2X|F0{ 111 RO|TAL Hed 261410832

el
)
13
e
r
mo
A
02!
-
e
ke

3 —
CiE 22 2E T (a)~(e) 3, OfEHY S8 H2?
Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or (a) enters your office with
something on their mind, they desire to feel like someone
is listening to their worries and going to resolve them.
But for someone to feel acknowledged, three things must
occur. First, they must feel like the other person gave
heed to (b) what they said. Second, they must feel like the
other person comprehended (c) that they said. And third,
the other person has to react. This final part is crucial.
Imagine talking to someone who provided no response.
They might have attended to everything we said. They
might even (d) have comprehended it (e) completely. But

without some sort of external sign that demonstrates they

listened, it is impossible to know whether or not they

actually did.

@ (a) @ (b)
® (o) @ (d
® (o)
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Individuals, (A) clients or otherwise,

desire to feel acknowledged. When someone contacts
client service, asks to speak to a supervisor, or enters

your office with something on their mind, they desire

to feel like someone is (B) (Jistening /listened) to

their worries and going to resolve them. But for
someone to feel acknowledged, three things must
occur. First, they must feel like the other person gave
heed to what they said. Second, they must feel like
the other person comprehended what they said. And
third, the other person has to react. This final part
is crucial. Imagine talking to someone who provided
no response. They might have attended to everything
we said. They might even have comprehended it

completely. But without some sort of external sign

that (C) (demonstrates / demonstrate ) they listened, it is

impossible to know whether or not they actually did.

@O whether - listened - demonstrates
@ that - listening - demonstrate

(3® whether - listened - demonstrate
@ whether - listening - demonstrates
® that - listening - demonstrates
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Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office with
something on their mind, they desire to feel like someone
is listening to their worries and going to (a) resolve
them. But for someone to feel acknowledged, three things
must occur. First, they must feel like the other person
(b) gave heed to what they said. Second, they must feel
like the other person comprehended what they said. And
third, the other person has to react. This final part is
(c) crucial. Imagine talking to someone who provided
(d) constant response. They might have attended to
everything we said. They might even have comprehended
it completely. But without some sort of (e) external sign
that demonstrates they listened, it is impossible to know

whether or not they actually did.

@ (a) @ (b)
® (o) @ (d
® (o)
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Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office
with something on their mind, they desire to feel

like someone is listening to their worries and going

to (A) (resolve / overlook ) them. But for someone to

feel acknowledged, three things must occur. First, they
must feel like the other person gave heed to what they
said. Second, they must feel like the other person (B)

(comprehended / misinterpreted ) what they said. And

third, the other person has to react. This final part is
crucial. Imagine talking to someone who provided no
response. They might have attended to everything we

said. They might even have comprehended it completely.

But without some sort of (C) (external /internal ) sign

that demonstrates they listened, it is impossible to know

whether or not they actually did.

D resolve - misinterpreted - internal
@ overlook - comprehended - external
® resolve - misinterpreted - external
@ overlook - misinterpreted - internal
® resolve - comprehended - external
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Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office with
something on their mind, they desire to feel like someone
is listening to their worries and going to resolve them.
But for someone to feel acknowledged, three things must
occur. First, they must feel like the other person gave
heed to what they said. Second, they must feel like the
other person comprehended what they said. And third,

the other person hasto This final part

is crucial. Imagine talking to someone who provided no
response. They might have attended to everything we
said. They might even have comprehended it completely.
But without some sort of external sign that demonstrates
they listened, itis impossible to know whether or not they

actually did.

O ignore the message
@ criticize the speaker
® provide a reaction
@ remain silent

® agree with them

Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office with
something on their mind, they desire to feel like someone
is listening to their worries and going to resolve them.
But for someone to feel acknowledged, three things must
occur. First, they must feel like the other person gave
heed to what they said. Second, they must feel like the
other person comprehended what they said. And third,
the other person has to react. This final part is crucial.
Imagine talking to someone who provided no response.
They might have attended to everything we said. They

might even have comprehended it completely.

it is impossible to know whether or not they actually did.

(D Because the speaker feels satisfied with the silence

@ If the other person agrees with our opinion entirely

® Since they already understood our intentions
clearly

@® Without some sort of external sign that
demonstrates they listened

® Although they show a clear sign of their attention
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Individuals, whether clients or otherwise, desire to
feel acknowledged. When someone contacts client
service, asks to speak to a supervisor, or enters your
office with something on their mind, they desire to
feel like someone is listening to their worries and

going to resolve them.

~N

J

(4)

(B)

©

First, they must feel like the other person gave heed

to what they said. Second, they must feel like the

other person comprehended what they said. And

third, the other person has to react.

