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REFERENCE DIVERSITY

Listening In A Crisis
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Start the 
ConversationACKNOWLEDGE THE PEOPLE & THE SITUATION 

“The strength of our nation is the 
diversity of its people.”

- American Library Association



Pay 
Attention

“As a reference librarian a great 
volume of my work focuses on 

listening to patrons and 
responding to their needs.”

- Kay Coates

MAKE EVERY EFFORT TO LISTEN



Pay 
Attention

Listening is an active process that requires 
intentional effort.

• Hearing vs. Listening
• Are you aware of your listening profile?
• What happens when we refrain from 

listening?

MAKE EVERY EFFORT TO LISTEN
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Make Every Effort to Listen Hear Them 
Out & Listen

https://courses.lumenlearning.com/ivytech-comm101-master/chapter/chapter-4-three-as-of-active-listening/

https://courses.lumenlearning.com/ivytech-comm101-master/chapter/chapter-4-three-as-of-active-listening/


Pay 
AttentionMAKE EVERY EFFORT TO LISTEN

https://www.businessdirect.bt.com/blog/strengthen-the-learning-experience-with-virtual-realities-4967

https://www.businessdirect.bt.com/blog/strengthen-the-learning-experience-with-virtual-realities-4967


“With that 
being said…”

WHAT WE COMPREHEND
Engage & 
Commit

https://www.gettyimages.ae/detail/photo/group-diverse-people-talking-speech-bubbles-concept-royalty-free-image/477562236

https://www.gettyimages.ae/detail/photo/group-diverse-people-talking-speech-bubbles-concept-royalty-free-image/477562236


WHAT WE UNDERSTAND
Engage & 
Commit

Interpret the input (sound, vocabulary, language) 
and determine how to use it.

• Message of the speaker
• Body language
• Memory



Aurally assimilate the ‘facts’ and contextualize.

• What is the value?
• Critical assessment
• Information literacy

HOW WE PARTICIPATE
Seek 

Resolution



BEYOND THE LOBES
Take 

Action

Consider the impact and respond.

• Avert communication barriers
• Open channels AND access resources
• Communicate plan AND provide instruction



NOTICE: “WAIT, WHAT?”
Reflect & 
Reference

Note the reception and better prepare…

• Obtain feedback
• Take record
• Share best practices



TUNE IN UNTIL THE END
Thank
You!

“Listening: the process of receiving, 
constructing meaning from, and responding to 
spoken and/or non-verbal messages.”

QUESTIONS ?

- International Listening Association
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CONTACT
Connect 

with
Me

Kay Coates, PMC, MILS
Library Faculty
Research Services Librarian
Zach S. Henderson Library
Georgia Southern University
P. O. Box 8074
Statesboro, GA 30460
912-478-5661
Kcoates@georgiasouthern.edu
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