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Communication Cycle
Levels of Listening
Empathy
DISC

The session will include a combination of short lectures, group discussions 
and exercises, personal reflection, and practicing tools in breakout 
groups.

Session 1
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HeadlineEmpathetic Listening Skills

“Conversations are the work of a leader. They can provide clarity or confusion. They 
can encourage us to truly collaborate or they can create walls between us.

What gets talked about in a company, how it gets talked about and who gets 
invited to that conversation determines what’s going to happen and what 
doesn’t happen. The only sustainable competitive edge lies in human connectivity.”

Susan Scott, Author, Fierce Conversations

Notes:

LISTEN 
Hear something 
with thoughtful 

intention.

DISCERN 
Grasp, 

comprehend 
and evaluate 

clearly.

RELATE 
Make a 

connection 
between or 

identify with.

Relate
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Notes:
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Communication Cycle

Select an unproductive conversation from your recent past that you initiated. Jot a few 
notes about it here.

Reflect on the various elements of the conversation. Recount your dialogue, recall the 
feelings and thoughts expressed. Put a Y for Yes or an N for No next to the questions:

W
hat

 Yo

u

Sa
y T

o M

e

WhatI Think

What I
 Sa

y
To

 Yo
uW

hat You

Think I Mean

I Seek to
Connect

I Build a
Message

I Send a
Message

Other
Receives &

Decodes the
Message

Other
Builds a

Response

Other
Sends a

Response

____ Did you reflect on what you intended to say?

____ Did you consider the place, time and medium to connect?
____  Did their words reflect their intentions, facts  

and feelings?

____  Did their tone of voice align with their words?

____  Did their body language  
align with their words?

____  Did the message 
contain your 
intentions?

____  Did you consider 
the pertinent facts?

____  Did you consider 
your feelings?

____  Did you observe 
the other pause 
and reflect and/or 
ask for some time 
to think before 
responding?

____  Did your words reflect 
your intentions, facts 
and feelings?

____  Did your tone of voice 
align with your words?

____  Did your body language 
align with your words?____ Did the other give you their full attention when you talked?

____ Did the other acknowledge that they were listening to you?

____ Did the other invite you to share more?

____ Did the other remain silent so you could speak?

____ Did you feel empathy from the other as soon as you spoke?
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Think about a time a filter distorted a conversation...

Think about a time a barrier impeded a conversation...

Think about a time a blocker inhibited a conversation... 

FILTERS
BARRIERS

BLOCKERS

OtherSends aResponse

I Build a
MessageOther

Builds a

Response

I Seek to

Connect

Other

Receives and

Decodes the

Message

I Send aMessage

OtherSends aResponse

Communication Cycle

FILTER
(DISTORT)

BLOCKERS
(INHIBIT)

BARRIERS 
(IMPEDE)

My Bias

My Background

My Experiences

Nonverbals

Hierarchy

My Communication 
Preferences

Talking Too Much

Talking Too Little

Emotions

Communication 
Medium

Cultural Norms

Accent

Language

Acronym and 
Jargon Overuse

Idioms
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NONVERBALS
Facial Expression 

Posture

Gestures

TONE
Emotions

Attitude

WORDS
Word choice

Sentences

Descriptors

You Are The Message

Elements of Personal Communication

What does it look like when you are off-message?

What situations might cause you to be off-message? 
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Think of a time you felt listened to. Jot some notes about the situation. 

How did you know the other person was listening? What did they do?

How did it make you feel?

Listening

Listen: Hear something with thoughtful intention.
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Three Levels of Listening

LEVEL 1
Faux 

Listening

LEVEL 2
Factual 

Listening

LEVEL 3
Empathetic 

Listening

Balanced 
Logic and 
Emotion

Flooded by 
Emotion

Listening 
Helps Return 

Balance

Logic

Emotion

Logic

EmotionEmotion

Logic
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Convey You Understand
Sending back the core (facts and feelings) of the other’s 
message to convey that you get it

“It sounds to me like...(facts and feelings).”

“What I hear you saying is…(facts and feelings)”

“It seems like you are (feeling) about (the facts).”

1

3

5

2

4

Be Fully Present
Eye contact

Lean forward

Full attention

Stay Tuned In
“Uh-huh…”

“Really?”

Head nods

Expressive eyes

Encourage the Other
“Go on…”

“Tell me more…”

“How did that impact you?”

“What’s important to you about that?”

