘŜƴǘ ƻŦ ǘƘŜ 9ǳǊƻǇŜŀƴ /ƻǳƴŎƛƭΣ ǎƘŜ 
ŦƻǳƎƘǘ ǘƻ ōǊƛƴƎ 9ǳǊƻǇŜ ƛƴǘƻ ǳƴƛǘȅ ŀƴŘ ǘƻ ōŜŎƻƳŜ ŀ ǇƭŀŎŜ ǿƘŜǊŜ ƭƛǾƛƴƎ ƳŜŀƴǎ ǎŜŎǳǊƛǘȅΣ ƧǳǎǝŎŜΣ ŀƴŘ 
ŘŜƳƻŎǊŀŎȅΦ Lƴ ŦƻǊŜƛƎƴ ǇƻƭƛŎȅ aŜǊƪŜƭ Ƙŀǎ ŜƳǇƘŀǎƛȊŜŘ ƛƴǘŜǊƴŀǝƻƴŀƭ ŎƻƻǇŜǊŀǝƻƴΣ ǎǘǊŜƴƎǘƘŜƴƛƴƎ 
ǘǊŀƴǎŀǘƭŀƴǝŎ ŜŎƻƴƻƳƛŎ ǊŜƭŀǝƻƴǎΣ ǇƭŀȅƛƴƎ ŀ ŎǊǳŎƛŀƭ ǊƻƭŜ ƛƴ ƳŀƴŀƎƛƴƎ ǘƘŜ Ǝƭƻōŀƭ ŬƴŀƴŎƛŀƭ ŎǊƛǎŜǎΣ ŀƴŘ 
ǎƻƭǾƛƴƎ ǘƘŜ 9ǳǊƻǇŜŀƴ ŘŜōǘ ŎǊƛǎƛǎΦ  

4ÈÅ 4ÏÐ ςυ /ÕÔÓÔÁÎÄÉÎÇ 7ÏÍÅÎ ,ÉÓÔÅÎÅÒÓ ÉÎ ÔÈÅ 7ÏÒÌÄ ςπςρ 

!ÎÁÔ 3ÁÒÁÇÕÓÔÉ 
 
!ƴŀǘ {ŀǊŀƎǳǎǝ ƛǎ ŀ ƴƻǘŀōƭŜ LǎǊŀŜƭƛ ƧƻǳǊƴŀƭƛǎǘ ŀƴŘ ǎƻŎƛŀƭ ŀŎǝǾƛǎǘΦ {ŀǊŀƎǳǎǝΩǎ ŜƴǝǊŜ ŎŀǊŜŜǊ ƛǎ ǘŜǎǝƳƻƴȅ ǘƻ 
ƘŜǊ ƭƛǎǘŜƴƛƴƎ ŎŀǇŀōƛƭƛǝŜǎΦ Lǘ ƛǎ ǘƘŜǎŜ ǘƘŀǘ ƭŜŘ ƘŜǊ ǘƻ ŀ ƧƻǳǊƴŀƭƛǎǝŎ ŀŎƘƛŜǾŜƳŜƴǘ ŜŀǊƭȅ ƻƴ ƛƴ ƘŜǊ ŎŀǊŜŜǊ 
ŀƴŘ ŀ ƳƛƭŜǎǘƻƴŜ ƛƴ ǘƘŜ ƘƛǎǘƻǊȅ ƻŦ LǎǊŀŜƭƛ ƧƻǳǊƴŀƭƛǎƳ ŀƴŘ ŦǊŜŜŘƻƳ ƻŦ ǎǇŜŜŎƘτǘƘŜ ŬǊǎǘ LǎǊŀŜƭƛ ƛƴǘŜǊǾƛŜǿ 
ǿƛǘƘ ̧ ŀǎǎŜǊ !ǊŀŦŀǘΦ 9ǾŜǊ ǎƛƴŎŜΣ {ŀǊŀƎǳǎǝ ƭƛǎǘŜƴǎ ŀƴŘ ǘǊŀƴǎƭŀǘŜǎ ƘŜǊ ƭƛǎǘŜƴƛƴƎ ǘƻ ŀŎǝƻƴ ƛƴ ǘƘŜ ŦƻǊƳ ƻŦ 
ǿŀǊ ǇƘƻǘƻƎǊŀǇƘȅΣ ŘƻŎǳƳŜƴǘŀǊȅ ŬƭƳƳŀƪƛƴƎΣ ŀƴŘ ŀŎǝǾƛǎƳ ƛƴ ǘƘŜ ŀǊŜŀǎ ƻŦ ŎƛǾƛƭ ǊƛƎƘǘǎ ŀƴŘ ǎƻŎƛŀƭ ƧǳǎǝŎŜ 
ŦƻǊ ǿƻƳŜƴΣ ƳƛƴƻǊƛǝŜǎΣ ŀƴŘ tŀƭŜǎǝƴƛŀƴǎΦ  



Listening Transforms Lives 

&ÁÔÏÕ "ÅÎÓÏÕÄÁ 
 
Cŀǘƻǳ .ŜƴǎƻǳŘŀΣ ŀ DŀƳōƛŀƴ [ŀǿȅŜǊΣ ǿŀǎ ǘƘŜ /ƘƛŜŦ tǊƻǎŜŎǳǘƻǊ ƻŦ ǘƘŜ LƴǘŜǊƴŀǝƻƴŀƭ /ǊƛƳƛƴŀƭ /ƻǳǊǘΣ ŀ 
ƭŜƎŀƭ ŀŘǾƛǎŜǊΣ ŀƴŘ ŀ ǘǊƛŀƭ ŀǧƻǊƴŜȅ ŀǘ ǘƘŜ LƴǘŜǊƴŀǝƻƴŀƭ /ǊƛƳƛƴŀƭ ¢Ǌƛōǳƴŀƭ ŦƻǊ wǿŀƴŘŀΦ {ƘŜ ŀƭǎƻ ǎŜǊǾŜŘ ŀǎ 
ǘƘŜ aƛƴƛǎǘŜǊ ƻŦ WǳǎǝŎŜ ŀƴŘ ǘƘŜ !ǧƻǊƴŜȅ DŜƴŜǊŀƭ ƻŦ DŀƳōƛŀΤ ŀƴŘ ǘƘǊƻǳƎƘ ǘƘŜ ƛƳǇƭŜƳŜƴǘŀǝƻƴ ƻŦ ƛƴŘŜπ
ǇŜƴŘŜƴǘ ŀƴŘ ƛƳǇŀǊǝŀƭ ƘŜŀǊƛƴƎǎΣ ƛƴǾŜǎǝƎŀǝƻƴǎΣ ŀƴŘ ǇǊƻǎŜŎǳǝƻƴǎ ƻŦ ƎŜƴƻŎƛŘŜΣ ŎǊƛƳŜǎ ŀƎŀƛƴǎǘ ƘǳƳŀƴƛπ
ǘȅΣ ǿŀǊ ŎǊƛƳŜǎ ŀƴŘ ǘƘŜ ŎǊƛƳŜ ƻŦ ŀƎƎǊŜǎǎƛƻƴΣ .ŜƴǎƻǳŘŀ ǎƘƻǿŜŘ ŜȄŎŜǇǝƻƴŀƭ ŎƻǳǊŀƎŜ ƛƴ ƭƛǎǘŜƴƛƴƎ ǎƪƛƭƭǎ 
ǳƴŘŜǊǎǘŀƴŘƛƴƎ ŀƴŘ ŎŀǊƛƴƎ ŦƻǊ ǾƛŎǝƳǎΣ ŬƎƘǝƴƎ ŦƻǊ ƧǳǎǝŎŜ ŦƻǊ ƳŜƴ ŀƴŘ ǿƻƳŜƴΦ 

'ÁÇÁÎÄÅÅÐ +ÁÎÇ 
 
DŀƎŀƴŘŜŜǇ YŀƴƎΣ ǊŜǎŜŀǊŎƘŜǊΣ ōŜǎǘ ǎŜƭƭŜǊ ŀǳǘƘƻǊΣ ƭŜŀŘƛƴƎ LƴŘƛŀƴ ƳŜŘƛŎŀƭ ŘƻŎǘƻǊΣ ŀƴŘ ǇǳōƭƛŎ ǇƻƭƛŎȅ ŀƴŘ 
ƘŜŀƭǘƘ ǎȅǎǘŜƳ ŜȄǇŜǊǘΣ ƛǎ ŀ tǊƻŦŜǎǎƻǊ ƛƴ ǘƘŜ 5ŜǇŀǊǘƳŜƴǘ ƻŦ DŀǎǘǊƻƛƴǘŜǎǝƴŀƭ {ŎƛŜƴŎŜǎ ŀǘ ǘƘŜ /ƘǊƛǎǝŀƴ 
aŜŘƛŎŀƭ /ƻƭƭŜƎŜΣ ±ŜƭƭƻǊŜΣ LƴŘƛŀΦ tǊŜǾƛƻǳǎƭȅ ǎƘŜ ǿŀǎ ŜȄŜŎǳǝǾŜ ŘƛǊŜŎǘƻǊ ƻŦ ǘƘŜ ¢Ǌŀƴǎƭŀǝƻƴŀƭ IŜŀƭǘƘ 
{ŎƛŜƴŎŜ ŀƴŘ ¢ŜŎƘƴƻƭƻƎȅ LƴǎǝǘǳǘŜΣ CŀǊƛŘŀōŀŘΦ !ǎ ŀ Ǝƭƻōŀƭ ƭƛǎǘŜƴŜǊΣ ǎƘŜ ƻũŜǊŜŘ ǘƻ ǘƘŜ ǿƻǊƭŘ ǎƻƭǳǝƻƴǎ 
ǘƻ ǾƛǊŀƭ ƛƴŦŜŎǝƻƴǎ ƛƴ ŎƘƛƭŘǊŜƴΣ ǎŀƴƛǘŀǝƻƴΣ ŀƴŘ ǿŀǘŜǊ ǎŀŦŜǘȅΦ {ƘŜ ǿŀǎ ǘƘŜ ǊŜŎƛǇƛŜƴǘ ƻŦ ǎŜǾŜǊŀƭ 
ǇǊŜǎǝƎƛƻǳǎ ŀǿŀǊŘǎΣ ŀƴŘ ƛƴ нлмфΣ ǎƘŜ ōŜŎŀƳŜ ǘƘŜ ŬǊǎǘ LƴŘƛŀƴ ǿƻƳŀƴ ǘƻ ōŜ ŜƭŜŎǘŜŘ ŀǎ ŀ CŜƭƭƻǿ ƻŦ ǘƘŜ 
wƻȅŀƭ {ƻŎƛŜǘȅΦ {ƘŜ ƛǎ ŀ ƪŜȅ ŎƻƴǘǊƛōǳǘƻǊ ǘƻ ǊƻǘŀǾƛǊǳǎ ŜǇƛŘŜƳƛƻƭƻƎȅ ŀƴŘ ǾŀŎŎƛƴƻƭƻƎȅ ƛƴ LƴŘƛŀ ǿƘƛŎƘ ǎŀǾŜŘ 
Ƴƛƭƭƛƻƴǎ ƻŦ ŎƘƛƭŘǊŜƴΦ 

'ÒÁëÁ #ÁÓÔÁÎÈÏ 
 
DǊŀœŀ /ŀǎǘŀƴƘƻΣ ǇǊƻŦŜǎǎƻǊ ŀǘ ǘƘŜ ¦ƴƛǾŜǊǎƛǘȅ ƻŦ ǘƘŜ !ȊƻǊŜǎΣ tƻǊǘǳƎŀƭΣ ƛǎ ŀƴ ƛƴǘŜǊƴŀǝƻƴŀƭ ƛƴƴƻǾŀǝǾŜ 
ŜŘǳŎŀǝƻƴ ƭŜŀŘŜǊΣ ŀǳǘƘƻǊΣ ŀŎǝǾƛǎǘΣ ǊŜǎŜŀǊŎƘŜǊΣ ŀƴŘ ǇǳōƭƛŎ ǎŜǊǾŀƴǘ ǿƛǘƘ ŜȄŎŜǇǝƻƴŀƭ ƭƛǎǘŜƴƛƴƎ ǎƪƛƭƭǎ ǘƘŀǘ 
ƛƴǎǇƛǊŜ ƘŜǊ ƛƴǘƻ ŀŎǝƻƴΦ wƻƻǘŜŘ ƛƴ ƘŜǊ ōŀŎƘŜƭƻǊΩǎΣ ƳŀǎǘŜǊΩǎΣ ŘƻŎǘƻǊŀƭΣ ŀƴŘ ǘǿƻ ǇƻǎǘŘƻŎǘƻǊŀƭ ŘŜƎǊŜŜǎ 
όŦǊƻƳ IŀǊǾŀǊŘ ŀƴŘ [ŜǎƭŜȅ ¦ƴƛǾŜǊǎƛǘȅΣ ¦{!ύΣ ǎƘŜ ōǳƛƭǘ ǳǇ ŀƴ ŜȄǘǊŀƻǊŘƛƴŀǊȅ ŎŀǊŜŜǊ ŀǎ ŀ tǊƻƧŜŎǘǎΩ ŘŜǎƛƎƴπ
ŜǊΣ ǘƘŜ DƻǾŜǊƴƳŜƴǘ ƻŦ ǘƘŜ !ȊƻǊŜǎ IŜŀŘ ƻŦ ǘƘŜ /ƻƳƳǳƴƛǝŜǎΣ ŀƴŘ ǘƘŜ 9ŘǳŎŀǝƻƴ /ƻǳƴǎŜƭƭƻǊ ŀǘ ǘƘŜ 9Ƴπ
ōŀǎǎȅ ƻŦ tƻǊǘǳƎŀƭ ƛƴ ²ŀǎƘƛƴƎǘƻƴ 5/Σ ŘŜƳƻƴǎǘǊŀǝƴƎ ǎǘǊƻƴƎ ŎƻƳƳƛǘƳŜƴǘ ǘƻ ŜŘǳŎŀǝƻƴ ŀƴŘ ǘƘŜ ǿŜƭƭ-
ōŜƛƴƎ ƻŦ ǎƻ Ƴŀƴȅ ƛƴ 9ǳǊƻǇŜΣ !ŦǊƛŎŀΣ ŀƴŘ ǘƘŜ !ƳŜǊƛŎŀǎΦ  

*ÁÃÉÎÄÁ +ÁÔÅ ,ÁÕÒÅÌÌ !ÒÄÅÎ 
 
WŀŎƛƴŘŀ YŀǘŜ [ŀǳǊŜƭƭ !ǊŘŜƴΣ ŀ ǊƻƭŜ ƳƻŘŜƭ ƻŦ ŀŎǝǾŜ ƭƛǎǘŜƴƛƴƎ ŀƴŘ ǎǳǇǇƻǊǝƴƎ ƘǳƳŀƴ ǊƛƎƘǘǎΣ ƛǎ ŎǳǊǊŜƴǘƭȅ 
ǘƘŜ bŜǿ ½ŜŀƭŀƴŘ tǊƛƳŜ aƛƴƛǎǘŜǊ ŀƊŜǊ ōŜƛƴƎ ǊŜŜƭŜŎǘŜŘ ƛƴ нлнлΦ /ƻƴǎƛŘŜǊŜŘ ōȅ CƻǊōŜǎ ƭƛǎǘ ŀǎ ƻƴŜ ƻŦ 
ǘƘŜ Ƴƻǎǘ ǇƻǿŜǊŦǳƭ ǿƻƳŜƴ ƛƴ ǘƘŜ ǿƻǊƭŘ ƛƴ ōŀǧƭƛƴƎ ǘƘŜ Ǝƭƻōŀƭ ǇŀƴŘŜƳƛŎ ŀƴŘ ǾƛŜǿŜŘ ŀǎ ƻƴŜ ƻŦ ǘƘŜ ōŜǎǘ 
ǇƻƭƛǝŎƛŀƴǎ ƛƴ ƳƻŘŜǊƴ ǝƳŜǎΣ ǇǊŀƛǎŜŘ ŀƴŘ ŜƴŘƻǊǎŜŘ ǿƻǊƭŘǿƛŘŜΣ ǎƘŜ Ƙŀǎ ŘŜƳƻƴǎǘǊŀǘŜŘ ƻǳǘǎǘŀƴŘƛƴƎ 
ƭƛǎǘŜƴƛƴƎ ǎƪƛƭƭǎ ǘƘǊƻǳƎƘ ǘƘŜ ŀƊŜǊƳŀǘƘ ƻŦ ǘƘŜ /ƘǊƛǎǘŎƘǳǊŎƘ ƳƻǎǉǳŜ ǎƘƻƻǝƴƎ ŀƴŘ ŘƛǊŜŎǝƴƎ ǘƘŜ Ŏƻǳƴπ
ǘǊȅΩǎ ǊŜǎǇƻƴǎŜ ǘƻ ǘƘŜ /h±L5-мф ǇŀƴŘŜƳƛŎΦ  

