  EXPLICATING LISTENING IN PUBLIC COMMUNICATION

[bookmark: _GoBack]Table 1. Formal and informal methods that can facilitate organizational listening.

	RESEARCH-RELATED METHODS OF LISTENING
	OTHER METHODS OF ORGANIZATION LISTENING

	Quantitative analysis of responses to surveys (incl. open-ended comments)
	Textual analysis of submissions to public consultations

	Qualitative analysis of transcripts of interviews
	Textual analysis of reports, minutes, and/or notes from stakeholder engagement meetings

	Qualitative analysis of transcripts of focus groups
	Textual analysis of recordings of public meetings / forums

	Quantitative and qualitative analysis of data from pre-testing (e.g., products, services, messages, etc.)
	Qualitative analysis of journals and notes from field visits, outreach, tours, etc.

	Quantitative and qualitative content analysis of media reporting, opinion columns, and letters to the editor
	Textual analysis of correspondence (letters, e-mails)

	Quantitative and qualitative content analysis of social media discussion and conversations
	Textual analysis of voice-to-text conversions from call centre recordings 

	Quantitative analysis of trending topics and ‘hubs’ in online conversations through social network analysis 
	Voice of the Customer (VOC) applications that integrate surveys and other customer feedback

	Textual analysis of notes, video, or audio recordings of ethnography (direct observation) 
	Textual analysis of written complaints

	Content/textual analysis of screen captures or ‘data scrapes’ from netnography (online observation)4 
	Quantitative analysis of petitions

	Quantitative and qualitative analysis of responses to deliberative polls
	Textual analysis of discussion at listening posts

	Textual and reflective analysis of participatory action research discussions (e.g., meeting minutes), journals, notes, proposals, plans, etc.)
	Textual analysis of dialogues and policy crowdsourcing initiatives

	Textual analysis of Net Promoter Score (NPS) surveys (qualitative questions on ‘why’, not just scores)
	Textual analysis of notes or transcripts from customer/user groups and summits

	Analysis of feedback from customer decision journey / customer journey mapping (evaluating ‘touchpoints’)
	Textual analysis of discussion by citizen juries

	Textual analysis of deliberative forum transcripts
	Textual analysis of discussion by trust networks

	Textual analysis of appreciative inquiry forums and discussions
	Textual analysis of discussion by study circles

	Behavioural insights analysis
	Textual analysis of discussion at captive audience meetings (CAMs)

	Sense making methodology (SMM)
	Textual analysis of discussion by advisory boards and committee meetings (e.g., minutes)

	Triangulation and meta-analysis of multiple data sets to identify/confirm patterns or trends
	Textual analysis of feedback (e.g., ‘Contact Us’ submissions on Web sites, suggestion boxes, etc.)  





Table 2. Approaches to communication with varying levels and types of listening.

	Speaking / Listening Process
	Type of communication

	1. ‘A’ expresses meaning in relation to some matter 
2. ‘B’ listens inactively and is silent
3. ‘A’ reiterates her/his meaning 
(Step 3 may continue multiple times as monologue.)
	PERSUASION
(Monologic)

	1. ‘A’ expresses meaning in relation to some matter 
2. ‘B’ listens attentively or inattentively, then expresses a misinterpretation of ‘A’s’ meaning or an alternative meaning
3. ‘A’ engages in pretend, pseudo or defensive listening, then reiterates her/his meaning 
(Steps 2 and 3 may continue multiple times as dialogue)
	PERSUASION
(Dialogic)

	1. ‘A’ expresses meaning in relation to some matter 
2. ‘B’ listens attentively, then expresses an alternative meaning
3. ‘A’ listens attentively and accepts part of ‘B’s’ meaning
4. ‘B’ listens attentively and accepts part of ‘A’s’ meaning
5. ‘A’ and ‘B’ agree on a meaning in relation to the matter through bounded co-orientation and accommodation 
(Steps 2, 3 and 4 may continue multiple times through dialogue, but with the aim of closure)
	NEGOTIATION
(Dialectic)  

	1. ‘A’ expresses meaning in relation to some matter 
2. ‘B’ listens, then expresses an alternative meaning
3. ‘A’ listens and expresses a revised meaning 
4. ‘B’ listens and expresses a further revised meaning 
5. ‘A’ and ‘B’ co-create and share a new meaning that transcends both of their previous interpretations
(The processes of speaking and open, empathetic open listening may continue, potentially indefinitely)
	TRANSFORMATIVE
COMMUNICATION




