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Research Title: Listening skills for project managers: targeted coach training to enhance listening skills for better project outcomes. 

CONTEXT 

Project management involves the organisation, delegation and oversight of tasks to achieve specific objectives. While project managers receive formal training to acquire technical skills for planning, controlling, and measuring project delivery (Axelos, 2017), they are also expected to demonstrate soft skills such as problem-solving, communication, and conflict management (Bost, 2018). Listening, as identified by the researcher, stands out as a critical soft skill for project managers, affecting various aspects of a project, including understanding the project scope, reflecting on situations, ensuring clear goal comprehension, managing conflicts, and building relationships with stakeholders. 

Badurussaman & Khoiry (2021) discovered that project managers often prioritise technical skills due to their tangible and measurable nature, while Thompson & Cox (2017) underscored the importance of coaching for project managers as a remedy for the lack of development opportunities. Coaching fosters informal learning and guided reflection, supporting project managers in their career growth. Chelagat et al. (2019) also emphasise coaching as a means to enhance team performance through reflection and dialogue, both of which necessitate strong listening skills. Moreover, coaching tools can effectively be integrated throughout the project lifecycle to foster collaboration and boost project team performance (Thompson & Cox, 2017). 

Organisation 
The researcher operates a business that provides contracting services as a project manager, change consultant, and coach. They initially undertook project management training in 2000 and began practicing as a project manager in 2006. Subsequently, the researcher delved into coach training in 2012, incorporating this skill set into their line management and project management responsibilities. In 2018, they formalised their coaching skillset by offering private coaching services. 

Situation 
Presently, the researcher has several contract arrangements in place, including the delivery of project management services to the health sector in Wales. Within this organisation, there is a team of project managers who could potentially serve as research participants. Additionally, the researcher is an active member of the Association for Project Managers (APM), the Project Management Institute (PMI) and various communities of practice, providing access to a broad network of project managers who also represent potential research participants. 

JUSTIFICATION 

BBC News (2020) reported on numerous high-profile projects that experienced significant overspending, potentially negating the anticipated benefits of their implementation. While these issues cannot be attributed to a single cause, the APM (2021) identified interpersonal skills as a significant influence on project outcomes, with listening ranking among the top three. 

The Project Management Body of Knowledge (PMI) has been criticised for its excessive focus on technical skills at the expense of vital soft skills (Gillard, 2017). Buvik and Rolfsen (2015) established correlations between trust, collaboration, and project success. As a project manager, the researcher acknowledges that listening enables them to proactively build high levels of trust with team members, thereby increasing team engagement and commitment to their project-related responsibilities. Developing listening skills, according to the researcher, can establish a culture of collaboration within the project team and enhance the likelihood of project success. 

Despite the existing research on interpersonal skills in project management, there is a noticeable gap in specific research on the importance of listening skills in project management. 

In summary, there are three compelling reasons for undertaking this research project: 
1. Listening skills are essential for project managers. 
2. Project management training typically lacks a focus on listening skill development. 
3. Targeted coaching can effectively enhance listening skills. 

INTENDED IMPACT 

What is the intended impact of this project? 
Conducting this research project will enable the researcher to: 
· Develop a training program aimed at improving project managers' listening skills through a coaching approach. 
· Provide support for a business case advocating for coach training for project managers within their workplace. 

What could be the broader implications of this project within the context? 
The broader implications of this project may encompass: 
· Publication of the research findings in project management or coaching journals to underscore the importance of developing listening skills in project management and the methods to achieve this through coach training. 
· Elevated recognition of listening skills within the project management community, potentially resulting in modifications to certification programs to include coach training for enhancing listening skills. 
· Stimulating further research on the development of interpersonal skills in project managers through coach training. 

OUTLINED INTENTION 

Intention Summary 
The research aims to: 
· Explore the experiences and perceptions of project managers in leading project teams and their prioritisation of technical versus soft skills. 
· Critically evaluate how project managers perceive their listening skills and the steps they have taken to enhance them. 
· Understand how project managers perceive the value and effectiveness of coaching and coach training in improving their listening skills. 
· Identify and analyse different coaching approaches that enhance listening skills. 

The researcher adopts an interpretivist epistemological stance, preferring qualitative research methods that allow in-depth exploration of the subjective experiences, perspectives, and interpretations of project managers. However, they also recognise the value of quantitative data for gathering objective and generalisable results. As a result, the researcher will employ a predominantly subjective ontological approach through a question-driven mixed-methods research design, incorporating semi-structured interviews, a survey of the project management population, and the use of categorised data. 

The research process will follow a two-part sequential explanatory mixed-methods design. Commencing with an online survey to collect quantitative data, a sampling strategy will be used to obtain input from various sources, maximising participant diversity. Subsequently, following the analysis of the quantitative data, the second phase will involve interviews. These interviews will be transcribed, and the data categorised using a thematic analysis approach. 

PROPOSED METHODS 

Participants 
The study's participants will be project managers. Participants will be invited to take part in the survey and interview using a cluster sampling approach, leveraging several project management communities, including the Association of Project Managers, Project Management Institute, and a group of project managers within the researcher’s workplace. These participants encompass individuals within the researcher's network and project managers employed in the researcher’s organisation. 

Analysis 
Survey: The outcomes of the survey's outcome measure questions for each scale value will be computed as percentages. These statistics will be used for initial descriptive analysis and to inform the interview design. 

Interviews: Responses to open-ended questions will initially be analysed, using constant comparative method, leading to the coding of data to identify categories and themes, also referred to as thematic analysis (Thomas, 2023).  

A triangulation approach will be adopted to analyse the data, potentially allowing the researcher to draw inferential conclusions (O’leary, 2017). The data will also facilitate the evaluation of existing project management training and the development of listening skills. 
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Figure 1 Research project timeline
 
ETHICS AND INSIDER RESEARCH 

As an insider researcher in project management, the researcher possesses a unique and first hand perspective in the field. This insider position offers valuable insights and enhances the credibility of the research findings (Berkovic, 2020). The researcher is part of various networks of project managers, providing access to data and participants. They also have direct access to project-related information, stakeholders, and project teams due to their role as a project manager. 
 
Nevertheless, the researcher acknowledges the potential challenges and ethical considerations associated with insider research (O’leary, 2017). Maintaining objectivity and avoiding bias during data collection and analysis is of paramount importance. Transparent disclosure of their roles as a researcher, project manager, and coach is critical to uphold research integrity. 
 
Moreover, the management of potential conflicts of interest is essential. As the owner of a business offering project management and coaching services, the researcher may have vested interests in the research findings. Addressing these potential biases is crucial to preserve research credibility and validity. 
 
In summary, conducting insider research in project management as a project manager and coach presents unique opportunities and challenges. It allows for a deep understanding of the field and the potential to provide valuable insights (Bridges, 2017). However, this role demands careful consideration of ethical issues, potential biases, and the management of relationships and conflicts of interest. 
 
EXPECTED LEARNING OUTCOMES 
 
The researcher seeks to achieve the following learning outcomes: 
· Evaluate existing project management training approaches for their incorporation of targeted listening skills development;
· Determine whether project managers recognise the importance of listening skills and actively seek to develop their listening skills; 
· Measure the listening proficiency of project managers and pinpoint specific areas for improvement;
· Ascertain whether there is a demand for coaching tools training to enhance listening skills among project managers. 
 
 


[bookmark: _Toc162721133]Introduction 
 
Project management is a complex and multi-faceted professional field that requires a combination of technical and interpersonal skills. Technical skills refer to the knowledge and expertise in specific project management tools, techniques, and methodologies, while interpersonal skills encompass communication abilities and emotionally intelligent behaviour. While both types of skills are important for project success, literature suggests that project management training tends to focus on technical skills (Badurussaman and Khoiry, 2021).  
 
[image: ]
Figure 2 Examples of project management accreditation bodies
 
In contrast, coach training is a field that places equal importance on technical and interpersonal skills, with listening being arguably the most critical skill for a coach to possess (Jones and Wallace, 2005). Coaching is a discipline that supports individuals or groups to undertake reflective inquiry to access internal resources that, when applied, can resolve the presented problem. 
 
Despite the extensive research on interpersonal skills in organisational management, the researcher has identified a noticeable gap in both research related to the importance of listening skills in project management and the use of coach training to develop listening skills in project managers. The researcher wishes to address this gap by focusing their research activity in this area. 
  
The planned research will involve:  
  
1. A literature review to understand: 
a. Why listening is an important skill for project managers;
b. Whether current project management training approaches meet the need for listening skills development;
c. Which coaching tools enhance listening skills. 
2. A mixed methods research, sequential explanatory approach. This will comprise of: 
a. A survey of project managers to capture quantitative data relating to project manager demographics, experience and a self-assessment of listening skill capability;
b. Semi-structured interviews designed to capture the experiences of project managers and how they perceive listening as a valued professional skill. 
  
Data will be stored and analysed to identify qualitative themes and quantitative evidence that might provide an indication as to whether enhancing listening skills in project managers would provide a tangible benefit to organisations, as a result of improved project outcomes.  
 
Outcomes from the research could potentially raise awareness, in organisations, that project managers need to consider the improvement of interpersonal skills alongside training in technical project management methodologies. This may suggest that further research is required to investigate the measurable impact of enhanced interpersonal skills in project management professionals. 
 
The researcher runs a private business offering coaching and project management services to the health and social care sector in Wales. They also work as a programme manager leading groups of project managers to digital transformation projects in the Welsh health service. The researcher is a member of international, national and local project manager networks and works closely with other project managers within the workplace. They also run a project management community of practice for project managers. As a result, the researcher has access to potential research participants.  
 
As an insider researcher, the researcher recognises their privileged position in relation to having access to project managers to participate in the research. They are also aware that their perspective may be biased, particularly as they are both a practicing project manager and coach, meaning their objectivity may be compromised. The researcher endeavours to maintain impartiality throughout the research project, through transparency with participants and an awareness of potential biases that can be used for reflection, throughout the lifetime of the project. 
 
The researcher seeks to achieve the following learning outcomes: 
· Identify the project lifecycle stages where listening is most crucial;
· Evaluate existing project management training approaches for their incorporation of targeted listening skills development;
· Measure the listening proficiency of project managers and pinpoint specific areas for improvement;
· Ascertain whether there is a need for coaching tools training to enhance listening skills among project managers. 
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[bookmark: _Toc162721136]Ontology and Epistemology 
 
The researcher adopts an interpretivist epistemological stance, preferring qualitative research methods that allow in-depth exploration of the subjective experiences, perspectives, and interpretations of project managers. The term interpretive research is often used synonymously with qualitative research, but the two concepts are different. Interpretive research is a research paradigm or set of common beliefs and agreements shared between scientists about how problems should be understood and addressed (Kuhn, 1970). 
Interpretivists believe that reality happens through an individual’s experience of the social constructions in the world around them (ontology), including language, consciousness, instruments and shared meanings (Myers, 2008). As the researcher does not believe that everything can be measured this has led them to a requirement for an alternative ontology. Taking an interpretivist approach will enable the researcher to critically analyse and evaluate two research aims: 
1. Explore the experiences and perceptions of project managers in leading project teams and their prioritisation of listening skills;
2. Understand how project managers perceive the value and effectiveness of coaching and coach training in improving their listening skills.  
 
The researcher aims to explore how individual project managers interpret the same objective reality “listening to others in a project environment” in different ways, and therefore present with different actions (Rhemenyi et al., 2003). This contrasts with a post positivist approach (Thomas, 2023), which generally considers the reflections and personal stories of participants to be unacceptable as research because they are neither scientific nor objective. 
The researcher does not approach their research with any hypotheses (Christensen, L.B., 2011) because their interpretivist epistemological approach means that they see social reality as inextricably linked with an individual’s social settings. 

[bookmark: _Toc162721137]Mixed methods 
 
The researcher recognises the value of quantitative data for gathering objective and generalisable results. Babones, S. (2016, p1) describes how an interpretivist epistemological stance could be applied to both qualitative and quantitative research, through, “integration of measurement and modelling into a more holistic process of discovery”. As a result, the researcher will employ a predominantly subjective ontological approach through a question-driven mixed-methods research design, incorporating semi-structured interviews, a survey of the project management population, and the use of categorised data. The researcher will be able to identify project managers with similar characteristics, such as age, gender or project management approach and explore how their listening behaviour aligns or differs from others. This will enable the researcher to achieve their third research aim, “Critically evaluate how project managers perceive their listening skills and the steps they have taken to enhance them”. 

The researcher plans to initially explore the data inductively, utilising a grounded theory approach (Corbin and Strauss, 1997) and therefore has no predetermined themes or theory in mind. To generate grounded theory, the research process will follow a two-part sequential explanatory mixed-methods design. This will commence with an online survey to collect quantitative data. A sampling strategy will be used to obtain input from various sources, including the researcher’s workplace network, social media and professional bodies, thus maximising participant diversity.  

Following the analysis of the quantitative data, the second phase will involve the collection of qualitative data. There are a range of techniques interpretivists use to collate qualitative data (Myers, 2008). The researcher adopts the most frequently used of these, interviews. The interviews will be conducted virtually, using video conferencing technology. The researcher has chosen not to use face-to-face interviews, focus groups or observation. This was primarily due to limitations in time and the practicalities of meeting with geographically dispersed research participants. 

The questions to be used in interviews will derive from identified themes emerging from the quantitative data. These interviews will be transcribed, and the data categorised to validate the quantitative data and provide depth to the research.  
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The study's participants will be project managers. Participants will be invited to take part in the survey using a cluster sampling approach, leveraging several project management communities, including the Association of Project Managers, the researcher’s LinkedIn network, and a group of project managers within the researcher’s workplace. These participants encompass individuals within the researcher's network and project managers employed in the researcher’s organisation. 
The researcher aims to attract participants from a variety of sources to increase levels of population diversity. However, this approach has its limitations due to the researcher being an insider researcher. The researcher joined a project management professional body (Association of Project Management) because it is aligned to their own professional, project management approach. Similarly, the workplace and social media networks from which survey participants will be sampled have been chosen, by the researcher, due to their own subjective experiences, perspectives, and interpretations of being a project manager. This means that there may be unintended bias before data collection or analysis has begun. It is, therefore, imperative that the researcher is transparent throughout the research activity to ensure confidence in the research findings. The actions taken to maintain objectivity, transparency and the management of conflicts of interest are explored in detail in section 3, Ethics and Insider Research. 
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The survey will consist of 16 questions (appendix C); predominantly quantitative questions, with some questions of a qualitative nature, which will enable the participant to expand their answers further. 

The survey will be created using Google Forms. The introductory page of the form will begin with an introduction to the researcher, the reasons behind the research, contact information for the researcher, a declaration of interest and information relating to how data supplied by the participants would be managed. 

