Communication and Conflict Management: Part 2

HANDOUT #2

A way to practice active listening: QRRST

Use the skills in QRRST as a way to listen effectively.

QUESTION to clarify.

1. Questioning shows that you are interested in complete information.

2. Use questions to get more information or to clarify.

3. Do NOT ask “WHY?”

4. Be careful not to pry.

RESPOND to what is being said.

1. Responding shows that you are engaged and paying attention.

2. Body language: Nod, lean forward, make eye contact, smile, shake head.

3. Verbal: “uh huh”  “Oh”  “yes”  “I understand”.

REFLECT feelings.

1. Reflecting shows that you are trying to understand and that you are comfortable with emotion.

2. Reflect the exact feeling of the speaker even if that feels strange.

3. If speaker doesn’t offer feelings, gently ask for some.

SUMMARIZE what was said.

1. Summarizing shows that you listened and heard and that you care what is important.

2. Sum up with essential detail.

3. Use neutral language when possible.

4. Allow the speaker to correct your summary without getting defensive.

THANK the speaker.

1. Thanking shows appreciation and is a polite way to conclude. 

2. Tell the speaker that you appreciate the effort made in explaining.

3. You can do this without saying the words, “Thank you.”
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