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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. 















	Q1.

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

Active listening means that we try to understand things from the speaker’s point of view. It includes letting the speaker know that we are listening and that we have understood what was said. 
The listener can also ask questions, clarify ideas, and even comment on certain points that have been presented. In active listening, the listener engages in analytical listening and also deep listening. The listener does not merely listens, but also analyzes the ideas, evaluate and assess them while listening.
For example, when listening to a friend, we not only listen but also react according to the situation. 
In students counseling, active listening is considered as one of the core skills that a student counselor must develop. This allows the counselor to have a better relationship with the student. In counseling the counselor should expand his active listening skills to include empathetic listening as well. 

In passive listening, the listener does not react to the ideas of the speaker but merely listens. In this case, the listener makes no attempt to interrupt the speaker, by asking questions and commenting on the ideas that have been presented. This, however, does not mean that the listener is not paying much attention to the speaker. On the contrary, even though he is listening he makes no attempt to react.

For example, imagine you are at a seminar with hundreds of people. You are engaged in passive listening because there is less opportunity to form a two-way communication. The listener does not make any eye contact and has less room for asking questions and clarifications. 
Watching TV, or listening to the radio are other examples of passive listening.




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

Some of the key active listening techniques that one can use to help him /her become a more effective listener:
· Face the speaker and maintain eye contact.
· Pay Attention. Give the speaker your undivided attention, and acknowledge the message.
· Be attentive,
· Keep an open mind.
· Listen to the words and try to picture what the speaker is saying
· Don't interrupt and don't impose your "solutions.
· Wait for the speaker to pause to ask clarifying questions.
· Ask questions only to ensure understanding
· Try to feel what the speaker is feeling.
· Pay attention to what isn't said—to nonverbal cues.
· Provide Feedback.
· Defer Judgment. 
· Respond Appropriately.

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

Open Questions
These are broad, general questions that require the conversation partner to provide more than just a “yes” or “no” answer. They also permit the other person to decide how much information to give.

Open questions can do the following:
 Give us more information
 Encourage your conversation partner to speak openly
 Encourage people to share opinions and ideas
 Help us determine if people have interpreted what we say accurately

Closed Questions
Closed questions can be answered with a single word or two, such as a simple yes or no. 
They can begin the closing process in a conversation, or provide confirmation of a detail, but they don’t usually lead to a richer conversation or gathering more information. The advantage of closed questions is that they give you control over the questions and the type of answers you receive. 
Closed questions are easy to interpret and more questions can be answered in less time.
However, closed questions don’t allow for detailed explanations or for the other person to share how they feel about a particular circumstance. If you wish to encourage a richer response or to encourage a frustrated person to talk freely, then you need to avoid asking closed questions. 

IV. How do open questions help in the conversation?

An open question is one that doesn't invite one-word responses but rather encourages the person to take control of the direction of conversation, which can help that he/she safer and able to express him/herself. These elaboration questions invite a more open conversation  compared to asking only yes/no response questions. They Encourage your conversation partner to speak openly and people to share opinions and ideas.

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

Verbal probes are often a single word or short phrase. Some examples are:
 Why?
 Really.
 “That’s interesting. “Tell me more.”
 “Tell me more about that”
 “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.
Some examples are:
 Raising the eyebrows as if you are surprised
 Nodding
 Frowning
 Pursing the lips

Q: 2: Discuss some probing techniques.
There are many ways that one can use probing in your conversations. 
By Asking an open question.
However, if you ask too many of these questions, your conversation partner will feel like they are under interrogation, so use them carefully.

By Paraphrasing.
To Reflect what has just been said in your own words.

By Use of reflective or mirroring questions.
For example, if an employee says “I just don’t feel interested in my work anymore,” you may respond by just reflecting back to them, “Interested?” Then pause

[bookmark: _GoBack]Pause.

Use summary questions.
Summary questions are a helpful way of probing and winding up the conversation at the same time.
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