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JIropmuna IBaniBHa bepe3oBcbka

[TpukapnaTchKuit HallioHaIbHWIT YHiIBepcuTeT iMeHi Bacunsa Credanuka
76018, Byn. llleBuenka, 57, M. IBano-®paHKiBCchK, YKpaiHa

dopMyBaHHS YMiHb CllyxaTu CNiBPpO3MOBHUKA Y npoLieci
KOMYHiKaTMBHO-MOBJIEHHEBOI NiAroOTOBKM ManbyTHiX colianbHUX NpaLiBHUKIB

AHOTaLifl. AKTyalbHICTD HAYKOBOTO JOCTIIKEHHs BU3HAYAETHCS NPIOPUTETHUM KOMIIETEHTHICHUM HAIPIMOM
mifgroToBKM kBanipikoBaHux ¢axiBiiB, 30kpeMa MaiOyTHIX cOIja/IbHUX IpaliBHUKIB, 10 Hepefdadyae po3BUTOK
i BIOCKOHAJICHH He JIMIlle MOBJICHHEBMX, a i CIyXOBUX HaBMYOK. MeTOI0 poOOTY € TeOpeTHYHNIT aHali3 i IpakTu4He
06rpyHTYBaHH: 0ocobnmBOCTelt GOpMyBaHHs B Mail0yTHIX couiabHMX (axiBIliB HABMYOK CTyXaTy CIiBPO3MOBHMKA
B IIPOIjeCi KOMYHiKaTMBHO-MOBJIEHHEBOI Ii/IFOTOBKY y BUIJMX HaBYa/IbHUX 3aK/aajaxX. JloCmiiKeHHA CKIa/lanoch 3 BOX
eTaIliB, a caMe TEOPETUIHOTO Ta EMITIPIMYHOTO, SIKi 06yMOBI/IV BUKOPMCTAHHS 3ara/IbHOHAYKOBIMX METOMIB JOCIi/KEeHH;I
Ta CIIellia/IbHO-HAaYKOBMX METOJIB NOCIIPKEHHs, cepel AKUX IICUXO/IOTiYHI METOAMKY OLiHIOBAHHSA BMIiHHSA CIIyXaTu.
Y crarTi 06IpyHTOBaHO 0cO6/MBOCTI GOPMYBAHHS B CTYAEHTIB, MatOy THIX COLia/IbHMX IPAL{iBHVKIB YMiHb aKTHBHOTO
CTTyXaHHA CHiBPO3MOBHMKA B ITPOIIeCi KOMYHIKaT/BHO-MOB/IEHHEBOI MIATOTOBKY Y 3aK/IaflaX BUIOI OCBiTH. 3ilICHEHO
TE€OPeTUYHMII aHasli3 BUJIB CTyXaHHA AK CKIaOBOI KOMYHIKaTMBHOI KOMIIETEHTHOCTi. Y TOUHEHO CYTHICTb IMOHATTA
«aKTUBHe CIyXaHH:A» B Ipo¢eciliHiil [i/IbHOCTI collia/IbHOTO IpalliBHMKA. 3’ICOBAHO, L0 YMiHHA aKTUBHOTI'O CTyXaHHA
norpibHo dopMyBaTH i po3BUBATU B Ipolieci HABYaHHA 3 METOIO 3[IiJICHEeHHA e(eKTUBHOI IpodeciliHol AisIbHOCTI.
HaBeneHo nmpukitany BIpaB 3 TPeHIHTy « MUCTELITBO C/TyXaTW»; 34iICHEHO IIiICYMKOBe OLliHIOBaHHA COPMOBAHOCTI
YMIiHHA CTTyXaTH y CTY[eHTiB, Mall0y THIX coljia/IbHMX paLliBHVKIB. Bi3HaueHO, 10 0 IpOBefjeHHA TPEHIHTY B CTY/CHTIB
crieniaiproCTi «CoriaipbHa pob6oTa» IepeBaXKaB HU3BKUIT PiBeHb BMIHHS CIyXaTy, HATOMICTb IIC/IS JIEKCUIHUX
i IpaKTUYHUX 3aHATD OLIBIIICTD CTYIEHTIB OLiHM/IA CBill piBeHb CTyXOBYX HaBMYOK 3a HayiBuIumu O6anamu. [TpakriuHa
LIiHHICTb HAYKOBOI po60TM TIOJIATAE B Pe3y/IbTaTaX eMIIiPUYHOrO JOC/TIIKEHHS, 10 CBiI4aTh IIPO HeOoOXiHICTb IIOJA/IbILIOTO
BIIPOBADKEHHSI IPAKTIIHOTO KOMIUIEKCY PO3BUTKY CIYXOBUX HABMYOK MAOYTHIX COLia/IbHUX IIPAL[iBHUKIB

