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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. 
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Q:1
I. The difference between open and closed questions is a closed question doesn’t allow the conversation to flow and can stop a conversation completely. A open question allows for more information to be gathered and for the conversation to flow more naturally. 
II. Open questions help in communication by making it possible to gather more information from the conversation.
III. The difference between verbal and non verbal probes is verbal probes are often a single word or short phrase. 
      Examples of verbal probes are - 
                               ‘Tell me more about that.’
                               ‘That’s interesting. Tell me more.’
                               ‘Really?’
                               ‘Why?’
                               ‘Are you able to give me a specific example of what you mean?’
       Examples of non verbal probes are -
                               Raising eyebrows as if surprised 
                               Nodding
                               Frowning
                               Pursing the lips
IV.  Some probing techniques are asking open question, such as - 
                              ‘Can you describe that more clearly?’
                              ‘Would you give me a specific example of what you mean?’
                              ‘What do you think we should do?’ 
       Other probing techniques include pausing and waiting for the customer to fill the gap with more 
       information. The use of reflective or mirroring questions. Paraphrase to ensure that you have 
       understood your customer correctly and to clarify details. Ask summary questions to cover the 
       important parts of the conversation and as a way of wrapping the conversation. 

Q:2
  a)  To deliver bad news or say no is is best to put the no between two positive statements. This 
        reinforces your relationship. Ways to do this include saying -
                               ‘I’m really glad you bought this up.’
                               ‘If there is something that you think of that allows us to work together again…’
                               ‘I really appreciate your feedback.’ 
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b)  Telling the customer that the price has changed due to manufacturing costs.
     ‘It has become necessary for us to increase the cost of our product to deal with the rising 
     cost of manufacturing.’ 
      
     Telling a customer that we can no longer ship materials to him/her to reduce carbon footprint
      ‘As a company, we are proud to be doing our bit to reduce our carbon footprint and and be 
       as environmentally friendly as we can. We regret to inform you that we are no longer able to 
       ship materials to you in the way that we have been. We value you as a customer and 
       therefore would like to come to some arrangement so we can continue to fulfil your needs
       in the future.’  
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