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I. Short Answers:
a. The 2 basic elements of good communication are listening and asking good questions.
b. Closed questions examples:
i. [bookmark: _Hlk25872207][bookmark: _Hlk25872210][bookmark: _Hlk25872344]Asking someone, “Are you having a good day?” requires little thought from either party and can be answered with a simple yes or no.
ii. Asking someone, “Are you enjoying that meal?” 
iii. [bookmark: _Hlk25871958]Both closed question examples can be answered with a yes or a no answer and require little thought from either party. Closed questions can restrict both parties ability to think, be creative and  can close down conversations. 
c. Open questions examples.
i. Asking someone “Why are you having such a great day?”
ii. Asking someone “What are you enjoying the most about your meal?
iii. The person asking the question is engaging more with the other person using the open question and expressing an interest in a conversation and answer requires the other person to think about their answer and express their feelings and emotions. 
d. The assertive formula:
i. Describe the behaviour of the other person.
ii. Describe the effects of the other person’s behaviour or the practical problem.
iii. Describe how you feel as a result without using the word “you.”
iv. State what you want once the other person has had a chance to respond with their version of the event.
e. It is company policy that staff arrive for work around 9am to 9.15 am. When people are late is sets a bad example for the junior staff and puts extra pressure on the rest of the team who need to cover for the missing staff member. I feel really let down and not happy my boss is beginning to ask questions about my teams punctuality. If there are any issues in the morning preventing staff from getting in on time staff are required to call in and let others know. I would like for you to call in when you are running late and to try harder to arrive on time. 
f. Hearing is just a sound that goes unnoticed, it enters the body and leaves without any thought about it. Active listening is when someone actively processing another person’s speech, reading their body language, their facial expressions, acknowledging and responding to their chat. Active listeners make a decision to engage with the talker by listening to them.
II. Indicators that show a person they are being listening to:
a. physical indicators includes eye contact, nodding, good body language and even distance between the talker and listener.
b. Verbal queues such as confirming statements like yes, I understand, I agree, sound interesting and re-affirming statements where the listener repeats in part what the speaker just spoke of back to the speaker.  
III. Relaxation can start by clearing your mind each day, becoming mindful of your body and becoming aware of your breathing. Meditation helps to focus and calm the mind. Stop labelling situations and trying to read people’s minds. Become aware of the activity you are doing, don’t drift off into the past or future and stay focused. Don’t wonder and day dream unintentionally. Take a bath, listen to music, take some light exercise, chat with friends and family or take a massage, reiki or acupressure sessions. Don’t stay late on your phone at night, eat and sleep well.