Quiet the Mind and Voice
Internal: Turn down or turn off the  
volume of your own thoughts

External: Stop talking so the other  
can talk or think

Attending Behavior Acknowledgments

Door Openers

Empathetic Response

Silence

Notes:

Empathetic Listening Skills
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Notes:

Data Mining

Asking questions that probe others 
to answer what I want to meet my 
needs.

Shifts the ownership of the  
conversation to me.

Statements or questions that invite 
others to share as they want.

Keep the ownership of the 
conversation with the other person.

Door Openers

Data Mining
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Empathy: The ability to understand and share the feelings of another.

Which non-empathetic response do you find yourself using most often?  

Which empathetic response do you find to be most challenging? 

EMPATHETIC RESPONSES

DEMONSTRATES ACCEPTANCE 

UNDERSTANDING:   
“I’m happy to listen anytime.”
“It sounds like you’re saying...”
“What can I do to help?”

RECOGNIZING:   
“That must be hard for you.”
“I want to make sure I understand.”
“Thank you for opening up to me.”

ACCEPTING:   
“I hear what you’re saying.”
“Thank you for sharing that with me.”
“I’m glad you told me.”

1.

2.

3.

NON-EMPATHETIC RESPONSES

REQUIRES AGREEMENT

DOMINATING:   
“Just get on with it.”
“This is what you should do.”
“You are always complaining.”

AVOIDING:   
“You are worrying over nothing.”
“You will be fine.”
“A similar thing happened to me.”

JUDGING:   
“You didn’t say that, did you?!”
“I’m really surprised you did that!”
“Are you serious?!”

1.

2.

3.
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Think about the last 24 hours. Where and when did you listen well?

 

Where and when could you have listened more fully?

Reflection

Notes:
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DISCERN RELATE

Did the person just need someone to listen?

Does the person need to vent or process out loud?

Do you fully understand what is being communicated?

Is this a growth opportunity for the person? 

Is this an opportunity to work together?

Do you know what to do next?

Do you have the time?

Do I have a perspective or information  
to share that is useful in this moment?

Am I the problem?

End conversation. “I appreciate you sharing.”

Keep listening. “Tell me more.”

Ask clarifying questions. “Help me understand...”

Ask open-ended questions.  
“What options are you considering?”

Collaborate. “What options do we have?”

Pause. “I need to think about it.”

Reschedule. “Can we reconnect later?”

Share perspective.    
“Something I might offer…”

Take ownership. “Thank you for telling me.”

WAYS TO PRACTICE
•  Observe whether or not the speaker’s nonverbals  

are congruent with what they are saying

•  Picture what the speaker is saying

•  Ensure cell phones are not visible

•  When the speaker stops, pause before responding

•  Don’t interrupt

•  Don’t tailgate

•  If you don’t actually have the time, say so

THINK OF EVERY INTERACTION…

• One-on-one

• Meetings

•  Department or office  
walk-through

•  In terms of how much you  
transmit versus how much  
you listen

CONSIDER

Does the group need this information?

Does the group need this information right now?

Does the group need this information right now, from me?

LI
ST

EN
Listening as a Habit

Fill in the pie chart with an estimate  
of how much you personally spend  

transmitting versus listening
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PHOTO 1

PHOTO 2

PHOTO 3

Discern

Discern: Grasp, comprehend and evaluate clearly.

LISTEN 
Hear something 
with thoughtful 

intention.

DISCERN 
Grasp, 

comprehend 
and evaluate 

clearly.

RELATE 
Make a 

connection 
between or 

identify with.
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PERCEPTION DECEPTION is the human tendency to:

 • Fail to acknowledge my lens

 • Behave as if what I see is fact

When are you most likely to experience perception deception?

Notes:
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•  Shaped by nature and nurture including role models, experiences and culture

• Solidified by age 16

•  Over time, we will likely have the same behavior tendencies, but will grow in our ability to make 
choices about our actual behavior

Four Primary Behavior Tendencies: 
DOMINANCE, INFLUENCE, STEADINESS, CONSCIENTIOUS

DISC

Notes:

DISC: A tool to help us communicate.  It designates behavioral tendencies and helps 
us understand ourselves and others.
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Behavior

Behavioral Tendencies

Attitudes

Needs and Values



19

HeadlineEmpathetic Listening Skills

PRIMARY NEED: To be loved

SEEKS: Social interaction and 
recognition

FEARS: Social rejection

STRENGTHS: Innovative; creative 
problem solver; peacemaker; 
encourager; sense of humor