*ÉÌÌ "ÉÄÅÎ 
 
Wƛƭƭ .ƛŘŜƴΣ ŀ ŎŀǊƛƴƎ ŜŘǳŎŀǝƻƴ ƭŜŀŘŜǊ ŀƴŘ ŀ ŎƻƳƳƛǧŜŘ ŎƻƭƭŜƎŜ ǇǊƻŦŜǎǎƻǊ ŀǘ bƻǊǘƘŜǊƴ ±ƛǊƎƛƴƛŀ 
/ƻƳƳǳƴƛǘȅ /ƻƭƭŜƎŜΣ ¦{!Σ ƛǎ ǘƘŜ ŎǳǊǊŜƴǘ CƛǊǎǘ [ŀŘȅ ƻŦ ǘƘŜ ¦{!Φ 5ǳǊƛƴƎ ƘŜǊ ƭƛŦŜΣ ǎƘŜ ǇƛƻƴŜŜǊŜŘ ǎƻŎƛŀƭ 
ŀƴŘ ƘǳƳŀƴƛǘŀǊƛŀƴ ƛƴƛǝŀǝǾŜǎ ŀƴŘ ŀŘǾƻŎŀǘŜŘ ŦƻǊ ŎƻƳƳǳƴƛǘȅ ŎƻƭƭŜƎŜǎΣ ƳƛƭƛǘŀǊȅ ŦŀƳƛƭƛŜǎΣ ǊŜŦǳƎŜŜǎΣ 
ƛƳƳƛƎǊŀƴǘǎΣ ŎƘƛƭŘǊŜƴΩǎ ǊƛƎƘǘǎΣ ŀƴŘ ǘƘŜ ŜŘǳŎŀǝƻƴ ƻŦ ǿƻƳŜƴ ŀƴŘ ƎƛǊƭǎΦ ¢ƘǊƻǳƎƘ ƘŜǊ ŀŎǝƻƴǎ ƛƴ ǘƘŜ ¦{! 
ŀƴŘ ŀōǊƻŀŘΤ ǎƘŜ ŀŘǾƻŎŀǘŜŘ ŦƻǊ ŜƳǇƻǿŜǊƳŜƴǘ ŀƴŘ ƘǳƳŀƴ ŘƛƎƴƛǘȅ ŦƻǊ ŜǾŜǊȅ ƻƴŜ ŀƴŘ Ƙŀǎ ǎƘƻǿƴ ǘƘŀǘ 
ƛƴŘŜŜŘ ǎƘŜ ƛǎ ŀƴ ŜȄŎŜǇǝƻƴŀƭ ƭƛǎǘŜƴƛƴƎ ǿƻƳŀƴ ǘƘŀǘ ƛƴǎǇƛǊŜǎ ǘǊǳŜ ƭŜŀŘŜǊǎƘƛǇΦ  



Listening Transforms Lives  

-ÁÒÉÁ 4ÉÐÏ  
 
¢ƘŜ ǎƪƛƭƭ ǘƻ ƭƛǎǘŜƴ ǘƻ ƻƴŜǎŜƭŦ ƛǎ ƻƴŜ ƻŦ ǘƘŜ Ƴƻǎǘ ǇǊŜŎƛƻǳǎ ƎƛƊǎ ŦƻǊ ŀ ƳǳǎƛŎƛŀƴΦ !ƴŘ ƛŦ ƛǘ ƛǎ ŘŜŜǇΣ ƛǘ ōŜπ
ŎƻƳŜǎ ǇǊƻǇƻǊǝƻƴŀƭ ǘƻ ƭƛǎǘŜƴƛƴƎ ǘƻ ƻǘƘŜǊǎ ŀƴŘ ǘƘŜ ǿƻǊƭŘ ŀǊƻǳƴŘ ǳǎΦ ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ǘƘŜ Ƴŀƛƴ ŘŜƳŀƴŘ 
ǘƘŜ ŜȄǘǊŀƻǊŘƛƴŀǊȅ Lǘŀƭƛŀƴ Ǉƛŀƴƛǎǘ aŀǊƛŀ ¢ƛǇƻ ƳŀŘŜ ƻŦ ƘŜǊǎŜƭŦΦ ¢Ƙƛǎ ǾƛǊǘǳŜ Ƙŀǎ ŀƭƭƻǿŜŘ ǘƘŜ ƛƴǘŜǊƴŀǝƻƴŀƭ 
ŀǳŘƛŜƴŎŜ ŀƴŘ ƘŜǊ ǎŜƭŜŎǘŜŘ ƎǊƻǳǇ ƻŦ ŘƛǎŎƛǇƭŜǎ ǘƻ ƭŜŀǊƴ ŦǊƻƳ ƘŜǊ ƭƛǎǘŜƴƛƴƎ ǘƘŜ ƛƴŬƴƛǘŜ ǊŀƴƎŜ ƻŦ ƴǳŀƴŎŜǎ 
ƻŦ ƳǳǎƛŎŀƭ ƭŀƴƎǳŀƎŜΦ ¢Ƙƛǎ ƛǎ ƻƴƭȅ ǇƻǎǎƛōƭŜ ǘƻ ǇŜƻǇƭŜ ǿƘƻ ƘŀǾŜ ŎǊŜŀǘŜŘ ǎƛƭŜƴŎŜΣ ǘƻ ƘŜŀǊ ŀƴŘ ǇŜƴŜǘǊŀǘŜ 
ǘƘŜ ǎƻǳƭǎ ƻŦ ŎƻƳǇƻǎŜǊǎ ŀƴŘ ǘƘŜƛǊ ƻǿƴ ƛƴƴŜǊ ǎŜƭŦ ǿƛǘƘ ŀǊǘ ŀƴŘ ŜƴǘƘǳǎƛŀǎƳΦ ¢ƛǇƻ ǊŜǇǊŜǎŜƴǘǎ ŀ ŎƭŜŀǊ ŜȄπ
ŀƳǇƭŜ ƻŦ ŀ ƭƛǎǘŜƴŜǊ ǘƻ ǘƘŜ ƘƛƎƘŜǎǘ ƳŜǎǎŀƎŜǎ ŎƻƴǘŀƛƴŜŘ ƛƴ ŀ ƳǳǎƛŎŀƭ ǎŎƻǊŜΣ ƎƛǾƛƴƎ ǾƻƛŎŜ ŀƴŘ ŜƭƻǉǳŜƴŎŜ 
ǘƻ ƛǘΦ {ƘŜ ƛǎ ŀƭǎƻ ŀ ƳƻŘŜƭ ƻŦ ŎƻƘŜǊŜƴŎŜ ƛƴ ǘƘŜ ǘŜŀŎƘƛƴƎ ƻŦ ǘƘŜ ŦƻǊƎƻǧŜƴ ŀǊǘ ƻŦ ƭƛǎǘŜƴƛƴƎ ŀǎ ŀ Ǿƛǘŀƭ ŜƭŜπ
ƳŜƴǘ ŦƻǊ ƘǳƳŀƴ ōŜƛƴƎǎΦ   

,ÉÎÄÁ %ÎÅÉØ 
 
[ƛƴŘŀ 9ƴŜƛȄ ƛǎ ŀ ƭŜŀŘƛƴƎ ǊŜǎŜŀǊŎƘŜǊ ǿƻǊƭŘǿƛŘŜΣ ƛƴ ǘƘŜ ŬŜƭŘ ƻŦ ƭƛǎǘŜƴƛƴƎΣ ǎǘǳŘȅƛƴƎ ŀƴŎŜǎǘǊŀƭ ǇƘŜƴƻƳŜƴŀ 
ƻŦ ŎƻƳƳǳƴƛŎŀǝƻƴ ǘƘǊƻǳƎƘ ƭƛǎǘŜƴƛƴƎ ǇǊŀŎǝŎŜǎ ŦǊƻƳ ǘƘŜ ǇǊŜƘƛǎǘƻǊƛŎ ŜǊŀ ǘƘŀǘ ƘŜƭǇ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ 
ƘǳƳŀƴ ƧƻǳǊƴŜȅ ǘƻ ǿŜǎǘŜǊƴ ŎƛǾƛƭƛȊŀǝƻƴΦ IŜǊ ƛƴƴƻǾŀǝǾŜ ǎǘǳŘƛŜǎ ƻƴ ƳŜƎŀƭƛǘƘǎΣ ƳǳǎƛŎΣ ŀƴŘ ǘƘŜ ƳƛƴŘ ŀƭπ
ƭƻǿ ƘŜǊ ǘƻ ƭƛǎǘŜƴ ǘƻ ŜȄǇŜǊǘǎ ŦǊƻƳ ŘƛǾŜǊǎŜ ŬŜƭŘǎ ŀǎ ǘƘŜȅ ƭƛǎǘŜƴ ǘƻ ŜŀŎƘ ƻǘƘŜǊΦ {ƘŜ ŘƛǎŎƻǾŜǊŜŘ ǘƘŀǘ ŜǾŜƴ 
ǘƘŜ Ƴƻǎǘ ŀƴŎƛŜƴǘ Ǌƛǘǳŀƭ ŀƴŘ ŎŜǊŜƳƻƴƛŀƭ ǎǇŀŎŜǎ ǿŜǊŜ ŎǊŜŀǘŜŘ ǿƛǘƘ ƎƻƻŘ ŀŎƻǳǎǝŎǎ ŎƘŀǊŀŎǘŜǊƛǎǝŎǎΣ 
ƅƻƻŘƛƴƎ ǇŜƻǇƭŜȰǎ ōǊŀƛƴǎ ǿƛǘƘ ŜƴŘƻǊǇƘƛƴǎ ŀƴŘ ƛƳǇŜƭƭƛƴƎ ǘƘŜƳ ǘƻ ƭƛǎǘŜƴΦ  

-ÅÌÉÓÓÁ "ÅÁÌÌ 
 
aŜƭƛǎǎŀ [Φ .Ŝŀƭƭ ǎǇŜƴǘ ƘŜǊ ŜƴǝǊŜ ŀŎŀŘŜƳƛŎ ŎŀǊŜŜǊ ŬƴŘƛƴƎ ōŜǧŜǊ ǿŀȅǎ ǘƻ ǘŜŀŎƘ ƭƛǎǘŜƴƛƴƎ ŀƴŘ ǘƘŜƴ ǎƘŀǊπ
ƛƴƎ ƘŜǊ ƪƴƻǿƭŜŘƎŜ ƻŦ ǘƘŜ ŎƻƳǇƭŜȄƛǝŜǎ ƻŦ ǘƘŜ ƭƛǎǘŜƴƛƴƎ ǇǊƻŎŜǎǎΦ IŜǊ ƭƛǎǘŜƴƛƴƎ ŎƭŀǎǎŜǎ ǿŜǊŜ ǾŜǊȅ ǇƻǇǳπ
ƭŀǊ ŀǎ ŀǊŜ ǘƘŜ ǿƻǊƪǎƘƻǇǎ ǎƘŜ ǇǊŜǎŜƴǘǎ ŦƻǊ ǎŎƘƻƻƭǎ ŀƴŘ ōǳǎƛƴŜǎǎŜǎΦ {ƘŜ Ƙŀǎ ǇǊŜǎŜƴǘŜŘ ŎƻƴǾŜƴǝƻƴ ǎŜǎπ
ǎƛƻƴǎΣ ƪŜȅƴƻǘŜ ǎǇŜŜŎƘŜǎΣ ŀƴŘ ǇƭŜƴŀǊȅ ǎŜǎǎƛƻƴǎ ǘƘǊƻǳƎƘƻǳǘ ǘƘŜ ǿƻǊƭŘΦ {ƻƳŜ ƻŦ ƘŜǊ ǳƴƛǉǳŜ ŜȄǇŜǊƛŜƴŎŜǎ 
ƛƴŎƭǳŘŜ ŎƻƴŘǳŎǝƴƎ ŎǳǊǊƛŎǳƭǳƳ ǿŜŜƪ-ƭƻƴƎ ǎǳƳƳŜǊ ǿƻǊƪǎƘƻǇǎ ŦƻǊ ŀƴŘ ǿƛǘƘ ǘŜŀŎƘŜǊǎ ƛƴ /ƘŀǊƭƻǧŜ !Ƴŀπ
ƭƛŀΣ ¦Φ{Φ ±ƛǊƎƛƴ LǎƭŀƴŘǎΦ Lƴ ǘƘŜǎŜ ǿƻǊƪǎƘƻǇǎΣ 5ǊΦ .Ŝŀƭƭ ǇǊƻǾƛŘŜŘ ŀŎǝǾƛǝŜǎΣ ŜȄŜǊŎƛǎŜǎΣ ŀƴŘ ƛŘŜŀǎ ǘŜŀŎƘŜǊǎ 
Ŏŀƴ ŀŘŀǇǘ ǘƻ ŀƴŘ ŦƻǊ ǎǘǳŘŜƴǘǎ ŀƴŘκƻǊ ŎƻƭƭŜŀƎǳŜǎ ǘƘŜƛǊ ƻǿƴ ŎƭŀǎǎǊƻƻƳǎΦ Lƴ ǎƘƻǊǘΣ 5ǊΦ .Ŝŀƭƭ ƛǎ ŘŜŜǇƭȅ 
ƛƴǾƻƭǾŜŘ ƛƴ ŀƭƭ ǘƘƛƴƎǎ ƭƛǎǘŜƴƛƴƎΥ ǊŜǎŜŀǊŎƘΣ ǘŜŀŎƘƛƴƎΣ ŀƴŘ ǇǊƻƳƻǝƻƴΦ tǊƻŦŜǎǎƻǊ .Ŝŀƭƭ ǇǊƻƳƻǘŜǎ ƭƛǎǘŜƴƛƴƎ 
ŀŎǊƻǎǎ ǘƘŜ ƎƭƻōŜΦ 

-ÉÃÈÅÌÅ .ÅÁÌÏÎ 
 
aƛŎƘŜƭŜ bŜŀƭƻƴΣ tǊŜǎƛŘŜƴǘ ƻŦ ǘƘŜ /ƘƛŎŀƎƻ {ŎƘƻƻƭ ƻŦ tǊƻŦŜǎǎƛƻƴŀƭ tǎȅŎƘƻƭƻƎȅΣ Ƙŀǎ ǎƘƻǿƴ ƭŜŀŘŜǊǎƘƛǇ ƛƴ 
ƘŜǊ ǇǊƻŦŜǎǎƛƻƴ ŀƴŘ ƛƴ ƘŜǊ ŜȄǘŜƴǎƛǾŜ ƘǳƳŀƴƛǘŀǊƛŀƴ ǿƻǊƪΣ ǿƘƛŎƘ Ƙŀǎ ƘŀŘ ŀ Ǝƭƻōŀƭ ƛƳǇŀŎǘΦ bŜŀƭƻƴΩǎ 
ǳƴƛǉǳŜ ƭŜŀŘŜǊǎƘƛǇ ǇŜǊǎǇŜŎǝǾŜ ŀǎ ŀ ƭƛŎŜƴǎŜŘ ǇǎȅŎƘƻƭƻƎƛǎǘ ŀƴŘ /9h ŀƭǎƻ ǇǊƛƻǊƛǝȊŜǎ ƘǳƳŀƴ-ŎŜƴǘŜǊŜŘ 
ŎƻƴƴŜŎǝƻƴ ŀƴŘ ŎƻƭƭŀōƻǊŀǝƻƴ ƎǊƻǳƴŘŜŘ ƛƴ ǘƘŜ ǾŀƭǳŜǎ ƻŦ ǎŜǊǾƛŎŜ ŀƴŘ ƛƴŎƭǳǎƛƻƴΦ IŜǊ ǉǳŀƭƛǝŜǎ ŀǎ ŀ ƭƛǎǘŜƴπ
ŜǊ ƭŜŀŘ ƘŜǊ ǘƻ ŜƳǇƘŀǎƛȊŜ ǘƘŜ ƛƳǇƻǊǘŀƴŎŜ ƻŦ ǎŜŜƪƛƴƎ ƻǳǘ ŀƴŘ ǳƴŘŜǊǎǘŀƴŘƛƴƎ ŀƭƭ ǇŜǊǎǇŜŎǝǾŜǎΦ 5ǊΦ 
bŜŀƭƻƴ ǎƪƛƭƭŦǳƭƭȅ ǇǊƻƳƻǘŜǎ ǘƘŜ ƛƳǇƻǊǘŀƴŎŜ ƻŦ ƭƛǎǘŜƴƛƴƎ ƛƴ ǎǇŜŜŎƘŜǎ ǎƘŜ ƎƛǾŜǎ ŀƴŘ ǘƘǊƻǳƎƘ ōƭƻƎǎ ǎƘŜ 
ǇǳōƭƛǎƘŜǎ ƛƴ ǘƘŜ ƴŀǝƻƴŀƭ ƳŜŘƛŀ ŀƴŘ ƻƴ ƘŜǊ ǳƴƛǾŜǊǎƛǘȅ ǿŜōǎƛǘŜΦ bŜŀƭƻƴΩǎ ŎŀǊŜŜǊ ǎǳŎŎŜǎǎ ƛǎ ŀ ŎƭŀǎǎƛŎ 
ŜȄŀƳǇƭŜ ƻŦ ŀ ǘǊŀƛƭōƭŀȊŜǊ ǿƛǘƘ ŀƭƭ ǘƘŜ ǉǳŀƭƛǝŜǎ ƻŦ ŀƴ ŜȄŎŜǇǝƻƴŀƭ ƭƛǎǘŜƴŜǊΦ 