The survey will consist of three types of questions:	 
1. Demographic information about the participant, including age range and gender.
2. Project management experience, workplace environment and level of responsibility.
3. An evaluation of listening ability, developed by adapting an existing data-gathering instrument.

Following the survey, the researcher will express gratitude to the participants and remind them of their right to withdraw. They will provide contact information for further inquiries and a link to a contact form for participants willing to partake in interviews. This contact form will not be linked to the anonymous survey. 

The survey is estimated to take about 15 minutes to complete. The survey will be piloted with the researcher’s close colleagues and refined using feedback before implementation to ensure accuracy, quality and accessibility for participants.

[bookmark: _Toc162721141]Interviews 
 
Interviews will be conducted, by the researcher, with project managers. The interviews aim to capture qualitative data from five participants regarding project management training, project managers' views on continuous professional development, and their coaching experiences. The choice of interview participants will depend on the survey findings. Selection criteria will be based on the submission of the contact form, following the participants completion of the survey, providing the participants contact information and a request to be included in the interview stage of the research. The researcher will not be able to connect participant contact information to the completed surveys. The researcher is aiming to interview a minimum of five participants. Should that number not be achieved through the contact form, the researcher will publish a request on social media (LinkedIn).  

Before the interviews begin, the researcher will send an introductory email detailing the purpose of the research and the researcher’s declaration of interest and potential biases.  

During the interview, the researcher will take an informal approach by opening the interview by thanking the participant and engaging them in “small talk” to help build rapport and put the participant at ease. The participants will be reminded of their right to withdraw and thanked for their participation. The reasons for the research and the researcher’s interest in the research will be re-iterated. The researcher will ask participants if they would like to receive information on the research outcomes, in which case their email addresses will be retained for six months after the research concludes.  

Interviews will be conducted via Microsoft Teams, lasting an estimated 20 minutes. The length of the interview may differ in length depending on the participant’s answers and the direction the interview takes. The researcher is taking a semi-structured approach to interviews, meaning the questions may shift to follow the natural flow of the participant’s dialogue. The researcher may divert from the plan should an interesting tangent arise that is related to the area of research. 
The researcher will record and transcribe the interviews and securely store the information online for further analysis.

[bookmark: _Toc162721142]Analysis 
 
The outcomes of the survey questions (quantitative data) will be computed as percentages. These statistics will be used for initial descriptive analysis. Demographic variables, including gender, age, or professional experience will be used to further interrogate quantitative data, using tools including pivot tables and graphs. Using Microsoft Excel will enable a triangulation approach to be adopted to analyse the quantitative data, potentially allowing the researcher to draw inferential conclusions (O’leary, 2021). Findings from the survey will be used to inform the interview design. 
Responses to open-ended questions (qualitative data) will initially be analysed, using constant comparative method, leading to the coding of data to identify categories and themes, also referred to as thematic analysis (Naeem et al., 2023). An open-coding approach will be used to code the data. Following the initial cycle of analysis, these themes may highlight the need for further inquiry with interview participants. The researcher considered using a QDA (Qualitative Data Analysis) software application but has chosen a manual approach due to their inexperience in the field and a desire to experience the induction reasoning approach first hand. This approach, often referred to as grounded theory (Corbin and Strauss, 2015), will involve iterations of data collection and constant comparative analysis. 
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As an insider researcher in project management, the researcher possesses a unique and firsthand perspective in the field. This insider position offers valuable insights and enhances the credibility of the research findings (Asselin, 2003). The researcher is part of various networks of project managers, providing access to data and participants. They also have direct access to project-related information, stakeholders, and project teams due to their role as a project manager. 
 
The researcher acknowledges the potential challenges and ethical considerations associated with insider research. The researcher understands that maintaining objectivity and avoiding bias during data collection and analysis is of paramount importance. Transparent disclosure of their roles as a researcher, project manager, and coach is critical to uphold research integrity. As the owner of a business offering project management and coaching services, the researcher may have vested interests in the research findings. Addressing these potential biases is crucial to preserve research credibility and validity. 
 
The researcher will therefore include a statement within the survey introduction and at the start of all interviews disclosing their roles and interest in the research.  
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All participant contact information and related documentation will be securely stored in a cloud-based electronic filing system called Microsoft OneDrive accessible only to the researcher. Quantitative data will remain in the cloud and will be interrogated using Microsoft Excel, a cloud-based software application. 

The researcher will not make handwritten notes during the interviews but will rely on making notes in Microsoft OneNote. The transcripts generated from interviews and video recordings will also be stored in the cloud. The scripts will not contain identifiable information and participants will be labelled using a code (P1, P2, etc). The scripts will be printed to enable manual analysis, using highlighter pens and sticky notes to identify themes, codes and insights within the qualitative data. 

Printed documentation will be stored securely in the researcher’s office. All data (electronic and physical) will be destroyed upon completion of the research. 
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The researcher endeavours to avoid assuming to fully understand the experiences of their participants (other project managers), recognising that individual experiences, personalities, and situations lead to unique perspectives, as per the researcher’s interpretivist epistemological approach. For the qualitative data collection, the researcher will ask open questions and refrain from offering opinion. This will help maintain impartiality throughout the interview process, ensuring that questions remain unbiased and do not guide participants toward specific conclusions. 
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Listening is a cognitive process that involves actively attending to, hearing, understanding, and remembering auditory stimuli (Thomas and Levine, 1994). This engagement in the listening process extends beyond hearing to encompass comprehension and retention of information, incorporating both verbal and non-verbal cues (Vandergrift, 2004). Research indicates that listening can also incorporate visual cues, particularly in audiovisual settings, underscoring its multi-faceted nature (Aryadoust and Luo, 2022). Listening is not an act of passively receiving information but an active mental operation aimed at resolving comprehension challenges (Aryadoust and Luo, 2022). Moreover, listening is a critical skill with significant implications for interpersonal communication, decision-making, and learning processes (Gilakjani and Ahmadi, 2011). Effective listening entails not only processing auditory input but also actively engaging with the speaker, interpreting verbal and non-verbal signals, and responding appropriately (Watson and Barker, 1984). In essence, listening is an active cognitive process that involves attending to, understanding, and retaining auditory stimuli, encompassing verbal and non-verbal cues. This skill is indispensable for successful communication, learning, and decision-making. 
 
The importance of listening as a crucial soft skill for project managers has been extensively discussed in the literature. Jahromi et al. (2016) emphasises the significance of listening in enabling project managers to understand the needs and concerns of team members and stakeholders, thereby facilitating informed decision-making and appropriate actions. This aligns with the findings of Roebuck et al. (2016), who state that managers who prioritise listening are perceived to be more effective in their communication, contributing to their overall managerial success. Effective listening not only builds trust and creates a positive work environment but also fosters better collaboration among project team members and stakeholders. 

Moradi et al. (2020) highlight the importance of effective listening skills for project managers involved in collaborative delivery methods, particularly in construction projects. The authors emphasise that by listening to various stakeholders, project managers can better meet their needs and perspectives, ultimately increasing the likelihood of project success. This underscores the critical role of listening in facilitating successful project outcomes. 

The relationship between listening skills and managerial effectiveness in decision-making is further supported by the research of Alexander et al. (1992). Their findings demonstrate that effective listening enables project managers to accurately understand and interpret information, leading to informed task prioritisation and effective communication of those decisions to team members and stakeholders. 

Additionally, Zulkiffli and Latiffi (2019) emphasize the vital role of project managers in possessing effective leadership skills, with effective listening being a key aspect of leadership. By understanding the goals, concerns, and expectations of stakeholders through effective listening, project managers can align their actions to lead the project towards its defined goals. 

The literature consistently underscores the essential role of listening as a skill for project managers. Effective listening fosters collaboration, supports well-informed decision-making, enables the understanding of diverse perspectives, and facilitates the alignment of project actions with the criteria for project success. 

In the workplace it has been found that employees who report a high-quality listening experience enjoy benefits including increased levels of job satisfaction, generally positive organisational culture, trust and loyalty to the organisation (Flynn, Valikoski and Grau, 2008). 
 
The Project Management Institute (PMI) defines a project as a sequence of tasks that when completed attain a specific outcome. Projects range in size with short timeframes, low risk and little cost to project spanning several years, having complex and far-reaching impacts and requiring substantial financial investment (PMI, 2021). A project manager is responsible for guiding a project from initiation to completion, with project managers demonstrating and developing skills through natural ability, reflective experiential learning and formal training. 
 
Accreditation to demonstrate attainment of project management standards can be achieved through a range of learning establishments, with project managers able to achieve chartered status if desired, through the Association of Project Management (APM). 
 
Project management training often focuses on technical aspects, leaving the "soft" or interpersonal skills in the background (Gillard, 2017). Gillard’s research emphasises the need to address the "how to" elements of communication, including listening, rather than the current focus on the tools and techniques commonly used to manage a project. To understand the full extent to which project management training focuses on technical project management skills rather than the interpersonal skills required to be an effective project manager the researcher chose to review the three most popular project management methodologies, PRINCE2, Agile and PMBoK (Pabian, 2021) to assess each the methodologies approach to address the “how to” elements of listening. 
 
The PRINCE2 handbook (Axelos, 2017) refers to communication as a required competency of a project manager but the verb “listen” is not used throughout the entire handbook. The chapter on engagement and communications focusses on the requirement of a project manager to effectively transmit a message rather than actively receive one. However, the manual does recommend that the project manager endeavours to “establish feedback channels” and “capture lessons” (p.152). The PRINCE2 handbook (Axelos, 2017) was the most technical of the three project management methodology guides. It included the least information about the importance of interpersonal skills in a project manager and no mention was made to the importance of listening. 
 
The Project Management Book of Knowledge (PMBoK) (Project Management Institute, 2021) states that the 12 Principles of Project Management include two principles that require the project manager to be a competent listener; “Create a collaborative team environment” and “Effectively engage with stakeholders”. These competencies both require effective listening skills (Roebuck et al., 2016). There was more emphasis on developing relationships as a project manager in the PMBoK Guide than there was in the PRINCE2 manual. 
 
The AgilePM Handbook contained the most material relating to the importance of competencies related to our requiring effective listening skills. Principle 7 of the handbook states that, “poor communication is often cited as the biggest single cause of project failure” (page 73). Emphasis is made on the engagement of stakeholders through facilitated workshops, however, in this project management approach relationships with stakeholders would be the domain of other team members and not necessarily the project manager.  
 
In summary, the literature relating to the three most popular project management methodologies offer little guidance on the “how to” of effective communication, and there was no guidance on the “how to” of listening. The literature reviewed, supports Gillard’s (2017) research finding that project management professional development focuses on technical rather than interpersonal skills. 
 
The researcher identified that this gap partly exists due to the assumption from project management accreditation and training organisations that the development of interpersonal skills will be addressed through new project managers being exposed to positive role models, experience of relationship management and additional workplace training. However, the opportunities for junior members of staff to spend time with more experienced project managers has reduced as a result of the increase in remote working over the last twenty years. This shift was rapidly accelerated in 2020 following restrictions put in place to manage the spread of the Covid-19 virus meaning that team members interacted exclusively through a virtual medium. Van Zoomen et al (2021) found that employees were required to adapt quickly to this independent working approach, so junior employees had to learn how to act with more autonomy and more seasoned professionals had to learn how to manage and build relationships in a whole new way with little organisational guidance. 
 
Although coaching is not a regulated profession, the consensus is that coach training is essential to develop a well-rounded skill set. In fact, to work within the established and emerging fields of coaching of sports coaching (Wagner, 2023) and coaching psychology (Moin et al, 2023) attainment of specific learning and subsequent accreditation, is required for most roles. The Chartered Institute for Professional Development (CIPD) said that coaching is one competent technical experts develop better interpersonal skills (CIPD, 2023). 
 
There is no single, specific coaching protocol. Coach training comprises of a range of theories with corresponding methodologies that when applied result in a coaching practice (Smith et. al., 2023). Most coach training include methodologies a coach can apply to improve listening skills. Examples of these include active listening and clean language questioning. 
 
The International Coach Federation (ICF) recognises listening as a fundamental coaching skill (Baron and Morin, 2009) and promotes active listening as a tool to develop this skill. This is supported by various studies that emphasise the importance of active listening skills in coaching, along with other related skills such as questioning, observation, and analytical skills (Ellinger et al., 2008; Chong et al., 2016; Matsuo, 2020). Active listening was also considered a core competency in positive psychological coaching, to identify strengths that the client may not be aware of (Zyl and Rothmann, 2021). Herd (2015), cited questioning and active listening skills as core coaching skills, essential for promoting reflection and facilitating learning. 
 
The Clean Language listening technique is used as a method to elicit metaphors and explore the way individuals experience various aspects of their lives (Linder-Pelz and Lawley, 2015). The practice involves using a set of simple patterns to ask neutral questions to limit the bias that may exist in the speaker. This approach allows the individual's own words and expressions to be used to explore their thoughts and experiences without imposing the coach's or interviewer's assumptions or interpretations (Linder-Pelz and Lawley, 2015). Clean questioning is being increasingly utilised in research settings as it emphasizes the use of neutral and open-ended questions without imposing the questioner’s own interpretations or biases (Cairns-Lee et al., 2022). This demonstrates that tools initially developed for a therapeutic coaching practice could be transferable to other domains, such as project management. 
 
Developing skills as a flexible listener mean that individuals don’t simply reply on the words spoken and develop the ability to observe non-verbal cues to understand that individuals don’t only communicate verbally (Nompo, 2021). Individuals who pay attention to creating the optimal circumstances for listening to take place, considering the context of the exchange and the levels of trust or rapport, build strong relationships and deep connections to others. 
 
Literature exists that identifies effective communication, including active listening, is crucial in health coaching, where coaches use key procedures for action planning and visualisation exercises to help patients set goals for health improvement (Caldwell et al., 2013). Additionally, research has indicated that coach selection should be based on the ability to actively listen, establish trust, employ powerful questioning, and focus on designing actions, ultimately leading to positive outcomes (Gray et al., 2011). 
 
In terms of project management, empirical studies have shown that coaching protocols, particularly those emphasising active listening and think aloud listening, are more effective than traditional and other listening approaches in identifying usability problems within software development projects (Bruun and Stage, 2015).  
 
There is some evidence in the literature that coaching is increasingly being recognised as a way for project managers to develop the soft skills required to effectively lead and manage project teams (Thompson and Cox, 2017).The ability to coach has also been identified as helping project managers understand the strengths and weaknesses of team members, identify areas for improvement, and provide support to enhance their performance (AbuJbara and Worley, 2018). The same literature suggests that by adopting a coaching approach, project managers can empower their team members, promote learning and growth, and ultimately contribute to project success. 
 