LIMITATIONS: Inattention to detail; 
concerned with popularity

PRIMARY NEED: Perfection

SEEKS: Compliance with their  
own high standards

FEARS: Criticism of their work

STRENGTHS: “The anchor of reality”; 
conscientious; thorough; detail-oriented

LIMITATIONS: Analysis paralysis;  
bound by rules

PRIMARY NEED: To control and dominate

SEEKS: Personal challenges

FEARS: Loss of control

STRENGTHS: Organizer; time manager; 
seeks continuous improvement; decision 
maker; results driver

LIMITATIONS: Oversteps authority; 
argumentative

PRIMARY NEED: To serve a higher purpose

SEEKS: Traditional practices and harmony

FEARS: Loss of stability

STRENGTHS: Dependable; produces 
results; loyal; good listener; patient

LIMITATIONS: Adjusts to change slowly; 
holds a grudge

DISC Profiles

C

S

D

I
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Think of three people on your team. Where do you think they fall on this axis?

How do you style flex to their preferred communication style?

DISC & Style Flexing

Style Flexing:  Tailoring your behavior to communicate in the comfort zone of another

C

S

D

I

OPPOSITESASK TELL

TASK ORIENTED

PEOPLE ORIENTED
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Ramble, repeat 
yourself, or be 
too social

Focus on 
problems

Generalize 
or make 
statements 
without support

Do all of the 
talking

Ignore their 
ideas

Tell them  
what to do

Interrupt

Ineffective 
Strategies

What style is the most challenging for you to flex to?

Effective 
Strategies

Be brief, direct, 
or to the point

Focus on results

Highlight logical 
benefits

Discuss 
problems in 
light of how 
they affect 
outcome

Establish 
a positive 
environment

Allow for social 
time

Provide details 
but don’t dwell 
on them

Create 
incentives for 
follow through

Show genuine 
interest in them

Patiently draw 
out their goal

Define goals, 
roles, and 
procedures

Assure personal 
follow-up

Minimize 
perceived risk

Be pushy, 
aggressive, or 
demanding

Be controversial

Not including 
them in the 
decision-
making process

Prepare 
your case in 
advance

Delineate pros 
and cons

Use accurate 
data

Disagree with 
facts, not the 
person

Refuse to 
explain details

Answer 
questions 
vaguely

“Fly by the seat 
of your pants”

DISC & Style Flexing

What situations make it challenging for you to flext that way?  

Flexing To: D I S C
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Feedback
Micro-Yes
Confrontation
Recognition

The session will include a combination of short lectures, group discussions 
and exercises, personal reflection, and practicing tools in breakout 
groups.

Session 2

“The conversation is the relationship. If the conversation stops, so does the relationship”

Susan Scott, Author, Fierce Conversations
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If you want people in your span of care to:

DO MORE, DO BETTER, 
DO DIFFERENT, 

you have to create the environment in which  
the message can be received.

Feedback

“ Asking is less threatening for both sides. People can ask for feedback as 
often as they like.  Employees can solicit from multiple people throughout the 
organization, and get a more valuable – and accurate – perspective on their 
performance. By asking, employees can get the specific feedback they need.”

David Rock, Director, NeuroLeadership Institute

FORMULA

SB I
Situation, Behavior, Impact

FORMULA

F B I
Feelings, Behavior, Impact

APPRECIATE 
Reinforce  effective 

behavior.

CELEBRATE 
Let people know 

they matter.

AFFIRM

DEVELOP
Surface limiting 

behavior.

CONFRONT 
Face people with the 
facts as I see them.

REDIRECT
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Truth with Care

C
a

re
 P

e
rs

o
na

lly

Challenge Directly

Truth 
With Care

Sugarcoat

Aggressive
Say

Nothing

Notes:

Creating the Environment:
1. Ask for feedback first

2. Deliver feedback in a way it can be received

3. Deliver 5 affirmative for every developmental statement
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Who is one person that you would value feedback from?

Who is one person you need to give feedback to?

 

Feedback Reflection

1 2 3 4

Start With a 
Micro-Yes

Situation, 
Behavior, 
Impact

Ask An 
Open-Ended 

Question
Listen
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“Do you have 5 
minutes to talk 

about how that last 
conversation went?” 

“I have some ideas 
on how we can 

improve things, can 
I share them with 

you?

Lets the receiver 
know that feedback 

is coming. 

Creates a moment 
of buy-in.

Micro-Yes

For the person identified, in what situations does the behavior occur? All the time? With 
specific people or scenarios? 