.ÁÏÍÉ /ÒÅÓËÅÓ 
 
bŀƻƳƛ hǊŜǎƪŜǎ ƛǎ ŀ ŎǊƛǝŎŀƭ ƭƛǎǘŜƴŜǊΣ ŀƴŘ ŀ ƭƛǎǘŜƴŜǊ ǿƘƻ ƭƛǎǘŜƴǎ ǘƻ ƪƴƻǿ Ƙƻǿ ǘƻ ŎƘŀƭƭŜƴƎŜ ǘƘƻǎŜ ǿƘƻ 
ŘŜƴȅ ǎŎƛŜƴŎŜΣ ŀƴŘ ǇŀǊǝŎǳƭŀǊƭȅ ŎƭƛƳŀǘŜ ǎŎƛŜƴŎŜΦ {ƘŜ ƛǎ ǿŜƭƭ ƪƴƻǿƴ ŦƻǊ ƘŜǊ ǳǎŜ ƻŦ ƘƛǎǘƻǊƛŎŀƭ ǎŎƘƻƭŀǊǎƘƛǇ 
ǘƻ ǘŀƪŜ ƻƴ ŎƭƛƳŀǘŜ ŎƘŀƴƎŜ ŘŜƴƛŜǊǎΦ hǊŜǎƪŜǎ ŀŘǾƻŎŀǘŜǎ ŦƻǊ ǾŀƭǳŜǎ-ŘǊƛǾŜƴ ǎŎƛŜƴŎŜΣ ŀƴŘ ǎŎƛŜƴŎŜ ǊŜǇƻǊǘπ
ŀƎŜ ƛƴ ƘŜǊ ƴŜǿ ōƻƻƪΣ Ϧ²Ƙȅ ¢Ǌǳǎǘ {ŎƛŜƴŎŜΚϦ ǊŜǾƛŜǿŜŘ ƛƴ ǘƘŜ IŀǊǾŀǊŘ DŀȊŜǧŜΦ {ƘŜ ǿŀǎ ƴŀƳŜŘ ǘƘŜ 
IŜƴǊȅ /ƘŀǊƭŜǎ [Ŝŀ tǊƻŦŜǎǎƻǊ ƻŦ ǘƘŜ IƛǎǘƻǊȅ ƻŦ {ŎƛŜƴŎŜΦ ¢Ƙƛǎ ƘƻƴƻǊ ƛǎ ŀ ŬǩƴƎ ǊŜŎƻƎƴƛǝƻƴ ŦƻǊ ŀ ŘŜŦŜƴŘπ
ŜǊ ƻŦ ǘƘŜ ǇǳǊǎǳƛǘ ƻŦ ǎŎƛŜƴǝŬŎ ƪƴƻǿƭŜŘƎŜ ƛƴ ƻǳǊ ǝƳŜǎΦ hǊŜǎƪŜǎ ǿŀǎ ŀƭǎƻ ǇǊƻƳƛƴŜƴǘ ŀǘ 5ŀǾƻǎΣ {ǿƛǘȊŜǊπ
ƭŀƴŘ όWŀƴǳŀǊȅΣ нлмуύΣ ǿƘŜǊŜ ǎƘŜ ƳƻŘŜǊŀǘŜŘ ǎŜǎǎƛƻƴǎ ƻƴ Ϧ/ƭƛƳŀǘŜΣ 9ƴŜǊƎȅΣ ŀƴŘ ¢ŜŎƘƴƻƭƻƎȅΦϦ {ƘŜ ŀƭǎƻ 
ƳƻŘŜǊŀǘŜŘ ŀ ǎŜǎǎƛƻƴ ǝǘƭŜŘΣ ά/ƭƛƳŀǘŜΩǎ ¢ǿƻ 5ŜƎǊŜŜǎ ƻŦ {ŜǇŀǊŀǝƻƴέ ǿƘŜǊŜ ŦƻǊƳŜǊ ±ƛŎŜ tǊŜǎƛŘŜƴǘ ŀƴŘ 
ŜƴǾƛǊƻƴƳŜƴǘŀƭ ŀŎǝǾƛǎǘ !ƭ DƻǊŜ ǿŀǎ ƻƴŜ ƻŦ ǘƘŜ ǇŀƴŜƭƛǎǘǎΦ Lƴ нлму ǎƘŜ ǿŀǎ ŀǿŀǊŘŜŘ ŀ DǳƎƎŜƴƘŜƛƳ CŜƭπ
ƭƻǿǎƘƛǇ ƛƴ IƛǎǘƻǊȅ ƻŦ {ŎƛŜƴŎŜΣ ¢ŜŎƘƴƻƭƻƎȅΣ ϧ 9ŎƻƴƻƳƛŎǎΦ 



Listening Transforms Lives 

2ÅÎÅÅ &ÌÅÍÉÎÇ 
 
wŜƴŜŜ CƭŜƳƛƴƎΣ ǿƘƻǎŜ ǊŜŎƻƎƴƛǝƻƴǎ ƛƴŎƭǳŘŜ ǎŜǾŜƴǘŜŜƴ DǊŀƳƳȅ ƴƻƳƛƴŀǝƻƴǎΣ ŦƻǳǊ DǊŀƳƳȅ ŀǿŀǊŘǎΣ 
ǘƘŜ bŀǝƻƴŀƭ aŜŘŀƭ ƻŦ !Ǌǘǎ !ǿŀǊŘΣ ǘƘŜ /ƘŜǾŀƭƛŜǊ ŘŜ ŀƭ [ŜƎƛƻƴ ŘΩIƻƴƴŜǳŜǊΣ ŀƴŘ ǇŜǊŦƻǊƳŜǊ ŀǘ bƻōŜƭ 
tǊƛȊŜ ŎŜǊŜƳƻƴƛŜǎ ŀƴŘ ǘƘŜ {ǳǇŜǊ .ƻǿƭΣ ƛǎ ŀƴ ǳƴǇŀǊŀƭƭŜƭŜŘ ƭȅǊƛŎ ǎƻǇǊŀƴƻ ǿƘƻ ŜǇƛǘƻƳƛȊŜǎ ǘƘŜ ŀǊǘ ƻŦ ōƻǘƘ 
ǇŜǊŦƻǊƳƛƴƎ ŀƴŘ ƭƛǎǘŜƴƛƴƎΦ ²ƘŜǘƘŜǊ ƻƴ ǘƘŜ ǎǘŀƎŜǎ ƻŦ ǘƘŜ ǿƻǊƭŘΩǎ Ƴƻǎǘ ŦŀƳƻǳǎ ƻǇŜǊŀ ƘƻǳǎŜǎ ƻǊ ǇŜǊπ
ŦƻǊƳƛƴƎ ƻƴ ŎƻƴŎŜǊǘ ǎǘŀƎŜǎ ǿƛǘƘ ǎƛƴƎŜǊǎΣ ŀŎŎƻƳǇŀƴƛǎǘǎΣ ƻǊ ƻǊŎƘŜǎǘǊŀǎΣ ƘŜǊ ŀōƛƭƛǘȅ ǘƻ ƭƛǎǘŜƴ ǘƻ ƘŜǊ Ŏƻƭƭŀōπ
ƻǊŀǘƻǊǎ ƳŀƪŜǎ ƘŜǊ ŀƳƻƴƎ ǘƘŜ Ƴƻǎǘ ƻǳǘǎǘŀƴŘƛƴƎ ƳǳǎƛŎƛŀƴǎ ƻŦ ƻǳǊ ǝƳŜΦ Lƴ ŀŘŘƛǝƻƴ ǘƻ ƘŜǊ ǿƻǊƭŘ-
ǊŜƴƻǿƴŜŘ ƳǳǎƛŎŀƭ ŀǊǝǎǘǊȅΣ ƘŜǊ Ƴŀƴȅ ȅŜŀǊǎ ƻŦ ŘŜŘƛŎŀǘŜŘ ƘǳƳŀƴƛǘŀǊƛŀƴ ŎƘŀǊƛǘȅ ǿƻǊƪ ŘŜƳƻƴǎǘǊŀǘŜ ƘŜǊ 
ŀōƛƭƛǘȅ ǘƻ ŎƻƳǇŀǎǎƛƻƴŀǘŜƭȅ ƭƛǎǘŜƴ ǘƻ ǘƘŜ ƴŜŜŘǎ ƻŦ ƻǘƘŜǊǎ ŀƴŘ ǊŜǎǇƻƴŘ ǿƛǘƘ ŀƴ ŀōǳƴŘŀƴŎŜ ƻŦ ŜƳǇŀǘƘȅ 
ŀƴŘ ǎǳǇǇƻǊǘΦ {ƘŜ ƛǎ ŀƴ ŜȄŎŜƭƭŜƴǘ ƭƛǎǘŜƴŜǊΣ ŀƴŘ ōŜŎŀǳǎŜ ƻŦ ƘŜǊ ƳǳǎƛŎŀƭ ŀƴŘ ƭƛǎǘŜƴƛƴƎ ǘŀƭŜƴǘǎΣ ŀǳŘƛŜƴŎŜǎ 
ŀǊƻǳƴŘ ǘƘŜ ƎƭƻōŜ ƭƻǾŜ ǘƻ ƭƛǎǘŜƴ ǘƻ ƘŜǊΦ 

3ÈÁÈÉÎ ÄÅ (ÅÁÒÔ  
 
!ƴ LǊŀƴƛŀƴ-DŜǊƳŀƴ ǇŀƛƴǘŜǊΣ {ƘŀƘƛƴ ŘŜ IŜŀǊǘϥǎ ŀōǎǘǊŀŎǘ-ŬƎǳǊŀǝǾŜ ǇŀƛƴǝƴƎǎ ŎŀǇǘǳǊŜ ƻǳǊ ŀǧŜƴǝƻƴ ŦƻǊ 
Ƴŀƴȅ ǊŜŀǎƻƴǎΦ {ƘŜ ǾƛŜǿǎ ƘŜǊǎŜƭŦ ŀǎ ŀ ƭƛǎǘŜƴƛƴƎ ōǊƛŘƎŜ ōŜǘǿŜŜƴ ǘƘŜ hǊƛŜƴǘ ŀƴŘ hŎŎƛŘŜƴǘΣ 9ŀǎǘ ŀƴŘ 
²ŜǎǘΣ ŀƴŘ ŎƭŀǎǎƛŎŀƭ ŀƴŘ ƳƻŘŜǊƴ ƎŜƴǊŜǎ ƻŦ ŀǊǘΦ IŜǊŜƛƴ ƭƛŜǎ ǘƘŜ ŘƛƭŜƳƳŀ ƻŦ ǘƘŜ ǇƻǎǘƳƻŘŜǊƴ ǿƻǊƭŘΥ Iƻǿ 
Ŏŀƴ ŎǳƭǘǳǊŜǎ ōŜ ǘǊŀƴǎǾŜǊǎŜŘ ǎǳŎŎŜǎǎŦǳƭƭȅ ǿƘŜƴ ōƻǘƘ ǘǊŀŘƛǝƻƴŀƭ ŀƴŘ ƳƻŘŜǊƴ ǇŀǊŀŘƛƎƳǎ ŀǊŜ ƻƊŜƴ ǇŜǊπ
ŎŜƛǾŜŘ ŀǎ ƻǇǇƻǎƛǘŜǎΚ ¢ƘŜ ŀƴǎǿŜǊΥ .ȅ ŜũŜŎǝǾŜ ƭƛǎǘŜƴƛƴƎΦ ²Ŝ ǎǳǊŜƭȅ ŀƎǊŜŜΦ Lƴ ƘŜǊ ǇǳǊǎǳƛǘ ƻŦ ōǊƛŘƎƛƴƎ 
ǇŜƻǇƭŜ ŀƴŘ ŎǳƭǘǳǊŜǎΣ ǎƘŜ ŬƴŘǎ ǘƘŜ ƪŜȅ ƭƛŜǎ ƛƴ ŬƴŘƛƴƎ ŎƻƳƳƻƴŀƭƛǝŜǎ ƛƴ ǎǳŎƘ ǳƴƛǾŜǊǎŀƭ ŀǊŎƘŜǘȅǇŜǎ 
ŀǎ ǘƘŜ ǇǊƛƳƻǊŘƛŀƭ ƳƻǘƘŜǊ ŜŀǊǘƘ ŀƴŘ ǘƘŜ ŀƴŎƛŜƴǘ ŎƻƴǝƴŜƴǘŀƭ ŘǊƛƊ ǘƻ ǇǊƻƳƻǘŜ ƛƴǘŜǊƴŀǝƻƴŀƭ ŎƻƻǇŜǊŀπ
ǝƻƴΦ ¢ƘǊƻǳƎƘ ŎƻƻǇŜǊŀǝǾŜ ŀŎǝƻƴ ǘƻ ǊŜǇƭŜƴƛǎƘ ŎƭŜŀƴ ǿŀǘŜǊΣ ǊŜǎǘƻǊŜ ǘƘŜ ŦǊŀƎƛƭŜ ƻȊƻƴŜ ƭŀȅŜǊǎΣ ŀƴŘ ǇǊƻπ
ƳƻǘŜ ƘŜŀƭǘƘ ŦƻǊ ŜƴŘŀƴƎŜǊŜŘ ǎǇŜŎƛŜǎΣ ǎƘŜ ŜȄǇǊŜǎǎŜǎ ƘƻǇŜ ǳǎƛƴƎ ƛƳŀƎŜǎ ǘƘŀǘ ōǳƛƭŘ ōǊƛŘƎŜǎ ǘƻ ōǊƛƴƎ 
ǇŜƻǇƭŜ ǘƻƎŜǘƘŜǊ ŀƎŀƛƴΦ ¢ƘǊƻǳƎƘ ƘŜǊ ŜǾƻŎŀǝǾŜ ŀǊǘ {ƘŀƘƛƴ ǇǊƻŎƭŀƛƳǎ ŀ ǇƻǿŜǊŦǳƭ ƳŜǎǎŀƎŜ ǘƻ ǘƘŜ ǿƻǊƭŘ 
ǘƻ ǎŜŜƪ ƘŜŀƭƛƴƎ ŀƴŘ ǊŜǎǘƻǊŀǝƻƴΦ ¢ƻ ƘŜǊΣ ƭƛǎǘŜƴƛƴƎ ōŜŎƻƳŜǎ ŀǊǘΦ  