Coaching can also provide much‐needed guidance, support, and experience to the project manager (Darrell and Baccarini, 2010). Ramazani (2014) also concluded that receiving coaching has a role in continuous project manager development. The respondents of the study saw 'strong coaching' programs as critical to achieving a more "multifaceted and systematic approach" to project manager development.  
 
There was minimal literature directly considering the effects of coach training on the development of effective listening skills in project managers but Zuo et al. (2018), found that coaching helps project managers to communicate clearly, listen actively, and adapt their communication style to different situations and audiences. Additionally, a study by Ballesteros-Sánchez and Rodríguez-Rivero (2019) found that coaching significantly improved team performance by enhancing communication, collaboration, and problem-solving skills. 
 
It is evident from the literature that listening is a key skill for project managers and that limited attention is currently paid to developing listening skills within the most popular project management methodologies used by project managers. The research showed that the training coaches undertake usually includes the development of specific techniques and tools to improve listening ability within the coach. The literature therefore gives weight to the idea that training project managers in the elements of coach training specifically designed to improve listening ability would improve listening skills within the project managers, ultimately leading to better project outcomes. 
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Multiple stages were used to analyse the research in order to identify and evaluate meaningful findings. 

Stage one involved the collection of data. This was stored and analysed using Microsoft Excel initially using a descriptive approach followed by variable segmentation analysis. This enabled the researcher to manually generate an initial set of descriptive codes. 

Stage two involved interviews with six research participants; the researcher generated an initial set of codes to inform the questions asked during these interviews.

Stage three involved the transcription and storage of the interviews. The researcher wished to experience the qualitative data analysis process firsthand, they therefore undertook the coding manually instead of using a Qualitative Data Analysis (QDA) software application. The researcher used memo writing techniques to record the code, it’s properties and the relevant quote from the transcript. Participants were identified with a number 1 to 6. A line-by-line analytical approach was used to analyse the interview transcripts. This enabled the researcher to build a comprehensive set of codes that were then used to create themes.

Stage four sought extra qualitative date from interview participants through the identification of an emerging theme found during the coding process. As a result of the identification of this emerging theme the six interview participants were asked to complete a VARK (Fleming, 2001) questionnaire and return their scores to the researcher. The researcher analysed the VARK questionnaire outcomes and evaluated the impact this had on the findings.

[bookmark: _Toc159069250]Stage five involved the identification and further analysis of the key themes enabling the researcher to evaluate the findings and this contribution to the existing body of research.
[bookmark: _Toc162721149]Surveys

The survey was published in September 2023 and received 41 responses before being closed in December 2023. The researcher promoted the survey on the social media site LinkedIn and through the Association of Project Management. 

[bookmark: _Toc159069251][bookmark: _Toc162721150]Participant Demographics

61% of survey participants were women and 39% men. 65% of survey participants were line managers and this did not significantly deviate based on gender. 
60% of women who participated in the survey had undertaken some coach training, whereas only 50% of men said they had. Of those who had undertaken some coach training, only 3% had undertaken an accredited coaching qualification. All participants had undertaken accredited project management training.

Figure 3.  Gender of survey participants by age

	
	Mean
	Median
	Mode
	Range

	Women
	35-44
	35-44
	35-44
	25-34 to 60-65

	Men
	40-45
	35-44
	35-44
	18-24 to 66+


Table 1 Average age range by gender
The average (mean) age of survey participants was 40-45, the majority (34%) of women who responded to the survey were between the ages of 35 and 44. Survey participants who were men, were found from the lowest age range of 18-25 to the highest age range of 66 years and over, whereas women surveyed were only found in the 25-34 year old aged range up to the 60-65 year old age range. This suggest that mean have longer project management careers this suggests that women tend to not remain in the profession for as long a period as men.

Figure 2 Number of years of experience by gender
The graph in Table 4 shows that the majority (22%) of women had between the 6 and 10 years of project management experience.
	 
	Mean
	Median
	Mode
	Standard Deviation

	Women
	10.0
	8
	5
	6.2

	Men
	13.4
	10
	10
	10.4

	Combined
	11.4
	9.5
	5
	8.2


Table 2 Average years experience by gender
The average number of years project management experience in women was 10 years and in men 13.4 years. 
There was a noticeable drop in the number of women, who were project managers over the age of 44. This was not replicated in men. This “skills leakage” is a known phenomenon in project management (Legault and Chasserio, 2012), which sees an average ratio of 3:1 of men to women within the industry. This gender disparity increases with seniority. 
Project management can be a challenging career choice. A project manager is required to manage competing priorities, balancing budgets, ensuring quality outcomes and managing resource in order to meet deadlines, leadership expectations and the needs of stakeholders. The stakes of project management delivery is particularly high within the health sector. Services operate 24/7 for 365 days per year and mistakes can have a detrimental impact of patient wellbeing. This makes it even more important that the project managers working in the health sector have not only the technical skills they need to effectively manage project but also have refined interpersonal skills that enable them to be diplomats, leaders and negotiators. 
With this demand for high quality project managers in mind it is worrying that several industry sources have cited concerns about the skills leakage and lack of new project managers joining the industry. ESI International (ESI International, 2015) warned of a “looming skills crisis” and the Project Management Institute (PMI, 2017) said that the world will need 88 million project professionals by 2027, which is 25 million more than it currently has.
A wide variety of project management methodologies exist and training courses to learn project management technical skills are plentiful, however a study by The Association of Talent Development (2019) found that the main causes of skills gaps were related to a lack of resilience (leading to individual’s changing career from project management), a lack of skills development and low levels of organisational acceptance to develop more flexible project management approaches requiring enhanced interpersonal skillsets, like agile methodologies.
12% more women than men took a hybrid approach to project management. The hybrid approach of combining agile and waterfall methodologies (also referred to as Wagile) is a more recent development in the world of project management. It has become popular within digital transformation change initiatives within the public sector due to its use of waterfall project management techniques to govern and control a project, while using agile to “do the work” through small chunks of iterative progression. Agile requires project team members to communicate regularly (i.e. daily stand ups) and be self-organising, which requires the ability to negotiate and compromise. Strong interpersonal skills, including the ability to listen is key to a successful implementation of the hybrid approach.
The “skills leakage” may be due to the lack of development in less experienced project managers in people management and interpersonal skills. The “people-related” challenges faced in projects can have a significant impact on the confidence levels and emotional resilience of a project manager, leading to burn out. Developing these skills may not only improve project outcomes but also prevent project managers from leaving roles due to pressure and lost confidence in their own ability.

[bookmark: _Toc159069253][bookmark: _Toc162721151]Self-assessed listening skills

Survey participants were presented with a list of poor listening behaviours (appendix A) and asked to choose the behaviours they recognised in themselves.

Figure 5  Percentage of poor listening behaviours by gender
None of the male participants identified more than 6 poor listening behaviours, whereas 8% of women identified more than 6 poor listening behaviours. It is not understood whether this is because women have more poor listening behaviours or because they are more aware and willing to share that they recognised more poor listening behaviours in themselves.
Those that identified with six or more poor listening behaviours had more than five years’ experience as a project manager. The age range with the highest number of identified poor listening behaviours was 50-55. This may indicate that awareness of behaviour and the desire to do something about it peaks during this age range. Meaning that individuals have an increased sense of awareness and can identify more poor behaviour traits in themselves. Conversely, it may also indicate that the number of poor listening behaviours increase during this age range. 
Survey participants were asked to rate their listening ability on a Likert scale of 1 to 7, where 1 was very poor and 7 was excellent. 44% of survey participants assessed themselves as above average listeners, 44% assessed themselves as being good listeners and 12% assessed themselves as being excellent listeners. The researcher initially planned to use a Likert scale with 5 options. A shorter scale may have been more user friendly but using the slightly longer scale has highlighted that, even with more options, that all survey participants rated themselves as above average listeners. 
Figure 6 shows that the average rating for women was 6 (good) and the average for men was 5 (above average). More women than men rated themselves as excellent listeners.
[image: ]
Figure 6 Survey participant listening self assessment
It was surprising to find that although 100% of individuals identified themselves as above average, good and excellent listeners, 80% of these listeners recognised at least one poor listening behaviour. This would suggest that survey participants had a tendency to over-estimate their listening ability. The researcher identified this statistical outcome as a potential demonstration of the Dunning-Kruger effect (Kruger, J, Dunning, D. et al, 2013). This demonstrates a cognitive bias with individuals believe they are more capable than they actually are. In fact, further studies into the Dunning-Kruger effect have shown that individuals with lower skills are more likely to overestimate their abilities compared to those who are more skilled (Teo et al., 2022).
The researcher concedes that they did not define listening or how the survey ratings applied within a real-world project management situation at the outset of the surveys and interviews. As a result, how the survey participant rated themselves is based on their subjective beliefs and experiences. The researcher considered how they would personally have responded to the survey and realised that their day-to-day listening skills were below average but when actively engaged in an environment where their role as a project manager required them to listen, then they rated themselves as above average and in some cases good. The researcher reflects that these listening skills have been developed as a result of the coach training they received specifically to develop them as a better coach. However in undertaking and applying the training their increased self-awareness and improved listening ability has had a positive impact in other areas of their life, including in the workplace within their role as a project manager.
These insights, were recognised by the researcher and led to more in-depth inquiry into the listening ability of interview participants, as discussed in the analysis of the interviews.
[bookmark: _Toc159069254]

[bookmark: _Toc162721152]Impact of gender on listening behaviour
Figure 7 Percentage of self identified poor listening behaviour by gender

The researcher asked survey participants to indicate which “poor” listening behaviours they recognised in themselves.
The results show that poor listening behaviour in men include formulating a response instead of listening, undertaking other tasks or thinking about something else while also trying to listen to the speaker. These more passive behaviours did not directly impact the interaction with the person being listened to. 
Conversely, the women surveyed were more likely to interrupt before the person finished speaking, hurry the speaker or finish the person’s sentence. Women were the only gender that indicated they exhibited unwelcome body language when listening, although this behaviour was present in a statistically low percentage of individuals. These more proactive behaviours are likely to have had a more direct impact on the listener.
The researcher reflects that what was initially identified as poor listening behaviours may be deemed good listening behaviours, within the context of the interaction being undertaken. 
Project managers are responsible for ensuring tasks are delivered in a timely manner, while also managing relationships with stakeholders and project team members. At times, interrupting or hurrying the speaker may be a necessary tool to meet time critical demands. It is down to the skill of the project manager to understand and assess the impact this behaviour has on those at the receiving end; eliciting feedback can be a way to achieve this. 
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Survey participants were asked to provide a short, free text answer to respond to a question about tools, techniques or training that had helped them improve their listening ability as a project manager. The responses in table 3 included references to a range of methods and experiences. 
	360 Listening
	Active Listening
	Coach training

	NLP
	Emotional intelligence
	ILM Coaching

	Insight profiling
	Cultural agreement for 
“what good looks like”
	Mentoring

	Role-playing scenarios
	5 Listening Skills
	Counselling training

	Working for the Samaritans
	12-step programme
	Why Am I Talking (WAIT)

	Walking Meetings
	Microsoft Copilot
	Using open and closed questions

	Note taking
	Recording and transcribing
	Life experience


Table 3 Listening tools identified by survey participants
Three survey responders, provided particularly interesting responses, including, “working for The Samaritans”, “being part of a 12-step programme” and “counselling training”. All three experiences relate to approaches used to support individuals that may be experiencing a mental health issue. The approaches would all require the participant to follow a strict set of rules and practices when it comes to listening and interacting with any individuals.
Other tools were identified that did not directly refer to listening but required listening or taking in information as a core skill included coaching training, NLP, emotional intelligence, mentoring, role-playing scenarios and counselling training. It was promising that individuals recognised that listening skills were fundamental to the application of these concepts, tools and techniques.
Recording and transcribing, Microsoft Copilot and note taking were all listed as tools used by individuals to support listening. Copilot is a digital tool recently introduced by the technology supplier Microsoft, which uses artificial intelligence (AI) for “productivity, creativity and information comprehension” (Microsoft, 2023). A key feature includes the ability for the tool to summarise the content of an online meeting using a set of prompts. A concern is that meeting participants may become overly dependent on such tools and will feel they can disengage from meetings and rely on AI to understand the context of conversations well enough to interpret the message the speakers wishes to communicate accurately. As listening is more than simply processing the words said, the concern is that meetings participants will miss out on non-verbal cues such as tone, pace, volume and body language. There is also a concern that the output from AI tools may reflect biases present in the data it was trained on and therefore influencing the summarised text and therefore project-related actions and decisions.
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Survey participants were asked, “Do you seek feedback from your project team members regarding your communication and listening skills?”.


Figure 8. Approach to feedback by gender
There were differences in how men and women approached feedback. Although most participants, regardless of gender, would “Discuss the feedback with the team member to better understand this perspective”, a slightly higher percentage of women than men would take this approach. 12% more men than women would “Seek additional feedback from other team members”, while a double the number of women than men (12%:6%) would “Act on the feedback and make improvements” as their first option. Validating the feedback and actions with other team members, before acting, would seem like a less risky approach, giving the project manager more information before making a decision but it could also be a sign that the individual in procrastinating or finding it difficult to make a decision. 
All project management methodologies, include driving continuous improvement, as an important part of a project manager’s role. Continuous improvement relies on listening and acting on feedback from others. The majority (44% in both men and women) of survey participants undertook reflective sessions at regular intervals, however women were more likely (32%:19%) to reflect at “every opportunity” and men more likely (31%:20%) to organise reflective sessions only when there was an issue. 80% of the survey participants who indicated that they would seek feedback at every opportunity were women. All of these participants had received some form of coach training. This result suggests that those with coach training would be seeking opportunities to reflect with project team members.
6% of survey participants said that reflection was not part of their job. Neither of the survey participants had received any type of coach training. The participants had an average of nine years’ experience as project managers, all worked in digital transformation and said that they only sought clarification if they didn’t understand what they had heard. 
The research suggests that coach training would help people develop an understanding of the importance of actively seeking feedback and clarification. 
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Following analysis of the survey results, six project managers were interviewed. Interview questions were developed, following a grounded theory approach, based on emerging themes from the survey results. These themes included listening definition, barriers to listening, improving listening skills and the listening environment.
Questions were developed and loosely followed during semi-structured interviews with the six interviewees. Basic demographics were captured including gender, age bracket and years of project management experience. The full quotes captured and subsequently analysed in the interview stage, can be found in appendix 2.
[bookmark: _Toc162721156]Question 1: How would you define good listening?

