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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. 
	Please insert your completed assignment (in word format) here:
 
 Q: 1: Short Questions: (20) 
I. What is the difference between passive and active listening? Give at least one example for each. 
Active listening: the listener pays full attention to what is being said to them and the listener makes an effort to understand what is being said. Active listening builds rapport, understanding and trust because the listener actually hears what the other person is saying, active listeners listen more than talking. 

Empathy is also an important part of active listening, mainly because having empathy for a person is saying, confirms the spoken words and feelings are acknowledged.

Passive listening: The passive listener may appear to be listening to the to what is being said, however they make no effort to understand what is being said. The passive listener does not pay full attention. An example of this would be, listening to a television while you are doing something else, such as studying or doing chores, this is passive listening. You may be aware of the television, but your attention is on another task.

II. Outline the techniques that help you to listen actively. 
The five techniques that are used to develop active listening:
· Pay attention.
· Show that you're listening.
· Provide feedback.
· Don’t judge.
· Respond appropriately.

III. What is the difference between open and closed questions? 
An open question is one that cannot be answered with just a “yes” or “no”, and often has no distinctive right answer.

Closed questions are those which can be answered with a simple "yes" or "no".

IV. How do open questions help in the conversation? 
Open questions are designed to start a conversation with people.  It allows people to take control of the conversation and potentially permit people to feel safe and comfortable about expressing themselves. Open questions also help us determine whether a person has fully interpreted what has been said or asked of them.

V. What is the difference between verbal and non-verbal probes? Give example for each. 
Verbal communication uses language to converse with others, to exchange information and can be effective when used appropriately. Non-verbal communication, uses visual clues to communicate with others, this can include gestures, facial expression or touch.

Q: 2: Discuss some probing techniques. (10)

Probing questions are not just to clarifying specific details, but to also to dig deeper than the surface. Effective probing question can help to get a person to talk about their personal opinions and feelings more critically.

Probing questions are normally open-ended, which means that there can be more than one response. Most probing questions start with 'what,' 'why' or 'how.' If you want the person you're asking to expand on their response, the use of the word 'exactly,' or the phrase 'can you explain further' could possibly get them to develop their answer further.

Closed and open questions
· [bookmark: _GoBack]Closed and open questions are when you want a straightforward “Yes or No” answer to multiple-choice questions, and an elaboration on the answer respectively.
Probing questions
· Probing questions are asking more than facts; it’s obtaining opinion and reasoning for the same.
Pause 
· The technique of pausing after a question allows a person time to digest what is being asked by the communicator, it is this wait-time which is essential to a person’s thinking time.
Reflective or mirroring question
· Reflective questions focus on clarifying and summarising without interrupting the flow of the conversation. They indicate to the intended person to understand the communicator’s thoughts and feelings. 
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