0ÁÔÒÉÃÉÁ $ÁÖÉÄÓÏÎ 
 
tŀǘǊƛŎƛŀ 5ŀǾƛŘǎƻƴΣ ōŜŎŀƳŜ ǘƘŜ ±ƛŎŜ /ƘŀƴŎŜƭƭƻǊ ƻŦ ²ƻƭƭƻƴƎƻƴƎ ¦ƴƛǾŜǊǎƛǘȅΣ !ǳǎǘǊłƭƛŀΣ ŀƊŜǊ ǎŜǊǾƛƴƎ ŀǎ 
ǘƘŜ 5Ŝŀƴ ƻŦ bǳǊǎƛƴƎ ŀǘ WƻƘƴǎ IƻǇƪƛƴǎ ¦ƴƛǾŜǊǎƛǘȅΣ ¦{!Φ {ƘŜ ƛǎ ŀ Ǝƭƻōŀƭ ƭŜŀŘŜǊ ƛƴ ƴǳǊǎƛƴƎΣ ƘŜŀƭǘƘ ŎŀǊŜΣ 
ŀƴŘ ŀŘǾƻŎŀŎȅΣ ƘƛƎƘƭȅ ǊŜǎǇŜŎǘŜŘ ŦƻǊ ǘƘŜ ŜȄŎŜƭƭŜƴŎŜ ƻŦ ƘŜǊ ǎǘǳŘƛŜǎ ŀƴŘ ƻǳǘǎǘŀƴŘƛƴƎ ƭƛǎǘŜƴƛƴƎ ǎƪƛƭƭǎ ōȅ 
ǘƘŜ ǇŜƻǇƭŜ ƛƴ ƘŜǊ ƻǊƎŀƴƛȊŀǝƻƴΣ ǇŜŜǊǎΣ ŀƴŘ ǇŀǝŜƴǘǎΦ wŜŎŜƴǘƭȅ ǎƘŜ ǊŜŎŜƛǾŜŘ ŀ /ƻƴǎƻǊǝǳƳ ƻŦ 
¦ƴƛǾŜǊǎƛǝŜǎ ŦƻǊ Dƭƻōŀƭ IŜŀƭǘƘ 5ƛǎǝƴƎǳƛǎƘŜŘ [ŜŀŘŜǊ !ǿŀǊŘΣ ŀƴŘ ŎǳǊǊŜƴǘƭȅ ǎŜǊǾŜǎ ƻƴ ǘƘŜ LƴǘŜǊƴŀǝƻƴŀƭ 
/ƻǳƴŎƛƭ ƻƴ ²ƻƳŜƴΩǎ IŜŀƭǘƘ LǎǎǳŜǎ ŀƴŘ ƻƴ ǘƘŜ .ƻŀǊŘ ƻŦ IŜŀƭǘƘ /ŀǊŜ {ŜǊǾƛŎŜǎ ŦƻǊ ǘƘŜ bŀǝƻƴŀƭ 
!ŎŀŘŜƳƛŜǎ ƻŦ {ŎƛŜƴŎŜǎΣ 9ƴƎƛƴŜŜǊƛƴƎΣ ŀƴŘ aŜŘƛŎƛƴŜ ƛƴ ǘƘŜ ¦ƴƛǘŜŘ {ǘŀǘŜǎΦ tŀǘǊƛŎƛŀ ƛǎ ŀ ǘƻǇ ƭŜŀŘŜǊ ƛƴ ǘƘŜ 
ŬŜƭŘ ƻŦ [ƛǎǘŜƴƛƴƎ ƛƴ IŜŀƭǘƘŎŀǊŜΦ 

3ÉÓÔÅÒ (ÅÌÅÎ 0ÒÅÊÅÁÎ 
 
{ƛǎǘŜǊ IŜƭŜƴ tǊŜƧŜŀƴ ƛǎ ŀ /ŀǘƘƻƭƛŎ {ƛǎǘŜǊ ƻŦ {ǘΦ WƻǎŜǇƘ ǿƘƻ Ƙŀǎ ŘŜǾƻǘŜŘ ƘŜǊ ƭƛŦŜϥǎ ǿƻǊƪ ǘƻ ǘƘŜ ŀōƻƭƛǝƻƴ 
ƻŦ ǘƘŜ ŘŜŀǘƘ ǇŜƴŀƭǘȅΦ {ƘŜ Ƙŀǎ ǎŜǊǾŜŘ ŀǎ ǎǇƛǊƛǘǳŀƭ ŀŘǾƛǎƻǊ ǘƻ ǎŜǾŜǊŀƭ ŘŜŀǘƘ Ǌƻǿ ƛƴƳŀǘŜǎ ŀƴŘ ǘƘǊƻǳƎƘ 
ǘƘƛǎ ǿƻǊƪ ƭƛǎǘŜƴƛƴƎ ǘƻ ǘƘŜ ƛƴƳŀǘŜǎΣ ǎƘŜ ǿŀǎ ƛƴǎǇƛǊŜŘ ǘƻ ǎƘŀǊŜ ǘƘŜƛǊ ǎǘƻǊƛŜǎ ŀƴŘ ǘƘŜ ǎǘƻǊȅ ƻŦ ǘƘŜ ŘŜŀǘƘ 
ǇŜƴŀƭǘȅ ƛƴ !ƳŜǊƛŎŀΦ IŜǊ ōƻƻƪΣ 5ŜŀŘ aŀƴ ²ŀƭƪƛƴƎΣ ōǊƻǳƎƘǘ ƛǎǎǳŜǎ ƻŦ ǘƘŜ ŘŜŀǘƘ ǇŜƴŀƭǘȅ ǘƻ ǘƘŜ ǇǳōƭƛŎ 
ŜȅŜ ŀƴŘ ǿŀǎ ƳŀŘŜ ƛƴǘƻ ŀ ƳƻǾƛŜΣ ŀ ǇƭŀȅΣ ŀƴŘ ŀƴ ƻǇŜǊŀΦ IŜǊ ƻǘƘŜǊ ōƻƻƪǎ ŀǊŜ ¢ƘŜ 5ŜŀǘƘ ƻŦ LƴƴƻŎŜƴǘǎΥ !ƴ 
9ȅŜǿƛǘƴŜǎǎ !ŎŎƻǳƴǘ ƻŦ ²ǊƻƴƎŦǳƭ 9ȄŜŎǳǝƻƴǎΣ ǇǳōƭƛǎƘŜŘ ƛƴ нллпΤ ŀƴŘΣ wƛǾŜǊ ƻŦ CƛǊŜΥ aȅ {ǇƛǊƛǘǳŀƭ WƻǳǊπ
ƴŜȅΣ ǇǳōƭƛǎƘŜŘ ƛƴ нлмфΦ {ƘŜ ŎƻƴǝƴǳŜǎ ǘƻ ǎǇŜŀƪΣ ƭƛǎǘŜƴΣ ŀƴŘ ǿƻǊƪ ŀƎŀƛƴǎǘ ǘƘŜ ŘŜŀǘƘ ǇŜƴŀƭǘȅΦ !ŎŎƻǊŘƛƴƎ 
ǘƻ ƘŜǊ ǿŜōǎƛǘŜΣ Ϧ{ƛǎǘŜǊ IŜƭŜƴ ŎƻƴǝƴǳŜǎ ƘŜǊ ǿƻǊƪΣ ŘƛǾƛŘƛƴƎ ƘŜǊ ǝƳŜ ōŜǘǿŜŜƴ ŜŘǳŎŀǝƴƎ ǘƘŜ ǇǳōƭƛŎΣ 
ŎŀƳǇŀƛƎƴƛƴƎ ŀƎŀƛƴǎǘ ǘƘŜ ŘŜŀǘƘ ǇŜƴŀƭǘȅΣ ŎƻǳƴǎŜƭƭƛƴƎ ƛƴŘƛǾƛŘǳŀƭ ŘŜŀǘƘ Ǌƻǿ ǇǊƛǎƻƴŜǊǎΣ ŀƴŘ ǿƻǊƪƛƴƎ ǿƛǘƘ 
ƳǳǊŘŜǊ ǾƛŎǝƳǎΩ ŦŀƳƛƭȅ ƳŜƳōŜǊǎΦϦ {ƘŜ ƛǎ ун ȅŜŀǊǎ ƻƭŘΦ 

3ÏÎÉÁ 6ÁÌÄÉÖÉÁ 
 
{ƻƴƛŀ ±ŀƭŘƛǾƛŀ ƛǎ ŀ ǎǳǎǘŀƛƴŀōƛƭƛǘȅ ƭŜŀŘŜǊ ǿƻǊƭŘǿƛŘŜΦ {ƘŜ Ƙŀǎ ǿƻǊƪŜŘ ŀƴŘ ƭŜŘ ǘƘŜ ǎŎƛŜƴǝŬŎ ŎƻƳƳǳƴƛǘȅ 
ŦǊƻƳ ŘƛũŜǊŜƴǘ ǇŀǊǘǎ ƻŦ ǘƘŜ ǿƻǊƭŘ ǘƻ ōŜ ƳƻǊŜ ŦŀƳƛƭƛŀǊ ƛƴ ƳŜŀǎǳǊƛƴƎ ǘƘŜ ǎǳǎǘŀƛƴŀōƛƭƛǘȅ ǇŜǊŦƻǊƳŀƴŎŜ ƻŦ 
ǇǊƻŘǳŎǘǎΣ ǎŜǊǾƛŎŜǎΣ ŀƴŘ ƻǊƎŀƴƛȊŀǝƻƴ ǘƻǿŀǊŘǎ ŀ ƳƻǊŜ ǎǳǎǘŀƛƴŀōƭŜ ǇǊƻŘǳŎǝƻƴΦ {ƘŜ Ƙŀǎ ƛƴǎǇƛǊŜŘ ŀƴŘ ƭŜŘ 
ƻǊƎŀƴƛȊŀǝƻƴǎ ŀƴŘ ǊŜǎŜŀǊŎƘŜǎ ƛƴ ŀǎǎŜǎǎƛƴƎ ǘƘŜ ǘƘǊŜŜ ǇƛƭƭŀǊǎ ƻŦ ǎǳǎǘŀƛƴŀōƛƭƛǘȅΣ ƛƳǇǊƻǾƛƴƎ ǇŜǊŦƻǊƳŀƴŎŜǎΣ 
ŀƴŘ ŬƴŘƛƴƎ ŎƻƴǎŜƴǎǳǎ ƻƴ ǘǊŀŘŜ-ƻũǎΦ aƻŘŜǊŀǝƴƎ ŀƴŘ ƭŜŀŘƛƴƎ ŘƛǎŎǳǎǎƛƻƴǎ ǘƻǿŀǊŘ ŎƻƴǎŜƴǎǳǎ ƻƴ ǘƘŜ 
ǘƻǇƛŎ ƻŦ ǎǳǎǘŀƛƴŀōƛƭƛǘȅ ƳŀƪŜǎ ƘŜǊ ƻƴŜ ƻŦ ǘƘŜ ǎŎƛŜƴǝŬŎ ǊŜŦŜǊŜƴŎŜǎ ƛƴ ǎǳǎǘŀƛƴŀōƛƭƛǘȅ ƛƴ ǘƘŜ ƛƴŘǳǎǘǊƛŀƭ ŀƴŘ 
ǎŎƛŜƴǝŬŎ ǿƻǊƭŘΦ IŜǊ ǎƪƛƭƭ ŀǎ ŀ ƭƛǎǘŜƴŜǊ ŀƴŘ ǇǊƻƳƻǘŜǊ ƻŦ ƭƛǎǘŜƴƛƴƎ ƳŀƪŜǎ ƘŜǊ ŀōƛƭƛǘȅ ǘƻ ǊŜŀŎƘ ǘƘŜ Ǝƻŀƭ ƻŦ 
ǎǳǎǘŀƛƴŀōƛƭƛǘȅ ŀ ǊŜŀƭƛǘȅΦ IŜǊ ǊƻƭŜ ƭƛǎǘŜƴƛƴƎ ǘƻ ǘƘŜ ƴŜŜŘǎ ƻŦ ǘƘŜ ǇƭŀƴŜǘ ƳŀƪŜǎ ƘŜǊ ŎǊƛǝŎŀƭ ǘƻ ǘƘŜ Ǝƭƻōŀƭ 
ŜƴǾƛǊƻƴƳŜƴǘΦ  



Listening Transforms Lives  

:ÕÒÁÉÄÁÈ -ÏÈÄ $ÏÎ 
 
½ǳǊŀƛŘŀƘ aƻƘŘ 5ƻƴ ƛǎ ŀ ǇǊƻƳƛƴŜƴǘ ŀŎŀŘŜƳƛŎ ŀǘ ǘƘŜ ¦ƴƛǾŜǊǎƛǝ ¢ŜƪƴƻƭƻƎƛ aŀƭŀȅǎƛŀΣ ŀƴŘ Ƙŀǎ ŘƻƴŜ 
ŘƛǎǝƴƎǳƛǎƘŜŘ ǿƻǊƪ ŀǘ ǘƘŜ aŀƭŀȅǎƛŀƴ aƛƴƛǎǘǊȅ ƻŦ 9ŘǳŎŀǝƻƴ ƛƴ 9ƴƎƭƛǎƘ ǘŜŀŎƘƛƴƎ ǇƻƭƛŎƛŜǎ ŀƴŘ ǊŜǎŜŀǊŎƘΦ 
IŜǊ ŀŎŎƻƳǇƭƛǎƘƳŜƴǘǎ ƘŀǾŜ ŎƻƴǘǊƛōǳǘŜŘ ǘƻ ŎƘŀƴƎŜǎ ƛƴ ŜŘǳŎŀǝƻƴ ƛƴ !ǎƛŀΣ ŜǎǇŜŎƛŀƭƭȅ ǘƘŜ ǳƴƛǾŜǊǎƛǘȅΩǎ 
άǘƘƛǊŘ Ƴƛǎǎƛƻƴέ ǘƻ ǘƘŜ ƭƻŎŀƭ ŎƻƳƳǳƴƛǘȅ ƛƴ ŜŀǊƭȅ ŜŘǳŎŀǝƻƴΦ IŜǊ ǊŜǎŜŀǊŎƘ ƛǎ ŎŜƴǘŜǊŜŘ ƻƴ ƭŀƴƎǳŀƎŜ ŀƴŘ 
ƭƛǎǘŜƴƛƴƎ ŀƴŘ ǘƘŜ ƛƳǇƭƛŎŀǝƻƴǎ ŦƻǊ ŜŘǳŎŀǝƻƴ ŀƴŘ ǎǘǳŘŜƴǘǎΦ !ǎ ŀ ǇǊƻŦŜǎǎƻǊ ǎƘŜ Ƙŀǎ ƭƛǎǘŜƴŜŘ ǘƻ Ƴŀƴȅ 
ŘƛũŜǊŜƴǘ ǾƻƛŎŜǎ ƛƴ ŀŎŎƻǊŘŀƴŎŜ ǿƛǘƘ ŬǾŜ ǇǊƛƴŎƛǇƭŜǎΥ tǊŀŎǝŎŀƭƛǘȅΣ wŜƭŜǾŀƴŎŜΣ vǳŀƭƛǘȅ !ǎǎǳǊŀƴŎŜΣ ±ƛŀōƛƭƛǘȅ 
ŦƻǊ {ǘŀƪŜƘƻƭŘŜǊǎΣ ŀƴŘ 9ǉǳƛǘȅΦ ¢ƘŜǎŜ ŜƴǎǳǊŜ ǘƘŜ ƴŜŎŜǎǎŀǊȅ ǎǳǇǇƻǊǘ ŦƻǊ ŜŘǳŎŀǝƻƴ ŀƴŘ ǎǘǳŘŜƴǘǎ ŦǊƻƳ 
ƭŜǎǎ ǇǊƛǾƛƭŜƎŜŘ ōŀŎƪƎǊƻǳƴŘǎΦ 