 
 

For the person you identified, what is the specific behavior you need to give feedback 
on?

 
 
For the person you identified, what impact is the behavior having on you/the team/ the 
organization? 
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Think of someone you would like to give developmental feedback to.  
Write a few notes about the issue.

“Thomas, during our Monday morning meeting each week, I notice you often arrive late.  
As a result, we miss out on your thoughts and often have to repeat agenda items.”

EX
A

M
PL

E

Situation: Behavior: Impact: 

FEEDBACK FORMULA

1. Situation (S) 2. Behavior (B) 3. Impact (I)

1. Judges individual not actions

2. Too vague

3. Negative between two positives

4. Exaggerated with generalities 

5. Psychoanalyzes motives

6. Goes on too long

7. Contains an implied threat

8. Uses inappropriate humor

9. Is a question not a statement

10. Timing not considered

10 MISTAKES IN GIVING FEEDBACK
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IN THE BOX

Awareness Acceptance AnticipationAnxiety Attachment Action

Feedback is
delivered

People may be 
agitated, fearful 

or resistant

People begin to 
rationalize the 

feedback

People begin 
to buy in 

emotionally

People prepare 
to respond

People begin 
to act on the 

feedback

The best thing you can do when someone is in the box is to LISTEN.

In the Box

Notes:
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People deserve to know that they matter. Recognition and celebration are your most 
abundant resources.

What can you recognize and celebrate?

One’s Efforts   Energy invested on the way

One’s Excellence Exemplary achievements 

One’s Example Embodying the message

What specific things might you  
be able to recognize and celebrate?

Efforts:

 
 

Excellence:

  

 
 
Example:

Recognition never grows old when it is: 

Genuine                       Timely                       Proportional1 2 3
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Personal Recognition Message

The Specific Behavior 

The Primary Feelings

The Impact

“ Benjamin, I am inspired by your commitment 

to our continuous improvement journey. Your 

thoughts and ideas on how we can work 

better as a team not only save us time, they 

encourage others to think more creatively 

about their work. We are a better, stronger 

team because of you!”

Recognition formula:

APPRECIATE 
Reinforce  

effective behavior.

CELEBRATE 
Let people 

know they matter.

AFFIRM

“I’ve learned that people will forget what you said, people will forget what you 
did, but people will never forget how you made them feel.”

Maya Angelou, Poet, Author, Civil Rights Activist
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Relate Practice Guide
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HeadlineEmpathetic Listening SkillsRelate Practice Guide

Overview:
This guide to sustain (defined as strengthen or support) the skills and tools from Relate was 
designed with you in mind. We recognize coming back to work and putting these concepts into 
practice will bring challenges. We also know that while people learn differently, there are some 
key proven ways to create new habits as adult learners. Therefore, we have created this plan to 
include activities and a corresponding page to reflect on:

 - Journaling: Research shows that reflecting on new learnings can increase performance 
by 23%. If you are already someone who journals, keep it up. If you aren’t, we’ve included a 
structure that makes it easy. This section provides the space for us to be accountable to 
our goals, learn from what is working and what isn’t working as we practice these skills.

 - 1:1 Relationships: Some of these skills are most applicable in 1:1 relationships. These 
activities are focused on improving these relationships. 

 - Team Interactions: As a leader, you have a significant impact on the interactions of your 
team. Trying out these skills in a team environment will allow you to see the impact across 
a group of those you lead.  

 - Resources to Read/Watch/Listen: Additional resources based on your preference and 
time you have available. Videos, podcasts, articles and books are all recommended in this 
section.  

 

Best Practices:
Choose the best way for you to approach this plan. You can work on these skills by theme, week 
or activity. Select any order or amount of time spent on each section based on the “More, Better, 
Different” goals you set at the end of class.

DO DON’T

Set calendar reminders or block off time for 
yourself to work on this plan.

Set this plan aside in your desk pile and trust 
you’ll get to it later. 

Select an accountability partner(s). This could 
be your triad in class, a peer who has  
experienced this class or your direct leader.

Go at this alone. 

Schedule regular connections to reflect on your 
goals, share challenges you are facing, and 
celebrate progress together. 

Squeeze these conversations into meetings on 
other topics.

