|

) <

The University of Osaka
Institutional Knowledge Archive

»

4

[1\
\ W

Title |EVFRALBUBA—FNIIa=fr—vav Y
2=V IDEBME TOE

Author(s) | =18, fBYt

Citation | KPRAKZEFAKHFZL. 2012, 36, p. 1-31

Version Type|VoR

URL https://hdl. handle.net/11094/99355

rights

Note

The University of Osaka Institutional Knowledge Archive : OUKA

https://ir. library. osaka-u. ac. jp/

The University of Osaka



(2R I

EVRARLBIBA—T)NaAIar— gV
—YAZVFOBEER L TR A

(L il
ORBER 22 R GHRE R A 5ERD

Oral Communication in Business: Listening

Nobumitsu Takahashi
(The Graduate School of Economics, Osaka University)

Abstract

The study of listening can offer us tremendous insight into what is one of
the most complex of all human behaviors and one of the most rewarding of all
human interactions. Unfortunately, many people fail to realize that meaningful oral
communication is a result of both the sending and the receiving of messages. If only
our ears were as actively involved as our mouths, our failure to listen would not be
of such vital concern to so many individuals.

Inefficient listening is one of the most significant problems facing business
today, and poor listening leads to ineffective performance or low productivity.
Business relies on its communications system, and when it breaks down, mistakes
can be very costly.

For a number of individuals, the failure to listen may result from their
misunderstanding of “listening”. In order to be effective listeners, we need to build a

sound knowledge base about listening.
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This paper aims to clarify that the listening process is not simple but complex.
The structure of this paper is as follows: The first section highlights the importance
of listening, and presents the rewards of effective listening. The second section

explains the listening process, and discusses the complexity of listening.
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EEEF, xAVAVPIZI 2y aVEEO—RELT. TLEY
T—yaryEBsrRLoHS., TLEYT—va EHHEERICEST, B
HBBXUESHEOMENSEBIE LTV 5, TOESEONT, LBV F—
aYTRFLT A - ar2 7 FREBEE (kinesics) BRXU/NRTEE
(paralanguage) MF—RA U FLEb, ZhEEES T LE Y Z—D3]
EBhoDLDTHL, TOMENSE, TLEYT—a VicBII3IESED
FL S EROMMIICERZDH T, BEEY XA A2 22— g v
2THE. Z U CTAFERPIRERICRRLCER Y, LTa™ TLEra—
DIFME, A—T 4 LVADRT BIEEH LML T0B L A—T 1L
VADYAZ YT L BN DB 0T, e, EEEE. BHEX
LTSI HZEICH LT, STl KkDE, UTET RNNALAR
ez L TCHhBDOTRENASISHERIDTHS, ULV A=V TiHgE%E
RO TH 5,

EVRAE=TIND 1 HOLHED 45—63%E VAV F T3 LW
D BOVHZB L, FBHHD 45—63% WV A FICHEHbhTVW3 T ki
%o EBWVAZVTENTTE%E DL, B, B, SHIh3
EWS T AU ATOWIEL DS Py COMFENDE LTEVRXATOY A=Y
O EBEESPTHREINZRETH S,

7 AV 73D Dartmouth College UV X AR — IV TIRI AV a3 a2
=3 VRBE L T3 Mary Munter (£Z D 75% DHEEIC DN TARD &K
HTBRNTNB, (1) EEAEDANE, VARSI OIRZT THaE,
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@) FELULFNETAE—FLD DAL 4 BEHELIBLNTE
B, (B) TCIHMIGELLS T 5, (4) FELEIEVERDBHINLH
EFRBHEICES TS, BWEZS5NS Y,

Munter D FE (1) O TV X2 FOdIE) 1B 2 BgE BTl
HTEEL SRR > TEENTLBMD, LV LFV AT TEBAK
sk, EBROII 27— g VEENEET S, KETE., T7&
BICE > THPO—IVEFIVE RS, EFNVELTOEN VAT TE
BA] THDINENN, FELOD RV T HOFSEIC S KR8 E MET,
BNY A=V T TEBANTHNE, FELBYAZ VT TEBANCED, B
MY RV T TCEROCATHENETFEL LY AT TERN AR ST HE
PEDEN Y, EHiC, EREPIRUHETIHEBUET, ML T LIBT3
HIELAETDODNTORVONEKRTH S, EEIIar—arn4
DORENDS B, FEY, s, B DWW TN E LY 25 LHAVEE

TIFDMTONTVS, FhicHRB &, 4 DDRENID S B, BBHEART
HBEL (VRZVY) DIFMFEACHEN TR,

MBI BEEWI T LIFHTEEBICTESC &, OZPECTH-> T
TEZATNELEVEREINDETH S, Thabb, FloBhrzanEE Lk
VBT L DERRTH B, VA FIEREL R T 0w A5 5 5
TITATH> T, TNEMWYNCERITI B, AE—F 7 L ERIC ATV
RESRENB D, UL, YRS VT ZAFLOEEOMC, VAV FOE
FERFRH L, VAV Tabv ARMRT B0END B, VAZV T LG
iy, TAERFASHCT ZDOPEROENTSH B,

YAZVACBELT, 5. () VAZVJoBEEEORR e F0 T
ot A, (2) XHEOBENSAE—F U FE YAV T DT VNG VAD
R, (3) RIA FXABH/ASDY AV IO S EEEI TV S,
FRFEORMESRLC.SEIZ. (1D © TR TOBEBEN]. Z LT,
Az Foaez) & TRV TOEME ) KDV TiRRS, ZTh
OISR DEAFREEZ OGNS DI 22— a /32X, VA
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ZUTIARERT B, BB, (2) & (3) DV TE. BIOBERITED H
F%,

I YA Y OEEE

1. B & U T offizepldnig

MK REANTCBDOFEZERBWCH T ERTERY, §hbb, YRV
SAERE UTAMICED 2ERGBRICDENZ e H B, Tz
B L5 ERC T, MO 2ETR. Oy 7y PR BXTaY
7 ¥ b & ATC (Air Traffic Controllers, &5 - &= ) L OMY)E I3 2
ZTr=adiEhoT0Wh, £DAI 22— g VOBBRT, VA=Y
TIAMEBT B &, BHRIEHRIC DN ik, BEOMfZeEi e 3
NTHBE, BAELWTETHEN, aZalr—rag VI ANEREED
NP DEL BN EIRE D LUTF HROBHRELTIcay 7y

FNTORFED transcript £, HiRFHA S (PDF XE) A v &x—3wv bk
D web pages B AF L, VAV I IANERZEBRTH B LEDND
FHURFR LT, U RV T OEENFIR S BAGIZERS O,

