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Active Listening 
Active listening is paying close attention to the words the speaker is using, how the person is saying those words, and 
paying attention to other cues to understand what a person is sharing. Listening is a skill and is key to all effective 
communication. Without the ability to listen effectively, messages are easily misunderstood. By becoming a better listener, 
you can improve your productivity, as well as your ability to influence, persuade, and negotiate.  

Each Tribe has their own communication protocols, and monitors need to be sensitive to these individual protocols and 
work to build relationships with the providers. Sometimes it takes a little longer, but understanding more about the person, 
their context, and their history helps with relationship building. Tribal CCDF providers have a vested interest in the health 
and safety of children in care for the benefit of many generations to come. The following tips are important to active 
listening: 

Stop  

♦ As a listener, stop what you are doing and give the speaker your full attention. This shows the speaker that what they 
have to say is important. For example: 

 Providers need time to listen and then respond, ensure you have scheduled plenty of time for your monitoring 
visit.   

 While the person is speaking, don’t fidget and squirm or start looking at your checklist as if you want to move on to 
something else. 

 Instead, make the person feel as if this is the most important thing you could be doing right now  - your time is truly 
theirs.  

 Show that you feel the speaker has something worthwhile to say. 

Look  

♦ Be knowledgeable that not all Tribal Nations, Tribal grantees, and Tribal communities are the same. In some 
Indigenous cultures, eye contact is thought to be disrespectful, and lack of eye contact does not mean that a person is 
not paying attention. It is important to know the cultural norms of the Tribal community regarding eye contact. In other 
Indigenous cultures, eye contact is important, eye contact can show that you respect what they are saying. If you are 
not sure, pay attention to the person’s facial expressions and his/her body language, if they seem uncomfortable, 
change your strategy.   

♦ For example: 

 Smile at the person and make her/him feel comfortable and valued.  

 Assure the person that you are there to learn more about their program and to support them in providing a safe 
environment for the children. 

 Do not interrupt the speaker before they have finished a thought. 

 If appropriate, look the speaker in the eye and give her/him your full attention. 

♦ Listen – As a listener, pay close attention to the words of the speaker and the way they say them (the sound of their 
voice). You want to try to understand both what the speaker is saying and also their feelings. Let the speaker finish 
what they are saying before you think about your response. For example: 

 Ask questions that show that you are listening and trying to understand. 
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 Whether or not you agree, make that person feel that you respect their opinions and feelings. 

 Refrain from finishing the speaker’s sentences as though nothing they have to say is new or important to you. 

♦ Respond – This is the last step in the process of active listening. Only after you hear and can understand what the 
speaker is communicating, do you start to think about an effective answer. Think of your response before you speak. 
The following things are important to keep in mind as you respond: 

 Showing interest in what the person said and that you understand their feelings demonstrates respect. 

 Ask guiding questions to gain additional information if needed. 

 To show mutual respect and a sense of cooperation, don’t answer impulsively, quickly saying the first thing that 
comes to mind without thinking through your response. 

 If you do not know the answer to a question, be honest and tell the speaker you will get back to them or refer 
them to another resource who can provide the right information. 

Listening is one of the most important skills you can develop. How well you listen has a major impact on job effectiveness 
and on the quality of your relationship with others. You may use the checklist below as a method of self-assessment to 
determine if you are applying these skills. 

Before you begin your monitoring session, read through the following tips to become familiar with ways you can use active 
listening skills. Following your monitoring visit, use the checklist to rate how you are using active listening skills. This will 
help you continue to build and grow these skills.  
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Are You Actively Listening? 
Often Seldom When I am talking with 

someone….. 

  I make them feel as if this is the most important thing I could be doing right now and that their 
time is truly important to me.  

  My attention is divided. I interrupt our conversation by answering the phone or addressing 
the needs of others who come by the door. 

  I begin shaking my head or saying "no" before they finish. 

  I make references to other conversations; there is a history to our communication. 

  I fidget and squirm and look at the clock as though I cannot wait to get on to other, more 
important, projects and conversations. 

  I begin asking questions before they finish their message. 

  I look them in the eye and really focus my attention on them. 

  I ask questions that let them know I was not really listening. 

  I finish their sentences for them as though nothing they have to say could be new to me. 

  I express interest by asking thoughtful questions and by contributing my insights. 

  I change the agenda by taking over and changing the content of the conversation. 

  I follow up on what we discussed and keep them posted on what is happening. 

  I am sensitive to the tone of what they have to say and respond respectfully. 

  I give them credit for ideas and projects that grow out of our communications. 

  I try to speed things up and leap ahead with ideas or conclusions as though we are in a rush. 

  I smile at them and make them feel comfortable and valued. 

  I make jokes about things that are serious to them and thereby belittle their concerns. 

  I get defensive and argue before they can fully explain their point. 

  I seem to assume they have something worthwhile to say. 

  I ask questions which demonstrate my efforts to understand what they have to say. 

  Whether or not I agree with them, I make them feel that their opinions and feelings are 
respected. 
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This resource was originally published under Contract Number #HHSP23320110017YC. The current version was 
updated October 2022 by the Tribal Child Care Capacity Building Center under Contract #HHSP75ACF122C00024 
for the U.S. Department of Health and Human Services, Administration for Children and Families, Office of Child 
Care. This resource may be duplicated for noncommercial uses without permission.  
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