4ÅÔÓÕËÏ +ÕÒÏÙÁÎÁÇÉ 
 
¢Ŝǘǎǳƪƻ YǳǊƻȅŀƴŀƎƛΣ ŀ ƘǳƎŜƭȅ ǇƻǇǳƭŀǊ ŀŎǘǊŜǎǎΣ ƳŜŘƛŀ ǇŜǊǎƻƴŀƭƛǘȅΣ ŀƴŘ ŀǳǘƘƻǊ ƛƴ WŀǇŀƴΣ ƛǎ ŀƭǎƻ ǿŜƭƭ-
ƪƴƻǿƴ ŦƻǊ ƘŜǊ ƘǳƳŀƴƛǘŀǊƛŀƴ ǿƻǊƪ ŀǎ ŀ ¦bL/9C !ƳōŀǎǎŀŘƻǊ ŀƛƳŜŘ ŀǘ ŀƛŘƛƴƎ ǾǳƭƴŜǊŀōƭŜ ŎƘƛƭŘǊŜƴΦ IŜǊ 
ŬǊǎǘ ōƻƻƪ ¢ƻǧƻ-ŎƘŀƴΥ ¢ƘŜ [ƛǧƭŜ DƛǊƭ ŀǘ ǘƘŜ ²ƛƴŘƻǿ ǿƘƛŎƘ ǉǳƛŎƪƭȅ ōŜŎŀƳŜ WŀǇŀƴΩǎ ƎǊŜŀǘŜǎǘ ƻŦ ōŜǎǘǎŜƭπ
ƭƛƴƎ ǿƻǊƪǎΣ ŎŜƴǘŜǊǎ ƻƴ ŀ ǇǊƻƎǊŜǎǎƛǾŜ ǎŎƘƻƻƭƳŀǎǘŜǊ ǿƘƻ ŜȄŎŜƭǎ ŀǘ ǘƘŜ ŀǊǘ ƻŦ ƭƛǎǘŜƴƛƴƎΦ Lǘ ƛǎ ǘƘƛǎ ƎƛƊ ƻŦ Ƙƛǎ 
ǘƘŀǘ ƳŀƪŜǎ ¢ƻǧƻ-ŎƘŀƴΣ ŀ ǘǊƻǳōƭŜŘ ŬǊǎǘ-ƎǊŀŘŜǊ ŦǊƻƳ ŀƴƻǘƘŜǊ ǎŎƘƻƻƭΣ ŦŜŜƭ ǊƛƎƘǘ ŀǘ ƘƻƳŜ ƛƴ ƘŜǊ ƴŜǿ 
ǎŎƘƻƻƭΦ ¢ƘŜ ōƻƻƪ ƛǎ ƴƻǿ ǘǊŀƴǎƭŀǘŜŘ ƛƴǘƻ ор ƭŀƴƎǳŀƎŜǎΦ ¢ƘŜ ǎŎƘƻƻƭƳŀǎǘŜǊ ŀŎǘǳŀƭƭȅ ǿŀǎ ŀ ǊŜŀƭ ǇŜǊǎƻƴ 
ǿƘƻ ǘŀǳƎƘǘ YǳǊƻȅŀƴŀƎƛ ŀƴŘ ǿƘƻ ōŜŎŀƳŜ ƘŜǊ ǘŜƳǇƭŀǘŜ ŦƻǊ ǘƘŜ ƛŘŜŀƭ ŜŘǳŎŀǘƻǊΦ LƴǎǇƛǊŜŘ ōȅ Ƙƛǎ ŜȄŎŜǇπ
ǝƻƴŀƭ ŎŀǊƛƴƎ ŀǎ ŀ ǘŜŀŎƘŜǊ ŀƴŘ ƘŜǊ ¦bL/9C ǿƻǊƪΣ YǳǊƻȅŀƴŀƎƛ ŜǎǘŀōƭƛǎƘŜŘ ǘƘŜ ¢ƻǧƻ CƻǳƴŘŀǝƻƴΣ ŘŜŘƛπ
ŎŀǘŜŘ ǘƻ ǘƘŜ ŜŘǳŎŀǝƻƴ ƻŦ ǘƘŜ ƘŜŀǊƛƴƎ-ƛƳǇŀƛǊŜŘΦ ¢ƘŜ ŎƻƴǎǳƳƳŀǘŜ ŎƻƴǾŜǊǎŀǝƻƴŀƭƛǎǘΣ ƘƻƴŜŘ ōȅ ƘŜǊ 
ƘƻǎǝƴƎ ŀ ǊŜŎƻǊŘ-ǎŜǩƴƎ ǘŀƭƪ ǎƘƻǿ ǘƘŀǘ ǎŀǿ ƘŜǊ ƛƴǘŜǊǾƛŜǿ ƎǳŜǎǘǎ ǘƘŀǘ ƛƴŎƭǳŘŜŘ vǳŜŜƴ 9ƭƛȊŀōŜǘƘ LL ŀƴŘ 
{ƻǾƛŜǘ ƭŜŀŘŜǊ aƛƪƘŀƛƭ DƻǊōŀŎƘŜǾΣ ǎƘŜ ŎƻǳƭŘ ŎƻƴŬŘŜƴǘƭȅ ƛƴǾƻƭǾŜ ƘŜǊǎŜƭŦ ƛƴ Ƙƻǘ ǎǇƻǘǎ ŀŎǊƻǎǎ ǘƘŜ ƎƭƻōŜΣ 
ŜŀǊƴƛƴƎ ƘŜǊ ƛƴ мфут ǘƘŜ ŬǊǎǘ ¦bL/9C /ƘƛƭŘ {ǳǊǾƛǾŀƭ !ǿŀǊŘΦ CƻǊ ƘŜǊ ƘǳƳŀƴƛǘŀǊƛŀƴ ǿƻǊƪΣ ǎƘŜ ǿŀǎ ŀƭǎƻ ŀ 

ǊŜŎƛǇƛŜƴǘ ƛƴ нлло ƻŦ ǘƘŜ hǊŘŜǊ ƻŦ ǘƘŜ {ŀŎǊŜŘ ¢ǊŜŀǎǳǊŜΣ ǘƘŜ ƘƛƎƘŜǎǘ ŎƛǾƛƭƛŀƴ ŀǿŀǊŘ ōȅ ǘƘŜ 9ƳǇŜǊƻǊ ƻŦ WŀǇŀƴΦ 

4ÈÕÌÉ -ÁÄÏÎÓÅÌÁ 
 
¢Ƙǳƭƛ aŀŘƻƴǎŜƭŀ ŘŜǎŎǊƛōŜǎ ƘŜǊ ǊƻƭŜ ŀǎ tǳōƭƛŎ tǊƻǘŜŎǘƻǊ ǘƻ ǘƘŜ ±ŜƴŘŀ ŎƘƛŜŦϥǎ ǇŀǘŜǊƴŀƭ ŀǳƴǘ ƪƴƻǿƴ ŀǎ 
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$ ecades from now, 2020 will be remembered as 
the year when much of life stood still. As we strug-

gled under the weight of a worldwide COVID-19 crisis, 
and the related economic and social consequences that 
accompanied it, a second pandemic took shape: a men-
tal health pandemic. It is this second challenge to our 
collective health that is likely to outlast even the most 
lingering effects of the Novel Coronavirus, and that 
portends a generation of psychological struggles. 
 
Make no mistake; depression was already far too prev-
alent in our society. According to the World Health Or-
ganization 264 million people globally—more women 
than men—are affected by depression, making it a pri-
mary cause of disability around the world. For those 
already struggling with this insidious illness, matters 
only became worse as the COVID-19 crisis worsened, 
while thousands of others embarked anew on their 
own mental health battles. Although the National Alli-
ance for Mental Illness (NAMI) acknowledges distinc-
tions between mental health conditions and mental 
illness, it addresses the levels of mental health disor-
ders as one, reporting that one in five of us—both in 
the U.S. and across the globe—experiences such an 
illness each year. Such illnesses can be situational, or 
they can be lifelong. Half of lifetime mental illness be-
gins by age 14, and 75% of cases by age 24. 
 
We all know about mental health issues. We have 
friends, family, or coworkers who have suffered the 
debilitating hopelessness and loss of motivation that 
are telltale indicators of depression. But how many of 
us “listen” when symptoms are described, when a 
loved one shares their fears and uncertainties, or when 
a colleague continually calls in sick?  
 
Are we starting to listen now? Are we attempting to 
truly understand the challenges facing so many of 
those around us? Too often, mental health illness 
comes wrapped in an invisible shroud of stigma. We 
equate it with weakness, or worse, with a detachment 
from reality. We don’t understand it, so we’re afraid of 
it.  
 
The psychological phenomenon known as ŎƻƴŬǊƳŀǝƻƴ 
ōƛŀǎ is an all-too-common obstacle that prevents us 
from absorbing the full implications of mental health 
illness or accepting the breadth and depth of the afflic-
tion facing friends or loved ones. People are prone to 
believe what they want to believe. As a result, even as 
we seek out information on mental health, telling our-

selves that we are doing our best to educate our-
selves, we unconsciously filter the facts that are pre-
sented, dismissing those that contradict our precon-
ceived beliefs, and shaping our interpretation of those 
facts in ways that reinforce what we already “knew” to 
be true. 
 
As we slog our way through the viral pandemic that 
has upended our lives, we must open our minds to the 
blight of mental health issues—depression, unchecked 
anxiety and addiction, to name the most common—
that surround us, and that represent a plague layered 
onto another plague. We must be aware of our ten-
dency toward confirmation bias and be willing to ac-
cept realities that challenge our long-ingrained 
thoughts. 
 
In other words, we must ƭƛǎǘŜƴ. We must focus our 
minds on the words being spoken by those around us, 
and the true implications that accompany those 
words. We must refrain from thinking ahead to our 
response, our doubts, our rebuttal. We should prepare 
ourselves to ask questions, questions that deepen our 
understanding, and allow us to absorb and accept 
facts that challenge our preconceived ideas.  
 
When we truly listen, we begin to understand. When 
we understand, we can prepare ourselves to inter-
vene. And when we do intervene, we can effect 
change—change in our personal lives or in the lives of 
those we care about, change in how we run our busi-
ness or refocus the work of our organization. Listening 
prepares us to fine-tune our responses to mental 
health issues in ways that can bring about needed 
change. 
¶ We will be prepared to act and respond in ways 

that are person-centered, focused on the individu-
al rather than the illness. 

¶ We can ensure that we are inclusive in our re-
sponses, understanding the challenges faced by all 
with whom we interact. 

¶ We can avoid the use of derogatory language to 
describe mental health illness and take the lead in 
eradicating the use of inaccurate and harmful ter-
minology that perpetuates the accompanying stig-
ma. 

¶ We can work to understand the cultural differ-
ences that determine how individuals perceive and 
react to mental health issues in their families, and 
how willing they are to accept help. 

We have a long road ahead of us. While vaccines offer 
a long-awaited light at the end of the COVID-19 tun-
nel, the ravages of mental health conditions that 
emerged or worsened during the pandemic will re-
quire a much longer effort. We can all be part of the 
solution—a solution that begins with listening. 
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/ ur interpersonal exchanges with others, even in 
the best of times, are typically dynamic and unpre-

dictable. Regardless of whether it’s a professional, per-
sonal, or impersonal relationship, discerning how to 
accurately interpret meaning is sometimes a chal-
lenge.  Perhaps you may have a conflict with a col-
league who has ridiculed a family photo on your desk, 
which happened to someone I know. In your family, 
you may struggle with how to communicate an unex-
pected illness to another family member. Even during 
every day encounters such as in the grocery store, you 
may find it stress-inducing to tell a store manager 
about the way you were treated by an employee. In 
each of these challenging communication situations, 
for communication to be successful, meaning requires 
the co-creation of meaning with the other person.  
  
Creating accurate meaning is central to the communi-
cation process, as well as a key objective when listen-
ing to others. Many people already know it, but listen-
ing attentively and responding appropriately are hall-
marks of skilled interpersonal communication. Listen-
ing is a cooperative connection with another person, 
demonstrating that a receiver is equally responsible for 
creating meaning in a conversation.  Ultimately, listen-
ing is an essential dialogic imperative; without quality 
listening, our interpersonal communication suffers. 
While most people may ǘƘƛƴƪ they are good listeners, 
the reality is that most people can take steps to en-
hance their listening skill. Various circumstances and 
events—regardless of relationship type—influence the 
listening process.  
 
¢ƘŜ tŀƴŘŜƳƛŎ ŀƴŘ [ƛǎǘŜƴƛƴƎ 
 
In every culture and country, there is perhaps no other 
state of affairs that affects our ability to listen effective-
ly than the current coronavirus pandemic (COVID-19). 
The World Health Organization reports that every 
country in the world has evidenced cases of COVID-19, 
resulting in nearly ninety million cases worldwide with 
total deaths approaching two million people. This insid-
ious international pandemic has had a devastating 
effect on every aspect of our economic, cultural, politi-

cal, educational, and relational spheres including how 
we communicate with others.  
 
 Our ability to listen effectively and appropriately to 
others during this pandemic can be both a source of 
comfort or a trigger for conflict. One way to consider 
the intersections between the pandemic and our hu-
man relationships is to examine four research-based 
listening styles. Considering how we might adapt our 
listening style can help us enhance our relationships 
even during this world-wide pandemic. 
   
We speak and listen to address a variety of needs. On 
a practical level, we may need to listen to medical 
messages, assess the message’s efficacy, then deter-
mine whether or not to alter our behaviors because of 
COVID-19. In our relationships with friends, family, col-
leagues, and romantic partners, the additional conflict-
producing stress that results from anxiety and fear 
calls on us to listen with both greater compassion and 
accuracy. We live in a world where unintentionally 
communicating disinterest or disrespect may leave 
lasting emotional scars. In our socially distant, mask-
wearing environment, with the increased potential for 
relational conflict, as well as the unprecedented need 
for comfort and affirmation, being an effective listener 
is more important today than ever.  
 
Listening is not as simple as just looking at someone 
while the other person talks. Listening is a dynamic 
and transactional process comprised of acknowledg-
ing, responding, recalling, and evaluating a mes-
sage. Each of these listening goals are present as we 
communicate with a variety of different types of peo-
ple in a multitude of situations. Understanding a per-
son’s precise listening goal, as reflected in their pre-
ferred listening style, can result in an improved 
meeting of meanings and enhanced communication.   
 
{ǘȅƭŜǎ ƻŦ tǊŜŦŜǊǊŜŘ [ƛǎǘŜƴƛƴƎ 
 
To fine-tune our listening skills, let’s examine four lis-
tening styles. A listening style is simply the preferred 
way a person listens to others to achieve their goals. 
Each of the four listening styles can be summarized 
with a one-word label—People, Action, Content, and 
Time.  During these challenging times, we need to be 
aware of the “P-A-C-T” as we listen to others.  Being 
aware of the listening style of our communication 
partner can enhance our ability to adapt to their needs 
and goals, which may enhance the overall quality of 
our relationships with others. 
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When we listen with empathy and compassion, we 
are ǇŜƻǇƭŜ-ŎŜƴǘŜǊŜŘ ƭƛǎǘŜƴŜǊǎ (PCL). Imagine, for exam-
ple, the times that this style of listening has taken 
place with a first line medical responder. How a nurse, 
physician, EMT, or other medical expert comforts a 
sick or dying COVID-19 patient is critical to the recov-
ery process. But you need not be a medical provider to 
use a people-centered listening style. When you learn 
that someone you know has COVID-19, such a situa-
tion calls for focusing on the relational needs of the 
other person. In addition, PCLs are needed in families 
where the very young struggle to understand why they 
can't be with their friends or grandparents. A compas-
sionate parent takes into consideration their children's 
feelings, not just during this pandemic, but at all 
times.  
 
!Ŏǝƻƴ-/ŜƴǘŜǊŜŘ [ƛǎǘŜƴƛƴƎ {ǘȅƭŜ 
 
!Ŏǝƻƴ-ŎŜƴǘŜǊŜŘ ƭƛǎǘŜƴŜǊǎ (ACL) prefer to have messag-
es that are organized, efficient, and focused on the 
critical pieces of information. Action-centered listeners 
want are seeking what they can do to address their 
needs and solve their problems. This style of listening 
assumes that others will tailor their messages to avoid 
extraneous detail. Action-centered listeners typically 
question assumptions underlying the conclusions pre-
sented by others. As we consider this virus, the ACL 
are those individuals who prefer to receive messages 
that help them to make clear and informed decisions 
on their behaviors. The ACL is frustrated with ambigu-
ous messages—say from a governor who says, "Let's 
ease up on the shelter-in-place restrictions"—while 
COVID-19 cases escalate in their state. The action-
centered listener is looking for verbs—the specific ac-
tion that should be taken to manage the problem. 
 
/ƻƴǘŜƴǘ-/ŜƴǘŜǊŜŘ [ƛǎǘŜƴƛƴƎ {ǘȅƭŜ 
 
Preferring factual information—devoid of most emo-
tions but attending to the credibility of the message—
is the style of ŎƻƴǘŜƴǘ-ŎŜƴǘŜǊŜŘ ƭƛǎǘŜƴŜǊǎ (CCL). The CCL 
may play the “devil’s advocate,” meaning they chal-
lenge the language of a message. These listeners are 
not hard to find in this pandemic. We find many CCLs 
openly challenging medical messages, even some dar-
ing to call the pandemic a “hoax.” We find others feel-
ing that political leaders should have no say so over 
business owners. In these cases, while somewhat ex-
treme, CCL believe that the source and message credi-
bility are in question and that the actual existence of 
the virus is fabricated. Content-centered listeners pre-
fer facts and evidence to support conclusions.   

¢ƛƳŜ-/ŜƴǘŜǊŜŘ [ƛǎǘŜƴƛƴƎ {ǘȅƭŜ 
 
A fourth style of listening concerns time con-
straints; ǝƳŜ-ŎŜƴǘŜǊŜŘ ƭƛǎǘŜƴŜǊǎ (TCL) prefer to listen 
to short, efficient, and concise messages. Many 
healthcare workers, for example, need to make imme-
diate health-related decisions. They don’t have the 
luxury of time to leisurely process information. Per-
haps a physician must decide the next step with a pa-
tient whose blood-oxygen levels are rapidly dropping. 
Or, within a more intimate setting, consider the family 
member who is confronted with the decision to dis-
continue a loved one's ventilator use because the pa-
tient is dying. Both of these circumstances will involve 
TCL who have little to no time to deliberate the various 
angles of the decision. Or, a friend or family member 
may feel overwhelmed and believes they need to take 
immediate action to address fears and concerns. The 
time-centered listener is motivated by the need for 
efficiency and brevity. 
 
