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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. 
	1.1 Being under stress unfortunately is becoming the norm in this fast paced world.  We need to deal with change all the time at work, with family in every aspect of life even in us personally – as we get older, we cannot do things that we used to do before.  One feels that there are more demands and responsibilities than they can handle in one moment of time and that stresses us.  This stress can lead to health –such as insomnia, digestive problems, and headaches, emotional problems that can manifest to anger, which can lead to many things depending on our tolerance level to anger and how we deal and express it – one can bring harm to themselves or others.  So what can we do? How can we manage stress?
It all starts with us; by taking control over our lifestyle, our way of thinking and dealing with problems.  It is not always easy and sometimes we might need help or professional assistance.  So what can we do? 
A) Replace unhealthy coping strategies with healthy ones.  We need to look at how are we currently managing stress, do we smoke, drink too much, binge eating or use over the counter bills or drugs to relax.  Are we trying to avoid our friends and family, are we trying to delay dealing with actual problem causing us stress, are we trying to fill up every minute of our day to avoid facing problems.  All of these actions will not reduce stress, it might give the illusion of that, but once we are done with the cigarette or with the ice-cream, it all comes back to us in addition to the health issues that might develop due to these unhealthy strategies such smoking or too much sugar intake.  So what are the healthy strategies that we can follow?  There are various strategies and techniques and they are not one size fits all, some techniques or a mix of them might work better for some people than other.  So we need to identify which of these are working better for us.  Below are some of these strategies and techniques:
B) Perform healthy relaxations techniques such as:
· Deep breathing or diaphragmatic breathing as it “counters the effects of stress by slowing the heart rate and lowering blood pressure,” psychologist Judith Tutin[footnoteRef:1].  So once we feel stressed, we need to take a break, sit down straight, close our eyes, put our hand on our belly, slowly inhale through our nasal until we feel the breath in the bottom of our lungs then exhale through our mouth.  Repeat that for ten times or a minute. [1:  Source: http://www.webmd.com/balance/guide/blissing-out-10-relaxation-techniques-reduce-stress-spot#1] 

· Adapt a mantra for example slowly repeating a calming word or phrase, such as "relax" or "take it easy." Keep repeating it to ourselves while breathing deeply.[footnoteRef:2] [2:  Source: American Psychological association, http://www.apa.org/helpcenter/controlling-anger.aspx and stress management”, http://www.mayoclinic.org/healthy-lifestyle/stress-management/in-depth/stress-relief/art-20044476] 

· Using visualization or imagination of a positive past memory or imaginary place or situation to lift up our mood.  We can also use such technique to imagine a certain future stress causing situation – such as project meeting, presentation, etc. - walk ourselves through it several times, think calmly of how to handle it so that we feel calm or less stressed during the situation itself.
· Listing to calming music and / or nature sounds such as ocean, stream flows, wind, birds etc. is also very helpful as it can lower blood pressure, heart rate and anxiety[footnoteRef:3].  We can also release some of the stress out through signing out loud.   [3:  Adapted from “ten relaxation techniques that zap stress fast”, http://www.webmd.com/balance/guide/blissing-out-10-relaxation-techniques-reduce-stress-spot#1] 

· Start moving, exercising and or meditating.  We can go for walks in nature or join a gym or a Yoga class that helps us relax.  Find something that we enjoy most and do it to unwind.  Not only can we enjoy the exercise itself but the whole atmosphere around it, e.g. the energy of everyone in a dancing class, the breeze of fresh air while walking or running, etc.  All of this does help us reduce stress as long as we are paying attentions to such small but helpful details.
· Get a relaxing massage or get into a hot spring or warm bath.
· Do something that we enjoy, such as going to concerts, movies, park or beach 
· Be with healthy company, i.e. people that we enjoy being with and who will help us relax and unwind -sometime through listening only.
· Laugh more as when we do so, our brains release chemical called endorphins that help lighten our mood.  
· Be grateful to everything in our lives.  We need to sit down and start thinking and remember the good memories we have been through, the people that care about us, accomplishments in life and work, mastering new skills, learning new hobbies, remembering a trip to a new place, rediscovering an old one, going through an old album of photos or a childhood memoir, there are many things that we can be grateful to and about.  Remembering some of these can reduce our stress.
C) Identify the sources of the stress and try and solve the problem rather than worry about it.  This is not an easy task to do although it sounds obvious.  Here we need to differentiate between the actual change and cause of stress, such as new project, moving house, family issue etc., and our own thoughts, feelings and behaviour about these stressful situations.  So is it the new project deadline or the fact that we are worried about not meeting its requirements?  Is this worry necessary, i.e. is it really impossible to meet this deadline even though we are fully dedicated to it, or are we wasting our time on other less important issues, do we need additional assistants? Have we asked for it? Did we explain clearly why we need this extra hand or time?  Sometimes we are stressed by how we try and avoid facing the problem that causes us stress not the actual thing itself.  So next time we find ourselves stressed over a change, we need to ask ourselves what is the real cause for this stress?  How it is making us feel both physically and emotionally? What can we do to reduce such stress?  How and who can we ask for help?  Having such structured approach towards stressful situations does help in managing stress level.
D) Try and practice the four As[footnoteRef:4].  These are Avoid, Alter, Adapt and Accept: [4:  Adapted: Stress Management, https://www.helpguide.org/articles/stress/stress-management.htm] 

