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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. Define empathy and its need in communication?
Empathy is the capacity to understand or feel what another person is experiencing from within the other being's frame of reference, i.e., the capacity to place oneself in another's position. Empathy is seeing with the eyes of another, listening with the ears of another and feelings with the heart of another. If you develop your empathizing skills, you can put yourself in the other person’s shoes.
If you are practicing being empathetic you should avoid phrases like, “I agree” or, “Yes, that’s true.” You can simply express your empathy by rephrasing using some phrases: 
“I hear…”
“I understand…”
“I think you're saying…”
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?
Communication barriers helps removed two tips – 
1) Empathy: Make a conscious decision to try to understand.
2) Rephrasing/Reframing: This technique gives you a chance to think of your response.
    3. What is the importance of body language and voice for effective communication?
While we deliver a message through words, we are also emphasizing, confirming, or even negating what we say through our tone of voice and our non-verbal body language. Smiles are always welcome and help people to relax. When you speak with people, your eye contact needs to be steady and confident.
Make sure your body language always says, “I’m here to help as best I can.” Speak with a calm, firm, caring, soothing tone. Your communications will be more relaxed, more pleasant, and better understood.
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. Example- “Did you happy with our service?” – “Yes”
Open question- where the listener is given a chance to explain, to tell how they feel about an issue, or offer suggestions
Example- “What you think about our Christmas sales discount?”- “ I’m really happy because I saved lots of money on presents and we still could to visited Santa at Christmas tree farm”
5. Discuss some basic telephonic Techniques?
One of the most important things to remember about telephone communication is your tone. Speak at the right volume, neither too loudly nor too softly. Don’t talk too quickly.
      Identify the organization, the department, yourself, and then offer to help. Be careful about verbal shorthand or internal jargon. Never interrupt. We can appreciate each customer’s importance by knowing and using their name.
     Your Format for Closing-Rather than just saying, “Goodbye,” try to close with a friendly, courteous phrase such as:
 “Is there anything else I can do for you?”
 “It was nice talking to you.”
 “Thank you for calling.”
 “Thanks for your help.”
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