Interpersonal Communication Skills 
Unit 2


Q1
I. What is the difference between passive and active listening?

Passive listening is when a conversation is held without really engaging or digesting the information being presented, you are hearing the conversation but not listening to the information on hand because your mind is preoccupied hence not giving the conversation your full attention .
Active listening implies listening with a purpose when fully engaged with your conversation and listening to the spoken word but also digesting the context of information at hand, when listening actively, we obtain directions, pay attention to details, and solve problems, moods, feelings and physical expressions from the conversation.


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

Small smiles can be used to show that the listener is paying attention to what is being said or as a way of agreeing or being happy about the messages being received.  Combined with nods of the head, smiles can be powerful in affirming that messages are being listened to and understood.
It is normal and usually encouraging for the listener to look at the speaker. Eye contact can however be intimidating, especially for more shy speakers – gauge how much eye contact is appropriate for any given situation.  Combine eye contact with smiles and other non-verbal messages to encourage the speaker.
Posture can tell a lot about the sender and receiver in interpersonal interactions.  The attentive listener tends to lean slightly forward or sideways whilst sitting.  Other signs of active listening may include a slight slant of the head or resting the head on one hand.

The active listener will not be distracted and therefore will refrain from fidgeting, looking at a clock or watch, doodling, playing with their hair or picking their fingernails and giving full attention to the speaker.


III.                         What is difference between open and closed questions?
An open question can't be answered with a simple one word answer, such as "yes" or "no." It forces the person to give a longer, more detailed answer. 
Close-ended questions can be used for clarifying facts, verifying information already given or controlling a conversation, among other things.

Closed question: "Do you like school?" 

Open question: "How do you feel about school?

IV.                                How do open questions help in the conversation?

Open questions they usually begin with what, why, how. An open question asks the respondent for his or her knowledge, opinion or feelings. "Tell me" and "describe" can also be used in the same way as open questions to encourage the sharing of personal opinions and ideas which allow us to acquire a better interpretation of events.

V.                What is difference between verbal and non-verbal probes?

Verbal communication is face-to-face conversation between people. It includes sounds, words, or speaking. Tone of voice, volume, and pitch are all ways to effectively communicate verbally.
Non-verbal communication includes gestures, facial expressions, body movement, timing, touch, and anything else done without speaking. People seem to notice nonverbal communication more than verbal. For this reason, it's important to control yourself nonverbally.
For example: “Really?” & “Why?” are excellent words that provoke a positive continuance of the conversation.
“Tell me more?”  “That’s interesting?” encourages the client to elaborate on the conversation in greater detail.
Q2                                      
                                                        Discuss some probing technique.
A closed question usually receives a single word or very short, factual answer. For example, "Are you thirsty?" The answer is "Yes" or "No"; "Where do you live?" The answer is generally the name of your town or your address.
Open questions elicit longer answers. They usually begin with what, why, how. An open question asks the respondent for his or her knowledge, opinion or feelings. "Tell me" and "describe" can also be used in the same way as open questions. Here are some examples:
· What happened at the meeting?
· Why did he react that way?
· How was work?
· Tell me what happened next.
· Describe the circumstances in more detail.
Open questions are good for:
· Developing an open conversation: "What did you get up to on the weekend?"
· Finding out more detail: "What else do we need to do to make this a success?"
· Finding out the other person's opinion or issues: "What do you think about those changes?"
Closed questions are good for:
· Testing your understanding, or the other person's: "So, if I get this qualification, I will get a raise?"
· Concluding a discussion or making a decision: "Now we know the facts, are we all agreed this is the right course of action?"
· Frame setting: "Are you happy with the service your receiving from me?” 
A misplaced closed question, on the other hand, can kill the conversation and lead to awkward silences, so are best avoided when a conversation is in full flow.
This not only continues to probe the conversation partner but sums up what has been discussed during the conversation and offers clarity.