Ask for feedback. Assume feedback will be given automatically.
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Relate Practice Guide

Outcomes:
By completing this practice guide, we are confident you will be able to:

- Empower others through the skill of empathetic listening

- Deliver feedback that is clear and better received

- Build and preserve relationships when behavior change is needed

- Apply recognition and celebration practices to encourage desired behaviors 

Practice Guide Outline::

Practice the 5 Empathetic Listening Skills...................page 3

Conversations to Build Empathy...................page 5

Acknowledge Perception Deception...................page 7

Practice Style-Flexing...................page 9

Ask for Feedback...................page 11

Deliver Developmental Feedback...................page 13

Deliver Affirmative Feedback and Recognition...................page 15 
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Your Goal: Identify key relationships and opportunities to practice the  5 
Empathetic Listening Skills (reminder on next page).

Journal:

Reflect on the situations where you felt 
you were successful at practicing each 
skill, as well as when you were not.

Notice which of the 5 Skills is the  
biggest challenge for you? Where can 
you adjust your behavior?

1:1 Relationships:

Practice Attending Behavior by 
keeping your phone in your pocket 
when someone is talking to you.

Practice listening with family and 
friends. Then, ask for feedback from 
them on how you listened.

Team Interactions: 
 
Practice Silence during a meeting. 
When someone is finished talking, wait 
a few seconds before you respond.  
 
Did the person continue talking?  
 
Were you able to give a more informed 
response? 
 

Resources: 

Read
“You’re Not Listening. Here’s why.” by 
Kate Murphy in The New York Times
“The Science Behind Why Awkward Si-
lence Works” by James Sudakow in Inc. 
Magazine  

Watch
Empathetic Listening, Inside Out, (2 min) 

Listen
The Act of Listening on the TED Radio 
Hour Podcast (50 min)

https://www.nytimes.com/2020/02/11/well/family/listening-relationships-marriage-closeness-communication-bias.html
https://www.inc.com/james-sudakow/the-science-behind-why-awkward-silence-works.html
https://www.inc.com/james-sudakow/the-science-behind-why-awkward-silence-works.html
https://www.youtube.com/watch?v=t685WM5R6aM
https://www.npr.org/programs/ted-radio-hour/411697251/the-act-of-listening
https://www.npr.org/programs/ted-radio-hour/411697251/the-act-of-listening
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Practice 5 Listening Skills
Journal Reflections:

Reflections from 1:1 Relationships and Team Interactions:

Additional notes: 

Convey You Understand
Sending back the core (facts and feelings) of the 
other’s message to convey that you get it

“It sounds to me like...(facts and feelings).”

“What I hear you saying is…(facts and feelings)”

“It seems like you are (feeling) about (the facts).”

1

3

5

2

4

Be Fully Present
Eye contact
Lean forward
Full attention

Stay Tuned In
“Uh-huh…”
“Really?”
Head nods
Expressive eyes

Encourage the Other
“Go on…”

“Tell me more…”

“How did that impact you?”

“What’s important to you about that?”

Quiet the Mind and Voice
Internal: Turn down or turn off the  
volume of your own thoughts

External: Stop talking so the other  
can talk or think

Attending Behavior Acknowledgments

Door Openers

Empathetic Response

Silence
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Your Goal: Acknowledge and behave knowing that “You are the message.”

Journal:

Reflect on your conversation that went 
poorly (that you evaluated during the 
session). Identify at least 2 ways you 
could have improved the conversa-
tion with your nonverbals, building or 
sending of your message. Journal some 
thoughts on what you learned and 
what you’ll do differently the next time 
you communicate with this person to 
improve connection.  

1:1 Relationships:

Identify someone you work with often 
and what it looks like when they are 
on or off message. Look for these cues 
when you are around them next. Make 
note of how this impacts your inter-
actions with them. Will you build your 
messages differently based on this 
awareness?  

Team Interactions: 
 
Bring awareness to any filters, barri-
ers or blockers that come up during 
your team meetings. Notice your team 
members’ nonverbals. If possible, pause 
the conversation and ask for further 
clarification to improve the ability for 
the message to be received.   