197T4E 3 2T HAF Y THERT 32V 7 228 v 7 RESH 740N
KLM 75 > &1z 4805 fF &8> 7 AU 73 Ufize (LIRS F L) 1736
D 2 DT v R (Boeing 747) MWEER FTHEZe, BALLE Uitk
DREREFE 644 b 583 ADVEHEIC Ik - Jo b FREOMZHHEILTH 5
(M TOREOHERIE, 1985 4F 8 A 12 HOHEMIY v o RSB ¥% dilg
TD 520 HOWHH) . BHBEBOZIEENS T2V T 2 OWHE | 73
U 7 = DIBH (Tenerife Disaster)] & BIEEN TS,
NyfA%ﬁmﬁyﬁwxﬂwmﬁf1%L\::—3—7®Va‘-P
TRT o EREREBRIC AT Lc, — D KLM B+ 5 > & b DIRE%E % 5
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VT ¥ —2—BT. TLRATIVE LORFHE—)VEREERP L, &
E50MITRE . BRAEMIEKIEREO) V- MITH B 55y - AF U T
BOT A « )OIV AZEETH - Tz,

RASEH NG D OB SR « 2L R2eAN A 1 7 25 B 55 Bt IR
I KB BT 0L, 5 2 DBHAEEITFENTVS 210 S
TR (RRIGBATIE72) ORI Lz &SP bz, Wt
L DTHRYT 2 BOTRA » BF A AZEHICRBSERET 3 X S8R EN T,

TR IV ARG B 2EHOTFu T RIEEATH D EHYS
MCIE o Teiesh, MZEHOPNEME NG, TEREINCHRS X TREL
TOWSYF LB BERERTE AN BT 5 A T E T h, KLM e 7
MU O PRGNS & 72> CBEIT 3 T LA TE b Tz, 18
FTLEE O D TEHRETE ZIRIETH > /e DT, FEITIHER: KLM #ic X h
CEODPDBEDEENGDEIEE A, #UBTEEL 3548 L
EENTz, MEMN KM BORZ T ORI SNauh e, SUF LEBOKE
VERIRE L & BB LD 2 AR BAMCR A U C BB D BEEE 2 5230 & @ 7= 48
ARGV FU T TRAJRE 2o 7, MDD 5% &, KLM Biditicny
DURITIL X F 2 TR U T BB TR LS ZFUc kRO T,

16 1 58 70, EHIEOMRICH, KLM B3 HER2WE L CilE o
) UMERERBSMNC I o oo 1T B 2 45, 7307 LSS KLM BT R g
FERRRWE Uz,

KLM ORI T L—F 2R LiER RS, 1765 6 B, Bl
TRREREICERRROMREETO. 1786 4 18 B, & HlE I 5K
ZhUTc, EHIAERIES < ETHMEORZ AL ThH D, MiFERIRD T
DEWVS KR TIRVMN, EHHIEIIRGEOBIC THERE ) &S SR,
KLM B Tz fiRral & U - e A5 N B, 17164 23 . &l
Pt A S > HEEH D DYEFET "We are at take off" (THh B EEL £
9) F/zld "We are taking of " (B L TWET) LEBL L EBC X B
B Ul BHBEHERN TN A v E— VIR L, KIMEicF0Ec
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BT H LB T, TOK, (K2 WES) /X, HLTHUET (OK,

--Stand by for take off. I will call you.)lo T TOKJ &ZhicHi< 2 FH
DESRENRICHEE Eh b,

IRV F LR OWEORD LD BRIV TRIBICAZZRC, [T2H7,
CHELIREREERLEZF L TH (No, we are still taxiing down the
runway.)l L& UTze LA LT DY F LMEOIAHAER LT 2 MR DMK
EREOHERZICITRbNI ), KIM BT TOK) O—F7RET AR EH
. FOBBBERTRT AF—ILELNEERIN TRV, 2 BEOEER
fBlc & . ATC (Air Traffic Controllers) DE(F b > 7c LHIM L T/
F IR ERT -T2, ATCREIEERZ VEMLIE LR >7eDT
BE (NFoXarvEg) BEUC, Lhd ATC &30 F LIEOWEIE T
DREME T LI RN Tz, ThUck D SUF LKL THEED
KLM &2 ATC OWAICTEO 21, ATC & TKLM ¥l BEREIiE TR L T
W3], KLM i TOK) O—E T MM hthiz) L ENTIEEL
HEEKC KLM Bk A a1y +VEeBiic UTHEERS EZ R LT,

FEDT, KLM BED 7 )V—1d/8>F LR E 12 ER RicnTED D
OHMCIAT TBEH L TWEORRZ o, MAT, BHENSIEED
SOMERATENTET, IHIENT LICHERICH EEH L —X—
REINTOEh T,

EWEZERERT B5F v VARSI —EHo Tz, LRZEODLTHIY
BT ATC 13/ F LIS U, MEERZ 2T T S HEE & (Report
the runway clear.)] &IEUMF, /8> F LiE TOK, MHERZZET IO
#9 % (OK, we'll report when we're clear.)] &FIE L7z, TD®H L DIE
KLM i & BIBICRI C 2 TV iz, THZREEN T KLM B OB 133>
F LEEPEERICO B D TR AWH EEEER Uiz, BRBICEINE e
KLM #D CVR (Cockpit Voice Recorder) (ZIZLAFOEFEDEHE RS T
V3P, FEERA S VAETH B, MR IIEEEOIGEMA, LT
FOYEED DEHIC K B AARBAOMRTH B, EOBFIRHMTH S,
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1706:32.43 KLM #&BE1 : “Is hij er niet af dan? "(Is he not clear then?)”
(E WL FICV B0 TR ?)
1706:34.1 KLM#E : “Watzegje? "( What do you say?) (il72-T?)
1706:34.7 KLM #BH1: “Is hij er niet af, die Pan American? " (Is he
not clear, that Pan American?) (%7273
F LAEDEER FICNBDTIE )
1706:35.7 KLMHKE : “Jawel! ” (Oh yes!) [emphatically] GV iR
FT) (BBAA, WIEVE D
(PDF 3¢ : Aircraft Accident Report, ALPA (Air Line Pilots Association,
Engineering and Air Safty, Washington. D. C.), p 18.) %35, R0/
F LTy 7y FNTOREEE (8) KRtk L,

EHE LIz &, KIM BREEBHEIDPESZEE Lizicbhhb b IR
AT iz il U o e,

BRI 59 % & KLM #ED Jacob Veldhuyzen van Zanten 1& 7 TH
%7213 Tix <. Boeing 747 O training captain TH D, KLM THE RRD
340y bD 1 ANERTEDTHA S, BELEERTOREZEOR
HEMITTeD 5 o ekl 5, HTFTH BB OFERE ANZ D -
FEWISBEDY RV I ANHEREROKERERD 1 DTHB L%
Zbna,

T ERTORRESBDOEZHENMCTD S 5 TMiF1 L, Oy
7€y PAOREIT, BEICH LU TRHRHEL OB D X 5 BT H B
#% (second in command) . &> &0 LEHENIC ERIOBEICERDEZ
BIbNB T LR T BWREIEIE K E V. TOLETHGAY XV IR E
£9 %, HB. TOTMOEDOEFHEITHIE. Brown and Levinson (1987)
® politeness HFHIC & % FTA (Face Threatening Act) O [A]38 > Negative
Politeness M5, YAV FICDWTRH LIz, BERFEROHKEH DD
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T, ROBEICHWT %,