Kniouosi cnosa: CJIyXaHHS, BUJU CTTyXaHHs, HABMYKI CTyXaHHsA, KOMYHIKaT/BHA KOMIIETEHTHICTD, Ma17[6yTHi (l)aXiBui

Problem Statement the research of S. Rodat [2], I.]. Jonsdottir, K. Kristinsson [3],

The effectiveness of communication in the professional
activity of a social worker depends on the ability to listen.
Listening is not just silence but an activity, in the process of
which interaction is established between speakers, mutual
understanding arises. The best conversationalist is someone
who can listen, not just speak well. On this occasion, the
German writer L. Feuchtwanger rightly noted that a person
needs only two years to learn to speak, and sixty years to learn to
listen [1]. Listening to a social worker means giving the client
the opportunity to speak out, talk about their problems, and
understand and support them. The art of listening to the
other person is one of the most important in communication
between a social worker and a client, it requires a set of skills
that a person learns throughout life.

The authors see the relevance of the problem in the
fact that the incomplete ability to listen in the process of
carrying out professional activities of a social worker is the
cause of misunderstandings, conflict situations that com-
plicate the process of interpersonal interaction, prevent a
positive solution to the problem.

Analysis of Recent Research and Publications

Various aspects of the problem of professional commu-
nication and interpersonal interaction are highlighted in

M. Canpolat, S. Kuzu [4], etc. The scientists T. Fassaert,
E Schellevis [5], S. Mineyama, A. Tsutsumi, S. Takao [6],
J. Fischer-Lokou, L. Lamy [7], S. Spataro, J. Bloch [8] focus
on listening methods as the basis for effective communica-
tion. However, the development of the ability to listen in
the process of professional training of future social workers
requires additional research.

The Purpose of the Paper
To identify the theoretical aspects of the problem and
substantiate the specific features of the development of
students’ and future social workers’ ability to listen to the
interlocutor in the process of communication and speech
training in higher educational institutions.

Research Results

The study of the development of listening skills of the inter-
locutor in the process of communication and speech training
of future social workers requires a clear understanding of
the semantic load of the concept of “listening’, in particu-
lar its types, in the context of which it is worth noting the
variability of classifications according to the opinions of
individual scientists. The most detailed substantiation of
the types of listening and definition of the terms “listen”

Scientific Bulletin of Mukachevo State University. Series “Pedagogy and Psychology”, Vol. 6, No. 1




Development of skills to listen to the interlocutor in the process...

and “hear” was provided by the American psychologist
I. Atwater in the book “T am listening to You” [9]. The sci-
entist identified two types of listening: reflexive (active) and
non-reflexive (passive). Reflexive listening consists in the
ability to remain silent and not interfere with the other per-
son’s speech during their monologue. However, I. Atwater
considers such silence active since it requires focusing on
the subject of the conversation, showing understanding,
approval, and support of the speaker. The ability to “listen”,
as opposed to the ability to “hear”, is an active process that
requires the development of special skills and abilities that
need to be learnt. Reflexive listening requires the ability to
assess thesituation [9]. However, according to O. Kazartseva,

non-reflexive listening consists in the ability to remain silent
during the monologue of the interlocutor with the expres-
sion of understanding or misunderstanding through facial
expressions and gestures. At the same time, reflexive listening
should be used as a control over the accuracy of understand-
ing and perception of the utterance [10, p. 287]. V. Kunitsyna’s
term “active listening” refers to “feedback from the speaker,
with the purpose of controlling the perception of what was
heard, in the process of which, unlike non-reflexive listening,
the addressee uses the verbal form to confirm the under-
standing of what was heard” [11, p. 93]. For their part, the
Ukrainian linguist F. Batsevych identifies the following
types of listening (Fig. 1) [12]:

