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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:


1. Define empathy and its need in communication?

- Empathy: Make a conscious decision to try to understand. We often talk about empathy as taking off your own shoes to walk in someone else’s. This helps you to understand where they are coming from and to set aside your judgments or biases in order to give your full attention to the other person.
Your ability to empathize will play an important role in your overall communication skills and your ability to foster a positive and productive environment.

2. What helps to remove the barriers in communication?
· As people talk to you, say to yourself: “Which means that...”
· Be clear in your own mind what you hope to achieve.
· In sales or when dealing with problems, take the lead in conversations wherever possible. This gives you the psychological advantage, putting you in a stronger position to direct the conversation along lines that are favorable to you.
· Check your understanding with your six helpers: why, what, where, when, who, and how.
· Talk less than you listen.
· Try silence.

3. What is the importance of body language and voice for effective communication?
Body language, we deliver a message through words, however we are also emphasizing, confirming, or even negating what we say through our tone of voice and our non-verbal body language.
Voice, your attitude is projected through your voice as well as your body language. Make sure your body language always says, “I’m here to help as best I can.” The speed and rhythm of your speech is important as well. Clear communication includes appropriate pauses and inflections to support the words being said.

4. What is the difference between open and close questions. Explain using examples.
- Closed questions can be answered with a single word or two, or a simple yes or no.
- Open question, those where the listener is given a chance to explain, to tell how they feel about an issue, or offer suggestions. Open questions give us more information, they encourage other people to talk, we get opinions and ideas from others.
Examples:
“How do you think we should solve the problem?”
“What would you do in my shoes?”
“Tell me more about…”

5. Discuss some basic telephonic Techniques?
- One of the most important things to remember about telephone communication is your tone.only 7% of the speaker’s message was communicated by words, and that tone of voice was responsible for about 38% of the meaning, and body language was responsible for about 55%. This means the words themselves played only a very small part in conveying meaning.
There are some basic telephonic techniques to follow:
· Prepare to hear the name.
· Write it down immediately. If you miss it, ask the person to repeat it.
· Ask, “Let me be sure I’ve spelled your name right. Is that J-a-y-s-o-n?”
· Repeat the name immediately in your next comment to the person.
· Use the name occasionally in the conversation. It’s an attention getter at the beginning of the sentence.
· Thank the person and use the name again as you are parting.
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