Charlotte Linde (1988) &, T D& 5 IfiiZeFiirzlhi < fzdic, Thilc
H B RHREHEL BB LIC, o X0 LEADBERZIBRNDZ FERZIIFL T
BffizeHN S B L ES Y, 6o LRHEMIC (in more assertive ways) ib
RB] WS TOWRAEZ. T AVHIAKE > THAKEZ 5D TH 5B,
ULh L, EERINERICAE—F Tl E TR, VAZYTHID
DFEEEEZ BN, TAVHIBIBCDEIBRAE—F /T YAV
DT NG YR DNTEH, ROBRICHANSD T LI LTz,

b, VAZ VT I AN BEUTMZERERONZHT T, VAZVTD
BHEERAT, BB, VAZVTTav AT, EOWBICI ANETTED
DWW TR THETT 2,

FIHTIE, SRR Y A= I eBoNaFRENE, VAZ VT OEHE
MHzh%s,

2. SRR Y 2= T h B ORI

EilFE (language development) O 4 DD EHIRHE (VR VT,
AEC—F2 T V=TV J, GAT4V7) DIET, VAZVIHERL
HANGZEDTHD BAIDEBAFNTH S, TOFEDMEFIZ. T (1D
VAZVT, VT (2) AE—=FF, B) V—=FT127. 4 547«
VT THB BADAE—F VT V=TT, FA4T 42T DREN.
Z U CHHR N A F)VOBRE, EEMICSMBENICE Y A2 JRENIC
EFELTWS, VA=Y 7HS& (proficiency in listening) ORI, A4E
BRAFENCT S T8 & Ta3azdy—av] V) 2 D0FEHICE >
TR S 10, COTLIRANERBEEVEVRAICEYTRESBCL
TH%,

Serh L7z Mary Munter (2011) (338, Guide to Managerial Communication,
9th ed. D% 7 # Speaking Nonverbal Skills DFFC, Nonverbal Delivery Skills
WA EE ST, Nonverbal Listening Skills EWSHEZERITI TV 5, LT,
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EFVRAZV TR e bOR AR, (1) ZLDWEMEBLIENTE.,
ORI TES, (2) HF (I—F1 LU RA) OEVTESWEWEWZEE
BT EICEY, F/NTTEND, () A—T1 LV ADTK—k (rapport)
RER. B&KAH (morale) % EFBTENTESL 3AEHT TS 1Y,

T A=) HEDOE— A& L LTSN % Andrew Wolvin &
Carolyn G. Coakley D#L3# Listening (1996) T. U A=V ZO%MICD
WTRDEK ST %, “Effective Listening Is Rewarding” & V5 &
A VT, FERNICH 2L K- THELNEED (rewards) & LT, @
Increased sales (52 LT DM, @ Increased customer satisfaction (F%
DR LD 5. @ Increased employee satisfaction (FEERDHEED -
#). @ Increased productivity (LM DA L), ® Expanded information
base (HHAN—ZDHLK), ® Improved social ties (HEEMIFRD BIHL), @
Improved family relations (ZEBIFRD BIF{L) . ® Heightened self-esteem (£
LML), © Increased enjoyment (T O, O Enriched lives (4E
W& NEOEMN L) O 10 filESFTH5 12,

Wolvin & Coakley (&, “The rewards of effective listening are far more
numerous than those mentioned here.” £ X% & 51c ¥, h 5 10
HHIEHSETHTH> T, FIRMICHC T ENEH/ENEZEDEE -
L2 HBLEEZALND, BEZINCENE KFHIED FD (Faculty
Development) HHETiE. EE06hE VA REBLMEDIEH D OHE
Y—EARMRICDT > TORGH - 5 - WS TH 5, chEA—F 1T
YATHBEESPEMADY AV TR LR S SRR ANIUSEE R
FEMRE ELRB LB DTH 5,

FIZ. Wolvin & Coakley @ Listening %% W ic LT, @ 10 HED
B, MICEVRRCHFTZ EBDNSE O~ ® BERT S,

@ Increased sales: Wolvin & Coakley ® 2 A%, ShHRMLY 2=
L/OENBEDE LT, HolICC VX AICT S 58 Lo 25
TETWRELAE, TI3TT4 v IRTAVANE LV, HAANES,

__9__
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—HRANC NEEDFEREAWEE Z T ® Improved social ties *° (0 Enriched
lives ZJEICER 9 5 THS I,

BEOZ—XCHZED. HIFL, ZhCEo2d ORI TEIE LT
MU BT LD, A2 ar—yayEIAHIVLEY FORBRK
(2009) &, HESVOE, HEEHDTIEM, @K%
EoNT, BEICHTEDLE D OOVIGERRZHE Mo Tc, HHIEE 5 i
B2, BL &S LRODDT B, AU T —EEEEICEN, §h7Z R
Eith, EFleZzoBEEMZHEE > THIREE SN, ZLT, @WIHRDTT
FOAKI, WERD by T VAT, TRADFELAN S £ %>
b TRENDI., TEHVEIICEINENSEDTT, JREFATE 5
FCREDOMESHERZ>TeOM | Je ETRBNHS ENTDTY,
BE S OHMEROANERRE CEATNE L) EBRTVE Y,

® Increased customer satisfaction: @ ERE—ATHLNZLDTHS,
HBOZ—RICHAZET, BREL, ThUchdocb oz LTE 5 2 hiE.
HELTHRENE L &%,

® Increased employee satisfaction KU @ Increased productivity: it
BOFICHEZHEY 2REEOE L TR, MEEROMEEEE < H5, HY)x
DAZVTT, XELOERAESH, BREIES XOMitic TE, ME
WRIROFESDELRD, PECHEE N, RN EEB L,
BREUDEHEMNRILSTESL LR Z. L DRAMHPHEEENSE LT,
BEHE LR, EARLTOMGRIE I A0, EEEDNP LT 5,

Fortune ZEDREHEBEBEN, 6 HOEIXARDOY —H—7 [2KEY
F ARG FEOREE (the U.S. Business Hall of Fame) ] ADICHEREL 7o, 38
ERAD 1 NTHB Peter Nulty &, TOH L A% 6 HDORBzENT
i< &M A TWwad A& UT, “They are hear-aholics, ever alert, bending
their ears while they work and while they play, while they eat and while they
sleep. They listen to advisers, to customers, to inner voices, to enemies, to

the wind. That's how they get word before anyone else of unseen problems
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and opportunities.” ' &, HHICBVWTE, HBVIEHELNTE, &ic
WEHEZBET S, BIEFICHEZET 5, BECHEZET S, NE3EICHER
5, BUcHEZHEHIT S, RICHZHEIT 5, TORES MEd#E] (hear
aholics) & ETMATNS, URAZVTWHETRHLUWEETH B,