Vandergrift (2004) said listening was more than simply hearing sound, it encompassed the comprehension and retention of information, incorporating both verbal and non-verbal cues. Across the six participants, there was a similar interpretation of what listening is in only two participants.
Participant 1 said that listening was, “a superficial thing” and “when you’re waiting to talk”, which suggests that the individual didn’t see listening as an important skill to adopt and was simply a pause while they waited to speak. Such an approach could be interpreted by the speaker as being disrespectful and would inhibit the listener’s ability to build trust.
Participant 3 referred to non-verbal cues, “picking the tone” and said that, combining tone and “words together give you that understanding better.”
Aryadoust & Luo (2022), indicated that listening can also incorporate visual cues, both participants 4 and 6 referred to “observing the body language”.
Participant 5 had a more abstract viewpoint to the role of listening, saying that listening was “trying to understand the underlying message rather than the words being said.” Although, there is an element of truth to this in relation to picking up on the speaker’s non-verbal cues it should also be recognised that the verbal cues are important too, particularly when taking instruction.
When asked to define listening the responses were inconsistent and unclear. The researcher reflects that even if participants didn’t have a deeper level of understanding of listening that they would at least be aligned with a general definition. However, none of the answer’s participants gave aligned to the Merriam-Webster definition of listening, “to hear something with thoughtful attention: give consideration”. (Merriam-webster.com.,2019).
This raises the question that if these project managers can’t accurately define listening, how can they know what good listening is? How will they know if they have listened to others or if others have listened to them?
[bookmark: _Toc162721157]Question 2: How do you recognise poor listening in yourself?

There was a general understanding that poor listening was characterised by lack of comprehension and retention of the information being relayed, as described by participant 5, “You can hear what they're saying and not really get it.”
However, in two cases it was evident that the project manager would only recognise poor listening if a task hadn’t been carried out, “When they're not doing the thing that I've asked them to do.” (participant 1). It was interesting to observe that their first thoughts when it came to listening was whether somebody had listened to them. These participants were both women, in the 40-45 year age bracket and had less than 5 years’ experience as project managers. They did not know each other and worked for different organisations.
Four participants recognised that inattention was a sign of poor listening, with metaphorical phrases used including, “switched off” (participant 5), “mind wanders” (participant 4) and descriptions of distracting behaviours, such as “doing something else” (participant 2), “page full of doodles” (participant 3). 
Participants were able to recognise more poor listening behaviours in themselves than good listening behaviours. For example, several survey and interview participants described the poor listening behaviour as “doing something else” but no research participants described a good listening behaviour as “doing nothing else”. This example of negative bias toward interview participants being able to identify good listening behaviour is interesting as a bias toward overestimated listening ability was seen in the survey participants and called out as the Dunning-Kruger effect. The research suggests that the overestimation in listening ability is not based on evidence identified by the research participant.
[bookmark: _Toc162721158]Question 3: What prevents good listening?

After exploring the interview participants’ views relating to good and poor listening behaviours the participants were asked to talk about what prevented good listening. These were three common themes which were coded and identified as time, distraction and lack of understanding.
Time
All of the project managers interviewed referred to time as preventing good listening. Interview participants were asked to describe barriers to listening and referred to not enough time or too much workload over 20 times between them. Typical comments included, “Being rushed due to lack of time and demanding workload.” (participant 4) and “Competing deadlines and capacity” (participant 2).
A basic measurement for the success of any project is delivering on time. It is part of a project manager’s role to manage when activity is undertaken, through planning and task management activity.
Part of that task management includes prioritising work within the team and for themselves, it is therefore within the project manager’s control to prioritise enough time to listen effectively.
As a project manager protecting time for and engaging fully in project team meetings and key conversations would foster clarity and improved relations between team members. This would also help avoid time wasted, as the appointed team members will be working on the correct tasks as time has been taken to clarify expectations and answer questions.
Distraction
Participants also highlighted distraction as preventing good listening. 
Participant 5 referred to their own experiences as listeners, “working remotely can make it very easy to get distracted”, as did participant 6, “distracted by worries in work and at home.” 
Four interview participants referred to the listening experience of others when answering this question, for example, “people get easily distracted” (participant 1). It is interesting that these participants referred to listening as something that someone else does. This detachment from the individual’s behaviour is likely to impact the effectiveness of the project manager as it may be indicative of a wider problem with relationships (Pettita and Ghezzi, 2023).
Poor discipline during virtual meetings was identified as a cause of distraction in others for three of the participants. With participant 2 saying, “Remote working makes it easier for people to also be checking emails, side chats in teams meetings, checking their phones, et cetera“. 
Since the Covid-19 pandemic began in March 2020, a significant proportion of the United Kingdom workforce has moved toward remote working arrangements. Although some organisations are encouraging employees to return to a physical office many will continue to operate in at least a hybrid way (a split between home and office).
Virtual project team meetings bring a greater level of uncertainty for project managers with it being more difficult to pick up non-verbal cues or being sure that meeting participants are attending to the meeting and not undertaking other work.
As a result, project managers need to engage in different approaches to ensure the attention of participants. This may include the setting of ground rules at the beginning of meetings or a meeting Terms of Reference or ensuring meetings are interactive and ensure participants have an opportunity to speak and be listened to.
In the survey, only 6% of participants said that undertaking other tasks while trying to listen was a listening behaviour that they recognised in themselves, This suggests that people are more able to identify poor listening behaviours in others than to recognise it in themselves. Coach training could be used to build skills to enhance self-awareness and seek feedback from others.
All interview participants indicated that poor listening situations occurred due to poor cultural behaviours. Participant 5, talked about leading by example and mentioned, “Poor role models across an organisation who don’t listening.” Three participants referred to situations where other parties displayed a lack of respect and rudeness. One said, “I’m not sure people truly enter into a conversation ready to listen, taking other people’s opinions on board, they want to answer questions, think and consider options” another said they had regular experiences of, “when people talk between each other in a meeting and ignore the person speaking about intended topics.” Two other participants referred to “not getting to the point” and “diverting the conversation off topic”. In these situations, the project manager would benefit from coach training to help them set boundaries, manage challenging conversations and direct the discussion.
Lack of contextual understanding
The final barrier to listening, identified was lack of understanding. Participants said that it was challenging to filter what is important and what’s not important within a conversation. One participant said that their instinct was to “jump to a solution” and another said that it was, “hard to not sideline listening, assume we know the answer and drive the project forward.” Having a grasp of the subject matter enables project managers to provide effective leadership and guidance to their teams. Research by Smith and Erwin (2005) emphasised that project managers who are knowledgeable about the project domain can inspire confidence in their team members, foster collaboration, and facilitate problem-solving. A project manager needs to recognise gaps in their knowledge throughout the lifetime of a project. Effective listening through asking questions and seeking clarification is an important tool for a project manager but is often overlooked.
Sacrificing effective listening, due to any of the barriers identified could potentially exacerbate those barriers further. The researcher suggests that utilising coach training to raise self-awareness, structure valuable conversations, create clarity and deal with poor listening behaviours in themselves and others, would be valuable in reducing the likelihood of these barriers occurring.
[bookmark: _Toc162721159]Question 4: How do you ensure you listen effectively?

Interviewees were asked how they approached meetings and conversations to ensure they maximised their opportunity to be effective listeners during the interaction. There were three common themes identified following coding including notetaking, reflection and transferrable skills.
Notetaking
All six interviewees referred to notetaking as a tool they recognised could support listening. Four project managers said that they took their own notes, with one commenting, “I've got notebooks coming out of my ears.” Two project managers said that they found note taking while listening was difficult for them. Both had found ways around this challenge with one saying, “In project team meetings, I have someone taking notes and recording actions”, another said, “working over Teams. I can record meetings and then capture key points from the transcripts.”
One interview participant said that they often used their notes to confirm the topics discussed and agreed actions as illustrated by the comment, “I email after a conversation to keep a record of the important points and give the person a chance to correct me” (participant 2).
The researcher takes notes in meetings. In fact, not being able to write notes inhibits the researcher’s ability to process auditory information. This is not surprising considering the researcher has identified themselves as having a read/write learning preference using the VARK model (Fleming & Baume, 2006). The VARK model categorises learning styles into visual, auditory, read/write and kinaesthetic. The term multi-modal is used to identify individuals who have no clear learning preference. 
As a result of the researcher’s subjective experience, following the first iteration of qualitative data analysis the researcher asked interview participants to complete a VARK assessment to identify their preferred learning style.
It was identified that the four interviewees who took their own notes had either a kinaesthetic or visual learning style. The researcher relies on notetaking when listening and reports feeling uncomfortable when not being able to take notes. The researcher’s read/write score was 14 indicating that they have a strong read-write learning preference (VARK). Although lead learning preference varied across participants, they all scored at least 4 for read/write, except for the interview participants who did not take their own notes. Interestingly the two participants who expressed difficulty in taking notes while listening both reported a multi-modal learning style. They had equally high scores for their visual, auditory and kinaesthetic modality scores however the read/write scores for both of these interview participants was zero. One of these participants said, “It's one of the things I like about having recorded meetings. I struggle to take notes and pay attention.”, they then shared that they relied on automatic transcribing tools to capture notes. For this individual taking notes was a barrier to their ability to listen.
Reflection
When interview participants were asked, “How do you ensure you listen effectively?”, two referred to active listening. The survey had asked if participants had undertaken any form of active listening training, with 23% of respondents saying that they had completed training in Active Listening. Further inquiry found that two of the interviewees had undertaken active listening training. However, when asked to elaborate as to how the training had benefitted their listening, they both referred to the act of reflecting the speaker's thoughts but made no reference to reflecting the speaker’s feelings. One participant said, “I think that my approach to listening well is to reflect back the thing as I've understood it. To see if they agree.” (participant 3) and another said, “I try to paraphrase what people are saying and confirm what you've taken in to confirm your understanding” (participant 3). 
Active listening is a concept originally defined by psychologist Carl Rogers and Richard Farson (Rogers and Farson, 2021). They determined that empathy is a key principle of active listening and is demonstrated by reflecting the thoughts and feelings of the speaker. 
Neither interview participant referred to empathy, feeling or anything that related to building an emotional attachment to the speaker. This indicates that the active listening training hadn’t been effective in ensuring a clear understanding of a key active listening principle. This is potential due to the participant’s inability to apply their new understanding to their practice as a project manager. Applying the new learning is a fundamental part of Bloom’s Taxonomy (Bloom, 1956) and without it knowledge atrophy will rapidly set in (Banda et al., 2023).
Transferrable skills 
When interview participants were asked, “How do you ensure you listen effectively?”, one participant said, “I used to find that when I was taking minutes I'd learned a lot about what was happening”. A second participant referred to their time working in a call centre and the skills they developed listening and responding to callers.
Survey participants were asked to provide a short, free text answer to respond to a question about tools, techniques or training that had helped them improve their listening ability as a project manager.
Three survey responders, provided particularly interesting responses, including, “working for The Samaritans”, “being part of a 12-step programme” and “counselling training”. Participants would have received specific guidance and in some cases accredited training to ensure listening was established as a core skill.
The situations described by the research participants required listening as a core component of the role and required the participant to follow a strict set of rules and practices. 
Providing project managers with training in listening skills development within the context of a project environment would ensure an understanding of the importance of effective listening in the project manager and define good listening behaviour within projects. Applying these concepts using a coaching model would provide project managers with a set of guidelines to help them practice good listening skill behaviour. By integrating this behaviour into their project management practice they will be able to positively influence project outcomes by creating a project team culture where people feel listened to and therefore valued.



[bookmark: _Toc162721160]Themes in the Findings

Following analysis of the interviews the researcher identified three main themes: listening definition, listener tools and listener attributes. Passmore (2010, p12) reported that their research participants felt, “the quality of listening was different in coaching compared to how they were listened to elsewhere”.  
All three themes and sub themes are addressed in high quality coaching training so that new coaches develop into highly skilled listeners. Therefore, the researcher determines that project managers would also benefit from these elements of coach training.

	Theme
	Sub-theme


	Listening definition
	Understanding the purpose of listening

Understanding of listener/speaker roles


	
Listener Tools
	
Creating connection

Taking note

Questioning

Reflecting


	
Listener Attributes
	
Lack of self-awareness

Environment

Poor emotional management

Previous experience



Table 4 Results of iterative thematic analysis



[bookmark: _Toc162721161]Theme 1: Listening definition

The survey showed that participants had a tendency to overestimate their listening ability, referring to this as an example of the Dunning-Kruger effect (Kruger, J, Dunning, D. et al, 2013) but the researcher could also have attributed the bias toward a scoring self-assessment of listening ability as having not clearly defined listening prior to the survey being undertaken. However, without this insight they may not have asked the interview participants about their definition of listening and identified a deficit in understanding. 
Following the interviews, the researcher was able to identify a range of interpretations in the interview participants definition of listening. It would then be understandable if a listener does not capitalise on a listening situation if they do not appreciate that as a listener it is their responsibility to understand the purpose of listening in that specific situation. Similarly, not clearly understanding the responsibilities of the listener and the speaker will potentially lead to the messages within a conversation not being received and understood correctly. 
Listening is important for two main reasons, to build relationships and for the listener to learn so that shared understanding exists between the listener and speaker.
This is where training, to clarify the definition of listening, would be beneficial. 
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The survey asked the 41 participants to identify poor listening behaviours. All survey participants rated themselves as good listeners. However, poor listening behaviours were self-identified in all but two survey participants. Several interview participants said that they hadn’t consciously thought about how they listened prior to the request to participate in the research.
The researcher argues that training project managers in skills taught to coaches will have a positive impact on project outcomes. These three listening skill tools include creating connection, taking note and questioning.
Creating connection
Some interview participants reflected that listening wasn’t just about the words being said. 
“It's all broken down between body language, tone and actual words.” (Participant 2).
On the surface reflecting does involve repeating back what the speaker has said and summarising the conversation. Using phrases like, “What I heard you say is…” and reflecting back the words the speaker used or by highlighting the main points raised by the speaker and summarising in the listener’s words what they understood.
Reflecting is more than words. It is when the listener is in rapport with the speaker and vice versa. It is when both parties are in tune emotionally and demonstrate this using non-verbal cues such as tone of voice, pace of speech and body positioning.
In the hybrid workplace where many meetings are held virtually over video calls there is limited access to non-verbal cues which means the listener needs to work harder to build rapport and therefore trust. 
Coach training could help project managers develop an understanding of the theory behind rapport building and give them the tools to identify ways in which to optimise rapport building opportunities through reflecting verbal and non-verbal cues back to the speaker.
In coach training, specific skills to build rapport are taught including mirroring and matching. Building rapport creates a sense of trust and a feeling of being “in sync” with the other person. This will increase the likelihood of the speaker being more engaged in the conversation. Project managers need to negotiate in order to ensure the tasks they require completing are undertaken in a timely manner. By investing time in the speaker and displaying good listening skills there will be an increase in the likelihood of a sense of loyalty in created with project team members and the chance of the work being undertaken is increased. 