/ƻƴŎƭǳǎƛƻƴ 
 
Regrettably and sadly, despite the myriad vaccines, 
COVID-19 will continue to scourge the globe. From the 
most medically advanced society to areas of the world 
where marginalized communities have little to no 
medical access, COVID-19 has taken hold of our coun-
tries, cities, and communities. The virus has also 
etched its influence upon the broad range of relation-
ships in our lives. Whether one’s listening style is per-
son-, action-, content-, or time-centered in nature, 
COVID-19 has ushered in new ways of considering how 
people listen to others during one of the most difficult 
eras in world history.  
 
One significant way to increase your effectiveness as a 
listener is to consider the preferred listening style of 
those with whom you speak. Good listeners are other-
oriented, not self-focused. To enhance your ability to 
listen to others during these times of stress and anxie-
ty, consider what you can do to meet the needs of 
your communication partner. Remember the PACT.    

PEOPLE: Does the person you are listening to need 
empathy and social support?  

ACTION: Is there a need for request or action or 
direction?   

CONTENT: Is the other person seeking infor-
mation?  

TIME: Is there a need for efficient listening?   
Being a good listener may not be a substitute for a 
vaccination in eradicating the pandemic, yet it is a 
practical way to inoculate others from fear and anxiety 
and improve your own listening health. 

òListening destroys pains and sufferings.ó ñ Guru Nanak  
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# hallenges: feed the hungry, respond to crises and 
disasters, deal with recessions. Listen. 

In a previous article, “Listening as Service”, we have 
explored how we can serve others through safe, effec-
tive and compassionate listening: άListening is built 
around and is supported by the other essential human 
behaviors: trust, care, curiosity, reason, and patience.” 
That article was about the individual listening to serve 
others. As quoted from that article: 
 

Service leadership is very important in our organi-
zations, communities and governments. But listen-
ing is particularly important as the conduct critical 
for modern human civilization.  
 

This article takes up where that article left off and ex-
plores how organizations and institutions can serve by 
effective listening, listening that attends carefully to 
the needs of communities and even whole countries. 
This article is about nonprofits, but also governments, 
foundations, and other institutions that provide service 
to humanity. It is about organizations like the Bangla 
Sahib Gurudwara in New Delhi—in the name of Sri 
Harkrishan Guru—which is providing seva in the form 
of free oxygen cylinders to COVID-19 patients in the 
midst of an acute shortage of oxygen for patients. 
 
Much like startups, 
nonprofits survive 
on funding for cash 
flows. They need 
the resources to 
serve others, and 
to be most effec-
tive in serving oth-
ers there must be 
listening. What 
works on the larg-
est scale is equally 
important on the 
local level as we 
desire to help fami-
ly and friends. 
 
There are many 
ways to serve, but 
to serve well re-
quires listening. 

Not only does listening give us the information we 
need to serve well, listening is also a basic means to 
economic survival and the spiritual growth of self and 
other. In the larger sense (national and global) various 
groups such as NGOs, religions, governments, and oth-
er institutions provide service to people in need 
around the planet.  

For instance, who would have thought that Sikhs had 
set up a community kitchen (a langar) in Queens Vil-
lage? Inside a low, brick-red building, the Sikh Center, 
in Queens Village (New York), a group of about 30 
cooks has made and served more than 145,000 free 
meals in just 10 weeks. Anyone, Sikh or not, can visit a 
gurdwara and partake in langar. With the biggest free 
kitchens—like the Golden Temple in Amritsar, India—
serving more than 100,000 people every day.  
 
Catholic Charities as another example has been 
launching pop-up pantries in communities of need in 
these times of a devastating pandemic. 
 
On the border with Ethiopia and Sudan, the UN has 
been helping refugees escaping the military offensive 
in the Tigray region of Sudan. Although the Sudanese 
are Muslim, some have been reaching out to help the 
mostly Christian Ethiopians. What motivates the Suda-
nese to open their ears and their village to these 
strangers? What is the source of their compassion and 
how are they able to listen and hear the needs of 
strangers? What makes some people empathic and 
open to hear the needs of another? What are the con-
ditions that require that we care and reach out?  
 

We know practically 
that there are many 
situations where lis-
tening is not only es-
sential, but really 
critical. Above we 
have cited a few ex-
amples of some of 
the larger issues of 
listening in order to 
be of service and 
solve some of the 
most important 
problems in our 
modern world. But 
how does one get 
the commitment, the 
compassion to lis-
ten? That is a crucial 
question to ask. How 
do you or I or an or-Wǳǎǝƴ ¢ǊǳŘŜŀǳ ta /ŀƴŀŘŀ ŘƻƛƴƎ [ŀƴƎŀǊ όCǊŜŜ YƛǘŎƘŜƴύ {Ŝǿŀ ƛƴ DƻƭŘŜƴ ¢ŜƳπ

ǇƭŜ ǿƛǘƘ Ƙƛǎ ŦŀƳƛƭȅΦ όtƘƻǘƻ ǘŀƪŜƴ Υ ƳŜƴǎȄǇΦŎƻƳύ 

https://www.globallisteningcentre.org/listening-as-service-the-gift-of-receptivity/
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ganization come to listen so that we know what to 
provide? 
 
Listening, with our ears on the ground, close to the 
needs of those served, is always unique in some way; 
individuals differ, “one size fits all” doesn’t work very 
well. The people and the community’s needs do have 
some generality, but through listening engagement we 
also hear differences of culture, geography, local fla-
vor, and the special needs of the community. Indeed, 
we want to respond and help by being responsible, 
but that requires listening, —our special use of listen-
ing and not generalities or opinions of others not in 
touch with those in need—how can we know how to 
respond if we haven’t listened to the others needs and 
concerns and situation? 
 
Another case is Oxfam, a service-oriented non-profit 
organization that listens. In fact, listening is in their 
depiction of their mission. On their website Oxfam 
states: We focus on activities which directly address 
community perceptions. Our teams go out and meet 
people. We take the time to listen and discuss what 
needs to be done: “To fight COVID-19, we must listen 
to the communities.” They emphasize that teams pay 
attention to people’s feelings, their way of perceiving 
the disease, their questions. Oxfam knows that it is 
important to be aware of where their attention and 
response is focused. It must be on the people and situ-
ation that most matters.  
 
A different example from politics, is that of Mario 
Draghi, who was head of the European Central Bank 
during darkest days of the Great (global) Recession. 
With the EU he managed a financial crisis. It is said 
that he served by listening first: his modus operandi 
was “more in listening and less in talking.” Now he 
serves as the leader of Italy in a time of pandemic. 
 
First, regardless of the organization—service, govern-
ment or other—to be effective it must have leaders, 
and workers at all levels who listen to know what is 
needed in any situation. Without listening there is no 
way to know the needs of those many who are suffer-
ing in the world today. 
 
Second, it is a necessity to listen, as heartfelt atten-
tion, in tune with the others, and in a responsible man-
ner. Such behavior requires reflection so that we may 

realize compassion, empathy, a cool head, imagination 
and wonder, through being circumspect and curious. 
One should be a careful listener open to consider all 
circumstances and potential consequences—how can 
we make the world better? How do we acquire, learn, 
bring that to the fore, shift to that vibe, attune our-
selves in that way? We need each other. Tendencies to 
listen with one’s own ego driving the listening does 
not work well. Get out of your “shoes” and stand for a 
moment in the shoes of the other. Treat others as you 
would like to be treated. These are rules, but how do 
we take them up? How do we adopt and carry out the 
weight of these behaviors? What moves us to change? 
 
The Bill and Melinda Gates Foundation ran their 
efforts from Seattle for many years, but lately discov-
ered that moving their work to centers to Africa was 
much better as those closest to the problems were 
more attuned and could be empathetic and listen 
better to the needs of the small cities and villages 
where development and support was needed. Also, on 
the Gates Foundation website we find goals such as, 
“We strive to be a respectful and fair partner to our 
stakeholders.” This respect requires listening to be 
effective on joint projects with local partnerships. Of 
course, not every NGO or support organization is refo-
cusing its energies as is the Gates Foundation. But 
many are rethinking how they decolonize their efforts. 
 
We must take some institution of ethics and adhere to 
its dictates. We need some guides and guardrails for 
listening communication and action. 
 
So much is organizational, but in the final hour listen-
ing is as much an individual act as an organizational 
imperative. As above so below, or as for organizations, 
so for the individual. As we have implied, organizations 
are made up of individuals and those individuals must 
listen at work, but also in their personal lives. In the 
end, life goes better with listening. 
 
Web Sources: 

b¸ ¢ƛƳŜǎΥ  ƘǧǇǎΥκκǿǿǿΦƴȅǝƳŜǎΦŎƻƳκнлнлκлсκлуκ
ŘƛƴƛƴƎκŦǊŜŜ-ŦƻƻŘ-ǎƛƪƘ-ƎǳƴŘǿŀǊŀ-ƭŀƴƎŀǊΦƘǘƳƭ 

òIt is the disease of not listeningé 

That I am troubled with.ó ñ William Shakespeare 
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! round the world, the polarization and radicaliza-
tion of groups who have lost faith in their fellow 

humans is increasing. We are seeing a troubling rise in 
generalizations and manipulative propaganda that en-
courage dehumanization of our fellow human family 
members. Stuck in our silos and connecting primarily 
through technology during COVID-19, we have dimin-
ished opportunities for meaningful interactions and 
conversations which serve as short- and long-term re-
minders that we are communities that thrive on differ-
ences of thought and commonality of values. Instead, 
we are able to (and encouraged to) stay in our physical 
and virtual bubbles, significantly limiting our connec-
tions to our neighbors. Single dimensions of complex 
identities have shifted would-be friends into presumed 
enemies.  
  
As we began 2021, these trends erupted into violent 
scenes, blazing fires, gun shots, scaling of walls and 
much more. In January, thousands of protesters turned 
violent and physically threatened elected democratic 
leadership in the United States (Bredemeier, 2021). As 
NPR observed, “a group this large defies generaliza-
tion” (NPR, 2021). In February, similar anti-election sen-
timents resulted in a successful coup in the country of 
Myanmar in Southeast Asia where anti-coup protester 
injuries and fatalities are mounting. Chaos, which the 
United Nations quickly condemned, could threaten the 
stability of the entire region and lead to war (UN News, 
2021). The on-going protests in Senegal led Alioune Ba-
dara Cissé to warn “we are on the verge of an apoca-
lypse” (BBC, 2021).  
 
These events are widespread. They reflect a desperate 
need to step back and consider how to center our soci-
ety on active listening skills. As we deal with political 
unrest, the COVID-19 pandemic, climate change, eco-
nomic distress, and racial injustice, it’s understandable 
if we want to just hide out. But hiding out and not 
reaching out to secure our own communities in non-
violent discourse will assist in our own downfall. We 
have a human need to connect with others because we 

are inextricably interconnected to each other and our 
environment. So what do we do now?  
 
Let’s reset to establish a more civil global society. We 
are poised as listening leaders across fields to help 
reimagine and recraft a more peaceful and positive 
global community. The world needs us to help our 
communities rediscover the beauty and value of listen-
ing and learning from each other.  
 
A civil foundation begins with active listening, a dimen-
sion of human communication that is too frequently 
ignored, dismissed, or reduced to hearing. But to truly 
engage as an active listener requires one to be willing 
to listen, to concentrate, and to allow the other person 
to share their message before providing an appropriate 
response.   
 
Clearly, it’s a challenge to be an active listener. We 
need to work to listen with empathy, to understand 
the other person’s point of view and why.  This can be 
difficult. You have to set aside the typical response of 
“Yes, when I….” and instead let them fully elaborate 
the point or concern that they are expressing. Reinforc-
ing verbal and nonverbal responses to encourage the 
person to elaborate can be especially productive. In-
deed, your responses can lead them to listen to them-
selves and, in the process, find a resolution to the 
problem or a recognition of how the point of view may 
not be the most productive stance. 
 
Active listening also extends to critical listening. When 
listening to persuasive messages, we have a responsi-
bility to understand the person’s message, to recognize 
our own bias, and then to assess the acceptability of it.   
Is it true? Is it factual? Is it ethical?   
 
The pioneering listening researcher, Ralph Nichols, al-
ways stressed that “The most basic of human needs is 
the need to understand and be understood. The best 
way to understand people is to listen to them” (1980).  
Now more than ever, our world today depends on it.  

!ÎÄÒÅ× 7ÏÌÖÉÎȟ 0ÈȢ$Ȣȟ  
(ÏÎÏÒÁÂÌÅ $ÉÒÅÃÔÏÒȟ  

'ÌÏÂÁÌ ,ÉÓÔÅÎÉÎÇ #ÅÎÔÒÅȢ 
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Sardool Singh’s saintly mother passed away years ago because people who 
could have saved her had poor listening practices. This tragedy was a turn-
ing point in his life. Realizing the importance of listening, a marketing expert 
in the pharmaceuticals sector, Sardool was determined to create a platform 
through an international organization in which scholars well-recognized in 
their fields would collaborate globally to promote knowledge on listening. 
The Global Listening Centre (GLC) was born: an association that now con-
sists of numerous members from many countries and several continents. 
Founding the GLC was not easy. To breathe life into the center and pursue 
his mission, Sardool has often worked into the small hours of the morning 
and started again at dawn by working with members across time zones. He 
also has traveled to many places to make vital connections. For more than 
20 years he has been promoting listening and the last ten years were of full-
time work, which compromised his job, family, and health. He funded as 
much as he could with his wife. His wife, Tejinder Kaur, an active member, 
has been fully supporting this mission since the beginning. In addition to his 
selfless service, Sardool is a married father of two daughters. He and his wife 
have ensured that their daughters receive the best education possible and 
that they have been encouraged to pursue their academic goals. Both daugh-
ters have completed their Masters in Science and are preparing for higher studies.  
 
Sardool devoted the best years of his life for this very important cause. He can look back on his accomplishment 
with well-deserved pride. Today, this dynamic association spreads the word through scholarly publications, popu-
lar blogs, and lectures by prominent speakers, all dedicated to the cause of empathic listening and peace-making. 
Sardool Singh thanks all educators who have helped him for their support, most especially the American profes-
sors who have supported him from the early years in which the GLC’s foundations were laid, and even now that 
the center is well established. When asked about his contribution, Sardool said that “all credit goes to the educa-
tors and leaders in GLC who are making a significant contribution in this field for the betterment of the world and 
from whom I get the guidance, support, and motivation.” In the joy of giving and hard work, he finally responded 
with a quote from Guru Gobind Singh, “Einehee kee kripaa kae sajae ham hai(n) nehee(n) mo so gareeb karor 
parae” (meaning : It is through their contribution that I have attained this status, otherwise there are millions of 
unknown mortals like me ). No person has performed such selfless service to promote listening in the world as 
Sardool Singh. His listening sewa (selfless service) is incomparable. Today, the Global Listening Centre is one of 
the most important organizations globally, promoting a noble cause. His contribution is transcendent in a critical 
time, where Listening is more than necessary and the main instrument that could inaugurate dialogues, agree-
ments and harmony in our planetary relationships.  
 
Thank you, Sardool. The world will remember your highly noble and selfless service in promoting Listening. 
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Grace McCarthy is Professor, Ph.D., MBA and Dean of the University of Wollongong Busi-
ness School in Australia. Recognised as an exceptional teacher, McCarthy has been award-
ed an Australian Government Office of Learning and Teaching Citation for Outstanding 
Contributions to Teaching and Learning, as well as university awards for teaching and re-
search supervision. Grace teaches and researches coaching, leadership, entrepreneurship, 
and education, bringing together what she has learned from many years in industry as well 
as her years in academe since completing her Ph.D. in leadership. When she moved to Aus-
tralia, she was inspired to learn about an Aboriginal Australian approach to deep listening, 
called ŘŀŘƛǊǊƛ, which Aboriginal people have used in trauma healing for thousands of years. 
Grace has seen the power of listening in defusing conflict and unlocking human potential. She says it is important 
to listen with our hearts as well as our heads, listen not just to wait our turn and then try to convince the other 
person of our position, but listen to truly understand the other person’s perspective. There is a thirst in our organ-
isations and our communities to be heard. If we genuinely listen to others, we can build on their ideas and togeth-
er we can make the world a better place. We are so proud and honored to have you in our organization. 

