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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	Please insert your completed assignment ( in word format)  here:

Q: 1: Short Questions

What is the difference between passive and active listening? Give at least one
example for each.

Active listening is showing demonstratively that you understand and are listening to a speaker, perhaps by using paraphrasing or hand gestures.  Passive listening is effortless, merely the mechanics of the sound being heard but not showing any form of understanding.  The two differ greatly from the point of view of the speaker.

Active listening – summarise and repeat what has been said to you “so you are saying that you are happy to take the actions on board and move forward with implementing them?”

Passive listening – looking around the room rather than making the decision to concentrate on what the speaker is saying to you, thus losing focus on the conversation.








Outline the techniques that help you to listen actively.

Active listening techniques;

· Look directly at the speaker
· Make a conscious effort to listen to what the speaker is saying, do not just hear the words
· Acknowledge to the speaker that you understand what he/she is saying by using body language or repeating their words
· Respond to the speaker in such a way that he/she will know you wish them to carry on speaking
· Do not think about a response whilst you are listening as this will distract you from the conversation, listen and then recap to allow you to prepare a response

What is the difference between open and closed questions?

An open question is used when we require the speaker to provide more information or require encouragement to share their opinions or ideas; it can also be used to check that the conversation sharer has understood what has been said to them.  A closed question generally only has a single word answer such as “yes” or “no”, and can be used when the time has come to close down a discussion or control is required over the conversation to gather specific content.

How do open questions help in the conversation?

Open questions can be used when further information is required which the conversation sharer may be reluctant to give for any reason.  This may for instance be due to the subject matter being negative to the conversation sharer, but important to know to allow a resolution to be reached.

What is the difference between verbal and non-verbal probes? Give example for each.

Verbal probes are questioning words or phrases such as;

· [bookmark: _GoBack]“Wow I like the sound of that, please tell me more about how you came up with the idea”
· “Why did you feel that the even could have run better?”
· “What do you think it was about that idea that made it effective for you?”

Non-verbal probes are all based on body language and gestures such as;

· Shaking head and frowning
· Lifting a hand up to stop the conversation
· Smiling and nodding head




Q: 2: Discuss some probing techniques.

· Use open questions to allow the responses to be detailed, perhaps also use some closed questions if specific detailed information is required
· Use paraphrasing, repeat what you have heard in your own words so that the speaker can confirm the information you have retained is correct.  You may also need to use some clarification questions
· Use pauses, a good way to make a speaker open up more is by pausing and allowing them to fill in the gaps
· Use purpose questions if the speaker hasn’t made the purpose of their question clear to you, you may need to ask them justify what they have said 
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