Taking note
Recording the key points made by a speaker aids the listener in a number of ways: it enables them to clarify what the speaker has said, it keeps the listener focused and engaged, enables the listener to create connection and serves as reference material to aid the listener’s long-term memory of the dialogue.
An aim of listening is for the listener to learn something new so that they can develop a better understanding of a situation and make decisions to further the goals of the project. 
The researcher found that most project managers relied on note taking to record key points made by the speaker. Interestingly, the two interviewees who found it challenging to keep notes because they found note-taking distracting were the only two participants who had a multi-modal learning preference (VARK, 2020).
Taking notes can be undertaken in a variety of ways: putting pen to paper, using recording and transcription devices and receiving support from a third-party to take notes.
By using coach training to help a project manager understand their own learning preferences and preferred styles for taking notes they could develop personalised approaches to make use of this important listening tool.
Questioning
Listening isn’t simply about remaining silent, it requires the listener to seek clarification and explore the topic further. Questioning requires the speaker to undertake self-reflection and sometimes find the answers they are looking for within themselves. Some of the interview participants recognised that questioning was a valuable technique but didn’t say why:
“You've got to be really good at asking the right questions” (participant 1);
“I tend to ask a couple of questions” (participant 2);
“Ask open questions” (participant 5).
Participant 5 recognised the benefit of using open questions specifically. No other participants referred to questioning techniques or identified that some question types (i.e. leading questions) could create a bias and assumptions made by the listener. This is particularly important for project managers as often their role is to create a bias and to influence project team members to prioritise work. Coaches often use coaching models or frameworks within their coaching practice. Training project managers in a range of coaching models may help them facilitate more constructive conversations. For instance, using the GROW model a project manager has at least four questions they could use to explore a particular objective the project team member has been set. The researcher uses clean language questioning techniques within their role as a project manager to ask unbiased questions. This enables the researcher to ensure a shared understanding of what the speaker wishes to communicate to the listener. 
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The circumstances that made listening effectively more challenging was explored in both the surveys and the interviews. Interviewees spoke at length about the barriers to listening and the output was eventually identified as the sub-themes: lack of self-awareness, environment, poor emotional management, lack of good role models and lack of training.
Lack of self-awareness
The findings relating to an individual’s propensity to overestimate their listening ability was the researcher’s initial indication that self-awareness was part of the good listening equation and therefore lack of self-awareness increased the probability of poor listening behaviour demonstrated in the project manager.
A lack of self-awareness was identified in both the survey and interview participants. An important part of coach training is for the coach to develop more self-awareness, whether this is to do with personality typing, identifying learning preferences or understanding more about the patterns that drive their behaviour. As a project manager and coach who has been through this process of building self-awareness the researcher sees significant benefit in project managers going through a similar process.
Environment
For some participants environment had a significant impact on their ability to listen effectively. Three participants said that noisy environments had a negative impact on their ability to focus on the speaker. One said that both noise and visual distractions would have an impact on their attentiveness in a listening situation and that there was potential for them to retain very little information.   
Other situational factors may impact the ability to listen effectively, there may be other factors impacting the listener or speaker; they may work in an authoritative organisation where listening and feedback is seen as unimportant or excessive workload means that providing space for high quality listening opportunities is limited.
Another environmental change we have seen within our workplaces is the increased use of remote working as a result of the Covid-19 pandemic. The wide scale move to working is physically disparate teams required implementation of video conferencing solutions. This was no different to project managers and their project team members. Little remote team management training was delivered along with the Teams and Zoom licenses as an assumption was made that the skills required to project manage remote teams were the same as managing co-located teams. Coach training promotes the concept of flexibility in thinking to adapt to the coachee’s needs. If project managers were able to do the same then project outcomes may be improved.
Poor emotional management
Recognising and acknowledging the emotions expressed by the speaker demonstrates empathy in the listener, showing that the listener accepts the speaker’s feelings as valid. Being listened to can sometimes feel rare and this trait in a project manager increases the likelihood of them being thought of as supportive listeners (Gyllensten and Palmer, 2007). This builds trust between the listener and speaker.
Being judgemental or being drawn into a heated debate is unlikely to help the project manager achieve their aim of achieving project outcomes. Therefore, avoiding judgement or responding with empathetic phrases like, “I can see how that’s difficult” or “that’s understandably challenging”.
Sometimes, a project manager is required to challenge project team members or negotiate with other project stakeholders. This requires a skillset that will enable the individual to remain calm under pressure. This can be more challenging at times within a project when risk of failure is at its peak (i.e. at project go-live) or in organisations where high stress levels are accepted as a cultural norm. Although not often formally expressed, the personal stress levels of a project manager can negatively impact project outcome (Flannes, 2010).
Coach training can help project managers develop skills to support and encourage when appropriate to convey that you’re there to listen and assist. Coaching training will also usually require the individual to develop awareness of when they are associated or disassociated from a situation and give the project managers the skills to “not take it personally”. Coach training would also help project managers identify unhelpful thinking patterns that keep individuals in a loop of catastrophic or negative thinking that a situation “should” be a certain way or “what if” this happens.  
Lack of good listening role models
Three of the other project managers referred to training they had received in other job roles to improve listening skills. Two of the interview participants had previously had jobs in call centres that required them to ask questions and respond to the caller’s requests. As part of the training they were required to shadow experienced call handlers who had been identified as role models. 
Conversely, another project manager interviewee referred to using poor models of behaviour to inform the decisions they made as project managers, essentially by doing the opposite. They said, “Seeing what “bad” management looks like and learning not to repeat the same mistakes” (participant 4).
Sadly, it is more likely for individuals to experience and remember negative experiences in the workplace. This is particularly relevant to the public health sector organisations where 5 of the 6 interviewees practiced as project managers. The NHS in Wales is under significant strain and this pressure often leads to challenging cultural behaviour. 
Using coach training to empower project managers to identify positive role models would enable them to develop a sense of what demonstrating good listening behaviour might be.
Lack of training
Only two of the project managers interviewed had received any training to specifically improve their listening skills. As previously identified, the project managers had not successfully applied the learnings to their day-to-day practice. They had limited resources available to them to make improvements and limited awareness of the impact improving listening skills could have for them in relation to delivering successful projects.
One of the interviewees mentioned that they tried to actively listen. On further inquiry, the interviewee shared that they had received some basic training that used the term “active listening” but did not know of any skills or techniques that could be learnt and practised.
One of the interviewees, showed an innovative way to address a reflection that they’d had about their listening ability. They said that they knew that they had a tendency to waffle and searched YouTube for strategies to help them reduce this behaviour. The interviewee adopted the mantra, “Why Am I Talking” and had written it on the front of their notebooks as a helpful reminder.
Providing coach training would help project managers undertake self-inquiry, develop more self-awareness and identify the tools needed to become better listeners.
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At the outset of this work-based learning project the researcher established four learning outcomes:
  
1. Identify the project lifecycle stages where listening is most crucial.  
  
No evidence was found to indicate that listening was most crucial in any specific stage of the project lifecycle. In fact, during the interviews project managers shared examples of listening was required at a range of times during a project. 
The literature and subsequent research confirm that listening is a crucial skill required throughout the life of the project and that project managers should endeavour to establish good listening behaviour as a core skill.
  
2. Evaluate existing project management approaches for their incorporation of targeted listening skills development.  
  
In the literature review, the researcher evaluated three of the most common project management approaches (methodologies) and found that targeted listening skills development did not feature in any of the training publications. 
There was evidence that project managers who had undertaken listening skills training had not successfully incorporated the learnings into their project management practice as it was not targeted or easily applied.
  
3. Measure the listening proficiency of project managers and pinpoint specific areas for improvement.  
  
Survey participants were shown to overestimate their listening ability and there was no shared understanding of what good listening behaviour looked like. Listening was underappreciated as a listening skill in project managers. There was little evidence that project managers recognised their responsibility to understand the purpose of listening in that specific situation. 
There were some gender differences in how research participants listened. Building awareness of any bias through coach training would help project manager make conscious behaviours through greater self awareness.
Project managers would benefit from coach training to help them set boundaries, manage challenging conversations and direct the discussion.
Utilising coach training to raise self-awareness, structure valuable conversations, create clarity and deal with poor listening behaviours in themselves and others, would be valuable in reducing the likelihood of these barriers occurring.
By using coach training to help a project manager understand their own learning preferences and preferred styles for taking notes they could develop personalised approaches to developing their listening skillset.
 
4. Ascertain whether there is a demand for coaching tools training to enhance listening skills among project managers.  
  
    
It is likely that there would be more interest in listening skill development, if organisations understood that developing project managers skills as a listener could positively impact the people they engaged with and therefore the outcomes of the project. 

Coaching training for project managers to improve listening skills would require, as a minimum, the topics identified as research themes. These included: 
· A clarification of what listening as a project manager means. To ensure the project manager understands the purpose of listening and their responsibility as the listener.
· The tools of a good project manager listener include create connection with project team members and stakeholders; take notes in a way that reflects the project managers learning preferences; to apply questioning techniques to enable the project manager to limit or increase bias depending on their need to influence discussion outcomes; and the ability to reflect to ensure accurate understanding and maximise learning potential.
· The attributes of a project manager with good listening skills include increasing self-awareness, creating a listening-friendly environment, developing skills to manage emotions and develop a cycle of continuous improvement.
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To try to avoid bias, the researcher used an open questioning and clean language approach during the interviews encouraging the interview participant to share their thoughts without influence from the researcher.
The researcher did not include a definition of listening or any questions that explored how the listener defined listening. The researcher used this gap in knowledge to inform interview questions.
It should be noted that the researcher is a woman, a coach and a project manager and therefore may be biased based on the researcher’s gender and subjective experience. 
Limitations of the survey related to the fact that the results are based on the survey participants’ own level of self-awareness and the reliance on their memory to recognise traits. Should the participant be observed over a period of time, surveyed immediately following periods of listening or if we had received feedback from people who had experience of working with the project manager, we may have seen a different outcome.
The researcher also notes that the participant sample would have been made up from similar industries, as participants were invited to take part in the research through LinkedIn, a social media platform that generates connections based on common values, interests and business sectors. The sample of participants had therefore been developed, over time, through computer generated algorithms suggesting valuable contacts to the researcher or through the researcher specifically identifying individuals they wished to make a connection with. 
The researcher notes that interview sample size was small and made up of six project managers who all worked in digital health transformation. Although the participants were from different organisations, the environment and organisational culture would likely be similar. Also, all interview participants were within a similar age range (40-50 years old) and had received similar types of project management training.
A larger group of interview participants from a wider sample of project managers working in different industries (i.e. construction or software development) may have produced different results.

[bookmark: _Toc162721167]Future recommendations 

There is clear evidence that listening as a project management skill is underappreciated and that coach training would be beneficial for project outcomes. Based on these conclusions the researcher makes three main recommendations:

1. Undertake further research assessing the impact of targeted coach training for project managers.
2. Raise awareness of the importance of listening as a core skill for project managers that requires nurturing and targeted development.
3. Develop coach training for project managers to specifically improve listening skills.
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1. What is your age range?   
2. What is your gender identity? 
3. What is the highest level of education you have completed?   
4. How many years project management experience do you have?   
5. In your current (or last) project management role were you directly line managing employees?   
6. What types of projects have your delivered? 
7. Which project management methodologies do you practice?   
8. How do you perceive your listening skills as a project manager?   
9. How open and inclusive is your working environment?  
10. How frequently do you organise reflective sessions where feedback is actively sought?   
11. Do you recognise any of the following behaviours in yourself? When somebody is speaking to you, do you do any of the following? (Tick all that apply) 
Interrupt before the person has finished speaking. 
Shift the topic back to yourself. 
Hurry the speaker. 
Spend your time formulating a response. 
Finish the person's sentence. 
Forget what people have said. 
Avoid eye contact. 
Nod excessively. 
Think about something else. 
Forget people's names. 
Feel that you can't wait to speak. 
Remain passive and silent when they have finished speaking. 
Exhibit unwelcome body language. 
Undertake other tasks i.e. answer emails, instant message or use your mobile phone 
12. In project team meetings what percentage of the meeting involves you speaking?   
13. How do you perceive your listening skills as a project manager?   
14. How often do you clarify what you heard by repeating back what has been said to you?   
15. When you receive feedback on your listening skills, how do you typically respond?   
16. Have you undertaken any training in coaching or have you been coached yourself? 
[bookmark: _Toc162721172]Appendix D: Interview Responses 
 
Question 1: 
 
Participant 1 described listening using the following phrases:  
 
“Listening is when you’re waiting to talk. You’re registering the words. Listening is like a superficial thing.”  
 
Participant 2:  
 
“I don’t know. I hear the words that you're saying, but also will need to carry talking about it and check that we are actually on the same page. I am always trying to listen whether I do or not, I don't know.”  
 
Participant 3:   
 
“I think listening is picking the tone and the words together because to give you that understanding better. Listening is definitely a conscious act.”  
 
Participant 4:  
 
“It's not listening to the words, but the tones, the body language and stuff like that. To actually get an understanding of how people are when dealing with the project and the feeling you get when they’re in the team.”  
 
Participant 5:  
 
“Trying to understand the underlying message rather than the words being said.”  
 
Participant 6:  
 
“Hearing what is being said, the words and language used, the tone, observing the body language.”  
 
Question 2: Interviewees were then asked what poor listening meant to them.   
 
Participant 1  
 
“When they're not doing the thing that I've asked them to do.”  
 
Participant 2  
 
“When they think they're doing one thing and you think they’re doing something else, and that usually ends badly.”  
 
Participant 3  
 
“If your page is full of doodles, you definitely know you haven't listened.”  
 
Participant 4  
 
“If you're in the middle of a conversation and and suddenly your mind wanders and you come back to it and the conversation has moved on four or five steps and it's like hang on I've missed a bit here.”  
 
Participant 5  
 
“You can hear what they're saying and not really get it.”  
 
Participant 6  
 
“It's those times where you‘ve switched off and you're not engaged anymore. You end up doing or thinking about something else.”  
Question 3:  
 
“Working remotely and through conference calls can make it very easy to get distracted and drift into email management or other things.”  
 
“The environment, if it's noisy but also sometimes you can't choose your project team and therefore some members can be disruptive.”  
 
“Laptops - people get easily distracted and it loses people’s attention “  
 
“Having something else important on my mind distracting me”.  
 
“Distracted by worries in work and at home.”  
 
“I don’t think people are as focussed and present as they should be during conversations and meetings. Remote working makes it easier for people to also be checking emails, side chats in teams meetings, checking their phones etc “  
 
Cultural behaviours:  
 
“Poor role models across an organisation who don’t listening. General lack of confidence in Senior Leadership teams means that morale is low”.  
 