· Avoid unnecessary stress that can be reduced or neglected.  For example we can avoid people that bother us either by limiting our time with them or even ending our relationships in a healthy and mature way.  We can also plan things out ahead of time for example if we believe there might be a traffic jam and we might be late for a meeting, then we need to get out sometime earlier than originally scheduled or use a different transportation method e.g. subway instead of car, etc. We can also try and reduce unnecessary tasks on our schedule, etc.[footnoteRef:5] [5: Adapted from “stress management”, http://www.mayoclinic.org/healthy-lifestyle/stress-management/in-depth/stress-relief/art-20044476] 

· Alter the situation by communicating our feelings openly but respectfully, managing our time better, respectfully asking others to change their stressful behaviours, or stating limits ahead i.e. I can only do one more task, I have only 5 minutes to discuss this, etc..
It is also helpful to use the “I” statement rather than the “you” when communicating to others about what stresses you.  For example say[footnoteRef:6], "I'm upset that you left the table without offering to help with the dishes," instead of, "You never do any housework.  This example is also good to remind ourselves to avoid using negative words like “never” first because in many cases it is not true and due to stress we are being emotional and start to exaggerate which leads us to act upon such statements, second because it is often not true we are hurting the person we are accusing. [6:  Source of the example is http://www.mayoclinic.org/healthy-lifestyle/adult-health/in-depth/anger-management/art-20045434?pg=2] 

· Adapt to the stressor.  If we cannot change the stressor then maybe we can change ourselves, for example practice thought-stopping, reframe issue for example, we are stuck in a traffic jam, rather than stressing about it, we can use the time to listen to our favourite music or radio program, etc.
· Accept.  We might find ourselves have no other choice but to accept the stressful situation.  If that is the case, we can try and make use of the relaxation techniques we mentioned before.
E) Seek professional assistance.  Finally if nothing of the above seems to be helpful enough, we can seek professional help through a psychologist or other licensed mental health professional.

	1.2 [bookmark: top]Closed Ended Questions are the ones that can be answered with either 'yes' or 'no', or with either a single word or a short phrase such as:
	· What is your name?
· Where do you live?
	· Did you go to the movie theatre yesterday?
· Who was the director of the movie? Etc.  


As one can see from the examples above, closed ended questions limit the amount of details provided by us to the questioner and hence these questions might limit their ability to fully understand us or get the full picture.  They also provide space for personal interpretations and / or even speculations when used by a questioner.
However they can be useful if the questioner. is intending to[footnoteRef:7]:  [7:  Adapted from changing minds, http://changingminds.org/techniques/questioning/open_closed_questions.htm] 

· Ease the atmosphere on the respondent, so they can be used as opening questions at the start of the conversation to lighten the atmosphere or during the conversation to not force the respondent to reveal too much about themselves if they do not seem happy to do so.
· Obtain simple and straight facts 
· Obtain easy and quick answers.
· Test the respondent understanding of the current point of argument e.g. so you accepted this role because you like to cure people?  Or so you understand that the reason for my previous question was to get some details on how you applied your knowledge in real world?
· Keep control of the conversation through:
i. Controlling time
ii. Controlling length and details of answers provided
iii. Setting up a desired positive or negative frame of mind in them, e.g. are you happy with your boss? Does he or she allow you room for improvements? Is he or she easy to talk to? Etc.
· End the conversation and or Obtain final statement from the respondent.
On the other hand Open Ended Questions are the ones that require longer and / or more in-depth answers.  They can help us understand the situation or the interviewee or the person answering the questions better or develop a clearer picture about them.  They often starts with how, why, what and describe:
· How? E.g. how did your organisation prepare for this new project?
· Why? E.g. why do you think the project is going to succeed?
· What? E.g. what are the steps that you will follow to implement this project?
· Describe? E.g. describe in details your emotions once you were selected to be part of this project management team until now?
This type of questions can be used to[footnoteRef:8]: [8:  Adapted from changing minds, http://changingminds.org/techniques/questioning/open_closed_questions.htm] 

· As a follow on from the closed ended questions used at the opening.
· Get the details from the respondent rather than leaving rooms for speculations and interpretations.
· Obtain the respondent opinions and / or feelings.
· Allow the respondent to think and reflect
· Allow the respondent to control the level of details provided and time spend on each question – opposite to what the closed ended questions.
· Influence how people think, either through use of:
i. Leading questions for example to get a manager realise the extent of the current system or process problems “I wonder what would happen if machine B malfunctioned all of a sudden?” You are actually trying to get their attention and influence their thinking to allow yourself an opportunity to sell an idea or discuss a solution or go into a conversation with them.
ii. Rhetorical questions for example “Do you want to win the title of the most efficient team in the company”?  As you can see, we are not looking for the straight forward answer to this question too –it is obvious, but we are influencing their thinking and allowing ourselves to go into longer conversation with them or again sell a solution or an idea.