® Expanded information base: ZIHRINC ) A= TR TENUE, & o L1
WEMETEB L VS KERFIED DS, A3 a=F— a3 B THEL
BFET e RIFADBETHBM, FTLOEM T ENEDHD, MFRE
WG ENE, HRAN—ZHENMHEIUE, TN SRR ZFIBENE SN,
A, EEPERICES, EYEBRRENTES, BOEWINTE
%, WREERDAGCE S BILVGEEOERFE 2 LD DR ENRHITFENS,

Sperry #£® "Nothing new ever entered the mind through an open mouth. 1D

HEFH LT ED B SN0 S0 <HH > IKA> TELFH LHEN)
DIREF, O @ ZNEICERLeF v v Fa8—TH 5,

Coca-Cola. Johnson & Johnson. Nihon Sara Lee 7% & & M4t & B 3ic

« REEIE R L T E T a—r YU E OSERE T B PR OMScGE S

A Primer for Japanese Business Success C. “Our grandmothers used to say
that God gave us two ears and only one mouth for a reason. He also located
the ears above the mouth to indicate which function should be given priority.
Judging from God’s design, I think it's safe to say that listening is at least
twice as important as speaking.” ' TENE 2D, [1d 1 D, HIZMD LcH D,
EREEND 1 LWV M X B ABIDE AT A > OB E ERic iR, 2
BLEBYAZVTREAE—F I D2BEEETHDIEE S,

BLE. Wolvin & Coakley & F 7z 10 DY A= FOHMHDS B, ¥
VAAEET B LEZOND SHETO) A=Y T OBEEN & RN
DAZVTHHDFRFC DO TER LTz, K, AROHND 1 DTH 3
YAZY 77T a R D0 T3,
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0 YA=>T77utX

AHITIRTYRAZV T LI EDXS BT LM ZDT 0L A% James B.
Benjamin 7% 5 TZ Andrew Wolvin & Carolyn G. Coakley AH#E L7z 2 D
DETWNEERT D, ThRANEY AT LW 174 A GEZED
FEN RUTHMTE RN ER 0 5,

1. Benjamin Model ic kB U A=V 77Tt A
Benjamin (1986) &, (VA= 77 ut A & UTTRDET VIR
Lz 19,

HEARING SELECTING THINKING
Aok
* *
* E3 g e s 3
e retaining v
* skt * * * P AR ——
*
I
* * ?
£
r
i
EE2d X M
interpreting v
Ed i
n
* * £
* * wAk ok £ ®
/
e * * * Frmm e

(t87#: Benjamin, J. B., Communication: Concepts and Contexts, New York: Harper
& Row, 1986, p. 25.)

15D Benjamin 7NV Z, AR TORA U ITHB TV TEYAZ
7Y TEREVZ T, ZLT HRREUR 2T DWW 5,

1) 7YY (Hearing) YAV
Ml EwHceld, Te7 VT & TYVRZVT I IKGFTER
5T EMTES, Benjamin (1986) 3. 7Y YT L YAV TICDW

T. “Listening and hearing are related but not identical processes. Hearing
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is the physical process of sensing sounds. As a physical process hearing
involves physical actions of soundwaves moving the organs in the ear.
Hearing is limited to the sensory level of the perceptional process. Listening,
on the other hand, is a psychological process. A psychological process goes
beyond the physical process. It involves the mind as well as the sense organs.
Listening involves sensing, selecting, interpreting, retaining, and retrieving
aurally acquired information.” 2 & Z D38 & EHEBRT VS, LT Y
TSRS L o C BRI T 2N T otk 2y, —J, UAZVY
EEARE 72 Tl T35 mﬂcbd%ﬁf‘rLTL\%IE\E'EH"JfDJcZZJ THbd, VA
=Y WHTE O NI, MR, BRI IR, (%, RERT B
OEAWNGENS, (e 75y & FU AT ERRAICTE RN E N
DT ETHD, &P, aurally acquired THA B & 512, Benjamin iV A=
YT BDNTEER D S S NI > T B,

HAGED M) & T ) ZLELTHZ, TR | d3538 T "hear’
KH7eh, TH< - 7V 2 (hearing) ) 1&. HREMENRADEIRE X

FFMBRIC, BRICHICAS THIC R %) YOS RREIELZHNTS
Bo TAUSHIL T, THEL J IR “listen” ICH T B, THEC - U R
7 (listening) | &id, HEMI THMLUCRINMIC THI<) c&. H2H
DI 4V Z—=Zl LT T ETHD., THI) LHNEIHNTH S,

FAREED T 3. EONOEF T Ao ETw5d, o M %
AT BE, THEDH, —DDh, HET] THEINTED., T4,
THOHEAT ED—=DDLEHEM-> TEFE, FRICANSEE) L&
AbNB, <S5, HTHSHEA v E—Y2BET, LTELD
THZ, BVBANE, B, B2 TR, BEOEMibarng
FEDEV. TNEESTMTH DM, EREcid, TR &, sk ik
BETHL + THEL + T 540, M) 3FE -9 SR, 500 1)
W, DERTOERTH S, BEDERL, £ ALTEL & Ok
BET D, ILTE-T) K ELDTH 5,
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(2) #R (Selecting) LRy

ANEZEERZEL B HBEOT ¢ V2 —2E L GERIVICEN TV %,
%@%k%uxfwkabf% DED, RTUYITHTATWEELT
b, VAZVZ TR TOWEWEEEH 5, VA Y FITIGGERD O,
BIRT B0 T 4 VE—RGZ TN, BOHRIKIE, BEIKHZIAZEDT
RTHA VT FENBDIT TR, ZDT 1 )V —ORERMEICER
D3 EIBTFENG, O IFFLEZEZLNZED, EEEZWEINS LD,
@ BRWCHKDS B A vE—Y, @ BRRE - PHEEZELIEEEDTH
%%, k. TNORBABBNMERTERTNELATHS S, Fic. @
DBEZE < PHEETHB, CThHRITB L. fIAR, BRTNEDFCES
by BERBRMVWTVA AV ELTVEHE LNEVD, ISP T
BWTEBLEIPECZTWRIRETHD, TicA VT bEnmnT eic
%,

CTOFBROE & LTH Y T VIS—TF ¢ —3h8 (Cocktail Party Effect) % &
FB, HTFNIS—F 4 —EhR L&, BEFEOFERHIEER (selective listening
to speech) DT & TH B, 1953 HFITLHEEE D E. Collin Cherry i€ &k 2T
BEX N, HTFIWS—T 4 —D& I, 12 EADADENTUTHEA
LTWaHTE, BOWEROS 225, BHOARTEER. BREHER
BTENTED, COESIc, ANMIZEZNE GBI U TRERERIEY
EHREELTVS, TOMBEIEROME, FIREIC X5 i OEAR X
DENBHBTLICE > TERENDZLEZLNT VD, DED, TDXIX
BB OEREABFROZE L LIDRETEBONDERZETRT %
LHIEI D IR L < B %Y,