Resources: 

Read
4 Ways Your Nonverbal Communication 
is Telling a Different Story Inc. article 

Watch
Take Control of your Nonverbal Commu-
nication (7 min) 

Listen
Using Non-verbal Communication to 
Change Human Behavior, The Unmis-
takble Creative Podcast (51 min)

https://www.inc.com/christina-desmarais/4-ways-your-non-verbal-communication-is-telling-a-different-story-than-your-words.html?cid=search
https://www.inc.com/christina-desmarais/4-ways-your-non-verbal-communication-is-telling-a-different-story-than-your-words.html?cid=search
https://hbr.org/video/3541641444001/take-control-of-your-nonverbal-communication
https://hbr.org/video/3541641444001/take-control-of-your-nonverbal-communication
https://unmistakablecreative.com/podcast/using-non-verbal-communication-to-change-human-behavior-with-mark-bowden/
https://unmistakablecreative.com/podcast/using-non-verbal-communication-to-change-human-behavior-with-mark-bowden/
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The Communication Cycle

Journal Reflections:

Reflections from 1:1 Relationships and Team Interactions:

Additional notes: 
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Your Goal: Invest in your relationships. Connect with those in your span of 
care and share what you learned during the course.

Journal:

Reflect on your DISC report. Which 
behavioral tendencies tend to show 
up most at work (positive behaviors 
or those that could be challenging for 
others)? 

What are some ways you can make the 
choice to communicate differently to 
build more connection with those you 
lead?

1:1 Relationships:

Identify 1-2 people in your span of 
care to ask what their greatest work 
frustration is and listen to their re-
sponse.  Remember to use your 5 Skills 
of Empathetic Listening.  

Team Interactions: 
 
Set a goal to connect with a team 
member in five meetings this week. 
Arrive a minute early or stay a few min-
utes late to ask a couple questions that 
build further connection with your team. 
Try these. 

• What has recently made you feel 
most fulfilled at work?

• What part of this project are you 
most proud of this week? 

• What was the best part of your 
weekend? 

 

Resources: 

Read
Everybody Matters by Bob Chapman 
and Raj Sisodia 
“Making Empathy Central to Your Com-
pany Culture” by Jamil Zaki in Harvard 
Business Review

Watch
Brene Brown on Empathy (3 min) 

Listen
You 2.0: The Empathy Gym, Hidden Brain 
Podcast (53 min)

https://www.amazon.com/Everybody-Matters-Extraordinary-Caring-People/dp/1591847796
https://hbr.org/2019/05/making-empathy-central-to-your-company-culture
https://hbr.org/2019/05/making-empathy-central-to-your-company-culture
https://www.youtube.com/watch?v=1Evwgu369Jw
https://www.npr.org/2019/07/22/744195502/you-2-0-the-empathy-gym
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Conversations to Build Empathy         

Journal Reflections:

Reflections from 1:1 Relationships and Team Interactions:

Additional notes: 
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Your Goal:
Acknowledge the way Perception Deception (the tendency to 
behave as though what I see is fact) influences your behaviors, 
conversations and interactions with others.

Journal:

Consider how your DISC tendencies 
inform your lens in different situations 
(meetings, at home, under stress, etc.) 

Do you make decisions quickly or de-
liberately? Are you first to speak or do 
you wait for others to speak first? How 
might your tendencies influence your 
leadership?

1:1 Relationships:

Ask someone on your team to teach 
you a task in their job description 
that you have not done before. When 
complete, ask for their feedback. 
Notice how doing the work influences 
your perception of their work.

Think of one person on your team. 
Are they more task-oriented or peo-
ple-oriented? Are they more likely to 
“tell” or “ask”? Note how this influences 
your interactions with them. 

Team Interactions: 
 
During team meetings, wait to offer 
your opinion until after everyone has 
provided their input. Leverage the 5 
Empathetic Listening Skills and evalu-
ate if your perception changes (or not) 
by the end of the meeting.
 

Resources: 

Read
Good Habits, Bad Habits: The Science 
of Making Positive Changes That Stick  
by Wendy Wood

Watch
Why some people find exercise harder 
than other, Emily Balcetis TEDx (14 min) 

Listen
Creatures of Habit: How Habit Shapes 
Who We Are – And Who We Become, 
Hidden Brain Podcast (51 min)

https://www.amazon.com/Good-Habits-Bad-Science-Positive/dp/1250159075
https://www.amazon.com/Good-Habits-Bad-Science-Positive/dp/1250159075
https://www.youtube.com/watch?v=QeIrdqU0o9s
https://www.youtube.com/watch?v=QeIrdqU0o9s
https://one.npr.org/?sharedMediaId=787160734:791827236
https://one.npr.org/?sharedMediaId=787160734:791827236
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HeadlineEmpathetic Listening Skills

Acknowledge Perception Deception      

Journal Reflections:

Reflections from 1:1 Relationships and Team Interactions:

Additional notes: 
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HeadlineEmpathetic Listening SkillsPractice Style-Flexing 

Your Goal: When communicating with others, make an active choice to take 
into account their communication preferences and adjust your style.