But for someone to feel acknowledged, three

things must occur. These steps ensure that the

communication is not just one-sided but effectively

received by the listener.

This final part is crucial. Imagine talking to

someone who provided no response. They might

have attended to everything we said, but without

some sort of external sign, it is impossible to know

whether or not they actually did.

@ (O)-(B)-(4) @ (B)-(C)-(4)
@ (4)-(C)-(B) @ (O)-(A)-(B)
® (B)-(A)-(C)
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This final part is crucial because it provides the
necessary feedback for the speaker.

Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office with
something on their mind, they desire to feel like someone
is listening to their worries and going to resolve them. ©
But for someone to feel acknowledged, three things must
occur. Q) First, they must feel like the other person gave
heed to what they said. ® Second, they must feel like
the other person comprehended what they said. @ And
third, the other person has to react. ® Imagine talking
to someone who provided no response. They might have
attended to everything we said, but without some sort of
external sign, it is impossible to know whether or not they

actually did.
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Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office with
something on their mind, they desire to feel like someone
is listening to their worries and going to resolve them.
But for someone to feel acknowledged, three things must
occur. First, they must feel like the other person gave
heed to what they said. Second, they must feel like
the other person comprehended what they said. And
third, the other person has to react. This final part is
crucial. Imagine talking to someone who provided no
response. They might have attended to everything we
said. They might even have comprehended it completely.
But without some sort of external sign that demonstrates
they listened, itis impossible to know whether or not they

actually did.

D It is difficult to confirm if someone listened if they
do not provide any outward response.

@ People generally want to feel that their concerns are
being addressed by others.

® Tofeel acknowledged, itis necessary for the listener
to pay attention to the speaker.

@ A listener's internal comprehension is enough to
make the speaker feel heard without any signs.

(® Understanding what the speaker said is one of the
requirements for feeling heard.
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Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office with
something on their mind, they desire to feel like someone
is listening to their worries and going to resolve them.
But for someone to feel acknowledged, three things must
occur. First, they must feel like the other person gave
heed to what they said. Second, they must feel like
the other person comprehended what they said. And
third, the other person has to react. This final part is
crucial. Imagine talking to someone who provided no
response. They might have attended to everything we
said. They might even have comprehended it completely.
But without some sort of external sign that demonstrates
they listened, it is impossible to know whether or not they

actually did.

(O The importance of providing visible reactions to
make others feel heard

@ The difference between hearing sounds and
understanding meanings

® The difficulty of resolving customer complaints in a
short time

@ Various ways to improve communication skills in
professional settings

® The psychological reasons why people want to
speak to managers
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Individuals, whether clients or otherwise, desire to feel

acknowledged. When someone contacts client service,

asks to speak to a supervisor, or enters your office with

something on their mind, they desire to feel like someone

is listening to their worries and going to resolve them.

(D But for someone to feel acknowledged, three things
must occur. Q) First, they must feel like the other person

gave heed to what they said. 3 Second, they must feel

like the other person comprehended what they said.

@ In fact, many companies are investing heavily in

training programs to improve the technical skills of their

employees. ® And third, the other person has to react,

as without some sort of external sign, it is impossible to

know whether or not they actually listened.
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Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office with
something on their mind, they desire to feel like someone
is listening to their worries and going to resolve them.
But for someone to feel acknowledged, three things must
occur. First, they must feel like the other person gave
heed to what they said. Second, they must feel like
the other person comprehended what they said. And
third, the other person has to react. This final part is
crucial. Imagine talking to someone who provided no
response. They might have attended to everything we
said. They might even have comprehended it completely.
But without some sort of external sign that demonstrates
they listened, it is impossible to know whether or not they

actually did.

4 2
To make someone feel that they are being heard, a
listener must not only pay attention and understand
the message but also provide a(n) —_______(A)

response that (B)

their engagement.
G

@ verbal - denies

@ outward - confirms
(® internal - hides

@ silent - proves

® immediate - ignores
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Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office with
something on their mind, they desire to feel like someone
@ is listening to their worries and going to resolve them.
But for someone to feel acknowledged, three things must
occur. First, they must feel like the other person gave
heed to ® which they said. Second, they must feel like
the other person comprehended what they said. And
third, the other person has to react. This final part is
crucial. Imagine talking to someone who © provided
no response. They might @ have attended to everything
we said. They might even have comprehended it ©®
complete. But without some sort of external sign that
® demonstrates they listened, it is impossible to know

whether or not they actually did.
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Individuals, whether clients or otherwise, desire to feel
@ acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office with
something on their mind, they desire to feel like someone
is listening to their worries and going to ® ignore them.
But for someone to feel acknowledged, three things must
occur. First, they must feel like the other person gave ©
heed to what they said. Second, they must feel like the
other person comprehended what they said. And third,
the other person has to react. This final part is @ trivial.
Imagine talking to someone who provided no response.
They might have attended to everything we said. They
might even have comprehended it ® completely. But
without some sort of (® internal sign that demonstrates

they listened, it is impossible to know whether or not they

actually did.