(3) @M (Interpreting) &V A=V

R, AR & RIS R B A TV S, BRAIREEAE U TRV E R
LHIEREUDT B, DED, BERTEET TR EHTERENS
WABRZOHAEDEICHEU DT AT NEE SR, BIENE L < IXIEH-ERY



WA o

TG E 7RIS % TORE, BLCR LB LEBE W &Y
ZEIL VS A B 20,
SEERMOSIRGED, VAV THR TR 5, BLARALEETE
RIUCTS CCRE S e T %, 1 DOBHER, HEURTIEA LS E
B DM, BIOMRTIEB LWV S EHE LD ENHE0E, IRICH L
TR > LRHORHBE L > TV BN B TH B, DI 2=k —3 3 il
SURSEDSH D, 1 DOEEPNBNAREKRTEBZ N5 29,
BLEA, Benjamin BB LY A=V 7 a0 ADEFINTH B, °D
ETIVO S, SeROZEEERTOY A2 572 SO0V TIRBRT 3,

2. Benjamin 2R3 U 2= > F ORI
YAZVTICHEBIRE DI RV, IR ahr— 3 YOBH TRFEIZS
TEIDEZ, BLFOBEREEGE - E>THIRENTLES T LB L
BWULIRHELS, COXIHYRAZVIHEIE,. S0 mEERICKECY, £
TeH BRTIEHEIICEL NS,
Benjamin &V A= 7 utb A THBeTY T, BN, BIROEHT
D MY RZV T OB ICDWTRDESICER LTS 20,

LD 7V I TORM

& FORERK - BAEIEE > 7o RO EWINNIERIC X - THIZ B
W, BEVIEMEBENETBEENIDE, VAT TS—TRELeTY
YTOMETH B,

E7 V) YT TOMBICEREL DT 2255, 1 D&, Ekmsdic &
BEDTHD. WMKADIZDITHENNEL TS, iD=zl 21 < <
BoTWBDREZDOHTH B, Bl Tld, BEICKERETERRZMCL
WK 278 (hearing loss) BRETN TV, £5 1D, &5
WIEENTOBHEIC/ A XHH 0, BESENZDICHERNEVEST
BB,



CORALBI2A—INVAZay—ar
(2) BT ORI
IR LGB A v - EEREP L. MDAy -3 Z 5 L
WHOBETH 5, RO 4 FHENEZL NS,
@ hrdDUF, BviAA, JEAR
TTTWHIRDDF, BUiAA, e AR (FEX T, dismissing a
subject as uninteresting) &%, Bl < #ih 55 E N2 NAEICHIED TV
ED, RHDITLES T, MLHEEHELENWCETHS, [E58C
DADFEEBELALEN] TESEIDANE~DI L ZFEIDESS |
CIRDPHEEEENBNAEZRD DI TLES DRZFOHTH S, HEF
MTDEI BEHRABEL>TVWD L, @LUFEMIZEEL TEMEFD
T4 W=l B e ETI—MRI>TLE S,
@ DLOBEER
DOIER (letting our minds wander) & &, HEREII. B HHRIT,
KO- TV BIREERTET . “mental holidays” TH 5. sik. AR
MUT— IR EEPE 5 L3RETHE, 3322 —2a v
OB TOMERLTLES &, VAT LI—54T %, FEH
BIIREETIE A Yy E—YDMERE LTIEL GEIRENT, MEENDL
WL %,
@ LANDIEH
ANBAEDBOULAFLUFELIRTBIEETHFEA Y L—IUNDEIS
(focusing on delivery rather than on substance) TH b, FA&ld. i
FLFO T TERLA) TREE ) ICERRICIr E 2 T 5, B
FiRE, MEFOERE., TOMWERELA., EildFEiameiil
HiCEM->TLED, TOXIGFELAKR->T2EEEG, #loo—%
FlERo L, aXabd—yarMN x{ThE{R358015%,
@FLYR=2 T
L) X =27 (pseudolistening or faked listening) &i&. REMF
DYVAZVTTHB, L, FHFEMIZE > THWBDONGN5ELT



L ARE
&, BOTEOMEATED LTIV RAZ VI DOR—AE LB EHH D,
U, HTF L O ANMBIRE BB D0, TRIESA7=0ER2EINT
KTXIEWVSIEEBA v L=V EFRLI A=V 7 BB LTHLTV S,
L) A= Z i NBIBMR R BIFICAR DT DICRETH B hE LT
M O3z —varrIo—kEilERTT,

(3) IRToOmE
@ FRHED M

A UFEDHOWEEZME TR L TR, 3T a0
BRKRETBEII—TH b, TDXSBFEHDONEEFET DN RN
IO—%EMTBEDITE. T4 —FN\y IWNEHTHB, TTTO
TA4—=RNwrlid, MEFNORTZIHUMEED LTH B,

@ s oM

TERE NS RO DWEMIR T S —TH B, RAIZAERBSE L,
NEBOTBEHE, NeBRNCEE 3 TERENODE > TW5, T
DK DX FHI “red flag words” EWHEN D, HIehLBIET, MDD
Wi T red flag ZIRBD X 2B LD TH B, i LFENEDOEERHF-oTLE
2L, MEFORRBEAYE—IDSIEEMEICENTLE S,

OF 3 L]

Ay E—D%NRE UTRIINZ &, ZhETE3BOMELL. &
TIEDICEBHUTHMLE S £ 9%, #ELL T\ T LicEiEpieh
ENT, AvE—YDONEDPRATLES TEALIFLITH B, (L
ERTUDVEMIMT T — &%, HlREEDBALEMT ST LICT L
F—DREDHURENTLEN, NADIHEELE->TLES LS
KETH B,

DLE. Benjamin BB F 7Y A= FFub A Thae 7Y Lo, R
FERROBEDTDY A=V TOMBER TS —ThH b, YAV I3 fioho
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MR T —MEC D, STRELDERIBRVDTH S,

JIZ Wolvin & Coakley DEFNVEED BT, EbiICV A=y 7070
Y AEHRD, THIIY AV T ITADOREMNCKSTZET NV TH B, &
B, VAZ VA ECTETEDS M. Benjamin 3 & U Wolvin &
Coakley I£ &% T D 2 DDETIVABEIH B & S ICHZEHEIC K > TESAED
HbNB,

3. Wolvin and Coakley Model ic &%V A= Z 7t A

Andrew Wolvin & Carolyn G. Coakley (1986) &, Listening TRDY A
SV TRFVEBRLALL TS 27,

YRZvZTakAE, TOEFMCED &, BERE & RS OB
L T[4 (receiving) | [T EDLEH (attending) 1 TEIKDH] D 3 T (assigning
meaning) | @ 3 DOMBBHEN S D, L. ThbD 3 DDERMNHIL
KT TWAD TR, Fiz, MBE] — HEEOER] - RO
D YT DOIEF T—EFRICESOTEE L, TND 3 DREHHCBA T,
FEEH LERbHITT 5 EEZAONTV S,
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(HiFT: Wolvin, A and C. G. Coakley, Listening, 5th ed., Dubuque, IA: Brown &
Benchmark, 1996, p. 70.)
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(1) #ozs (Receiving)
R EBR WD 2 DOBRINE 2l L T TR ESZ IS on Tl
WMORE) THB, BEMEORE, B LTI DORREL DS, T