Journal:

What DISC tendency is hardest for you 
to flex to? 

What are three small things you can 
incorporate into your daily activity to 
practice flexing to that style?

1:1 Relationships:

Thinking of each member of your team, 
what communication preferences do 
they have?

• Are they highly expressive or less so?
• Do they prefer receiving information 

with a lot of detail or at a high level?
• Are they motivated by connecting 

with others or focusing on accom-
plishing a task?

Adjust your style and make a choice to 
communicate with them in their pre-
ferred style.

Team Interactions: 
 
“Style-flex” your meetings: 

• For your task-oriented colleagues, 
send out a brief, structured agenda. 

• For your people-oriented col-
leagues, begin a meeting with per-
sonal connection (share weekend 
plans or recent family news).

• For a meeting where multiple styles 
are present, try both. 

 

Resources:
Read
Style-flexing in times of stress  - Amy 
Lapinskie, Senior Trainer at Extended 
DISC
Watch 
DISC Style Refresh (to better understand 
you or someone in your span of care):

D - Style (2 min)
I - Style  (2 min)
S - Style (2 min)
C - Style (2 min)  

Listen
Creatures of Habit: How Habit Shapes 
Who We Are – And Who We Become, 
Hidden Brain Podcast (51 min)

http://blog.extendeddisc.org/key-benefits-of-knowing-disc-during-uncertain-times
https://one.npr.org/?sharedMediaId=787160734:791827236
https://one.npr.org/?sharedMediaId=787160734:791827236
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HeadlineEmpathetic Listening Skills

Practice Style-Flexing 

Journal Reflections:

Reflections from 1:1 Relationships and Team Interactions:

Additional notes: 
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HeadlineEmpathetic Listening SkillsAsk for Feedback

Your Goal: Identify key team members to ask for their feedback. Consider those 
in your span of care, peers or your direct leader.

Journal:

What holds you back from asking for 
feedback? What can you do to ad-
dress what is holding you back? Name 
three people you can approach to ask 
for feedback. 

1:1 Relationships:

Identify some key relationships at work 
or at home and consider asking these 
questions to receive feedback. When 
you ask, emphasize the importance 
of their sharing specific behaviors and 
situations to help you improve.  
 

• “What can I do to help you the 
most?” Or, “What feedback do you 
have for me?”

• “What do you see as my leadership 
strengths?” 

• “Where could I improve my leader-
ship?”

Team Interactions: 
 
After a team meeting, reserve a few 
minutes on the agenda for feedback. 

Consider asking, “Was this meeting 
helpful?” Or, “What should be added to 
the agenda for future meetings?”

 

Resources:

Read
“Using Neuroscience to Make Feedback 
Work and Feel Better” - by David Rock, 
Beth Jones and Chris Weller in Strategy 
+ Business

Watch 
How to Deliver (and Ask for) Feedback 
that Creates Change, Chapman & Co. 
(5 min) 
  
Listen
How to Get Feedback from Your Boss, 
The Podcast: Radical Listening (22 min) 

https://www.strategy-business.com/article/Using-Neuroscience-to-Make-Feedback-Work-and-Feel-Better?gko=6aca6
https://www.strategy-business.com/article/Using-Neuroscience-to-Make-Feedback-Work-and-Feel-Better?gko=6aca6
https://www.ccoleadership.com/resource/how-to-deliver-and-ask-for-feedback-that-creates-change/
https://www.ccoleadership.com/resource/how-to-deliver-and-ask-for-feedback-that-creates-change/
https://www.radicalcandor.com/podcast/podcast-episode-7/
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HeadlineEmpathetic Listening Skills

Ask for Feedback

Journal Reflections:

Reflections from 1:1 Relationships and Team Interactions:

Additional notes: 
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HeadlineEmpathetic Listening SkillsDeliver Developmental Feedback        

Your Goal: Identify opportunities to deliver developmental feedback using the 
Situation, Behavior,  Impact formula (SBI). 

Journal:

Deliver the developmental feedback 
message you drafted during class. 
How did it feel to deliver this message? 
What response did you receive from 
this person? What would you do the 
same or differently next time?

1:1 Relationships:

Consider someone in your span of 
care whose behavior you would like to 
see change. Draft a feedback mes-
sage and before delivering it, review 
the message with whomever you have 
identified as an accountability part-
ner(s).  When you deliver it, remember 
to practice the 5 Skills of Empathetic 
Listening as they respond.  