“I’m not sure people truly enter into a conversation ready to listen, taking other people’s opinions on board, want to answer questions, think and consider options. There’s a lot of pressure whether it’s work, personal or both.”  
 
“Managing perception and listening to multiple areas of concern from various parts of the business or public all of whom have urgent issue etc”.  
 
“When people are only sharing barriers with no offer to consider possible solutions.”  
 
“When people talk between each other in a meeting and ignore person speaking about intended topics.”  
 
“Hate flummery and not getting to the point.”  
 
“I find a lot of people can divert the conversation off topic - at these moments I struggle to stay silent and listen to what they have to say as I feel as though it is taking us off course.”  
 
“People consciously or unconsciously shifting off topic, so I have to cut them off at the right point while allowing them to have their say.”  
 
Unfamiliarity with the subject matter:  
 
“Filtering what is important to know and what isn't.”  
 
“The instinct to think that I can jump to a solution.”  
 
“Remembering the things! I tend to lose focus in the middle of a conversation however hard I try. I don't always know people's names so I get lost and have to work it out later.”  
 
“The time it takes to start from the same starting point of understanding as different stakeholders “   
 
“Hard to not sideline listening, assume we know the answer and drive the project forward. “  
Sacrificing effective listening, due to any of the barriers identified could potentially exacerbate those barriers further. 
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Gender by Age Range

Women	18-24	25 - 34	35 - 44	45 - 49	50 - 54	55 - 59	60 - 65	66+	0	7.3170731707317069E-2	0.34146341463414637	7.3170731707317069E-2	4.878048780487805E-2	4.878048780487805E-2	2.4390243902439025E-2	0	Men	18-24	25 - 34	35 - 44	45 - 49	50 - 54	55 - 59	60 - 65	66+	2.4390243902439025E-2	9.7560975609756101E-2	0.12195121951219512	2.4390243902439025E-2	0	9.7560975609756101E-2	0	2.4390243902439025E-2	



Gender by Years of Experience

Women	1-5	6-10	11-19	20+	0.17073170731707318	0.21951219512195122	0.12195121951219512	9.7560975609756101E-2	Men	1-5	6-10	11-19	20+	0.12195121951219512	9.7560975609756101E-2	7.3170731707317069E-2	9.7560975609756101E-2	



Percentage of poor listening behaviours by gender

Women	0	1	2	3	4	5	6	8	9	0.12	0.04	0.2	0.16	0.16	0.16	0.08	0.04	0.04	Men	0	1	2	3	4	5	6	8	9	6.25E-2	6.25E-2	0.3125	0.1875	0.1875	0.125	6.25E-2	



Poor listening behaviour by gender

Women	Exhibit unwelcome body language.	Avoid eye contact.	Finish the person's sentence.	Hurry the speaker	Remain passive and silent when they have finished speaking.	Shift the topic back to yourself.	Forget people's names.	Feel that you can't wait to speak.	Forget what people have said.	Think about something else.	Undertake other tasks i.e. answer emails, instant message or use your mobile phone	Interrupt before the person has finished speaking.	Nod excessively.	Spend your time formulating a response.	1.6666666666666666E-2	1.6666666666666666E-2	6.6666666666666666E-2	8.3333333333333329E-2	1.6666666666666666E-2	1.6666666666666666E-2	6.6666666666666666E-2	0.1	6.6666666666666666E-2	0.05	3.3333333333333333E-2	0.16666666666666666	0.11666666666666667	0.15	Men	Exhibit unwelcome body language.	Avoid eye contact.	Finish the person's sentence.	Hurry the speaker	Remain passive and silent when they have finished speaking.	Shift the topic back to yourself.	Forget people's names.	Feel that you can't wait to speak.	Forget what people have said.	Think about something else.	Undertake other tasks i.e. answer emails, instant message or use your mobile phone	Interrupt before the person has finished speaking.	Nod excessively.	Spend your time formulating a response.	0	2.564102564102564E-2	2.564102564102564E-2	2.564102564102564E-2	2.564102564102564E-2	2.564102564102564E-2	5.128205128205128E-2	7.6923076923076927E-2	7.6923076923076927E-2	7.6923076923076927E-2	0.10256410256410256	0.12820512820512819	0.12820512820512819	0.20512820512820512	



Women and Feedback

Women	
Act on the feedback and make improvements	Discuss the feedback with the team member to better understand their perspective	Seek additional feedback from other team members	0.12	0.56000000000000005	0.32	

Men and Feedback

Men	
Act on the feedback and make improvements	Discuss the feedback with the team member to better understand their perspective	Seek additional feedback from other team members	6.25E-2	0.5	0.4375	
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APPLICATION FOR ETHICAL APPROVAL

10,07t fot research to result in benefit and minimise risk of harm, it must be conducted ethically. A
researcher may not be covered by the University’s insurance if ethical approval has not been obtained
prior to commencement.

“The University folows the OECD Frascati manual definiion of research activity: “creative ork undertaken
on a systematic basis in order o increase the stock of knowledge, Including knowledge of man, culture and
society, and the use of this stock of knowledge to devise new applications'. As such this covers aciviies
undertaken by members of staff, postoraduate research students, and both taught postgraduate and
undergraduate students working on dissertations/projects

‘The individual undertaking the research activity s known as the *principal researcher”.

Ethical approval s not required for routine audis, performance reviews, quality assurance studies, testing
within normal educational requirements, and Iterary of artistic criticism.

Please read the notes for guidance before completing ALL sections of the form.

‘This form must be completed and approved prior to undertaking any research activity. Please see.
Checkiit for detais of process for difierent categories of application.

SECTION A: About You (Principal Researcher)

[ Futame Laura Kingdon

2 | oatbores hatapply: | wemver ottt o [Foraran esearcn
‘Taught Postgraduate Postgraduate

Underraduate Stusent | 0 | Loudhi? B

Wales Academy for Professional Pracice and Appied Research

GJ[Inathi- Acadcmic Insttute of Management and Health

Discipline/Centre:

4_| Campus Carmarthen
5 e l2ura@cariyatvork co Uk
6 | Contact Telephone Number | 07870274629
For students:
7 | stugent Number 2118996
8 | Programme of Study: MA Coaching and Mentoring

9 | Director of Studies/Supervisor: | Sarah Loxdale and Lowri Harris
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SECTION B: Approval for Research Activity

PG2/ E1 FORM

7 Fas he research aciviy recaived approval n prinple?
(please check ihe Guidance Noles as o the appropriale
approval process for diferent levels ofresearch by diferent | ves | 5 | no | o
categories of indvidual) (Aoproval process for WAFPAR —
Tutor> Insitue Etics Representative) Complete once
approved by WAPPAR.
Dae
2 [ If Yes, please indicate source of
approval (and date where known): 280 ch Do ceelCommtiee L=
Approval in_principle must be | nsiie Research Commitee o
obtained from  the  relevant
source prior 1o seeking ethical | Other (vrite in) o
approval

SECTION C: Internal and External Ethical Guidance Materials

add rows to this table f needed.

Please lst the core ethical guidance documents that have been refefred o during the compietion of
this form (including any discipline-specific codes of research ethics, location-specific codes of
research ethics, and also any specific ethical quidance relating to the proposed methodology).
Please fick o confim that your research proposal adheres {o these codes and guidelines. You may.

'UWTSD Research Ethics & Interity Code of Practice

1 "
| DWTSD Research Data Management Policy ]
3| Giarty at Work Information Governance Poicy E
4| Association of Coaching Code of Practice =

SECTION D: External Collaborative Research Activity

1f ther

persanl cata wih e unvery

e are extemal collahorators then you should gain consent from the contact persons to share their

T nstuon WA
2 Contactperson name
3| Contact person e-mal adiess
&[5 youresearch extomally anded? e R o B
5 | Are you in receipt of a KESS scholarship? YES NO [=]
& | Ave you speciicaly employed o | Voluntary = o [IE
undertake s research n eiher &
i or volutary capaciy?
7| ry capaciy’ Empiojed ves (IER v B
8 [ Is the research being undertaken IFYES then the.
‘within an existing UWTSD Affofa | permission question YES o NO [=]
ProfessionalLeaming Parinership | below does notneed
(8B BY tobe ansyered
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9| Has permission to undertake ne | (1 YES atach copy) o
research been provided by the 1{NO the application | YES | © | NO
oariner oroanisation? cannot confinue

Where research activity is carried outin collaboration with an external organisation

10| Does this organisation have ts own ethics approval system? | YES | B | No

NA

SECTION E: Details of Research Activity

Listening skils for project managers: can coach raining enhance

1| indicative e lstening skils or better project outcomes?

2 |Proposed start date Proposed end date:

Introduction to the Research (iKImUMB00MOISIDETGUESHON within this section)

Ensure that you write for a Non-Specialist Audience when outlining your response to the
points below:

Purpose of Research Actvity

Proposed Research Question

4ims of Research Activity

Objectives of Research Actvity

Demonstrate, briefly, how Existing Research has informed the proposed actvity and explain

What the research activty wil add to the body of knowledge
How it aodresses an area of importance.

[The researcher runs a business offering conlracting services as a project manager, change
consultant and coach.

Project Management involves coordinating and overseeing the delivery of a defined goal. Project
managers undertake formal raining to leam the technical skils required to pian, control and
measure the delivery of a project (Axelos, 2017). However, a project manager is also required to
demonsirate soft skils including problem solving, cammunicating and managing confict (Bost,
2018). The researcher reflects that istening is a particularly important softskil for project managers
as itimpacts a project at various stages and in various contexts, including leaming about the context
of a project, reflecting on situations, ensuring a clear understanding of goals, managing canflict and
buiding relationships with stakeholders

BBC News (2020) reported on a range of high prafil projects that had signifcanty overspent,
potentially negating the idenied benefits of implementing the nitative. Although these faiings
cannot be attributed to a single cause the Association of Project Management (2021) found that
interpersonal skills, in a project professional, were in the top dynamic condtions that influenced
outcomes of a project. Within the interpersonal skils identied, listening to the team, was in the top
three.
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[Buyil and Ralisen (2015) found corelations between trust, callabralion and project success. As @
project manager, the researcher reflects thatlistening enables them o proactively develop high
levels of trust with team members. This makes team members more ikely to engage and be.
committed to meet their project-elated obiigations. The researcher believes that developing listening|
skills to increase levels of trust n  project team establishes a collaborative team culture and
improves the chance of project success

The researcher plans to further understand the experience of project managers when leading project|
teams and whether coach training, targeted at developing istening skils, could be effectively appied|
to increase levels of collaboration within the project team and therefore lead to improved project
outcomes.

References:

Association for Project Management (2021). Dynamic contions for project success. Available at
hitps: /i apm.org.ukiv2/medialqyzpgm4/apm-dynamic-condtions-for-project-success-2021-
2 p.

Axelos (2017). Managing successful projects with PRINCE2. 6th ed. London: Tso.

BBC News (2020) HS2: Why do big govermment projects cost so much? Available at:

hitps /i bbc. o ukinewis/business-51443629

Bost, M., 2018, Project management lessons learned: a continuous process improvement
framework. CRC Press.

[Buyik, M.P. and Bofsen. M., 2015. Priorties and trust development in project teams—A case study
from the construction industry. Intemational joumal of project management, 33(7), pp.1484-1494.
Chelagat, T, Onyango, J, Koluaro. G. and Rice, J., 2019, From sirategy to action’ a qualitative
study on salient factors influencing knowledge transer n project-based experientialleaming in
healthcare organisations in Kenya. BMJ open, 9(9), p.e031100.

Research Question

The researcher would lie to identify whether coach training in project managers can enhance
listening skils for better project ouicomes.

To answer the research question the researcher has broken the question down further:
+ Whattraits are present in a project manager with good listening skill?
+ Whats the relationship between good fistening skils in a project manager and successful
project outcomes?
+ What coaching strategies help develop the listening skils required to be a successful project
manager.

The research activity, including a survey and interviews wil enable the researcher to answer the
research question.

(Aims of Research Activity

To improve project outcomes through the identifcation of coaching strategies that enable project
managers to buld more effective listening skills

(@his box should expand as you type)

Objectives of Research Activity

The objectives of the research actviy s to
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+ Explore the experiences and perceptions of project managers in leading project teams and
the importance placed on the development of listening skils.

+ Critcally evaluate how project managers perceive their lstening skils and the actions they
have taken to improve them_

+ Understand how project managers perceive the value and effectiveness of coaching and
coach training in developing their istening skills

+ Identity and analyse different coaching approaches that improve lstening skils.

(this box should expand as you type)

Proposed methods (maximum 600 words)

Provide a brief symmary of all the methods that may be used in the research activity, making it clear
what specifc techniques may be used. If methods other than those listed in this section are deemed
appropriate later, additional ethical approval for those methods will be needed. You do not need to
[justity the methods here_bu shovld instead describe how you infend to collect the data necessary.
for you to comlete your profect

Methodoloaical position

y interpretivst epistemological stance means that my preferred approach is for qualiative research
methods that allow for in-depth exploration of the subjectve experiences, perspecives, and
interpretations of project managers. However, the research also has an acceptance of uantiative
data. Therefore, a mainiy subjective ontological approach wil be taken through a question-civen
mixed-methods research semi-structured interviews, a survey and the use of categorised data

Participants
Pariicipants vill be project managers

All contact information and related documentation vill be kept secure in a cloud-based storage only.
accessible by the researcher.

Methods

Survey:
The purpose of the survey is to capture the experience of project managers. Participants will be
7 [invited to take partin the survey_ Participants include project managers the researcher has within
their netvork and project managers woridng within the organization the researcher s currently
working (approximately 50 in total)

The purpose of the research will be summarised, anonymity assured and a lnk to more information
about the researcher supplied. The survey will be developed n using an oniine survey ool ke
‘Survey Monkey or Microsoft Forms. This will allow responses to be submitted anonymousiy.

The online questionnaire will use a Likert scales to measure project outcomes and muliple choice
Questions to capture information

The questionnaire will ake approximately 10 minutes to complete.
Atthe end of the survey, the researcher vill provide a page thanking the partcipant for their
contribution, remind the participant of their ight o withdraw, contact detailsfor furiher information
and a ink to a contact form for participants who are willng 1o take part in the interviews. The contact
form il not link the participant' identy to the anonymous survey.

Results will be available in a spreadsheet so that they can be stored securely and easily analysed.

Interviews:
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Interviews will be with people who are project managers who have applied coaching tools within
their projects and aims to capture further qualtative information from participants.

Interviews will ake place over Microsoft Teams and last no more than 20 minutes. The researcher
il record call. These recording will be stored electronically with transcriptions and interview notes.

Participants will be reminded that they have the right to withdraw at any time and will be thanked for
their pariicipation

The researcher will ask if the participant would ke to receive information relating to the outcomes of
the research in which case the paricipants email address will be retained for six months afer the.
research s complete.