FIELCE, BELFAFET 5 FHELINC, BRI FomE., mE, My
HE, Dohh b, R—XRED/S5EH (paralanguage) LFEN5 2P,
BRI EE UTFOWME (kinesics) THHHDEE (FA-ar 2y }\)
EEt, #iE. BRO. BEEENHB D, RSEEBIUIER. EE
AR BT N B,

Wolvin & Coakley {&. “While most of the definitions of listening used
in the field to date focus on listening to aural stimuli, we stress that visual
stimuli are also an important part of listening communication.” RPN 4
ZVJEBETH RTHZ) A5, ko Benjamin & EHIE &
AEDY A= T DEHE. WHIEHOAMCREL Ta, L L., s
HMERUCHEETHEEES, HCBLVAZ VI ZTBDTH 5,

(2) TEEO%ED (Attending)

HIPEAIRICE A > TET, KICZ ORFISTERZ 10T 5 0N H % #ipho
Benjamin €7 /)VTCD, 7 UV IThBY AV TN FLT GERY I
Tedo THMRITB e ENEh - T2IREICE S,

FEEEVILOWMEDEARL, FREEPCH D, TIUTDVT, LARE
FOMEE (2008) @FEXRDL TR TWVD, HLDORiZ, HRPEHEED
BARARE 2 > T, Bzl 2 EILD AR TV, L LIKOUUHEE
B HBBBADNBBDT, ZhoOFHIT XTZUMLTZT LN TET,
HHT 2HGOMMEREST S 2ich?d, TOLE, BINTBHPHZKD
ATIEE, XD 2DMHRPENTREIC R D, BIHZmENMELbNS, UL
L. i, SR BHZ AT T &, BB LA TEZRLAED I
ENBEDEMRENGTLDILE D, DFE D AROHII & HIE OEIH X DO/
WKid, FL—FATDOBENH D . TR LW S .00 & OEmIc x>
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V3 31)0
VAZYVTDEEE, COFEMHLRNGC LI TEE0, NOEFHTIFE
RPLEVE, EBAL YR VAR TERY, EERERTERNES

LT, (D FARHCHEBOANDREZIEL C iz T2, (2) o &k
LMo, VAZVTHHREEE S, (3) MM LEBEDNTNS L.
VAZY TR TERLS D, (4) WD, BOET. MR 72 & 2k
WEDENE ZHBNZOEDDKEMEF L TVEDT, YA Pk

BIETY %, (B) MRIMNABNE VIS HEE I MRICE DT, U 2=
VRN R B EREZ 5N 3D,

(3) JEkDEI D 4T (Assigning Meaning)

BT S DRI ZE U, 2 U CHER G 7 ISk % 20
S IHHILEIZTT S . TNDEROBD YT TH B, MEFHGNEDRF—
R (BDT LDV THICEZ BNTWA T ETE D DI IS T,
JERR, BfEENB a2 TH B,

“Their importance to assigning meaning cannot be ignored when we
consider Birdwhistell’s findings that spoken words account for no more than
30 to 35 percent of meanings in social interactions and Mehrabian's estimates
that as much as 93 percent of the total meaning of a feeling message may
stem from nonverbal cues.” ¥ & U X =V FCOEEKOE O U TIc BT B
IFEFROEE M2 5378# L C. Birdwhistell £ Meharabian D%k 39 7%
SIMUBHIL T3, LA L, Birdwhistell 508 HIEd < Uik
KR B LB IEE X B, Birdwhistell (1970) 1 & 2R & 0972 Bhi{E 21
%%, Kinesics and Context: Essays on Body Motion Communication 0 7%
T BRICE > TIREE NS A v £ —VI2DU T “Our present guess is
that in pseudostatistics probably no more than 30 to 35 percent of the social
meaning of a conversation or an interaction is carried by the words.”® & ik
NB & DU, “our present guess” & FFEIC guess Bffio T3, X5ic, =
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I Ko TED B EFH M ETAK B 3 HEMEMRIE “probably no more
than 30 to 35 per cent” 25 &35 & J 1. probably Z{HEV . 30%5
35% LR LI T VB, F 7. Mehrabian (&, #7E (34) T/RY £ 1. "the
total meaning of a feeling message” Tld% < . “inference of attitudes” (&fiL
FOREEOHERD BT VD, TOXSIC Birdwhistell . Mehrabian O
SFEH < T THERR) THERL TH 5. THER S T 2521830
DOlF. EBLIFSERPEMICKM L, FOLTHESEDONRZ— V2T
ZOREMETH D, BREEERRE, SHLIFSHEPEVICHEFRLAN, &
SICOBEICE D FLORRELBHRLES TTETVENHTH S,

(4) 5% (Responding Overtly)

Ricik, 2 D0BENH B, KOBRERY Ry TueAzRkL, Bl
WEL FAMROER TH B, TNUIBBORMAZIES N, EELR
o, BB D YT TR, HBRING, ZTOETIEDTRNATRD 5
NTNWL T ERRT,

ZOFOEFIE, S (responding overtly) T, FHBHICEHINE T L
TH b, FHLFICH LT, BN, JESHENCGET 5, YAV T2 0
ZHr—va AL LTESZNE VAZ YT LW TADHICE, FiL
FIKH L THEEMAONDRIGEIRT Z ENFENS, TOINETE XY
t—YDa— MMUEEEFAGVEDAF—IK X > TITWV. TA4—FN\w o
L UTHIER AT B0, FRRBIFICE > TRERICENTEZ 0T
H5, LIzHoT. 2 DEEEEOEE THLCARTABEN, Y=V T

TAa%2 LT ETEHHENCOVTE. RHNIINS LT HTH S, Wolvin
¥ Coakley D#E X Tld. MEFRERZZEH L L, REFHORHZF
BHCIES HETH D VAV IHARIISELEEND LWVH L TH B,

(5) &% (Remembering) & HYIEE (Covertly Responding)
3OOHEEEELY AV IO ADHFICH S EFICEOHEMIRTRSE



AR o

N5, il (remembering) & WHIIEE (covertly responding) T %,
s, WEEZALTHLEROE D YU TE I, IFEICEVE OD(DIF-S’:
MDD %, TOROREREL TEBIAERND S, NSE .
BLUTRIBe R, BT 3, HohTthhih#Exsc L *a:a‘a?‘o

BLEAY, Wolvin & Coakley WRIBLIZV A=V 7T ADEFIVTED
%o I, Benjamin DV A2 770t ADETF I EHbE, FOBEN
BRI TR 7 = TOMZEREERT 5,