Team Interactions: 
 
Share what you learned about devel-
opmental feedback and how to use the 
SBI formula. Ask the team where they 
see opportunities to incorporate devel-
opmental feedback. Listen and con-
sider ways to encourage developmen-
tal feedback on a regular basis (hint: 
asking for it first is a great start).  

 

Resources:

Read
Radical Candor by Kim Scott

“The Feedback Fallacy” by Marcus 
Buckingham and Ashley Goodall in Har-
vard Business Review

Watch
The Surprising Secret to Being a Good 
Boss by Kim Scott at First Round (21 min)

Listen
What Managers Get Wrong about 
Feedback by Marcus Buckingham and 
Ashley Goodall, HBR Podcast (23 min)

https://www.radicalcandor.com/the-book/
https://hbr.org/2019/03/the-feedback-fallacy
https://firstround.com/review/radical-candor-the-surprising-secret-to-being-a-good-boss/
https://firstround.com/review/radical-candor-the-surprising-secret-to-being-a-good-boss/
https://hbr.org/podcast/2019/04/what-managers-get-wrong-about-feedback
https://hbr.org/podcast/2019/04/what-managers-get-wrong-about-feedback
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HeadlineEmpathetic Listening Skills

Deliver Developmental Feedback       

Journal Reflections:

Reflections from 1:1 Relationships and Team Interactions:

Additional notes: 
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HeadlineEmpathetic Listening SkillsDeliver Affirmative Feedback and Recognition

Your Goal:

Catch people doing things right. Reinforce that behavior using the 
Situation, Behavior, Impact (SBI) formula.

Highlight the effort, excellence and achievement of team members.  
Recognize others using the Feeling, Behavior, Impact (FBI) formula.  

Journal:

Consider how you can incorporate 
individual affirmative feedback and 
recognition into your weekly leadership 
routine.  What are some barriers to do-
ing this?  How can you make a change 
to ensure you can incorporate these 
messages more often?

1:1 Relationships:

Write and deliver 3 or more affirmative 
feedback messages using the Situa-
tion, Behavior, Impact (SBI) model.

Write and deliver 3 or more recog-
nition messages using the Feelings, 
Behavior, Impact (FBI) model.

Team Interactions: 
 
Kick off your next team meeting starting 
with recognition.  Explain the FBI formu-
la and model it with a few messages of 
recognition to individuals on your team.  
Open it up to others on your team to 
share additional messages.  

 

Resources:

Read
“3 Ways to Ensure Feedback Works” 
by Sara Hannah and Matt Whiat from 
Chapman & Co.

Watch 
A Recipe for Recognition,  
Barry-Wehmiller (3:40 min)

Listen 
How to Celebrate Your Team –  
EntreLeadership podcast with Chris 
Hogan 

https://www.ccoleadership.com/resource/3-ways-to-ensure-your-feedback-works/
https://www.youtube.com/watch?v=hc5KGjc6PKY
https://www.entreleadership.com/blog/podcasts/chris-hogan-celebrate-team
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HeadlineEmpathetic Listening Skills

Deliver Affirmative Feedback and Recognition       

Journal Reflections:

Reflections from 1:1 Relationships and Team Interactions:

Additional notes: 
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HeadlineEmpathetic Listening SkillsRelate Sustainment

You Made It!
We applaud you for making this commitment to yourself and your team by working on your

relationships. Practice makes permanent. As you continue to practice these skills, the shift from

consciously applying each skill will begin to become an unconscious practice of style-flexing,

listening, and feedback. Ultimately increasing your impact as a leader and improving your

organization.

What’s Next?
Revisit:

- Select a goal where you see an opportunity for more practice. Carve out some time

this week to revisit the activities. Reflect on how these might feel different the second time

around.

Reinforce:
- Spend 10 minutes reflecting on what you gained out of this sustainment work and what

you hope to continue to work on and implement.

- Schedule a final connection with your accountability partner to share your reflections and

identify some ways you can keep these skills incorporated into your day to day. Keep the

feedback loop open with this partner as needed.

Reconnect:
- There are amazing humans around the world who have taken this course and are

practicing these skills daily. Connect with Chapman & Co. on LinkedIn to engage with our

community and hear updates on webinars and other new resources.



2

HeadlineEmpathetic Listening Skills

Visit our website at ccoleadership.com 

Follow our blog at TrulyHumanLeadership.com

 Chapman & Co. Leadership Institute

“Everybody Matters” Documentary

Want to Stay Connected?
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