Analysis
‘Survey: percentage calculations wil be used for outcome measure questions for each scale value.
Free text responses will be a0alysedt by themes and the identification key words used by the
participant

Interviews: open-ended question responses will be analysed by themes and the identifcation of key|
vords used by the participant.

A tiangulation approach vill be used to identify correlating outcomes, along vith an evaluation of
currently approaches taken to develop listening skils in project managers.

(this box shoud expand as you type)

Location of research activity
Identiy all locations where research activity will ake place.

Research wil be undertaken remotely. The participants are all UK based.

H
(this box should expand as you type)
Research activity outside of the UK
If research activiy will ake place overseas, you are responsible for ensuring that local ethical
considerations are complied vith and that the relevant permissions are sought. Specify any local
quidelines (2.0. rom local professional associations/leamed societies/universitis) that exist and
hether these involve any ethical stipulations beyond those usual in the UK (provide details of any
licenses or permissions required). Also specify whether there are any speciic ethical issues raised
by the local contextin which the research activiy i taking place, for example, paicular cultural
andlor legal sensitvities or vuinerabiites of participants. I you live in the country where you wil do
the research then please state this

o |Notapplcable
(ttis box should expa
Use of documentation not n the public domain: Are any documents NOT | o =

10 | publicl available?

YES O

17 Yes, please provide detais here of how you vill gain access {0 specific documentation that is not
in'the public domain and that this s in accordance with the current data protection law of the

11 | country in question and that of England and Wales:
(this box should expand as you type)

July 2021 5 PG2 Ettical Approval Form





image9.png
PG2/ E1 FORM

Does your research relate fo one or more of he Seven aims of the Well-being
of Future Generations (Wales) Act 20157 well-being-ot future-qenerations- | YES | NO
wales- act-2015-the-essentals pdf (doy vl

12 | A prosperous Wales T E

13 | Aresifent Wales T E

14 | Anealtier Wales T E

15 | Amore equal Wales T E

16 | AWales of conesive communities 5=

17 | AWales of ibrant cuiture and thriving Welsh language 5=

18 | Aglobally responsible Wales 0|e

19 | I YES to any of the above, please give details

“The ressarcher aims to identit coaching methods that improve project outcomes. As many of
research participants will be working on projects in Wales it s likely that the research will contribute
to amore prosperous and resilient Wales.

this

SECTION F: Scope of Research Activity

Will the research activity include: YES | NO

1 | Use of a questionnaire or similar research instrument?

2 | Use ofinterviews?

3 | Use of focus groups?

4| Use of participant diaries?

5 | Use of video or audio recording?

6 | Use of computer-generated log files?

7 | Participant observation with their knowedge?

8 | Partcipant observation vithout their knowledge? o
o | Access [0 persona or confdental mformation iliout e paricpants' speciic o
consent?

0 | Administration of any questions, est stimull presentaton that may be o
experienced as physically, mentally or emofionally harmiul / offensive?

11 | Performance of any acts which may cause embarrassment or affect seff-esteem?

12 | Investigation of participants involved in ilegal activities?

13 | Use of procedures that involve deception?

iy 2021
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14 | Adminisiration of any substance, agen! or placebo? 2 F
15 | Working with ve vertebrate animals? EE
16 | Procedures that may have a negative impact on the environment? EE
7| Olher primary Gafa collection mehods. Please indicale the ype of Gata collecion

method(s) below.

Detals of any other primary data collecion method o|®

(this bor should expand as vou type)

ITNO {o every question, then the research acivity is (ethically) Iow risk and may be exempt.

following sections (please refer to Guidance Notes).

from some of the

11 YES to any question, then no research activty should be undertaken unti fullethical approval has been

obtained.
SECTION G: Intended Participants

If there are no participants then do not complete this section, but go directly to section H.

Who are the intended participants:

YES
1| students or statfat he Universiy? B
2. | Aduts over the age of 18 and competent to give consent)? R
3| Vunerable aduts? E
"+ | Children and Young People under the age of 187 (Consent from Parent, Careror | 5
Guardian wil be required)
5 | Prisoners? E
6 | Young ofencers? B
| Those who couid be considered to have a partculary dependent relationship vith | B
the investigator o a gatekeeper?
8 | People engaged n legal actvties? E
Gihers Please Indcate e partcipants below, and speciically any 9roup wno
9 | may be unable to give consent
o

Details of any ofher participant groups:

(1his box should exp

Participant numbers and source

how vill they be recruited?

Provide an estimate of the expected number of participants. How wil you identify participants and

How many participants are
10 | expected?

50 participants will be invited to take partin the research. Itis
estimated that 20 participants vl engage with the survey

July 2021 s PG2 Ethical

oval Form




image11.png
PG2/ E1 FORM

The researcher il a=K he organisaiion iey are workang Vithin
o distrbute a link to the survey. The researcher vill contact
participants directly who are within the professional network
“The researcher il lso promoe the survey o ather project
managers through intemal communications channels
In the lafer partof the survey, paricipants wil be invied to
provide contactinformation to take part i research interviews.
this box shouid tupe)

The researcher has access fo approximately 20 project managers
> | within the organisation they are working and another 30 project
41 | Who vl he participants be? | nznger yiom they are connected to hrough professional
networks . former collsagues, Linkedin contacts
(this box should expand as you type)
‘Through the line management and directorship withn the
organisation
12 | How vl you identiy the ‘Through the list of contacts the researcher maintains as part of
pariicipants? theirprofessional netiwork — the researcher will know the
paricipans personall.
(this box shouid expa tupe)
information for participants:
ves | no | NA
13 | Wil you describe the main research procedures to participants in s [ o] o
advance, So that they are informed about what to expect?
44 | Wil you tell partcipants that their particpation is voluntary? R
45 | Willyou obtain written consent for participation? ==
16 | Wil you expiain to participants that refusalto particpate in the s | o| o
research will not afect teir treatment or education (1 relevant)?
17 | 1 the research is observational, willyou ask partcipants for their s | o| o
consent to being observed?
7 | Wil you tel partcipants that they may withdraw from the researchat | & | B | ©
any time and for any reason?
o | With questionnaires, il you give partcipants the option of omiting s | o| o
questions they do not want to answer?
20 | Will you tell participants that their data will be reated wih full s | o| o
confidentialty and that, f published it wil not be identifiable as theirs?
21 | Willyou debrief partcipants at the end of their partcipation,inaway | & | © | &
appropriate o the type of research underlaken?
22 | 1NO to any of above questions, please give an explanation
information for participants: e
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24 | Wil paricipants be paid? o = o

25 | Is specialst electrcal or other equipment to be used with participants? | = = =

26 | Ave there any financial o other inerests to the investigator or o ] o
University arsing ffom this study?

7 | Willthe research actvty involve deiberately misieading participantsin | ] o

any way, of the partial or full concealment of the specifc study aims?
28 | 11 YES to any question, please provide full details

"You should be able fo ick NO for most of these questions. For any cases that you have ficked YES
then provide details in this box. Line 30 Ifyou ick yes, as you'e using camerasivoice recorders o
record interviews, then please state that in this box.

SECTION H: Anticipated Risks

(Allresearch carries some level of isk The answers you provide o questions in this section vill be reviewed
to ensure that you have an appropriate understanding of the type of isks involved and how you can mitigate
againstthese risks. Ifyou have completed a full sk assessment, s required for example for aboratory viork.
field wiork, clinical {ests, diving operations, or by a collaborative pariner, you may append that o this form. In
that case; please fick the box indicating this has been provided. You Wil not then be required to complete.
Section H)

‘Outline any anticipated risks that may adversely affect any of the participants, the
researchers andior the University, and the steps that will be taken to address them.

1fyou have completed a full risk assessment (for example as required by a laboratory, or extemal
research collaborator) you may append that o this form.

Yes [ &

1| Full risk assessment completed and appended? N5

Risks to participants

(Risk to partcipants _Think very carefully about how your actions/questions/discussions might affect
the people you are involving as partcipants. You might ideniy the fisk as small but it would stil be
a sk Many types of question have the potenial to make respondents less content with their lfe /
job; you need 1o recognise and ry to ameliorate any such effecis

2
Ifthese are business owners, time with you may reduce proft
In some locations physical rsk is very real to both participants and yoursel;, please consider this_)
For example: sector-specifc health & safety, emotional distress, financial disclosure, physical harm,
franser of personal data, sensive orqanisational information
Risk o participants: How you il miigate the isk to paricipants
Make surveys accessible to be undertaken in a
‘Time required to undertake ressarch activity. | flexible way Le. on mobile devices.
Engage with lne managers to enstre they
Survey negatively received by line managers | understand the purpose of the research.
because it is being undertaken by a coniractor
July 2021 PG2 Ethical Approval Form
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Clearly explain contex and reason for research in
any communications. Add a summary of the
research o the Clarty at Work website.

1t box should expand as you tvpe)

T research actity may mclude sensilve, embarTassing of Upseting 0pics (e.q_sexual actviy
crug use) or issues likel to disclose information requiring further action (eg.criminal actvi),give
3 | detailsof the procedures to dealwiththese issues incucing any supporladice (e.0 hefpine.

numbers)to b offered to partcipants. Note that vinere applicable, consent procedures should
make it clear that if something potentially or actall izgal i discovered n the course of a project,
it may need 10 be disclosed to the proper authortes

Not applicable

(405 box shouid

Risks o the investigator

(Risk 10 you, the researcher Think about where you wil meet people, fthere are any dangers
involved in the locatio. If you are meeting people as individuals think about using a public
4 | Place. In general o not visit people in their own homes or remote locations. If you e talking to

indvicuals about certain issues think about How ther responses might affect ou emationally. What
about the fisk o collecting nsufficent data2)

For example: personal health & safety, physical harm, emotional distress, isk of accusation of
hamimpropriety. confict of interest

Risk fo the investigator.

Personal health and saety — individual
meetings

Conflctof interest.

How you will miigate the risk to the investigator

Allinterviews vl be carried out remotely via
Teams.

My business also delivers coaching services.

However. | am not currently working vith private.
clients due {0 workload.

Risk of lack of engagement ‘Talk about the research in team meetings and
generate interest. Answer any questions of

concerns raised within team meetings.

s box should jou type)

University/institutional risks

(Risk to the University When undertaking your research, you are aciing as a member of the
University (student or staff). Professionalism s important, so itis important to be well organised and
el prepared. Punctuality, clarity etc. are all partof this WWhat will you do to ensure this? You must
ensure you do not harm the good name of the University in any way and do nothing to undermine the
reputation of the research it conducts and sponsors. Upholding high standards of conduct and
5 | integrit are vita in this regard. You must also conduct the research in such a way to minimise the
potential for claims of negligence made against the University, it researchers and any colaborating
individual or organisation. In this respect you should always comply wih ethical, legal and
professional frameworks, obligations and standards as required by statutory and regulatory
authortties, as well as the niversity's Research Integrity and Ethics Code of Pracice. Research
misconduct n this respect can take many forms, including — see pages 14 onwards-)

For example: adverse publicty, financial loss. data protection
Risk to the Universiy. How you wil mitigate the isk fo the University
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Repulational damage Twill abide by the UNTSD Research Ethics &
Integrity Code of Practice.

Data protection: the participants datais not | Sensitive data vill held according to information

‘secured approprately. govemance policies and procedures.

(1t box should expar type)

Environmental risks

© | For example: accidental spilage of politants. dgmage 1o local ecoststems
Risk o the environment How you wil mitgate the 1Sk to environment
Na NA
(this bo shouid expa tupe)
Disclosure and Barring Service
T he research achviy involves chidren or vulnerable adufts, a Discosure
and Barring Service (DBS) certficate must be obtained before any YES | NO | NA
contact with such participants

7| Does your research requite you to hold  current DBS Certicate? o|es|o
TTYES please give the certiicate number T he certicale number s not

8 | avaiable please write “Pending’;inthis case any effical approval will be:

subject o providing the appropriate cerficate number

SECTION I: Feedback, Consent and Confidentiality

1

Feedback
What de-briefing and feedback wil be provided to participants, hovs will this be done and when?

A check box will be provided at the end of the survey asking participants i they would like to be
kept up to date with the output of the survey. The email adress laura@clarityatwork co.uk willbe.
included for further contact,

(this box should expar trpe)

Informed consent
Describe the arrangements to inform potental participants, before providing consent, o what s
involved in partcipating. Describe the amangements for pariicipants {o provide ful consent before:
data collection begins. If gaining consent i this way s inappropriate, expiain how consent il be
obtained and recorded in accordance with prevailing data proteciion legisation

“The online survey will begin with  consent page, by clicking on the NEXT button they are providing
consent to begin the survey.

Atthe end of the survey a message wil appear informing participants that they can witharaw from
the research at any point.

‘The researcher is an insider researcher and therefore may be subject to unintentional bias and loss
of objectvity. To reduce the chance of this happening the research will endeavour to

1. Not assume to understand the experience of their partcipants (other project managers)
“Their experiences, personaliies and situations allead o a unique experience.

2. Disciose the researcher's professional interests in project management and coaching as a
business owner.

July 2021

PG2 Ethical Approval Form





image15.png
Q‘, Unnerstyai Walos P2 €1 For

3 Remain impartial during the interview process, ensufing that questions are unbiased and 6o
not lead the participant to a particular conclusion.

4. Follow the questions identified for the inferview process rather than engaging in
conversation with the participants,

(145 box should expand as o
3 Confidentiaity / Anonymity.

Set out how anonymity of partcipants and confidentiaity will be ensured i any outputs. If
anonymity is not being offered. explain why this is the case.

Names will not be taken in the survey. The participant will have the option to include their email
address if they wiould i {o take part in the interviewss. The researcher will not be able to ink the.
suvey 1o the participant through their emal address.

“The anonymous survey option will be chosen before the survey is distributed. This means that the
1P address will not be collected and therefore the idenity of the individual il be protected.

Pariicipant and organisation names vill not be sed vithin the research publication without expiicit
permission ffom the pariicipant and the organisation.

type)

SECTION J: Data Protection and Storage

Does the research activty involve personal data (as defined by the General

Data Protection Reguiation 2016 “GDPR" and the Data Protection Act 2018 YES | NO

“DPAY?

“Personal Gata” means any informalion relaling [0 an idenified or ideniiiable

natural person (data subject). An identifiable natural persor is one who can

be identiied, directly or indirecty, in RaItiuIar by reference to an identiier

1| such as a name, an identifcation number, location data, an online ioenifieror | & o
o one or more factors specific o the physical, physiological, genetic, mentl,

economic, culturalor social identity of that natural person_ Any video or audio

recordings of partcipants s considered fo be personal data.

