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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) There are very distinct differences between active and passive listening. Passive listening is more of a physical process by which we hear through our ears but are not paying attention to the messages and we are showing no indication that we have any understanding of what is being said. An example of this is where the passive listener may interrupt abruptly, fade in and out of conversation or have a lack of verbal and no verbal cues. Whereas an active listener tries to fully understand what the other person is saying by being physically and mentally engaged, often by using verbal cues such as summarising, asking follow up questions or simply short responses like ‘I see’, ‘ah yes’ etc to indicate a level of comprehension.  Non verbal cues such as nodding, facial expressions and eye contact etc are also indications of active listening. An active listener makes the decision to get true meaning from the information/messages received; a passive listener is not concerned with the details.

ii)       In order to improve your active listening skills there are various techniques one can use as good practice.

Respond to feelings – Being able to identify the underlying feelings or emotional undertones of the speaker is really useful when constructing a response to what you’ve heard.  An active listener will pick up on various emotional responses from the speaker for example, are they shocked or surprised? Are they angry or in love? Are they nonchalant?  We use this to gather more information for a deeper understanding of what’s being said.

Reading Cues – this is where the listener picks on the non-verbal aspects of the conversation and reads body language, facial expressions and hand gestures.  It’s also important to listen to tone and volume of the voice and identify if they are having any difficulty articulating themselves. Being sensitive to these cues means you will use this information to decipher an adequate response to the information received.

Demonstrating cues on your part also show active listening.  Using Physical indicators such as nodding, leaning into the conversation, using facial expressions and making eye contact shows that you are responding to what they are saying in a non-verbal way.  However, sometimes verbal cues can be handy in demonstrating active listening.  Using singular words such as ‘really?’ or sounds that indicate engagement such as ‘ah hah’ or ‘hmm’ can also help and so that you are still interested in the conversation.

iii)       The difference between an open question and a closed question is that a closed question usually only invites a single word answer like ‘yes’ or ‘no’.  Closed questions are useful to control a conversation in terms of time and structure or to get a simple straightforward confirmation of something.  It is also a great way to gather quantitative information; however they leave little room for more detailed information. Whereas open questions allow for more opportunity for an insightful conversation. It encourages a broader response and an opportunity to gather quality information.  Closed questions such as ‘Do you like classical music?’ tend to lead to more questions thereafter for a fuller picture; where as you can get more from an open question such as ‘What kind of music do you like?’ Which encourages a more in-depth responses.  

iv)       Both open and closed questions have its place but open questions tend to allow the respondent to be a lot freer in response and gives scope for them to evoke some emotion into their answers. This in turn helps for a more comfortable conversation and a chance to build a rapport with the other person and this will help to get richer and more detailed responses for future questions. Open questions are also advantageous as it encourages the person to explore their answers and dig deeper.  It also give the other person an element of control over the conversation…closed questions can often lead to a passive respondent and in turn it can lead to disengagement.

v)       A probe is used in order to get the respondent to elaborate on their previous answer. To do this we can use verbal or non-verbal probes. 

Verbal probes – Often are short comments or single words ‘is that right?’ ‘Really?’ ‘Then what?’ ‘How so?’ 


Non-verbal Probes – this relies solely on body language and gestures which suggest a response or feeling from the listener. For example, nodding may suggest agreements or an understanding; raising your eyebrows may indicate surprise or shock or frowning can suggest disappointment or disapproval all of which can trigger a verbal response from the conversation partner.

Q2.
There are various probing techniques one can use whilst communicating with someone when we do not get enough information in the first instance such as:


Asking an open question – Allows for a more detailed answer which will help the listener get more clarity, for example ‘Can you tell me more about the incident at the park?’ ‘How did that make you feel?’ When asking an open question in conjunction with your probing questions you are likely to get more out of the conversation but you do not want the other person to feel like they are under interrogation so it’s important to use the next technique.


Pause – allow the other person the opportunity to fill in the silent gaps voluntarily as often silence in a conversation can get uncomfortable and it’s likely that they will choose to reveal more information in order to ease that feeling.


Whilst you’re receiving the information from the other person you can use Reflective or mirroring questions in order to get the other person to expand on their answers without them feeling like they are being quizzed.  An example of this could be if the other person makes a comment like ‘I found the whole thing a bit cliché’; You could reflect on that with a response like ‘cliché’ then pause for further explanation. This approach usually doesn’t interrupt the flow of the conversation and helps to get focus and clarity.


Paraphrasing is also a great way to summarise on what you’ve just heard and for the other person to hear what they’ve said from a different point of view. For example you could paraphrase starting with ‘So this is what I’ve got so far… ‘ Or ‘From my understanding you did this…’.This is so the other person know that you really want to understand and get the facts. 

To conclude, the use of summary questions is a good way to tie up loose ends and wind down the conversation. ‘So this is the situation, you’ve joined the gym, reduced your calorie intake by 10% but you still feel like you’re not achieving any significant results, so your next step is to see a dietician. Have I got this right and is there anything else you would like to add?’

By this, you’ve demonstrated that you’ve taken in all the important information and would like clarification that you haven’t missed anything out whilst offering the opportunity for final correction.  This is strong cue that the conversation is coming to an end and at this point you’re likely to have gotten the most out the conversation.
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