Listening
for pleasure

Critical and
empathetic
listening

Attentive and
thoughtful
listening

Figure 1. Types of hearings according to F. Batsevych

Important in the context of scientific research is the
classification of types of listening according to L. Savenkova,
who explains listening as the desire to understand and
remember what was heard, which requires formed skills, in
particular: perception of information and abstinence from
expressing emotions; stimulation to statements, “pushing”;
assistance to the development of the speaker’s thought “one
step ahead” [13]. The researcher identifies four types of lis-
tening: reflexive (or active), non-reflexive (listening without
intervention), empathic (ability to empathise), critical (lis-
tening without trying to understand) [13, p. 131-132]. Let
us look at them from the perspective of a social worker and
a client.

Reflexive or active listening is a necessary component
of successful communication. Its purpose is to establish feed-
back with the client to clarify the understanding of informa-
tion, its individual points. When communicating with the
client, the social worker acts as a listener, their task is to
perceive the information heard and react in such a way that
the response-reaction echoes the information heard from the
client, that is, the same thought was heard but already para-
phrased in other words. The essence of active listening is
that the response-reaction of a social worker should not be
evaluative or critical but aimed at helping, sincerity, openness
so that the client does not withdraw into themselves but, on

the contrary, shares their emotions, experiences, problems,
thoughts, and feelings, gets rid of psychological barriers,
and develops communication skills. For this purpose, it is
advisable to use such techniques of active listening as clar-
ification (questioning), which consists in clarifying certain
information by a social worker, formulating open-type ques-
tions, that is, in such a way that they cannot be answered
with one word “yes” or “no”; paraphrasing - formulating
the interlocutor’s thoughts in their own words to clarify
the client’s understanding of information; reflecting feel-
ings - focusing attention not on the content aspect but on
emotional reactions; summarising — allows generalising the
thoughts and feelings of the interlocutor [14, p. 367]. The
ability to actively listen in the professional activity of a social
worker is considered as the ability to show interest in the
conversation, interpret and analyse information, be aware of the
content of what was said, the psychological and emotional state
of the interlocutor, use verbal listening techniques (clarifi-
cation, paraphrasing, summarising) and nonverbal (facial
expressions, gestures, posture, look) for a deeper understand-
ing of what was heard. In the professional activity of a so-
cial worker, empathic listening is important, which consists
in the ability to get into the client’s state of mind. External
signs that indicate that a social worker is actively listening to
the interlocutor are showing interest in them, their problems,
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and a desire to help. It is important for a social worker to
demonstrate to the interlocutor by their actions that they
are interested in listening to the client; give time to speak
out without interrupting the interlocutor, maintain the
conversation using nonverbal means of communication
(nod of the head, gesture), demonstrate interest in what
they are saying, trying to understand the subtext of what
they have said; repeat the main idea expressed by them,
demonstrating that they were understood correctly. Thus,
the technique of active, reflexive listening involves the ability
to listen with a look that includes posture, facial expression,
smile, sparkle in the eyes, intonation, voice timbre. Using
active listening, the social worker can hear not only the
words but also understand the emotional state of the client,
his mood, experiences, establish relationships, etc.
Non-reflexive (passive) listening consists of minimal
intervention by the social worker in the conversation with
the client. Here it is important to be able to remain silent,
not to interfere with the speech of the interlocutor with
one’s comments [15, p. 177], especially when the client is
very excited, emotional, when it has “boiled over” and they
want to express their attitude to the situation that has de-
veloped, to speak out. Any remark from a social worker will