1§ YES, provide a description of the data and explain why this data needs to be collected:

Email addresses  the research vilinvolve contacting participants via an email distribution st The.
survey vill aiso enable the participant to add their emal address to take par in the inervievs.

Names — The researcher will have access o pariicipants names if they volunteer to take partin the
interviews. The researcher may also have access to participants names through social media
contact Le.ifa paticipant contacts

Location data - The researcher vil ask the participant to choose their health board from a lst. This
is optional but if completed would connect the partcipant o a specifc geographical region of
Wales.

1P addresses will not be collected,

(this box should expand as you type)
Does it involve special category data (as defined by the GDPR)? YEs | NO
“Special category data” means sensifive personal data consisting of
5 | information as to the data subjects'—

(2) racial or ethic origin,
(b) poitical opinions,
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(2 religious belefs or oiher beliefs of & Simiar nature,

(d) membership of a trade union (within the meaning of the Trade Union and
Labour Relations (Consolidation) Act 1992),

(&) physical or mental health or condition,

(0 sexual e,

(g) genetics,

(n) biomefric data (55 used for ID purposes)

11 YES, provide a descriptio of the special category data and explain why this data needs fo be
collected

'Will data from the research activity (collected Gafa, drafis of the thesis, or | YES | NO
materials for publication) be stored in any of the following ways?

5| Manual fles (Le. in paper form)? = 2
6 | University computers? = a
7 | Private company computers? o =
8 | Home or other personal computers? o =
9 | Laptop computers/ CDs/ Portable disk-drives/ memory sticks? o =
10 | “Cloud" storage or websites? s a
| O —speciy. | =

For all stored data, explain the measures in place to ensure the security of the data collected, data
12 | confidentialty, including detais of backup procedures, password protection, encryption,
anonymisation and pseudonymisation:

Al data il be kept in password protected cloud storage on the company’s Office 365 system
which will not be shared

Allinterview participants will be given a unique identifer to ensure confidentialty and this st will be
kept securely in a passwiord protected foider

Data Protection

Wil he research acivt invove any ofthe folwing actvites: YEs | No
13 | Electronic transfer of data in any form? = a
o | Sharng of Gaa it ofers a he Universy oufide o he immediate research | B | &
team?
15 | Sharing of data with other organisations? o =
16 | Export of data outside the UK or importing of data from outside the UK? = =
17 | Use of personal addresses, postcodes, faxes, emails or telephone numbers? 2 =
18 | Publication of data that might allow identification of individuals? a a
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19 | Use of data management system?

20 | Data archiving? o E]

11 YES to any question, please provide full defails, explaining how this will be conducted in
21 | accordance with the GDPR and Data Protection Act (2018) (and any intemational equivalents,
where appropriate):

Al data vil be encrypted and kept in password profected cloud storage on the Company's Office.
365 system which vill not be shared. Any USB sficks used {o store or ransfer data vill be
passviord protected. All data transfers wil be encrypted and password protected. Al participants
will be given a unique identifer o ensure confidentiaity and this list wil be kept securely in the
passviord protected folder. The data vl be stored uniil the completion of the project and then
deleted. In accordance wih the DPA2013; pariicipants will have the right to ask to see what ata is
held relating 1o them, and this data will be eleted immediately i the paricipant requests this, in
which case the data wll not be used in the project.

0t box shouid jou type)
22 | Listall who will have access to the data generated by the research activity

“The data generated vl be accessible by the primary researcher, Laura Kingdon.

this box should expand as you type)

23 | Ust who il have control of.and act s custodian(s)or, data gerieraled by T research aciviy

“The primary researcher, Laura Kingdon, vil have control of, and act as a custodian for, the data
generated by the research activiy.

s box should expand as you type)
Give defails of data storage amangements, including security measures in place {o profect the data,
24 | where data will be stored, how long for, and in what form. Will data be archived — f 5o how and it
not why nat,

Al data vil be encrypted and kept in password profected cloud storage on the Company's Office.
365 system which vill not be shared. Any USB sficks used {o store or ransfer data vil be:
password protectad_and il be reformatied at the end of the project n order to destroy the data.
The data will be stored unti the completion of the project and then deleted.

(2 box shouid expand as you type)
25 | Please indicate fyour data ill b stored n The UWTSD Research Data Reposiory (see
Hitpsresearchdata utsd ac UK/ ). 5o please explain. (Most rlevant o academic staf)

No

(this box should expand as you type)

Confim that you have read the UWTSD guidance on Gaa management (see

26 | pitps /i uwisd ac uk/ibraryiresearch-Gata-management) YES [
Confirm that you are aware that you need to keep all data until after your

27 | research has completed of the end of your funding s a

SECTION K: Declaration
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“The information vihich I have provided s correct and compiete fo the best of my knowledge. | nave.
attempted to identy any risks and fssues related 1o the research activity and acknowledge my
obligations and the rights of the participants.

In submitting this application | hereby confirm that | undertake to ensure that the above named
research actviy vill meet the Universit's Research Ethics and Integrity Code of Practice which is
published on the website” htps /Awnw uvsd ac uldresearchiresearch-ethics/

Date:
1 | Signature of applicant: | Laura Kingdon
2610712023
For STUDENT Submissions:
Director of » Date:
Pl [ — ‘Sarah Loxdale / Lowr Hartis
3 | signature: Sarah Loxdale / Lowri Harmis
For STAFF Submissions:
4 | Academic Director/ Assistant Date:
Dean:
5 | signature:

‘Checkist: Please complete the checkist below 1o ensure that you have completed the form according to the.
quidelines and attached any required documentation:

1 have read the guidance notes supplied before completing the form.

1 have completed ALL RELEVANT sections of the form in fll

1 confitm that the research activty has received approval in principle

EREIEA

1 have attached a copy of finalinterim approval from external organisation (where appropriate)

o

I have attached a fullisk assessment (where anpropriate) ONI Y TICK IF YOU HAVE
ATTACHED A FULL RISK ASSESSMENT

| understand that tis my responsibilty to ensure that the ahove named research activity wil meet
the University's Research Ethics and Integrity Code of Pracice.

| understand that before commencing data colection all documents aimed at respondents
(including information sheets, consent forms, questionnares, inferview schedules efc.) must be

confimed by the DoS/Supervisor, module tuor or Academic Director

RESEARCH STUDENTS AND STAFF ONLY

All communications relating to this application during its processing must be in writing and emailed o
paresearch@usd.ac uk, with the il ‘Ethical Approval followed by your name.

You will be informed of the outcome of your claim by email, therefore it s important that you check your
University and personal email accounts requiarly.

'STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submi s form
(and receive the outcome) via systems explained to you by the supevisorimodule leader

July 2021

‘This form is available electronically from the Academic Office web pages:
hitos /v uwsd. ac uk/academic-office/appendices-and-forms/
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laura@clarityatwork.co.uk

From: Rich Edwards <RichardEdwards@lizisongroup.com>
Sent: 09 October 2023 1135

To: laura@clarityatwork co.uk

Subject: RE:Research project

Hi Laura

Yes, | support you undertaking this research. | think it will be really valuable and may influence the
professional development of our Project Managers.

Best of luck and please keep me informed on the outcomes.

Thanks

Richard

Rich Edwards o

Account Direcor Liaison
Workforce

M 07464 542584 Changing the global

T 0800 083 0300 health economy

E RichardEdwards@liaisongroup.com

00

Liaison Court | Vincent Road | Worcester | WRS 1BW ‘www_liaisongroup.com
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Explore the experiences and perceptions of project managers in leading project teams
and their prioritisation of technical versus soft skills.

Critically evaluate how project managers perceive their listening skills and the steps
they have taken to enhance them

Understand how project managers perceive the value and effectiveness of coaching
and coach training in improving their listening skills.

Identify and analyse different coaching approaches that enhance listening skills.

Evaluate existing project management training approaches for their incorporation
of targeted listening skills development;

Determine whether project managers recognise the importance of listening skills

and actively seek to develop their listening skills;

Measure the listening proficiency of project managers and pinpoint specific areas

for improvement;

Ascertain whether there is a demand for coaching tools training to enhance

listening skills among project managers.
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Firm understanding of listening:

Listening is an active cognitive process that involves attending to, understanding
and retaining auditory stimuli and encompasses verbal and non-verbal cues, page
20.

Importance of listening for project managers

Effective listening not only builds trust and creates a positive work environment
but also fosters better collaboration among project team members and
stakeholders, page 20.

Focus on technical project management skills

Reliance on on-the-job experience and role models to build interpersonal skills
but with the increase in remote working there is less opportunity for this to
happen, page 23.

Coach training improves listening ability

Skills are taught within coach training to raise awareness and improve the
coaches ability to attend to the individual and understand the message they wish
to convey, page 26.






image5.jpeg

Methodology






image6.jpeg

Areas of concern Mitigation

Conflict of interest | Declaration of interest
statements
Opportunity to withdraw

Data protection Secure cloud storage
Non identifiable
Retention policy

Insider research Open questions
Awareness of bias
Call it out







image7.jpeg

Interprevist epistemological stance

* Subjective sequential ontological approach

* Mixed methods research design:
* Survey of the project management population
* Semi-structured interviews

Analysis

* No pre-determined theory, hypothesis or theme

* Explore inductively using a grounded theory approach
* Returned after interviews with a second questionnaire

Quantitative data

* Microsoft Excel not SPSS

* Descriptive Analysis > Variable Segmentation
* Informed the interview questions

Qualitative data analysis

* Manual process not QDA

* Iterative cycles to identify codes
* Led to further survey.
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Google Forms:

* 16 questions — demographics, experience and data about their
listening experience.

Participants:
* Cluster sampling approach
* Professional networks and workplace
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utcome: s
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* 61% women and 39% men ...

1824 25-34 35-44 45-49 50-54 55-59 60-65 66+

* Average age 35-44







image9.jpeg

Environment
¢ Virtual

Participants
* Age 40-45
* Equal gender split

Question 1: How would you define good listening?

Question 2: How do you recognise poor listening in yourself?

Question 3: What prevents good listening?

Question 4: How do you ensure you listen effectively?

Second survey
* VARK
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Listening is an active cognitive process that involves attending
to, understanding and retaining auditory stimuli and
encompasses verbal and non-verbal cues, Literature Review

Participants said listening is...
“When you're waiting to talk”

“Understanding the underlying message rather
than the words being said”

“Body language”

“The words being said”
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Poor listening behaviour by gender
Spend your time formulating a response. |

Nod excessively. | ——

Interrupt before the person has finished speaking.
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Think about something else. | ——
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Creating connection or disconnection through
rapport

Notetaking using learning preferences to inform
approach

Using questioning techniques to increase
understanding and influence

Reflecting back to speaker for clarification and
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Poor listening behaviour:
* Time

* Distraction

* Unprepared

Inability to recognise good listening
* Senior leadership role models

* Failed training

* Awareness of behaviour
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Explore the experiences and perceptions of project managers in leading

project teams and their prioritisation of technical versus soft skills.

Critically evaluate how project managers perceive their listening skills

and the steps they have taken to enhance them.

Understand how project managers perceive the value and effectiveness

of coaching and coach training in improving their listening skills.

Identify and analyse different coaching approaches that enhance

listening skills.
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Identify the project lifecycle stages where listening is most
crucial.

» No evidence was found to indicate that listening was most

crucial in any specific stage of the project lifecycle.

» The literature and subsequent research confirm that listening is

a crucial skill required throughout the life of the project.
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Evaluate existing project management approaches for their
incorporation of targeted listening skills development.

» There was no mention of listening as a core skill in any of three
of the most common project management approaches

(methodologies).

+ Listening skills training had not been successfully incorporated

into project management practice.

» Theme 2 (Listener Tools) emerged from the research with a set

of specific coaching tools beneficial to project managers.
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Measure the listening proficiency of project managers and
pinpoint specific areas for improvement.

Proficiency:

.

Survey participants overestimated their listening ability

No shared understanding of what good listening behaviour.

Listening was underappreciated as a listening skill in project managers.

There were some gender differences in how research participants listened.
Developing self-awareness may help indicate preferences for tools to use

(Theme 2: Listener Tools).

Area for improvement:

Focus on recognising attributes of a good listener (Theme 3: Listener Attributes)

* Self-awareness
* Environment
* Emotional management

* Transferrable skills






image22.jpeg

Ascertain whether there is a demand for coaching
tools training to enhance listening skills among
project managers.

* There is no clear demand but there would be more interest in listening skill

development.
* There is a demand for better project outcomes.

* If organisations understood that developing project managers skills as a
listener could positively impact the people they engaged with and therefore

the outcomes of the project, page 56.
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Undertake further research assessing the impact of targeted coach training

for project managers.

Raise awareness of the importance of listening as a core skill for project

managers that requires nurturing and targeted development.

Develop coach training for project managers to specifically improve

listening skills.

Coaching training for project managers to improve listening skills would require, as a minimum, the topics
identified as research themes. These included:

Theme 1: A clarification of what listening as a project manager means. To ensure the project manager
understands the purpose of listening and their responsibility as the listener.

Theme 2: The tools of a good project manager listener include create connection with project team
members and stakeholders; take notes in a way that reflects the project managers leaming
preferences; to apply questioning techniques to enable the project manager to limit or increase bias
depending on their need to influence discussion outcomes; and the ability to reflect to ensure accurate
understanding and maximise leaming potential

Theme 3: The attributes of a project manager with good listening skills include increasing self:
awareness, creating a listening-friendly environment, developing skills to manage emotions and
develop a cycle of continuous improvement.
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Explore the experiences and perceptions of project managers in leading project teams
and their prioritisation of technical versus soft skills.

Critically evaluate how project managers perceive their listening skills and the steps
they have taken to enhance them.

Understand how project managers perceive the value and effectiveness of coaching
and coach training in improving their listening skills.

Identify and analyse different coaching approaches that enhance listening skills.

Evaluate existing project management training approaches for their incorporation

of targeted listening skills development;

Determine whether project managers recognise the importance of listening skills

and actively seek to develop their listening skills;

Measure the listening proficiency of project managers and pinpoint specific areas

for improvement;

Ascertain whether there is a demand for coaching tools training to enhance

listening skills among project managers.
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Firm understanding of listening:

Listening is an active cognitive process that involves attending to, understanding
and retaining auditory stimuli and encompasses verbal and non-verbal cues, page
20.

Importance of listening for project managers

Effective listening not only builds trust and creates a positive work environment
but also fosters better collaboration among project team members and
stakeholders, page 20.

Focus on technical project management skills

Reliance on on-the-job experience and role models to build interpersonal skills
but with the increase in remote working there is less opportunity for this to
happen, page 23.

Coach training improves listening ability

Skills are taught within coach training to raise awareness and improve the
coaches ability to attend to the individual and understand the message they wish

to convey, page 26.
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