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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. Passive listening is simply the biological process of hearing whereby soundwaves enter the eardrum of the listener, creating messages which are then sent to the brain. This kind of listening does not require any active involvement on the part of the listener, but leads to greatly reduced understanding when learning, particularly, for example, with respect to learning languages. When a person listens to another passively they are often only hearing the speaker’s words as background noise and any sense of complexity or nuance in the content of the speech will be lost on them. By contrast active listening is where the listener makes an effort to engage themselves in the listening process, and tries to fully understand things from the speaker’s point of view in order to create a shared understanding of the spoken topic. This includes letting the speaker know that they have been heard and understood using both verbal and non-verbal cues like for example eye contact, nodding, and verbal acknowledgements or questions related to the conversation. When we listen actively we listen for total meaning, which is not only the content of what is being said but also the context in terms of the emotional states and intentions of the speaker. 
2. In order to listen actively it is important that we pay close attention to all of the non-verbal aspects of the conversation such as facial expressions, gestures, posture, and any changes to the tone of their voice or perhaps the fluidity of their speech when touching on certain areas in order to decipher where the person intends the emphasis to lie or how they feel about any given topic; does their voice shake when they talk about a particular person? Do they stutter or mumble or perhaps break eye contact when talking about potentially embarrassing topics? Being able to read these cues and understanding the value of responding directly to the speaker’s feelings will allow the listener to create an extra dimension of listening in the conversation. In order to make sure the speaker feels we are really listening to them as they are speaking it is often important to use demonstration cues. These can come in many different forms, such as the physical actions of nodding, leaning closer into the conversation and maintaining high amounts of eye contact, or as verbal cues in the form of short phrases such as “go on”, “I see”, “really!”, and “then what?”. Additionally you might choose to ensure that the speaker knows that you understood what they are saying and are interested by questioning them further on specific aspects of what they have talked about, or by using summarising statements which concisely recap what they have gone over such as “so you went home and got your things then came back as quickly as possible? What happened next?”.
3. A closed question is one which can be answered by a simple “yes” or “no”, such as “did you think the meeting went well?”. It is important to know that these questions do not usually lead to any further conversation and will be unlikely to yield much useful information and so are not good for generating a dialogue, however they are often good for attaining concise answers and are easy to understand so will not often be misinterpreted. They also give the person asking the question more control over the type of answers likely to be given than an open question and will tend to take up less time than open questions. Because of this they are useful for closing conversations or confirming facts. If we want more information then we should try to use open questions instead. Open questions are the opposite of closed questions in that they are questions which usually require more than a few words to answer. Using our previous example, we might instead open a conversation with “what did you think about the meeting?” or “please explain how you feel the meeting went”. Open questions like these encourage the conversation partner to speak openly and at length about their thoughts, as well as share their opinions and ideas. Because of this they are different from closed questions in that they ask our conversation partner to provide us with opinions and feelings rather than factual details by asking them to reflect on the topic themselves, putting the control of the conversation into the hands of the respondent.
4.  Because of their tendency to create dialogue with more detailed answers and the fact that they require emotive responses or opinions on behalf of the respondent, open questions are useful for opening up conversations with people who tend to be quiet or shy, finding out more about a person in order to better gauge their wants and needs, and developing stronger relationships with employees or co-workers by demonstrating an interest into their personal lives or concern for their well-being. A good coach can also use an open question to get someone to realise the extent or cause of their problems on their own through introspection by bringing their attention to a certain area and gently probing with open questions. Open questions can also be used to determine if people have interpreted what has been said correctly by asking someone to explain key concepts or recap what someone has said. When used in this way they might also be able to provoke employees into finding the answers to their own problems, for example asking them what they think they need to succeed at a given task may bring them to the realisation that they are lacking something important in their approach by making it apparent that the thing in question is missing.
5. A non-verbal probe is simply a cue for your conversation partner to carry on speaking or give more detail on a topic delivered by your body language without the use of words. Often these body language cues rely on expressing implicit emotional states, for example, raising the eyebrows as if you are surprised in order to convey that you want to know more, or frowning as if puzzled and requiring further explanation. Other non-verbal probes include the simple act of nodding or pursing one’s lips. Conversely, verbal probes are spoken cues often comprising of a single word, such as “why?”, “Really?” Or a short phrase like “that’s interesting. Tell me more”, and “can you give me a specific example of that?” Which encourage our partner to keep speaking and do not halt the flow of the conversation, allowing the respondent to continue adding more information and speaking freely without changing the topic.

Q: 2: perhaps the simplest way of probing for more information is to start off by asking an open question, these can be as simple as single words or phrases such as “why?” Or can be made more explicit to probe for specific pieces of information, for example, asking a question such as “could you give me a specific example of what you mean?” Will require the respondent to perhaps provide details of specific incidences or even the people involved in them so that the coach can create a better understanding of the context of a re-occurring problem. Alternatively, we might wish to probe for other kinds of information such as possible solutions from the point of view of the respondent (“what do you think we should do? “) Or even emotional responses to better understand them as a person and how they react to a given situation (“how do you feel about this?”). However, these questions must be used sparingly in order to prevent the individual from feeling like they are being questioned, as this may make them uncomfortable and cause them to be provide us with more carefully reconstructed responses rather than speaking openly on the subject.
Another simple method of using questions to probe for information is to use mirroring or reflective questions, these are questions which simply repeat key words of a sentence just used by our conversation partner in order to elicit a more detailed response. For example, if an employee tells you that a certain project has been “unsuccessful” you might simply respond by repeating the word “unsuccessful?” Followed by a pause. Usually this will lead to a more detailed explanation without the need for interrogative questioning. These kinds of questions are useful for zoning in on one aspect of the conversation and prompting the respondent to give a more detailed response without the need for long sentences on your behalf and as such preserve the flow of the conversation, whilst demonstrating your interest in what the speaker has to say. Sometimes, however, simply pausing without using any question at all can be sufficient to prompt a response as many of us feel uncomfortable with silence and will often seek to fill the gap in conversation with further information (although it may not necessarily be relevant information).
Another way to demonstrate understanding to the conversation partner whilst probing for further responses is to use paraphrasing to repeat the content of what has been said in your own words. Doing so concisely will show the speaker that you have clearly understood what they have said and that it is important to you to accurately grasp the meaning of their words, not only this but it allows the speaker to hear their own words from someone else, which can often illuminate potential drawbacks, solutions or responses.
Finally, we can use summary questions as probes which steer the conversation towards a close, these are normally statements of fact which ask our conversation partner to confirm or deny that we have understood the situation correctly, for example, “so, you have spoken to the members of your team about their recurring tardiness several times, but gentle reminders and warnings have had no effect on their behaviour and you would like to take further action as this is affecting the team’s performance as a whole. Correct?” Using summary questions like this will allow you to bring conversations or meetings to an end, whilst ensuring that nothing has been missed and that your conversation partners can rest assured that you understand the full extent of the situation and how they would like you to proceed. If necessary, further fact-finding questions can be used after the summary question to wrap up and make sure that everyone is happy to move on, for example, “does anyone want to say more about this or have any further questions?”.
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