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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. 
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Q1: short Questions: (20)

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

Active listening means trying to understand things from the point of view of the speaker. When active listening, the listener lets the speaker know that they are listening and have understood what they said. It is more purposeful, the listener is looking to gain information from the conversation. An example of active listening is if someone is talking to you while you are packing up your desk to leave the office, you stop what you are doing, face the speaker, make eye contact and respond clearly to them.
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Passive listening is very different from active listening in that it requires little to no effort at all. Passive listening is more like hearing something that someone has said without really understanding it or taking in the information. Usually a passive listener isn’t concentrating on the conversation or is distracted by something else. An example of passive listening is if someone is talking to you while you are packing up your desk to leave the office and you continue to pack your things and leave the office without responding to their conversation or just giving a vague response.

II. Outline the techniques that help you to listen actively.

Eye contact: Maintaining eye contact with the speaker while you are listening to them shows them that you are listening actively as you are focused on them and are not being distracted by looking at anything else.
Body Language: Having the appropriate body language shows that you are actively listening to the speaker and will enable them to feel comfortable talking to you. The appropriate body language includes facing the speaker to engage in conversation, having open body language e.g. sitting up or standing straight not folding arms and legs or hunched over.
Paying Attention: Paying attention involves giving your full attention to the speaker and the conversation to show you are actively listening. This includes not fidgeting with anything in your hands or on your desk, following the conversation; this can be shown by nodding/shaking your head or agreeing/disagreeing to things.
Responding: Responding in a way that shows you follow the conversation and understand it shows that you have been actively listening this could include asking questions for more information or giving advice. If you are actively listening you should not give a vague response or ask the speaker to repeat themselves.
Engaging: Engaging in the conversation shows you have been actively listening because you are responding and contributing to what the speaker has said which 
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shows you were actively listening and absorbing the information they were giving you.

III. What is the difference between open and closed questions?

Open questions are broad questions which encourage the person being questioned to give more than a “yes” or “no” answer. The aim of asking an open question is to gain more information from the person or to get them to speak or share their opinions, feelings or ideas in more detail. Usually if you are getting to know someone new you will ask them open questions in order to get to know them better and learn more about them.

Closed questions are short questions which often only require a short or one word answer. A closed question is usually used if someone needs specific information and isn’t trying to have an in depth conversation.

Examples of open questions and closed questions:
Closed: Did you have a good weekend?
Open: What did you do this weekend?
Closed: Are you happy?
Open: What is making you happy?

IV. How do open questions help in the conversation?

Open questions help to continue the conversation on for a longer amount of time. By asking a person open question it enables them to provide longer answers which will open up more opportunities to ask questions, this will keep the conversation going on for a longer amount of time and will enable the questioner to gather a lot of information. Open questions also help to broaden the conversation. With open 
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questions the conversation may start off on one subject and end on a completely different one. The conversation will be more about details, thoughts and feelings rather than just sharing information. They also help the people in the conversation get to know each other better and become more comfortable with each other over the duration of the conversation as they will be learning a lot about each other and are able to agree or disagree with them.

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

Verbal Probes are often a single word or short phrase used to get more information from someone after using an open ended question. Verbal probes encourage the person to expand on the answer they gave you or tell you more information. An example of a verbal probe is saying “Tell me more about that” once someone has given you an answer.

Non-verbal probes have the same aim as verbal probes however they are done through using body language and gestures rather than speaking, to get the same results. Examples of non verbal probes include nodding or shaking your head or raising your eyebrows.

Q2: Discuss some probing techniques. (10)

Asking an open question: Asking open questions is a good probing technique as it encourages the person to answer the question in more detail which will give you more information about it. Asking an open question such as “Can you describe that more clearly?” will then encourage the person to go in to more descriptive detail about what they’ve already told you. This is a helpful technique however one must be careful with asking too many open questions as after a while the person being 
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asked may begin to feel as though they’re being interrogated and won’t want to continue the conversation.
Pause: Pausing is a good example of a non-verbal probing technique. It is a very simple technique and only requires pausing by the questioner. This is done by staying silent and maintaining eye contact with the person once they have stopped talking. The person may naturally feel uncomfortable with the silence and may feel as though they need to fill the silence by talking and thus giving more information or expanding on the answer they previously gave.
Asking Mirroring or reflective questions:  This is a verbal probing technique which involves just repeating back to the person what they have already said to you to get them to expand on it. For example a person may say “I found it on the footpath” the following mirrored/reflective question would simply be “on the footpath?” then pause, which will then encourage the person to explain more about it such as where the footpath was and the context of how they got there. This type of question also enables things to be clarified without stopping the conversation and also shows that the listener is an active listener by showing their intent to understand what is being said.
Paraphrase: This requires reflecting what has been said by the sender in your own words. This enables things to be clarified by the sender and allows the sender to hear for them selves, what they have told you, from your point of view. Paraphrasing also shows the sender that you want to understand them. E.g. “So what you said was….” They can then agree or disagree and expand on this.
Use summary questions: A summary question is usually used when you feel like the conversation is coming to an end or you want to end it as you have gathered enough information. You can use a summary question by summing up what the person has told you and asking if that is correct. You can then follow this up with a fact finding question (usually a closed question) such as “Did you want to say anymore about the matter?”. A summary question may also be used to probe by reflectively using key words that the sender has used to open up more conversation e.g. the sender may 
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say “Nobody in my group know how to work as a team” and you may repeat “team…” which would encourage the person to expand on what a team is or means to them.
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