Not to be distracted
from listening

Not to interrupt the
speaker

Not to jump into
conclusions

To be sincere

Berezovska

be inappropriate, may push the clients mind and further
anger, and cause resistance. It is not advisable to use the
technique of non-reflexive listening in situations where the
interlocutor has little or no desire to speak, they are closed,
incommunicative; the client seeks to get support and ap-
proval, and not just “consent”, which can be perceived by
them as contempt and unwillingness to speak, contrary to
interests, interferes with self-disclosure. An irritated person
cannot be a good listener [13, p. 67-68]. Depending on the
situation, during non-reflexive listening, support, approval,
and understanding are important through concise answers
that help continue the conversation (such as “yes’, “I under-
stand You’, etc.). It is advisable to use this type of listening
when the interlocutor expresses their attitude to the event;
seeks to discuss topical issues; feels offended or solves an
important problem; when it is difficult for them to state
their problems; when it is necessary to restrain emotions
in communicating with a person holding a high position.
Such listening is impractical in situations where the inter-
locutor is not interested in the conversation or when their
attempts to listen and understand are perceived as consent,
complicity. At the same time, the basic rules of reflexive lis-
tening by E. Palykhata include (Fig. 2):

To give the speaker the
opportunity to express
their opinion

To pay attention to the
speech of the addressee

To follow the main
idea of the utterance

Figure 2. The structure of the basic rules of reflexive listening according to E. Palykhata

Source: developed based on [16]

The third type of listening, particularly empathic,
involves the social worker’s ability to show a level of trust
and understanding through feelings rather than words.
This type of listening will be effective if the social worker
evokes positive emotions in the interlocutor - joy, admira-
tion, support, confidence, and, accordingly, ineffective in
the case of causing negative emotions, such as fear, anxiety,
frustration. A social worker should have empathic qualities,
a high level of communication skills, be able to easily estab-
lish contact with the client, be positive, cheerful, responsive,
and be able to empathise. The most appropriate use of em-
pathic listening in conflict situations, provided that the so-
cial worker can show the interlocutor that they understand
their feelings, emotional state, as a result of which anger
will decrease, the level of emotional tension will decrease,
as well as in situations where the client has repeatedly con-
tacted the social worker, trusts them and does not doubt

their professionalism and competence, which indicates a
partnership business relationship.

Finally, the use of critical listening techniques is appro-
priate during business meetings, conferences, discussions,
round tables where problems are discussed, ideas related to
making certain decisions are put forward. However, the first
step is to listen to the message, analyse it, understand the es-
sence of the matter, and only then make critical comments.
Thus, the professional activity of a social worker involves
communicative and speech interaction, the effectiveness of
which depends on the ability to listen to the interlocutor.

After analysing the scientific and methodological
literature to identify the ability to listen to the interlocutor
with third-year students of specialisation 231 “Social work”
in the number of 50 people, the test “listening skills” was
conducted [17] and the test “assessment of speaking and
listening skills” (according to V. Mcleney) [15]. The “Listening
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skills” test included 16 questions and “Yes” and “No” answers.
The test questions are aimed at identifying students’ ability to
listen to the interlocutor, demonstrate an attentive attitude
during the conversation, control emotions. Questionnaire
by B. Mcleney “Speech and listening skills assessment”
included 13 points. Students had to answer the statement
with “Yes” or “No” options. The questionnaire allowed di-
agnosing the ability to perceive and analyse information,
acquire active listening techniques, and prevent conflict
situations. The score for the test methods was calculated as
follows: in the “Listening skills” test, all questions with the
answers “Yes” were rated at 0 points, all questions with the
answers “No” - 1 point, except for questions 11, 12, 13, and

14, which in the case of the answer “no” were also rated at
0 points; in the test “Speaking and listening skills”, all ques-
tions with the answers “Yes” were rated at 1 point, except for
questions 4, 8, 10, and 11, which in the case of the answer
“Yes” were rated at 0 points, questions with the answers
“No” - 0 points, except for questions 4, 8, 10, and 11, which
in the case of the answer “No” were rated at 1 point. In the
future, the scores for the two tests were summed up and the
arithmetic mean was recognised, according to which the
levels of completeness were determined: 10-12 points (high),
8-10 points (sufficient), less than 8 points (low). The analysis
has shown the following results (Fig. 3):

43.9

= High level
= Sufficient level

Low level

Figure 3. Statistics of levels of listening skills completeness among students
of the specialisation “social work” (in %)