Helen Meldrum, Ph.D., is an associate professor of psychology at Bentley University in 
Waltham, Massachusetts. Meldrum has a particular strength in teaching “teaching skills,” 
having facilitated many train-the-trainer programs in the US, Canada, Europe, and Israel. 
Meldrum received her doctorate from The Hiatt School of Psychology and Education at 
Clark University in Massachusetts and a master’s in Counselling and Consulting Psycholo-
gy from Harvard University. Her articles, interviews, editorials and reviews have appeared 
in many publications, including ¦{! ¢ƻŘŀȅ, ¢ƘŜ ²ŀƭƭ {ǘΦ WƻǳǊƴŀƭ, ../ ²ƻǊƭŘ wŀŘƛƻ, ¢ƘŜ 
LƴǘŜǊƴŀǝƻƴŀƭ WƻǳǊƴŀƭ ƻŦ /ƭƛƴƛŎŀƭ [ŜŀŘŜǊǎƘƛǇ, ¢ƘŜ tƘȅǎƛŎƛŀƴ 9ȄŜŎǳǝǾŜ WƻǳǊƴŀƭ ƻŦ aŜŘƛŎŀƭ 
aŀƴŀƎŜƳŜƴǘ, ŀƴŘ 9ƴŎȅŎƭƻǇŜŘƛŀ ƻŦ IŜŀƭǘƘ /ƻƳƳǳƴƛŎŀǝƻƴ ŀƴŘ LƴǘŜƎǊŀǝǾŜ aŜŘƛŎƛƴŜΥ ! 
/ƭƛƴƛŎƛŀƴΩǎ WƻǳǊƴŀƭ. We are so proud and honored to have you in our organization. 

Katherine van Wormer, Ph.D., is an international scholar and professor emerita in social 
work from the University of Northern Iowa where she taught social work for over 25 years. 
During that time, she co-authored 15 books on topics mostly related to various forms of 
oppression, such as /ƻƴŦǊƻƴǝƴƎ hǇǇǊŜǎǎƛƻƴΣ wŜǎǘƻǊŀǝǾŜ WǳǎǝŎŜΣ wŜǎǘƻǊŀǝǾŜ WǳǎǝŎŜ ŀƴŘ 
{ƻŎƛŀƭ ²ƻǊƪ ŀƴŘ {ƻŎƛŀƭ ²ŜƭŦŀǊŜΥ ! IǳƳŀƴ wƛƎƘǘǎ CƻǳƴŘŀǝƻƴ. Van Wormer has been a 
peace and civil rights activist since the 1960s. Her favorite publication is a collection of per-
sonal narratives that relates to her earlier involvement in the Civil Rights Movement and 
growing up in the segregated South. It is ¢ƘŜ aŀƛŘ bŀǊǊŀǝǾŜǎΥ .ƭŀŎƪ 5ƻƳŜǎǝŎǎ ŀƴŘ ²ƘƛǘŜ 
CŀƳƛƭƛŜǎ ƛƴ ǘƘŜ WƛƳ /Ǌƻǿ {ƻǳǘƘ (LSU Press). The theme of listening shines through this book. 

Her contribution is immense and we are so honored to have her in our organization. Your contribution is im-
mense and we are so honored to have you in our organization. 

Jo-Ann Rolle, Ph.D., is the Dean of the School of Business at Medgar Evers College. Dean 
Rolle has extensive executive leadership experience in higher education, as well as corpo-
rate and federal government operations. In 2015 she was awarded recognition by 
the bŜǘǿƻǊƪ WƻǳǊƴŀƭ as one of the 25 most influential African American Women in Busi-
ness. Dean Rolle’s background includes working in multiple US Federal agencies, academ-
ic institutions, IBM, and consulting. In academic institutions she has been responsible 
for academic leadership, academic programs, and student affairs. She has launched multi-
ple undergraduate and graduate degree programs. She has taught courses in economics 
and entrepreneurship. Her skill set includes higher education administration, developing 

and leveraging strategic partnerships, innovation creation, small business development, disadvantaged business 
development, and staff development. At Medgar Evers College, Dean Rolle launched the Entrepreneurship & Ex-
periential Learning Lab (EEL) in the fall of 2015. Since the EEL launch, Medgar Evers College teams have studied 
entrepreneurship in ten countries, published in excess of ten papers, initiated eight international agreements, 
and in 2016 coached the first woman to win the CUNY-wide SmartPitch competition. Dean Rolle is sought after 
internationally as a keynote speaker on entrepreneurship and economic development. Your contribution 
is immense and we are so honored to have you in our organization. 
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McMillan: Thank you for talking with us about listen-
ing. Please share with us why listening is important to 
you. 
 
Plowman: It's so basic because without knowing what 
people are thinking about and what is on their hearts 
and minds leaders don’t know what to do. These jobs 
are way too complex for the leader to really know what 
the path forward is on so many different dimensions. If 
you think about higher education right now, it just feels 
like we've got a complex path. Public universities have 
to secure our funding every year. We have an unclear 
path about how we're going to re-envision ourselves to 
be more modern and more driven around customer 
needs. When I first took this job, I spent a semester 
doing a listening tour. I started holding office hours. 
And I was surprised at how much it helped me quickly 
get a sense of what the campus pulse was. I was trying 
to listen, through the structure as well, but also setting 
up opportunities to listen outside the structure. It was 
a little unnerving. At times I would hear things in office 
hours that I wouldn't have known about otherwise, and 
then I would call a dean and say, “Some kids came over 
today, and they were upset about a professor.” I told 
him it's up to the dean to address college business, but 
I just wanted to let him know what I’d heard. I’d also 
hear from the faculty and staff. It was really helpful to 
me. I could quickly learn about what people were wor-
ried about happy about, and so on.  I think listening is 
crucial. 
 
McMillan: Let’s transition to the topic of social media 
and social media listening. In the context of advertising 
and marketing, social media listening is becoming a 
very important strategy. In the context of higher edu-
cation, does social media provide you with a listening 
tool? 
 
Plowman: It provides a way to listen to “noise.” What 
you do with that noise is something else. Unfortunate-
ly, I think social media is used just to talk—or scream. 

Last fall we were in midst of having to make some big 
changes in football, including the head football coach 
and others in the football program, and an NCAA in-
vestigation. There's a very active group of alumni on 
Twitter who really wanted an answer from me about 
what we were doing. Why are you doing this? Don't do 
this, do this. And in those early weeks I couldn't re-
spond to anything—and  I still can't talk about that in-
vestigation. My not speaking back on Twitter infuriat-
ed some of those alumni. There is an expectation out 
there that that people are listening on social media 
and quickly responding. I asked my team to get me 
some social media listening metrics because it felt like 
I was just getting overwhelmed with pressure from 
social media. But it turned out it was only about 30 
different people who were originating all those mes-
sages. Five or six of them were the most vocal. I have 
10,000 followers on Twitter. It’s hard to discern what 
they all are thinking. So listening is hard. I think you 
end up in an echo chamber on social media and you 
have to remember that. You have to be really careful 
about what it is you're hearing, you know. Social me-
dia complicates everything. I still use it, even though 
there's a lot of risk with that. I use it to share the 
brand of UT, share the values of UT, share what we're 
trying to build, share the spirit of what this place is. I 
use it more for speaking than listening. I do listen 
through it, but I'm not sure what I'm hearing a lot of 
time. 
 
McMillan: Do you personally read your Twitter feed? 
 
Plowman:  Yes. I do read it personally. Sometimes my 
team will say, “Don’t read it, it’s not nice.” I think it is 
reflecting everything else that has been going on in 
society. Vitriol. Divisiveness. Every now and then I'll 
look up a particularly nasty comment. It’s not always 
the case, but many times posters don’t even use their 
own names. One had only a single follower. It tells me 
something. I don't like how people use social media to 
say such ugly things that they would never say to a 

)ÎÔÅÒÖÉÅ× ÏÆ $ÒȢ $ÏÎÄÅ 0ÌÏ×ÍÁÎȟ #ÈÁÎÃÅÌÌÏÒ ÏÆ ÔÈÅ 5ÎÉÖÅÒÓÉÔÙ ÏÆ 4ÅÎÎÅÓÓÅÅ ÁÔ +ÎÏØÖÉÌÌÅ ɉÌÅÆÔɊȢ 
)ÎÔÅÒÖÉÅ×ÅÒ $ÒȢ 3ÁÌÌÙ *Ȣ -Ã-ÉÌÌÁÎȟ $ÉÒÅÃÔÏÒ ɉ'ÌÏÂÁÌ 3ÔÒÁÔÅÇÙ Ǫ #ÏÒÐÏÒÁÔÅ ,ÉÓÔÅÎÉÎÇɊ 'ÌÏÂÁÌ ,ÉÓÔÅÎÉÎÇ #ÅÎÔÒÅȟ 
0ÒÏÆÅÓÓÏÒ ÏÆ !ÄÖÅÒÔÉÓÉÎÇ ÁÎÄ 0ÕÂÌÉÃ 2ÅÌÁÔÉÏÎÓ ÁÔ ÔÈÅ 5ÎÉÖÅÒÓÉÔÙ ÏÆ 4ÅÎÎÅÓÓÅÅ ÁÔ +ÎÏØÖÉÌÌÅ ɉÒÉÇÈÔɊȢ 
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person's face. 
 
McMillan: Social media listening tools can also help 
with picking up on some of those less-dominant 
things—help you hear a bit more nuance of what peo-
ple are saying in social media. 
 
Plowman: Yes, the engagement metrics are very inter-
esting. Since COVID-19, we have been doing virtual 
alumni tailgates. And out of that came over a million 
engagements. Social media is not just about shouting. 
But it does require us to learn new ways of listening 
and gauging what’s really important. I’m hungry for 
that kind of data. Another way that I use social media 
to listen, is, I follow a lot of people—thought leaders in 
higher education, presidents, and so on. That form of 
listening helps me to know what others are thinking 
about solving the big problems that higher education 
faces.  
 
McMillan:  You’ve touched on the idea of social media 
as a tool for speaking rather than listening. Could you 
expand on that a bit? Do you see that to be the case in 
higher education? 
 
Plowman: Oh, yes. I was just reading something about 
a president who was fired at another university. Part 
of the pressure around firing him was created just be-
cause of news that gets out so quickly on social media. 
And I think some of it is dangerous because it sets an 
expectation for immediate response to things. If you 
didn't take the action that the people who are 
tweeting want, then it looks like you haven't respond-
ed. You may have taken an action. But you may just 
have a different vision about what is the right action. 
And then sometimes it's tricky to know how much to 
put out there. In some ways it sounds like a crybaby, 
but these jobs are getting harder and harder because 
of social media, and there is this kind of mob mentality 
that takes over. All of a sudden, it can feel like there's 
a crisis. I just don't ever want to be making decisions 
where it feels like I just gave in to a mob on social me-
dia. I know some higher education leaders are just 
leaving social media. I understand the desire to do 
that. Social media can influence your judgment. But 
that doesn’t feel like the right answer. Just because 
you aren’t reading it doesn’t keep the fury from devel-
oping. And a part of the community can be very upset. 
They're still upset, but if you weren't on social media, 
you wouldn’t know it.  It would still be true. And it 
does bleed over, and I mean you're going to find out. 
 
McMillan:  Yes, there are multiple examples of social 
media elevating something that is a concern for a 
small group of people and making people believe that 
it is a “crisis.” 
 

Plowman:  Everything's politicized now, everything. 
And everything can become a weapon that just further 
divides us. Pick a topic and it can become a weapon 
even if it affects a tiny percent of the population – eve-
ryone has an opinion. And opinions are often used to 
divide us. As a leader I am charged with the well-being 
of all students, faculty, staff, yet often there are con-
flicting needs and opinions. How does a leader decide 
what to pay attention to, what to act on? If one person 
is suffering, that's not a good thing. What is the lead-
er’s responsibility around one person? Or let’s consid-
er the one student who feels that in a classroom they 
were stereotyped or marginalized. That is significant 
to that student, as it would be to me. And it's signifi-
cant to the institution, yet at the same time, the lead-
ers have to weigh what that means in the total context 
of dealing systematically with issues like discrimination 
and marginalization. These are hot button topics. 
 
McMillan: You have talked about how you did a 
“listening tour” and how you use social media for lis-
tening. Could you talk a bit more about other tools you 
use for listening?  
 
Plowman: I just got off a call with the deans and the 
cabinet. Listening carefully to the members of my 
team is critical. It includes looking at people's body 
language and eliciting responses from people. I start 
every cabinet meeting with an agenda item for reflec-
tion. I start with a question. It may be something as 
simple as, “What accomplishments to you feel best 
about this week?” or, “What went wrong last week 
that this group can help you with?” or, “What great 
thing happened over the weekend in your family?” I 
like to get the group warmed up and move to a slightly 
more personal level where people might be slightly 
more prone to talk and speak up. It’s hard on Zoom, 
but it’s important for building a culture of shared lead-
ership.  We are all in this together. Also, when I do 
performance evaluations, I ask my team members, 
“What do you need from me this coming year?” I try 
to end most meetings by asking, “What do you need 
for me to be able to do what you just talked about?” 
Leaders need to ask questions and listen carefully to 
the answers. I guess in the old days we call that active 
listening, right? 
 
McMillan:  Right! 
 
Plowman: I think as a leader, sometimes you do things 
that really have a functional outcome; there are other 
things you do that are more symbolic. Ever since I was 
a dean, I’ve always held office hours. The truth is, over 
the years, a very low percentage of students or faculty 
use the office hours, but they love the idea that it's 
there. It’s like sending a message that I’m here to lis-
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ten. I’m inviting them to walk in and tell me whatever 
they would like. I’m not necessarily going to give the 
answer they want, but they like to know that they 
have a leader who is willing to listen. 
 
McMillan: The willingness to listen is a powerful mes-
sage in itself. 
 
Plowman: When I first started office hours here, there 
would be a long line of people waiting to see me. And 
then, with time, the demand for it decreased. Then 
with COVID-19 what we found was they did come to 
Zoom office hours. And then, once we came back to 
campus, I decided to do office hours part-time here on 
campus and part-time on Zoom. But no one came to 
the on-campus hours at all. The technology for 
meeting and listening is changing. We have to make 
sure we are meeting people’s needs with tools they 
are comfortable using. 
 
McMillan: How could higher education play a role in 
improving listening in contemporary society? 
 
Plowman: I think we need to teach our students how 
to listen. They need to understand that dialogue is not 

just shouting on social media. They need to learn to 
disagree and civilly listen to different points of view. 
They need to understand that disagreement doesn’t 
mean that the other person is evil or something. 
Shouting on social media feels like there is no oppor-
tunity to really talk. We need to teach students how to 
have respectful, meaningful dialogue. I feel like in the 
first year, we need to get students in a course and talk 
about civil discourse, freedom of speech, and respect. 
Because if we don’t teach them those things, they're 
going to leave here and become people who scream at 
each other. We can’t solve all the problems in our soci-
ety, but higher education has a platform. We need to 
start reflecting on what's going on in society and pro-
vide an opportunity for personal growth. We need to 
insist on respectful interaction and open dialogue on 
campus. We need to stop dividing people into “camps” 
– faculty vs. administrators, students vs. staff, etc.  We 
need to model that behavior. Our students can begin 
to change the world. I don’t know all the answers for 
how to do that.  But I am committed to do working to 
make it happen. 
 
McMillan: I look forward to seeing what you do. 

$ÅПÉÎÉÔÉÏÎ ÏÆ ,ÉÓÔÅÎÉÎÇ 

In today’s global environment, the power of listening is crucial. Given the immense challenges that currently face 
the world, only global listening seems capable of uniting humanity for the purpose of meeting these challenges.  
 
The Global Listening Centre views listening as a global, multimodal process that underlies effective interpersonal 
and intercultural relations. Listening is part attitude, marked by genuine respect and regard for all; part skill, ena-
bled by specific verbal and nonverbal behaviors; and part physical, driven by a host of physiological, sensory-
motor, cognitive, and affective functions. 
 
Combined, these elements shape the perceptual lenses through which humans interpret and strive to under-
stand themselves, colored by each individual’s cultural background. Global listening helps create conditions that 
allow others to confer freely and have mutual understanding. Although global listening per se does not always 
lead to agreement, when people are truly attentive and respectful, problems and grievances are much more like-
ly to be dealt with collaboratively and harmoniously, thus helping to foster trusting relationships. Global listen-
ing offers the means to meet needs in human relations—personal, organizational, intercultural.  

'ÌÏÂÁÌ ,ÉÓÔÅÎÉÎÇ #ÅÎÔÒÅ ÓÅÅËÓ ÎÅ× ÍÅÍÂÅÒÓ 

In this spirit, the Global Listening Centre hopes to provide an international forum that brings together practition-
ers and scholars alike, whether basic or applied in endeavor, with the aim of encouraging multidisciplinary collab-
oration by which to bridge the theory and practice of the study of listening as a primary medium for the under-
standing of our fellow human beings. Professionals are hereby invited from the various disciplines, from the 
physical and biological to the social and humanistic, to join us in collaborative spirit for advancing forward 
the listening sciences and in so doing contribute to a more peaceful and harmonious world. 
 
