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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:

Assessment 2
Q1
I. Describe the communication process
The communication process is a very broad activity, which involves much more than simply having two people speaking to one another. An integral part of the process also involves the person who is not speaking, being a good listener. This requires them to be able to actively listen to what the speaker is saying and to maintain focus, as well as develop rapport with the speaker. This can then lead the speaker to know that the listener is actively interested and engaged in what is being said. 

It is important to recognise the breadth of this exchange. Initially, the speaker will say something (words) which ‘should’ be received by the listener. However, due to the filter through which the listener hears what is being said, aspects of the conversation may be misheard or misinterpreted or not heard at all. In this respect both the speaker and the listener have to be aware that there may be things that are ‘unsaid’ (in the background) which may be influencing the conversation. 

II. What are closed questions?
Closed questions evoke mainly ‘yes’ or ‘no’ answers. An example would be. ‘Do you like coffee?’ It does not evoke exploration.

III. What is paraphrasing?
Paraphrasing allows the listener to summarise, in their own words aspects of what they have heard the speaker say. This would be done as a way of clarifying what was heard. For example, ‘did I understand correctly that you said, you went to town on Tuesday when normally you’d go on a Wednesday and that’s why you think the incident happened?’. By paraphrasing and honing in on what the speaker was saying, it allows the speaker to know that the listener really heard them and is interested in what they’ve said. 

IV. Define probing techniques
Probing techniques are a way to gain more specific information from the speaker. It may be that the speaker is being vague in what they are saying and that in order to help them you would like to find out more. For example, ‘When that happened, exactly where were you standing?’. This can be useful, but must be used sensitively as it can disrupt the flow of a conversation if too many probing questions are asked. It could also make the speaker feel that they are being questioned for the listeners benefit rather than their own. 

V. Define the following terms:
a) Open questions.
Open questions allow the speaker to open up and expand on what they are saying. Questions usually start with ‘what, where, when, who, how? For example, ‘how did that make you feel?’ This allows the speak to really speak about their experience. 

b) Summary questions.
Summary questions enable the listener to describe in short what they understand the speaker to have said and then end by adding a ‘rounding off question’. In doing this, it can build rapport. It demonstrates to the speaker that the listener has paid particular attention to not only the general conversation, but also heard many detailed aspects of the conversation and maintained interest throughout. For example, ‘Thursday was really distressing for you because you were going to go to the bank, but realised that you’re credit card was missing. You went into a panic, but when you got back to your car, you realised that the card had fallen on the floor. You felt such relief that you went home and had a cup of tea, is that right?’ 

c) Echoing techniques
Echoing techniques highlight particular words that the speaker has used as a way of clarifying and demonstrating to the speaker that you’re listening. You can repeat a few of these. For example, ‘It was raining’ or ‘that disturbed you’ or ‘coffee rather than tea?’

Q2. Assess the ladder of inference in detail.
The ‘ladder of inference’ is really interesting. The premise is that both the speaker and the listener may come to the conversation with bias and this can affect the conversation. Furthermore, if the speaker believes something about the listener (or listeners) it can distort or distract their behaviour. If this is protracted it can possibly really affect their performance. 

This could happen from either a positive or negative interpretation of the listener by the speaker. For example, positive. The speaker is speaking to a manager in their appraisal. They ‘believe’ that this manager always has their best interest at heart. The speaker feels comfortable in modifying their conversation, may be opening up and saying things that they wouldn’t normally say to anyone else. They look for ‘facts’ or rungs on the ladder to justify their assumptions. For example, they would interpret hearing the manager say ‘you handled that really well’ as a positive sign. 

However, if the speaker has the assumption that another manager that they are having an appraisal with is not interested in them or dislikes them, things may be interpreted very differently. In this case the speaker would look for ‘facts’ or rungs on the ladder which justified their stance. For example, negative. The manager may break eye contact and be looking at the computer or reach for a file or get up to open a window. The speaker could interpret this as the manager not paying attention to what is being said and if the manager said something like, ‘can you say that again?’, instead of receiving this as clarification, the speaker could hear this as disinterest by the manager. 

The common denominator is the speaker and their interpretation and story about the person that they are dealing with. In order to resolve any miscommunications, or bias, the speaker would need to express what they are feeling or ask the manager directly if they have any problems with their performance. 

Q3. Write a note on building relationships.
During conversations what is happening in essence (whether the person is known or not known to the listener) is that a relationship or connection is being built between the two people. If the experience is positive it can build a positive relationship, but as outlined by the ladder of inference, if there is bias and misinterpretation, assumptions and negative connotation the experience can be negative. 

Key to building relationships is mutual respect and the speaker and listener starting with a positive intent. In doing so both parties come in to the conversation with the understanding that they both have something to give and gain from the conversation. Another way to develop a relationship is through building rapport. 

Rapport means building the relationship up rather than pulling it down. Therefore, even if opinions differ between the parties there is an unsaid agreement of respect about what is being said. For example, when someone is seeking a refund for a faulty item. The viewpoint from the speaker and listener may be different, but instead of focusing on any bias. The focus is on what is being said and the exchange between the parties. In this respect both parties will be seeking common ground that they can agree upon. 
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