O b @ ® ®,0

® @0, ®0ba6,0
® b @ ®
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Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office with
something on their mind, they desire to feel like someone
is listening to their worries and going to resolve them.
But for someone to feel acknowledged, three things must
occur. First, they must feel like the other person gave
heed to what they said. Second, they must feel like
the other person comprehended what they said. And
third, the other person has to react. This final part is
crucial. Imagine talking to someone who provided no
response. They might have attend to everything we said.
They might even have comprehended it completely. But
without some sort of external sign that demonstrates they
listened, it is impossible to know whether or not they

actually were.

Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office
with something on their mind, they desire to feel like
someone is listening to their worries and going to resolve
them. But for someone to feel acknowledged, three
things must occur. First, they must feel like the other
person gave (1) to what they said. Second, they
must feel like the other person comprehended what
they said. And third, the other person has to react.
This final part is crucial. Imagine talking to someone
who provided no response. They might have attended to
everything we said. They might even have comprehended
it completely. But without some sort of (2)_______ sign
that demonstrates they listened, it is impossible to know

whether or not they actually did.

SXE0 111 2O[TIAF S 26102 32¢H



S0| #X|2 HE 7ISR=X] OFH XIS OF

=7}s5ltt.

[ZZ] it is impossible2 A|Xtet 2
[ZZ] H&AL whetherS A2 72
[ZH[ 120 OJHZ & A

32-18

LS 22 FHE SEstaxt & o, 0% ©HolE &85t
BEotA 2.

Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office with
something on their mind, they desire to feel like someone
is listening to their worries and going to resolve them.
But for someone to feel acknowledged, three things must
occur. First, they must feel like the other person gave
heed to what they said. Second, they must feel like
the other person comprehended what they said. And
third, the other person has to react. This final part is
crucial. Imagine talking to someone who provided no
response. They might have attended to everything we
said. They might even have comprehended it completely.
But without some sort of external sign that demonstrates
they listened, it is impossible to know whether or not they

actually did.

(‘necessity ) (external )(_sign ) ( make )( feel )
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Individuals, whether clients or otherwise, desire to feel
acknowledged. When someone contacts client service,
asks to speak to a supervisor, or enters your office with
something on their mind, they desire to feel like someone
is listening to their worries and going to resolve them.
But for someone to feel acknowledged, three things must
occur. First, they must feel like the other person gave
heed to what they said. Second, they must feel like
the other person comprehended what they said. And
third, the other person has to react. This final part is
crucial. Imagine talking to someone who provided no
response. They might have attended to everything we
said. They might even have comprehended it completely.
But without some sort of external sign that demonstrates

they listened, it is impossible to know whether or not they

actually did.
To ensure that a speaker feels (1)________, alistener
must provideaclear () thatthey are paying
attention.
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[ Mk 3 (c) that — what j

[(AE i)

(©7F 24 doJA comprehended?] FZoj7} w}A glom,
APATE EA6HA] goBE HAPE 44} thato] ofd TA T
YA whatd AHE-8oF gttt (a)= asks®t B LR E o|FE3
A T AR FAstt (b)= heed 09 HH o & of
= YAHEE 0|1 FA N YA whato 2 HAEstt. (d)= IA
9] &85 YE = might have p.p. +E2. & A A3t} ()=
5AF comprehended& 4415 FAIZ F 45|t}

A F HAR, 152 Aol I150] E3k A olsfiFitta
L 7oF gt}

J2-02 o Me (Z2F) (424

He: @ (A) whether (B) listening (C)
demonstrates

ESEERS TS

(A) 'A°]E otHE'olgt = R ulE YE7] Ao HEA
whether7} @ 83}tt. (B) beSAlis) FoIA 'EX Y& 0]
ks 559 X9 ou|E YE7] Yol AEAL listening
o] ZAsitt. (C) 2 BANBA that?] APAZF T4 HAR]
some sort of external sign®]| P& T4 ZAIQl demonstrates
£ #oF g}

1A 1 A0)E oY E AFEE2 A4l Hol AHEHL oty »
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AL E7Fsolt
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Hg: ® (A) resolve (B) comprehended (C)
external

[BE oia]