2T oYy RBESER VX =vY

COTHV T 2288 v RBEHZEHIE. ATC (Air Traffic Controllers)
2 Bz RIRHCIBERICHEA T BT T &0 F LD ATC D oisREN
et E e oo C L R EMAERICK B3 DL Bbh3 %0,
LU, Fe3BRE—ERITELEERSAI 2 r—vayIATH
Bo AZa = —vaVIADIBYRAZVTIANFHER oz b
AHNBHEDZED HIF. Benjamin & Wolvin 72 5 T Coakley A2 L
TRURAZY T TawRETFIVT EOTa R TIANE UlehZRENT 3,
LUF. Benjamin D 7 0L AET )V “B” &, Wolvin & Coakley D 7 11t
AETIVE “W - C" LEILT %,

JRE L THL DS U e & S iR s, N7 o4 VB (RE) Ao
THRICKD, ZRENCEMASE LT L (Fok AICERE &SV F
LB AR ERTTO, TN AZEEFENT B LAV KLM B c
AIEhoTz) ]

=B MEFOEK - Bl LT E o 7z RO WIS K- TR EE
NEVEVSETIV YT IRATH 5B,



EVRAEBIBA I NI ay—ary
W C: HEOBEREREL TMTHIEZIIES &) O THED
TR THB. LH L., FHNERIC X DHEOZENTETWEN,

A 2. TKLM #6405 TERIAE ) 2 THEERFAT) CRRER L CHiksm E21T >
et &

FEIA 3. TKLM #RRE-L B K TERIEDEE TRV ("We're at take
off' £ "OK.") ERBIMHEH LT &1

=B fi#FRO S BN L HEUTDWIIATH S, HRE. RS e
BIETREEATVEHN, CORE, REAREMOMETH 5, ARz E
CTHWEBELBEZHUDI S, B2XINT 72T TR, HWYIRERK
BNAVABEFEOHAGHORICH T DU RITNEERE RN,

SW:C: BEROMOYTTDIRATH B, MIEHERH 5 D%

Z U CHER M T2 RN O B LB 21T 9 6 &%?ﬂrﬂ%b\%ox
FTIEEDNT, R, BEE NS 7Ot ATI AN > T0d,

IR 4. TSV F LR EN TE2ERICNS) EiRiEL. The KLM #
OBBILMNEE LI Db ORI EANT, BEEE W Lah o
&)

= KLM ¥E D Jacob Veldhuyzen van Zanten {3 Boeing 747 ###{tDF—7
FL—F—T&HHD., KLM BT 51E & A LD 747 BEPRIRH L
WHSINFEZITHEY., KIM Thi EROBH L TH T, Thd X,
%B& I ERNGEE L CER TR ELOZHEL N2 5 - ok A
B T THHZEHELOFZHEANGN>TEEVSBEDY A= F X
ATHBN, IR, Z0OERLEEBICHDOHENEHTHRS,

KLM 27 )U— DI HOBEIC I 54 5 v A OHINSH 578, KLM



G ok

BOBREGENZ 7514 FERVTHEM LA UEE S50 L £ 2 Tz
AENEA BB, Flo. BULT BT OREREM (L% ZEEREIC X 218
BPBOTTREIENE <. B BHELANEF XY T 200X - 07
AL E LT B R1B5 LK%, ZOBOREDHEHNE LD KLM O%
BRI BRI D T LRI M~ RO o T, AT, ZRET
BARFT R TS F L E TE R LT T 275 {3 DIZS0ER
EOERRE, ThICXBED LigfEh T3 37,

=B AREERZ TH<) B, 3O 7 1)L & —758 L ORI B
Td, WEWIZHC A TWeELTE, D%, b 7Y VF TR 2T0n
RELTE, VAZ VI TRIAVTOEVWESEH 5, )AL
MMED, BIR B72HDT 4 V2 —ZAA T3, BHOHICIE, HICEC 2
REDTXRTHA Ty hENBZDTTIREY, BRTCOIS—E T
VB FEZIED DD THRDDIF ] AMELTHD ., ETFOSERSSING 2
TedDT 4V E =R L TR,

= W-C: BRI, W5, 55T THMOZA) ZLTWEH, Z20X0 T
%@%WJT\UX:V&TSX%LTw%@TﬁéoWWﬁMKKoT%
TRICT DRI ERZ T 20805 5, L LEEEICIZ RS OE A K
0%, TOHHEZEZSENZDIE, il (T TIE 7 IL—OREIERL
KEEMBE) IKWDEEDNT VAL, VAV AR TERLGS, FT-0%
FIAREAZ ORI EBIBIC R 50T, U XV X IR 5,

RICHT 2 DRI DI > 7T HEMED B % B D I T ds % 1 38,
VRZY T OBED 5B 5,

FEHIEED S OREFEHE DNy I3y h—ADF L CHELDE AL -
EOEL > Tz, ARA Y OFHIEZEHIEN TERcY v H—itd
HBEL 2720 Tl LV A—RAICER IS NS HIDE 5 hIC Iz - 7-7]
BEMEDN B B |



CIURRICBIBA—F VA2 —ay

=B BN TOMET. LDOERMET o TWV5, EES. BFNIHBRT.
HA - TOBIRETH B, Tk, AMIGEEL T—RICERZETIES
CLPREMTH B, A2 22— g YOBRTONERLTLES &L Y
A=V HTS—DFRET B, EEMBRIRETEA v E— 0 ERE LTIE
LEHHRENT, BMEREONLELITET %,

W+ C: B A - T X TRICFORIBICERE M) 20 EDND B, 1
FEVSLOMEOEAL, BIREENICH B, ADFEICERZEP LT
P oEBALYRZVIETERY, DT &% LENS . H BV
H—DRE) W EHEDhTWA L, YAZVIHRIELBDTH S,

HHDOEBEREA—FNIAI 22— a YV EDIATHBH LV EL
CDTEZD, ZOLTH—INAZIanyr—va el sV A=Y
iZ%2D . Benjamin 75 5 T Wolvin & Coakley iC &% ) A=Y T ET VD
5, IANEDOTHEATELEMIDNTERLT

Bbvic

Y2V, BADSEREICE TS 4 DOHBEOPTREN—VY
BIEAFIVTHD, Fie. BROFREETORL DA EBZPLE I X AT
BT, FOEEHIC DL T, VAV TR0 hELEE L
BOSBIITATE LRBEIN TV S, LHL, VAT LI THPUA
—yr ok A BEENGEN, T UTETORERE, MLKTD
NBZOTRAEL, £, [BA) - NEROEHR) - TEKOED HT) ©
WER C—EERICED DT A L WHHTRA AV HEER Lah ST
L. BT EVOTHDZ, VAZVTTHEVI T L, 20Tt AK
BENBTRCEBYNCEITT B L THB, Benjamin HE T Wolvin &
Coakley 1K &K B VA=Y Y T O ADETIVC, TOME 2Bz, VA



