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Answer the following questions:

Q: 1: Short Questions:	(20)

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

Active listening is being receptive to the other person & listening from the speaker’s viewpoint to try and understand the information they are giving.  It is also includes conveying to the speaker you have understood and listening to what they have said, this can be achieved by using non-verbal signals such as nodding and maintaining eye contact to show you are paying attention.  Verbal cues can also be used to demonstrate active listening such as paraphrasing or summarizing what speaker has said, simple responses such as “go-on” or asking questions.
Passive listening is essence listening without reacting or responding to what the speaker is saying – listening to the news is an example of passive listening or sitting in a meeting and offering no interaction or response to content.

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

Demonstrating you are listening by giving both verbal & non-verbal cues such as nodding or asking short questions to gain clarification. The short questions could include summarsing statements of what the speaker has just said.  Maintaining eye contact with the speaker also helps to listen actively as by focusing on the speaker you are minimising distractions allowing you to tune into what is being said in the conversation.
Showing concern by reading the speakers feelings by being conscious of not just what they are saying but how they are saying it & also paying attention to body language and non-verbal cues of the speaker.

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

Open questions are general questions that require more than a simple answer such as yes or no. That are designed to give you more information and encourage the sharing of ideas and information.  Closed questions are simple questions that can be answered with a word or two such as yes or no.  These types of questions tend to be used as a means of getting simple confirmations but do not glean any detailed answers or explanations.

IV. How do open questions help in the conversation?

Open questions help in conversations as a means to gather more information and encourage a more free flowing open conversation.  These types of questions also encourage the sharing of ideas and information.


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

Probes are used as a means to encourage more information or elaboration of a response.  Verbal probes are simple words or short phrases such as “Tell me more”, “I see” or “really?”  
Non-verbal probes is the use of silence, gestures or body language to get the respondent to provide more information, nodding or frowning are examples of non-verbal probes.



Q: 2:	Discuss some probing techniques.	(10)
Probing Techniques are used to expand a conversation and gain more information these can be both verbal and non-verbal.  Probing techniques include asking an open questions to encourage the speaker to give more information but care must be taken as using this technique too often could end up with the speaker feeling interrogated and clam up opposed to opening up and sharing opinions & speaking openly. 
A non-verbal probing technique is the use of silence and pauses, the careful and strategic use of pauses plays on the human tendency to feel uncomfortable in silence and when this happens we tend to fill the silence by elaborating on what was said.  
Paraphrasing what the speaker has just said in your own words demonstrates not only that you are listening but that you understand what is being said and want your understanding to be accurate.  This technique allow you to gain clarity but also allows the speaker to hear what they have just said from your perspective & understanding of it.
Reflecting the speakers feeling by using summative reflection through giving a brief restatement of the key themes. Using this technique will let you convey to the speaker your interpretation of not only what is being said but how they are feeling.  A good summative reflection will give the speaker an understanding of how you are interpreting what they are saying and how you are reading the non-verbal aspects of the conversation they are providing. This should encourage the speaker to provide more information & clarity on their meaning.
Summary statements coupled with closed questions are another way to probe further into what the speaker is saying whilst at the same time whilst demonstrating you have been listening and gaining clarity that you have understood what the speaker meaning. The closed question at the end of the summary statement can be used to gain further information through phrasing it in such a manner as to become fact-finding e.g. “Do have anything else you want to say about the matter?”  It can also be used as a means to wind-down the conversation.
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