(A) 1A Aujxo] Agste AFEES A4A9 A7 2
(resolve)E171E YstA] 7tHoverlook)=7]1E WotA] =t}
(B) A= AT =7]7] 93 T WA 2 AL Ao 1182 o
ll(comprehended)sh= A °]A] 23 (misinterpreted)dh= 2
o] oft}. (C) Aol E9ithe A& &7] Haiie 2oz =
HuH= 914 9l(external) A1 &7} H a3}t
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[ Mk 3 provide a reaction j

[(BE o]

9] R A ¥k (response)0] 9 AR 7HHEH 9
Ql Al (external sign)? 84S 7F%51a Ut} ulebA] AH
Aty L77] e Al A 2L ' AlFshe Aol &
ofof gttt Y& 'react'E 'provide a reaction' O & HE X
glo] gt @7 Agoltt.
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HE: @ Without some sort of external sign
that demonstrates they listened
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Second, ThirdE &3 1 Al 7IA 24& Ugsty, (C)ol|A Al
AR 27ARES)0] & F83HA] FA A5 npE sk A o]
AAAHT)

A (B) sHAITE =77t AR AL =717] YA = Al 7
Z] do] dojitof gt} ... (A) AA|, 152 AltjHlo] AHAlo] T
gt Ao FOE 7[R LAof gt ... (C) o] uiA|e HE
o] Alo|t}. §H-g-Z Ho|A] = Tt} Eﬂﬂ'o}% A Al
Ha

(B afia]

ZFolA EA9] 'This final part'= & E404 AFE A A4
279 'the other person has to react'E 7}&]7It}. mahA] A
A 2700 AFE AFo|A}, ¥hgo] Q= 42 75k &%
A ©H AX7} 7 A -3t
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HE: @ A listener's internal comprehension
is enough to make the speaker feel heard
without any signs.

—

Y ofld]
29 upxat BEO A 914l A& (external sign) glol= AT
o] AAZ EUA & 4 ok BAsk gleus el
ojgeto 2 A7t AT L7)A st7]o SESHA &
ot ety @HL 29 W83 dAoHA] gt

oA HAe] YHAQl o]5fl= ofFH Al glo|k 3R A H =
Aoty »7]A st7)o FEottt.
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HE: @ The importance of providing visible
reactions to make others feel heard
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[ Xet @ outward - confirms

[MEf SiAd]

gdo] A a oty L7|A stejd F:9)¢t o] g gt oY

Zh, 202 Egvt=(outward) §H-8-2 &) AH4ilo] BA sk 9l
= AHLE E9l(confirms)A| A Fo]of gttt

A a7 F AR Qvia w7A shE W, HA s FOE
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F= 9421 ¥ AlFHof gt
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[AE ofia]

®: said9 F& 07} g1 APA7} glom g FAANFAL which
7} obd whatS #of gttt ©: 5AF comprehendedE 4] 8lloF
38R J8AF complete”} oFd FAF completelyE 4 oF Sttt
@t AR Y, ©= FASAL @ #79 F=(might have
p.p.), O Fo-GA YA & BF HAs}rt

4 ® 50| T3 A(what they said), ® I1AE LA
(completely) o)A SA = BET},
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®: 142 A419] 11Rlo] sjAE7|E HstEE 1gnore( A5k
the #3845t resolve’t F4dsit}. @: §He-& Hol:= AL
)L £ Q3 2 trivial(Rh43HL B2 A5l cruc1al°] A -5t
k. @: o] Edte AL ¢7] fsiAE 2oE Eey=
A5 71 Q32 & internal(H o)L B& A5} external©]
A A},

314 ® 15= s123] E(resolve), @ ©] PHA|T F-E2 58
THcrucial), ® 2% 2l AlF (external sign).
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meoL: 1, attend — attended
2. were — did

—
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[ pEEoL: (1) heed (2) external

—

[EE o]
(1) 'F9E 7]&olc}t 2H= #EQ] 'gave heed to'E ke &
ojolt}. (2) Aol Erte AL HolFE YA A5'E 9

u]3}= 'external sign'S 94l 5H= drojo|c},

34: (1) Aol Zpalo] w3k R 98 7| &ATh Ao
gt} (2) 2E50] AT AS BoFE 439 93 Al
7h Qe

}01' -
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LHEOL It is impossible to know whether or
not they actually listened.

(Mg oAl

7}0] it + ZF0 to know TEZ 211, «~Q A opdZ]»= 9
AP H&AF whether (or not)® Yerdth o] E34t k2 o
Zetn 2 54t did &g & 34 gl — «AHE 7189
EA»E listened 2 A 20, RPN 11do]2 Ao &
=t

A 150l AAR AE 71 &A=A ofdAE ot A2 BV
s},

(M2 5]

JE0| AXMZ HE JI8YUEAXl ORI Ots 212 2Jtsaottt.
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DHEOL The necessity of external signs to
make people feel acknowledged.
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