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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. 
	The Basics of Active Listening
Assessment 1 									Total 30 Marks
Answer the following questions: 
Q: 1:  Short Questions. (15) 
I. What is Active Listening?
Active listening means that the listener is receiving the full value of what is being said by listening for content as well as the attitude that accompanies the content. This ultimately enables a shared understanding, allowing the listener to respond appropriately and convey that they fully understand what has been said. 
II. What are Physical indicators in active listening?
Facial expressions, eye contact, head position and nodding, posture (leaning in), volume and emphasise of language, clarity of speech. 
III. Describe the various techniques used in Demonstrating Listening.
Verbal cues to encourage the speaker to continue and show interest. Also asking questions and summarizing statements to indicate your engagement and for clarity. 
IV.  Describe the importance of body language according to Albert Mehrabian?
Albert Mehrabian argued that body language accounts of 55% of communication when the discussion involves emotions. The other 45% consists of tone and words. This suggests that a large amount of attention during active listening should be directed towards the speaker’s body language to fully comprehend what the speaker is trying to communicate.  
V.  Define the following terms: 
a) Frame of Reference – is the way in which we judge other people and consists of an individual’s beliefs, assumptions, values, emotions etc. This must be suspended in order to fully understand the speakers point of view. 
b) Positive intent – this is the assumption that others have good reason for what they are saying and doing, as we believe we do. This will help reduce judgment and to identify the meaning of a message without bias. 
c) Reframing the Situation – this is the attempt to see things from another’s point of view. This involves suspending one’s own frame of reference in order to try see someone else’s perspective. 
Q:2: How is attitude important in active listening? Define Sympathy and Empathy. (7) 
Empathy refers to understanding and recognising the feelings of another person, taking into consideration their context and meaning. Whereas, sympathy refers to feeling pity for someone else. However, sympathy must be used tactfully in order to prevent the sense of judgement. Both attitudes can be achieved through successful active listening techniques.  
 Attitude refers to the way in which a person thinks or feels about something. Body language and tone are indicators of one’s attitude, providing insight into a person’s mental state. As Albert Mehrabian argued, body language is responsible for 55% of communication and understanding when discussing emotions, and therefore is a critical variable in successful active listening. 
Body language involves facial expressions, hand gestures and posture. For instance leaning forward indicates engagement, whereas frowning and rolling the eyes suggests judgment or that you do not understanding the perspective of the speaker. It is also vital to maintain complete focus and use engaged posture, like leaning forwards, to demonstrate you are hearing them and are engaged. Asking open questions, and nodding when you agree can encourage the speaker to continue speaking freely. If you do not agree, using general statements to provide support can prevent you compromising your position.  These small cues can convey you are listening to the speaker attentively and providing empathetic support. However, it is important that you are being genuine in your support, encouragement and advice in order to build a trusting relationship. 
Q:3: Outline the Tips for becoming a better listener. (8) 
Several tips are discussed in this reading to help enhance one’s listening skills. Firstly, it is important to establish what the speaker wants from the conversation, whether that be to vent and have someone listen, or for advice and support. Secondly, it is critical to demonstrate a sense of engagement and this can be achieved through maintaining eye contact and not looking around the room, and actively deciding to listen and focus your ears on the speaker. Body language and tone can also exhibit engagement by leaning forwards, using your hands, speaking clearly and nodding. Thirdly, don’t interrupt the speaker, make sure that they can complete their thoughts without disruption. Fourthly, employ positive intent and reframing so that you are trying to understand the speakers perspective in a positive light, allowing them to feel unjudged and encourage openness. Fifthly, it can be helpful to paraphrase what the speaker is saying to demonstrate that you have been listening, or ask questions showing that you are interested in what they are saying. If you know the person well, it may be useful to gently challenge them to lead the conversation deeper. Sixthly, it is important to be genuine in your response, and remain empathetic, providing ample support and encouragement where appropriate. Finally, it can be valuable to take notes on discussions and then reflect on your approach to see where you may be able to improve your listening skills. 
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