EHE
ZVTeE, LT THEEEs THOWTWhEX V) E0d X580 TR
TNDTH 5,

YRV T OEEER, MEEEROWES T, VAV TIARSIH
T4 7R, FLT, RNV RAZ VI EBRONZFRENSIRYT ¢
TIREMNSER LIz, E6IC, MERFROERBZFHETHDLEZLND
VDRAZVTEARKBE Ul RADY A FTOEOT b ATEL NI
DWTEMK LU,

1k

D) - B T LEyF—ya B BIEEEII 22—~ a3l
CET A - aAva s by, ERCYR A3 a— 3 VAT 65 BREARN
JeFEER. 20054 10 A 16 H, ok,

: waut [Ty TF—va B 3FERIZI 2 —ar—R5F
Al BEBEY R A3 o n— g RN 66 RIZERRDIHEE. 2006 4F 10
H 15 H, FEER%,
s EREEYE T L ey F—a e B BIEEEa R
BUITA-ayx s M, UsEER), Ee55, BRI RAAa3Ia=r—vs
v 2006 4FE 9 B, 41-50 R—,

ERHE T LBy TF—2a Ve BB HEF I 22— a r—NRTE
FEL. TSR, B 66 B, [HE YR AOI a2 —va 8%, 200749 A,
71-83 *—,

2) Munter, M., Guide to Managerial Communication, 9th ed., Upper Saddle River,
NJ: Prentice Hall, 2011, p. 154,

3) Ibid. p. 154.

4) FEE T<M<HI>EBA D). BBHEBIOTE, 20084, 108 X—,

5) [l ki, 4 R—2,

6) - “The Tenerife Airport Disaster -the worst in aviation history” at Tenerife

Information Centre
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http://www.tenerife-information-centre.com/tenerife-airport-disaster.html (2011
#£11 H 15 HEED

* “The Tenerife crash March 27th, 1977 at 1001crash.com Lessons learnt for
aviation safety
http://fwww.1001crash.com/index-page-tenerife-lg-2-numpage-1.html (2011 4
11 A 16 HBE

* PDF 3C# : Aircraft Accident Report, ALPA (Air Line Pilots Association,

Engineering and Air Safety, Washington, D.C.), p. 18.

* “Plane Crash Info, March 1977", p. 18.
http://www.planecrashinfo.com/cvr770327.htm! (2011 4 10 A 20 HEE)
T LDy 7y N TORE

AL BRI KIM Oy 7 €y hORFRCERE, J\@N‘/#‘M%%OJZJ v Iy
b TOEFEMMEENT VS, &8, four-letter words D% DB M, WEEHTCD
FHIIM Uz EMOBFEIFANTSH S, S50 HAERIIE; x’zk

[Pan Am captain sees landing lights of KLM at approximately 700 meters]

At the same time the following comments were made in the Pan Am cockpit:

1706:32—Captain: Let's get the hell [expletive] out of here. (TAZRETA[F
FUT OO - BFARERE] LR T2 BILELLSD)

First officer: Yes, he's anxious, isn't he? (X %, (KLM BZEERESR) B T05
ATLEIH)

Flight engineer: Yeh, after he's held us up for all this time = now he's in a rush.
(B3, TARICESBAZRHIRTHBT, SEEHARCKEETIRES LT3
BAT)

Captain: There he is— look at him! Goddamn... that son-of-a-bitch is coming
straight at us! (KLM B ZiCWaY, HhERA | HE, he35, To5
IR ->THRBZF 1)

First officer: Get off! Get off! Get off! (EF | EiF 1 &iF 1)

1706:48—Sound of approaching KLM engines.

1706:50—TImpact.
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5I/5% © "Remembering Tenerife” ALPA (Air Line Pilots Association), Washington
D.C., August 2000, by Gerard M. Bruggik.
http://cf.alpa.org/internet/alp/2000/aug00p18.htm (2011 4 10 A 20 AR

9) Linde C., "The qualitative study of communicative success: Politeness and
accidents in aviation discourse’, Language in Society, Vol. 17, No. 3, Cambridge,
England: Cambridge University Press, 1988, pp. 375-399.

10} Wolvin, A. and C. G. Coakley, Listening, bth ed., Dubuque, IA: Brown &
Benchmark, 1996, p. 13.
& 5IZ, This ability to listen is necessary at an early age—especially during a
child’s first year of life when everyday exchange between child and caregivers
are crucial in helping babies acquire the building blocks of language. ... % L T
VAZVZIBUT, HATEERE LTHIBN TV S C LIC LN T, While
much of this language development occurs in early childhood, it has become clear
that language development begins through listening as the fetus develops in the
mother’s wombs. ... The fetus hears clearly from the sixth month in uterus and the
fetus moves his or her body rhythm to the mother's speech. A popular technique
for pregnant mothers today is to listen to soothing classical music to help the fetus
relax and respond to sound and melody. £iENT W3 ([ b#, 13—, U
AV TR TOESEBRENDIHED, ZOREHRAEEEE T ickwT
NHOMORESIFERICIER I K B R RIET,

11) Munter, M., op.cir,, p. 164, (71 2)

12) Wolvin, A. and C. G. Coakley, op. cit., p. 21. (7 10)

13) Wolvin, A. and C. G. Coakley, op. cit., p. 24. (i% 10)

14) Wolvin, A. and C. G. Coakley, op. cit., pp. 21-25. (i 10)

15) WIBRA THI0 £ EAD BN TERVBESONL—IV], WHETEHN.
2009 E, 12-13 X—2,

16) Nulty, P., “The National Business Hall of Fame’, Fortune, 129, 4 April 1994,
p. 118.

17) Wolvin, A. and C. G. Coakley, op. cit., p. 23. (¥ 10)

18) Atarashi, M., 4 Primer for Japanese Business Success, Tokyo: The Japan Times,
1994, p. 97.
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19) Benjamin, J. B., Communication: Concepts and Contexts, New York: Harper &
Row, 1986, pp. 24-33.

20) Ibid, p. 24.

21) BREIE. MILBRER THEFEMD. KIEMEEE, 1994 €, 896 X—,

L, T2EH, BAEE] & TH ZAV301E., ERLUTHE MRS E
WET AR, BENGHRCHICAS LWV T LIRLTVADTHS 5,

22) Benjamin, J. B., op. cit,, p. 25. (F 19)

23) * Cherry, E. C., “Some Experiments on the Recognition of Speech, with One and
with Two Ears”, The Journal of the Acoustical Society of America, Vol. 25, No. 5,
September, 1953, pp. 975-979.

TH Y FIIR—F ¢ —FhE 1, hitp://www.right-brain.biz/brain/cocktail.html (2011
10 A 10 HFEED

24) Benjamin, J. B,, op. cit., p. 26. (¥ 19)

25) WHEEAT AT I 2=y —va v AM[ LY. B2R. A= vHIR
2009 4, 49 X—,

26) Benjamin, 1. B, op. cit., pp. 26-31. (£ 19)

27) Wolvin, A. and C. G. Coakley, op. cit., pp. 69-96. GF 10)

28) /3T EFE (paralanguage) KB LTI, M T LR, (FLEYF—¥a v
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