	1.3 Have you ever being in an argument or a conversation where the speaker asks “Are listening to what I say?” and unintentionally you reply “yes, I hear you!”  The speaker in that moment will either respond by “I need you to listen not to hear me” or just silently will have a look of disappointment on their face, only then you realize that you have said the wrong thing.  So what is the big deal here, what is the difference between hearing and listing? 
First it important to realize they are two different processes, where:
· Hearing is a natural process that occurs when a sound wave / or vibration reach our ears and we detect its frequency.  Humans’ ears can hear sound frequencies that are between 20Hz and 20,000 Hz, which is also referred to as audio or sonic range.  Sounds with frequencies above 20,000Hz are called ultrasonic and they can be heard by some animals such as dogs.  Sounds with lower frequencies than 20Hz are called infrasonic and they too can be heard by some animal such as elephants.
· Listing is an active process that we make to understand the sound we are hearing.  
So hearing is unintentional, unconscious and passive where no actual effort is made to hear the sound and it is achieved by our ears.  Listing on the other hand, is an intentional, conscious / non-automatic and active process that requires attention and effort from us and it is achieved by our minds.  For example, when we are in a meeting room and one of the team members starts talking, the voice we hear as he or she speaks is hearing, but paying attention to what they have to say and making sense of it is listing.  So what makes a good listener? Are there ways to improve our listing abilities? Below are 10 tips that can help us become more successful listener: 
1. Make a decision to listen to the speaker.  We need to come into the meeting or conversation prepared to listen and wanting to listen.  
2. Minimise surrounding noise.  We need to intentionally minimize the noise effect around the speaker by closing the window if street is source of noise, or if we are in a room with TV, radio or computer or any other visual or audio distraction source, then shut it off or go to a different room.  Personally we need to focus on what the speaker is saying rather than his or her accent or how they are dressed up, etc. all of this is noise and sources of distractions.
3. Face the speaker and maintain eye contact.  I.e. we should not give the speaker our back while they are speaking, or face the computer while someone is talking and avoid small talks with other team members.  We need to maintain good eye contact but avoid gazing or staring so the speaker would not feel uncomfortable.
4. Paying attention to what the speaker says.  We need to pay attention to what the speaker is saying while having a clear and relaxed mind – following the other points above to eliminate surrounding noise, and being present.  We can also bring a notebook to write or to highlight important phrases said by the speaker.
5. Pay attention to what is not said.  We need to pay attention to the speakers tone, facial expression and / or body language.  Were they speaking comfortably, did they smile, did it seem like a forced smile, was their voice shaky, etc.  Paying attention to all of these unspoken things is important when listening.  A good listener will have empathy, so we need to put ourselves in the shoes of the speaker to interact emotionally with them and better understand what they are trying to say.
6. Keep an open mind.  We need to listen to what they say and avoid judging them as they speak.  We need to listen to them until the end and do not interrupt them in the middle as this does not only make us perceived as bad listeners, it can indicate that we do not respect the speaker.  
7. Ask questions only when speaker indicates it’s the right time to ask.  If we need to ask a question, we need to wait until it’s time to ask and avoid asking questions in times that will disturb the speaker or their thought process.  However asking questions during different times of the presentation or the conversation indicates that we are actually listening, focused and genuinely interested and trying to understand.  
8. Ask questions only in a manner that ensures understanding.  If we need to ask a question, then we need to be respectful when addressing them.  We have to avoid judgmental questions that indicates that we belittle the speaker’s idea or questions that will lead the conversation to something totally different from what the speaker actually intended.
9. Give them regular feedback whether physical or verbal.  For example physical can be a simple node as they speak or a smile as they joke 
A verbal can be by simply saying “Ok”, “really?”, “go on” etc., or asking clarifying questions such as “why? How? Etc.” Or summarizing statement e.g.  Do you mean to say that our sales dropped to competitor B although their prices are higher?  All of that shows that we are paying attention and are actually interested in what they say. 
10. Summarise.  After the meeting or conversation we need to go back and try and summarise the most important points of the conversation or meeting.  Are there things we need to do now? What are they? How did the speaker explained what’s needs to be done and why? Etc.  Even if the conversation does not require us to do anything after that, trying to summarise it will help us reach to the conclusion of it or summary statement.
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