                                                                  [image: image1.png]ﬁ
o R




	Student Name:
	Stephen james

	Student Number:
	1517

	Course:
	Team leading level 3

	Assignment NO:
	4


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. 
	Q: 1: Short Questions: (20) 
I) What is the difference between passive and active listening? Give at least one example for each. 

Passive listening  is when a person is listening to the spoken word but not necessarily responding to the message an example of this would be listening to a set of instructions or watching TV or listening to a song or the news. Focus is needed to absorb what is being said and to follow along but no decisions need to be made or feedback given.

Active listening is you are participating in a conversation and looking for shared understanding. An example of active listening could be a conversation between two people talking about directions. Where one person is giving instructions and the other person would listen to the instructions to make sure that they are understood. Here your not just hearing what is being said, but looking at how the person is speaking and their attitude to fully understand.

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

i)Responding to feelings:

Listening to the content of the message is one thing but paying attention to how someone is feeling will help you to be a better listener. By seeing if someone is angry, sad or excited can help to understand their side of the conversation.  

ii)Reading for cues:
Reading cues are used to be a better listener by being conscious of the non verbal aspects of conversations. This means looking for things like the speakers facial expressions, hand gestures and posture. Whether there voice is loud or shaky. Whether they are stressing certain points or whether they are mumbling or having difficulty finding the word they what to say. By paying attention to these things you can get more information which will help with the conversation.  

iii) Demonstration cues:

Demonstration cues will make you a better listener because it will show the person you are talking to that you are listening and paying attention. There are two type of cues; physical and verbal.

Physical cues are making eye contact, nodding your head and leaning into the conversation.

Verbal cues are using phrases such has as go on, really and then what? You can also respond with questions for clarification and summarizing purposes.

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

Open questions encourage your conversation partner to add more information to their response and they require more then a yes or no answer. They also permit the other person to decide how much information is given. Open questions allow the following to give more information to encourage your conversation partner to speak openly and to share opinions and ideas in order to help us determine if people have interpreted what we say accurately. 

Whereas closed questions can be answered with a single word such as a simple yes or no. This sort of question can be used to close a conversation rather than for gathering more information. Closed questions can be used to asks questions where the response is controlled and the answer is in an expected type. They are easier to interpret and more questions can be answered in a shorter time period. However closed questions do have drawbacks because they do not allow for a richer response and you can not tell how the other person is feeling but this can be overcome by using open-ended statements. 

IV)How do open questions help in the conversation? 

Open questions help with conversations by allowing us to receive more information by encouraging your talking partner to speak more openly so you get a more detailed response. This allows people to share opinions and ideas and lets them know whether they have interpreted what we say accurately. 

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

A probe can be used to encourage the person you are talking to, to add to their previous response. 

Verbal probes are often a single word or short phrase an example of this are saying things like really? why? Or can you give me a specific example of what you mean?  

Non-verbal probes rely on your body language and gestures to get the same results as a verbal probe. An example of this would be nodding, frowning or pursing the lips.

Q: 2: Discuss some probing techniques. 

Some probing techniques are:

Asking an open question this can be used so the person you are talking to will feel that they have to give a more descriptive answer so you will gain more information. 

Pausing can be used to probe because most people feel uncomfortable when a conversation comes to a silence, so to fill the gap people will expand on what has been said previously.

Using reflective or mirroring questions can be used to probe for more information by repeating a part of what they say and then they will expand on what has been said before. This probing technique can be used to narrow down the conversation  and show the speaker that you intend to understand the speakers thoughts and feelings.

Paraphrasing can be used to reflect what has been said in your own words this can be done by saying something like “so if I understand you correctly...”. This is used to show your conversation partner that you want be accurate and understand what they meant and also this allows them to listen to what they have said from the other persons view point. 

Summary questions are used to probe and wind up conversations. Summary  statements or paraphrases sum up what has been said and will show you have listened and absorbed what has been said. The summary is a stronger cue that the conversation is coming to an end but if necessary you can end on a fact finding question which is usually a closed question.



Student Statement:
By submitting this assignment, I confirm that this is my own work.

	Student Signature
	Stephen James
	Date
	16/12/15


For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	