As is evident from Figure 3, almost half of the sur-
veyed students showed a low level of completeness of the
ability to listen to the interlocutor. The obtained data were
considered during the organisation of the formative stage
of the study, the main attention of which was directed to
students’ performance of practical tasks, modelling and
acting out professionally directed situations, role-playing
and business games, and conducting trainings. After inter-
viewing students using two methods, the training “The art
of listening and hearing” was conducted to develop students’
and future social workers’ skills of active listening and
business communication. To achieve this purpose, a mini-
lecture “Rules of active listening”, a brainstorming session
“Techniques of active listening”, and a discussion “What
does it mean to listen and hear?” were conducted, as well
as a number of exercises, the content of which is advisable
to consider:

1. Exercise “Can I listen”, which is aimed at developing
students’ and future social workers’ skills of active listening.
A video camera was used during the exercise. The perfor-
mance consists of the following stages: students work in pairs
(one tells, the other listens). The conversation is recorded
on a video camera. The narrator talks about their problems
(for example: relationships with parents and friends, points
out difficulties related to personal qualities, possible causes
of misunderstandings, etc.). The listener tries to follow the
rules of active listening, support the interlocutor using active

listening techniques, and remember what they have heard.
The conversation duration is 3 minutes. After completing
the exercise, the listener should repeat in detail what they
heard, comparing their story, the manner of listening with
the recording on a video camera. During the discussion,
students shared their impressions of the conversation, made
comments and suggestions.

2. Exercise “Good advice”. The purpose of the exercise
is to analyse the presented situations and select clarifying
questions. The material used during the exercise includes
flashcards with situations, multimedia, a projector, slides
with active listening techniques (clarification, paraphrasing,
reflecting feelings, summarising). Performance procedure:
students are given task cards (each card has 4 professionally
directed situations). The task is determined by the need
to choose clarifying questions (clarification, paraphrasing,
reflection of feelings, summarising) for each situation.

3. Exercise “Talk to the client”. Purpose: to teach stu-
dents to identify professional skills that are important for
a social worker. Materials — sheets of A-4 paper, pens. Per-
formance procedure: students work in pairs. Future social
workers need to simulate the situation: a social service em-
ployee signs an agreement with the client to provide social
support to the disadvantaged family, using contact techniques:
argumentation, active listening, persuasion.

4. Reflection. During the discussion, students were ac-
tively involved in the conversation, discussed, gave their
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own arguments, substantiated typical mistakes when lis-
tening to the interlocutor, deduced the rules for effective
listening, such as: be open and friendly to the interlocutor,
try to hear with one’s whole body, not interrupt, be attentive,
not be distracted during the conversation, help, support if
necessary, etc.

At the final stage of the study, students evaluated
the effectiveness of the proposed training by filling out

Berezovska

a feedback questionnaire. Thus, to the question of the
survey: “How was the training useful? What new things
have You learnt?”, the following responses were received
(Fig. 4).

To the question of the survey: “How do You assess
your level of completeness of listening skills”, where “1”
is the lowest indicator, “5” is the highest, the following data
were obtained (Fig. 5):

50
45
40
35

475
33.2

30 26.5
25
20 173
15
10

0

W

= Have learnt to use techniques of reflexive
listening

® Have understood that the effectiveness of
communication depends on the ability to listen

Have learnt to edit dialogues using the
technique of active listening

B Have noted that the received information was
interesting and useful

Figure 4. Statistics of answers to the question “How was the training useful? What new things have You learnt?” (in %)

= Score “5”
= Score “4”

Score “3”

Figure 5. Statistics of students’ assessment of their level of listening skills completeness

As is evident, quantitative and qualitative data on the
self-assessment of students and future social workers after
the training showed higher indicators of the completeness
of listening skills than before taking part, as a result of which
the authors can assert the effectiveness of such trainings in
the process of training future specialists.

Conclusions

The ability to actively listen should be formed and developed
in the course of training to carry out effective professional
activities of a social worker. The developed ability of active

listening will help the social worker to influence the client,
maintain a conversation to achieve a positive result, show
interest in what the interlocutor is saying using verbal (clari-
fication, paraphrasing, summarising) and nonverbal means
of communication (gestures, posture, facial expressions) to
establish interpersonal interaction.

The authors see the prospects for further research in
substantiating the methodology for forming the ability to
actively listen in the process of training future social workers
in higher educational institutions.
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