Write to : info@globallisteningcentre.org 
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2ÉÃÈÁÒÄ (ÁÌÌÅÙȟ 0ÈȢ$Ȣ 
0ÁÓÔ #ÈÁÉÒȟ !ÃÁÄÅÍÉÃ 
 

In today’s academy there is a significant segment of the student body that does not want ideas 
expressed that they disagree with. This is counter to the ethic of the academy. Efforts must be 
made to teach such students the value of an open mind and listening to alternative ideas. Only 

when we listen carefully to all ideas can we be able to be certain those ideas we hold are arrived at through care-
ful, rigorous thought.  

7ÈÁÔ #ÈÁÉÒÓ 3ÁÙ ÏÎ ,ÉÓÔÅÎÉÎÇ 

,ÁÎÃÅ 3ÔÒÁÔÅȟ 0ÈȢ$Ȣ 
#ÈÁÉÒȟ !ÃÁÄÅÍÉÃ 
 

We often trace the origin of European academics to Plato and Socrates, and refer to the method 
they employed as dialogue. We tend to think of dialogue as a form of speaking, when in fact it is 
entirely dependent upon listening. Indeed, dialogue only begins in earnest when we are willing to 

listen to one other. Likewise, public speaking only works when there is an audience to address, so much so that it 
is the audience that motivates and necessitates the speech, rather than the speaker. With the rise of the mass 
media over the past century, and especially through the dominance of the electronic media, there has been a 
sudden realization that we need to study and try to understand audiences. Not surprisingly, listening too, in all its 
myriad manifestations, has emerged as a major and highly significant area of inquiry and scholarship. We under-
stand now that understanding listening is fundamental to understanding what it means to be human. 

'ÌÅÎÄÁ "ÁÌÁÓȟ 0ÈȢ$Ȣȟ -Ȣ"Ȣ! 
3ÅÎÉÏÒ 6ÉÃÅ 0ÒÅÓÉÄÅÎÔȟ 2ÅÓÅÁÒÃÈ 
 

The theories and scholarship of listening cross many disciplines, including sociology, philosophy, 
communication, gender studies, clinical practice, and rhetoric and composition. For the philoso-
pher Heidegger, speaking and listening were seen as not oppositional, but rather as integrated 

parts of the same process. Similarly, theorists of language and discourse find listening to be of primary im-
portance as we disclose our realities to one another and thereby create common ground and cross-cultural dia-
logue. John Dewey’s work in democracy studies relied upon active and informed listening as individuals came to-
gether as a community to promote the common good. The scholarship of healing looks to listening as a best prac-
tice in the relationships among physicians, counselors, nurses, and patients. And finally, communication scholars 
identify listening as one of four primary components of the communication process, equal in importance to 
speaking, writing, and reading. This short summary of some of the listening scholarship speaks to the broad and 
integrated role listening plays across disciplines.  

'ÁÙÌÅ 0ÏÈÌȟ 0ÈȢ$Ȣ 
3ÅÎÉÏÒ 6ÉÃÅ 0ÒÅÓÉÄÅÎÔȟ %ÄÕÃÁÔÉÏÎ 0ÏÌÉÃÙ 
 
In education, active listening is used to empathize learning. In the classroom, active listening 
means students are focused on deep listening. It is a sign of respect for all in the room and, most 
importantly, for the student themselves. For the educator, active listening means creating a posi-

tive classroom culture, improved teaching and learning, better professor-student relationships, student-centered 
learning, and the freedom of expression in an open learning environment. 

$ÁÎÉÅÌÌÅ /ÆÒÉȟ -$ȟ 0ÈȢ$Ȣȟ $ ,ÉÔÔɉ(ÏÎɊȟ &!#0 
(ÏÎÏÒÁÂÌÅ $ÉÒÅÃÔÏÒȟ (ÅÁÌÔÈÃÁÒÅ ,ÉÓÔÅÎÉÎÇ   
 
 Most medical technologies do only one thing in only one way. Compared to these, listening is a 
highly sophisticated and flexible technology. It allows us to make hundreds of different diagnoses, 
it allows us to assess treatment efficacy, it helps us prevent medical errors, and it enables us to 

establish trust with our patients—all with the simple act of listening.  
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2ÏÂÅÒÔ "Ȣ 0ÅÔÅÒÓÅÎȟ 0ÈȢ$Ȣ  
3ÅÎÉÏÒ 6ÉÃÅ 0ÒÅÓÉÄÅÎÔȟ ,ÉÓÔÅÎÉÎÇ ÉÎ 3ÃÉÅÎÃÅ   
 

Science is grounded in objectivity and the testing of theory, but science is also a community of 
scholars who practice these goals, and as a community they are grounded in communication and 
especially listening. Science itself progresses not only by the accumulation of data and the testing 

of theories and hypotheses, but also by scientists listening to one another, listening attentively to gain knowledge 
and understanding, and listening critically to evaluate the methods, assumptions, findings, and conclusions of oth-
ers. The empirical method is based largely on observation, but is importantly supplemented by listening to the 
objects and subjects under investigation; listening to colleagues, policy makers, and the public; and perhaps most 
importantly, listening to one's own sense of curiosity, and ethical judgment. 
 
Progress in science depends on the repeatable and reliable exchange of information. While a significant amount 
of training in the sciences emphasizes the accurate and skillful presentation of data, progress in the sciences is 
equally dependent on clear access to that information. Consequently, we would be well served by training our 
students in active listening to promote efficient transmission of data and clear understanding of information as 
we promote dialogue across the greater community of the sciences.  

(ÅÌÅÎ -ÅÌÄÒÕÍȟ 0ÈȢ$Ȣ  
#ÈÁÉÒȟ (ÅÁÌÔÈÃÁÒÅ ,ÉÓÔÅÎÉÎÇ  
 
What does the practice of listening in health care involve? The many levels of meaning expressed 
by an patient are likely to be fluctuating and subtle. Understanding or addressing all of them, es-
pecially in the immediate moment, is not possible. So practitioners decide to focus on particular 

aspects of meaning in their listening. This selection process is a powerful instrument in the hands of a clinician 
because it shapes and creates the very nature of the dialogue.  

!ÌÁÎ %ÎÒÌÉÃÈ  
#ÈÁÉÒȟ ,ÉÓÔÅÎÉÎÇ $ÉÓÏÒÄÅÒÓ 
 
Listening is one of life's great pleasures. There are many listening disorders and barriers to listen-
ing that have to be understood so that we can all communicate better with the understanding 
that although we take our ability to listen for granted, we all don't have the same ability. Hearing 

loss, auditory processing disorders, depression, ambient noise, and speaker understandability issues limit the abil-
ity of many to listen and enjoy the world around them. 

*Ï !ÎÎ 2ÏÌÌÅȟ 0ÈȢ$Ȣ  
3ÅÎÉÏÒ 6ÉÃÅ 0ÒÅÓÉÄÅÎÔȟ "ÕÓÉÎÅÓÓ  
 
How do we learn and grow as individuals or organizations? In a recent poll the majority of re-
spondents answered the question in a triad of steps: watch, listen, and adapt. In a global society 
that is transforming faster than any of us can adapt, it's paramount that we embrace the stillness 

by absorbing the nature of our humanity. Technology innovation is an enabler—not the driver to our post-
pandemic destiny. Watching, listening, and adapting is good business. The “better” normal will differentiate those 
who will drive the future of human and machine co-existence. They will be the entities that accelerate change 
through the artful skill of rapid and cost effective re-visioning of products and services yielding innovations and 
rewards we may not dream of today. It starts and stops with listening. Listening to the pain of complex unsolved 
problems. Listening to diverse and multi-discipline teams. Teams that in the future yield improved global solu-
tions for an inclusive humanity. 

$ÁÎÉÅÌ ,ÅÖÙ  
#ÈÁÉÒ Ǫ $ÉÒÅÃÔÏÒȟ -ÕÓÉÃ Ǫ !ÒÔÓ 
)ÎÔÅÒÎÁÔÉÏÎÁÌÌÙ ÒÅÎÏ×ÎÅÄ ÐÉÁÎÉÓÔ 
 
Listening to inspired music is an active path that guides us to our inner self and allows us to dis-
cover our true roots in sound as the source of knowledge and wisdom of the world and the uni-

verse. All the answers to the essential questions of existence are in harmony with music as a model for all our ac-
tivities, relationships and professions, and daily lives. Listening to classical music is an essential practice in life that 
allows us to learn to become more human.  
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-ÁÒÚÉÁ 4ÒÁÖÅÒÓÏȟ 0ÈȢ$Ȣ 
#ÈÁÉÒȟ %ÎÖÉÒÏÎÍÅÎÔÁÌ ,ÉÓÔÅÎÉÎÇ  
 
The vast majority of the people of the planet recognize how important and urgent it is for socie-
ties, governments, and their politicians, to listen to the ecosystem and nature. Such listening is the 
only way to learn what we must do to save the Earth. If we listen with our heart, we cannot deny 

that to save our planet we must act today. We cannot postpone acting to reduce our impact on climate. We can-
not postpone changing our impact on many other physical aspects of our planet. We must listen with our heart 
and soul. The planet and nature’s scream in requesting our attention and must be a priority for us all. 

Kirk Hazlett, APR, Fellow PRSA 
Chair, Ethics Committee 
 
Listening is a non-negotiable element of ethical thought and action. One cannot formulate organi-
zational processes and policies without first soliciting opinions of those who will be affected by 
your actions. As the familiar cautionary statement goes: “Stop. Look. Listen.”  

Ms. Kay Lindah, CLP 
Chair, Spiritual Listening  
 
Spiritual listening is embodied listening; we become a listening presence to all of life. It could 
mean listening to yourself, to the still, small voice within, where we connect with our inner wis-
dom. It could mean sensing the divine spark in others as we listen with respect, compassion, and 

empathy. It could be opening yourself up to the universe in a new way and listening for the possibility of a spiritu-
al dimension to creation. Spiritual listening is often sourced with our five senses—sight, smell, taste, hearing and 
touch, as well as our intuitive sense. It can happen when communing with nature, or witnessing one of the arts. 
We can notice spiritual listening in the mundane of everyday life—when we wake up to what’s right in front of us 
in the present moment, recognizing the sacred nature of all life. Another name for spiritual listening could 
be heart listening. “When you listen with your soul, you come into rhythm and unity with the music of the uni-
verse” John O’Donohue. 

(ÁÓÓÁÎ !ÂÂÁÓȟ 0ÈȢ$Ȣ 
#ÈÁÉÒȟ 4ÅÃÈÎÉÃÁÌ ,ÉÓÔÅÎÉÎÇ  
 
If we listen to historical incidents in the world of engineering, we can avoid repeating the same 
mistakes. For example, lessons learned (listened) from space shuttle Columbia's accident in 2003 
help today's NASA engineers propose and develop safe practices. If we continue developing our 

listening skills with openness and without prejudice, we will progress and flourish for the better, making the world 
a safe and better place for all.  

*ÏÎÁÔÈÁÎ (Ȣ 7ÅÓÔÏÖÅÒȟ 0ÈȢ$Ȣȟ -0!ȟ !&#)0$ȟ 3&(%!  
#ÈÁÉÒȟ #ÏÒÐÏÒÁÔÅ ,ÉÓÔÅÎÉÎÇ 
   
Listening in a corporate setting goes far beyond just hearing. It requires mindfulness, attentive-
ness, awareness, and focus. An effective listener both sees and is with those they encounter, with 
the goal of finding ways to help and empower those around them. Additionally, listening is a foun-

dational concept and is central in servant leadership theory, which posits that the effective leader is the humble 
leader, the leader who is motivated most by lifting those around them. Effective listening is a leadership compe-
tency and capability and absolutely essential to leading successful, sustainable, and healthy organizations.  

)ÖÁÒ &ÁÈÓÉÎÇȟ 0ÈȢ$Ȣ 
3ÅÎÉÏÒ 6ÉÃÅ 0ÒÅÓÉÄÅÎÔȟ ,ÉÓÔÅÎÉÎÇ ÉÎ ,Á×  
 
A better recognition in the global law and security sector of something as elementary as listening 
might help us put into practice fundamental democratic principles such as rule of law, equality, 
dignity, and respect. Such a move will probably also help us towards a richer access to and under-

standing of the information we need in order to keep our societies safe and free. Therefore, all public servants 
should listen more than they talkΦ  
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GLC Workshops 
The Global Listening Centre offers world-class workshops and programs on effective listening skills. All GLC pro-
grams are conducted by our elite and distinguished professors and global leaders in the broad area of listening. 
Each program is designed to provide the participants with the skills necessary to listen more effectively and in-
crease organizational productivity 
 
We offer workshops for:  
 
 
 
 
 
 
 
 
 
 
- For more information, contact and id: info@globallisteningcentre.org.  

"Top management will have to develop an organ for 'listening,' so that it knows 
what the worker and middle management want to be informed about, and why 
they do not understand what to top management is so simple and clear.  Similar 
'ears' will have to be grafted onto middle management and the worker."  
¢ƘŜ bŜǿ {ƻŎƛŜǘȅ pg. 214  

Our member Carlota Barros, musician, has a diploma and 
master's degree in law but her career, across Switzer-
land, USA and Portugal goes along with her devotion to mu-
sic and humanitarian missions. She studied music in the 
Azores, Lisbon, and Boston at Berklee, composed dozens of 
songs in Portuguese and English, organized concerts and par-
ticipated in international projects such as the Portuguese 
Non-Governmental Organization for Development "WACT" 
project in São Tome e Príncipe and her contribution with the 
Hymn of Happiness for United Nations. Her dream is to con-
tribute to happiness and justice around the world through 
unforgettable songs and efficient listening.  
 
Our heartfelt thanks goes to Carlota Barros for creating a 
wonderful hymn, a video on DƛǾŜ aŜ ŀ [ƛǎǘŜƴƛƴƎ IŜŀǊǘ, for 
the Global Listening Centre. 
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File photo: Global Listening Members respected globally. Professor Ray T. Donahue being offered bouquet/
felicitated by Pro Vice Chancellor University of Calcutta. Professor Ray T. Donahue presented on Journalism and 
Listening. 

We mourn the loss of Dr. Surajit Basu, a member of the governing body of the 
Global Listening Centre, who passed away on December 25th, 2020. Dr. Basu was 
one of India's most respected figures in the field of engineering and a man of 
highest integrity. He earned a Ph.D. from the Indian Institute of Technology 
Mumbai, and conducted post-doctoral research in Germany as a Humboldt Fel-
low at the Tech University, Darmstadt (1972-73) and Tubingen University (May-
Oct 1981). Prof. Basu was a faculty member at IIT Mumbai for 33 years and held 
positions as an United Nations Organisation expert/scientist, a visiting professor 
at universities around the world, and was a member of the expert panel for In-
dia’s Prime Minister's TCH Mission of Drinking Water (1998-2002). As a technical 
listening expert, Prof. Basu has included the importance of listening, and taking 
action based on listening, in his many public lectures, addresses, and presenta-
tions on the environment, healthcare, lifestyle, and disease. Like many of today’s 
great scientists, Dr. Basu believed that we are quickly headed for environmental, 
industrial, agricultural, and human health disasters if our governments and au-
thorities do not listen and act immediately. Needless to say, the world needs 
more individuals like him, and all of us at the Global Listening Centre will deeply 

miss the wisdom and contributions of our Honored Member, Prof./Dr. Sarajit Basu.  
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Our honorable director, the pianist Daniel 
Levy, will be celebrating the musical genius 
Beethoven at the Ascona Music Festival, which 
aims to reach a worldwide audience through 
highly original content focusing on the figure 
of Beethoven, a true beacon for music lov-
ers. The Festival explores Beethoven’s music 
and teachings through the composer’s life ex-
periences, which point to deep listening as a 
sure way to knowledge, freedom and harmo-
ny in the world.  

https://www.asconamusicfestival.com/en/
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DL±9 a9 ! [L{¢9bLbD I9!w¢ exclusive painting designed and presented to the GLC by the world famous painter 
Shahin de Heart from Germany. Shahin understands the power of listening and contributes to the GLC . 

#ÏÐÙÒÉÇÈÔ ΄ ςπςρ 'ÌÏÂÁÌ ,ÉÓÔÅÎÉÎÇ #ÅÎÔÒÅȢ 
For more on listening visit : www.globallisteningcentre.org 

Contact : info@globallisteningcentre.org 
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