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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. 
	
Q: 1: Short Questions: (20) 

I. What is the difference between passive and active listening? Give at least one example for each. 
The difference between active and passive listening is the listener’s behaviour towards the speaker. Passive listening is a one-way communication where the listener does not interrupt or react to the ideas of the speaker but merely listen. 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. Passive listening is associated with mere hearing while active listening refers to listening in order to understand the message not just through the words, but also paying close attention to all the non-verbal forms of communication that are taking place. Active listening is a two-way communication that entails full concentration by using all the senses to identify the signs that would add substantial information to understand what the speaker is trying to express. It's important for the speaker to feel heard by the listener, which would be noticed through the eye contact, specific body movement or even by reflecting a face expression spontaneously. An example of this form of listening refers to any conversation that we have with a child, friend or our boss.

II. Outline the techniques that help you to listen actively. (Robson et al. 2019)
Focus fully on the speaker:  You need to stay focused on the moment-to-moment experience in order to pick up the subtle nuances and important nonverbal cues in a conversation. Para-linguistic details (timing of words, accent, volume, pitch) and non-verbal observations (body language, posture and facial expression) help the listener to recognise what feelings are associated with specific issues and how intense it can be. Consider all of the nonverbal signals you receive, from eye contact to tone of voice to body language. Keep your eyes focused on the speaker and your ears tuned to their voice. Close your mind to clutter and noise and look at the person
Avoid interrupting or trying to redirect the conversation to your concerns: Listening is not the same as waiting for your turn to talk. You can’t concentrate on what someone’s saying if you’re forming what you’re going to say next. Often, the speaker can read your facial expressions and know that your mind’s elsewhere. Therefore, let the speaker finishes what he is saying. Respect that he has thoughts they are processing and speaking about, and wait to ask questions or make comments until they have finished. 
Try to set aside a judgment. When listening to the speaker, you don’t have to like him or agree with his ideas, values, or opinions. You do need to set aside your judgment and withhold blame and criticism in order to fully understand him empathetically. There are evaluations of what is right or wrong, good or bad. Speakers are accepted in the way they are, as different individuals with unique baggage of emotions and without labelled behaviours. This attitude allows the constructions of a reliable and fearless environment, where the speaker is encouraged to share thoughts.
Provide feedback. If there seems to be a disconnect, reflect what has been said by paraphrasing and reassure the speaker that you are understanding what is being said. “What I’m hearing is,” or “Sounds like you are saying,” are great ways to reflect back. Express what the speaker’s words mean to you. 
Ask questions to clarify certain points: “What do you mean when you say…” or “Is this what you mean?” When you ask questions, the speaker will know that you are listening to him and that you are interested in what he has to say. 
Summarizing key points discussed and give back to the client the whole picture of the thoughts and feelings brought out on that day will also demonstrate that you heard them. 



III. What is the difference between open and closed questions? 
Closed questions 
These are useful for testing understanding, concluding a discussion or making a decision. The answers to these questions tend to be short ‘one word’ (yes / no) or a short phrase. They give us facts, they are easy and quick to answer and eliminate surprises as we have control over the questions and the type of answers we receive. However, they don’t usually lead to a richer conversation or gathering more information.
Close questions
· Some examples of closed questions:
· Do we agree with this decision?
· Are you happy with how this meeting is being chaired?
· Can I help you with that report?
· Who is responsible for developing this service?

Open Questions 
These are broad, general questions that require more than just a “yes” or “no” answer. Often open-ended questions begin with “What,” “How,” “In what way,” and “Tell me …” or “Describe…”. They offer more elaborate or explanatory answers about knowledge, opinions, thoughts or feelings. They permit the other person to decide how much information to give, encourage her to speak openly and to share opinions and ideas. This kind of questions can be especially helpful early on in the working relationship when first building trust and rapport. 
 Open questioning skills are critical for the practice of adaptive leadership, where we don’t know the answer to some problems. By asking great open questions, we try to gain multiple perspectives of the adaptive challenge, which can support development towards a solution. When relevant open questions are made, it can be used to encourage a person to explore and recognize problem areas while motivating for change( Jordan 2019).
Some example of open questions: 
·  What would you like to talk about?
· Tell me what’s bothering you?
· So, what’s going on?
· What’s been happening since we last met?
· What makes you think it may be time for a change?
· What happens when you say/do that?
· What’s different this time?


IV. How do open questions help in the conversation? 
The way we ask questions matters a lot in terms of what and how much we can discover. We can learn unexpected and important things by just asking the right questions in the proper way. An open-ended question asks people to answer in their own words and it allows us to get information with plenty of details by encouraging an easy and relaxed conversation with shared knowledge, opinions and feelings. According to  Farrell 2016, the most important benefit of open-ended questions is that they allow us to find more than we anticipate: people may share motivations that we didn’t expect and mention behaviours and concerns that we knew nothing about. When we ask people to explain things, they often reveal surprising beliefs/ thoughts (according to their mental models), problem-solving strategies, hopes, fears, and much more.





V. What is the difference between verbal and non-verbal probes? Give an example for each. 
. Verbal probes  are when you use short questions to get more details about the issue you need deeper understanding, such as: “Who?”, “When?”, “What?”, “Where?”, “Why?”, “How?”, “Really?”. You can also use short phrases as: “It seems painful. Tell me more about that.”, “Give me an example of what you mean by saying this”, “What needs to change now?”, “What are your intentions?.”
Non-verbal probes rely on your body language and gestures to get the same results as a verbal probe. By just changing the expressions on your face or moving your body, you can encourage the other person to keep talking and add important details to what you are expecting to understand.  Some examples are: smiles, frowns, raised eyebrows, folding arms, inclining the head, nodding, blushing or breathing rapidly.





 Q: 2: Discuss some probing techniques.

Probes are verbal or non-verbal techniques to obtain more information when open-questions are being used in a conversation but there are not enough details to clearly understand the subject being discussed. You realise that there are more information to be explored when the other person comes out in vague words or statements. Then you encourage this person to add more details to his response by using probing techniques to address any defuse issues. These techniques can be verbal or non-verbal.

Verbal probing techniques are questions that allow you to explore deeper into the other person’s answers to your open questions, finding out the reasons and emotions behind those answers. However, it's important to highlight that verbal communication includes not only what you say or ask, but how you do that it. Tone, pitch, volume, pauses, fluency and speed of speech consciously or unconsciously add additional meaning to words. Probing questions should make the person think more deeply, so it’s important to care about how the questions are made if you want to encourage the other person to speak genuinely and give you plenty of details of the real situation. These questions allow for multiple responses, move thinking from reaction to reflection, encourage taking another perspective, never suggest or place blame.  They look for answers that will help the person approach a problem differently, that will allow him to wonder about different options, that will make a topic more interesting, etc. These answers to probing questions are not typically quickly and irrational (Will 2014). A good probing question will challenge the person answering the question. Some examples of good probing questions are presented following:
· Why were your expectations so high?
· How did you handle moving to another company?
· What do you think is responsible for your success?
· Why is collaboration important? 
· How did your preconceptions affect your initial response? What have you learned since then?
· If you could start over, what would you do differently?
· What were you trying to achieve? Were you afraid?

According to Knott 2018, using the words “tell”, “explain”, and “describe”, is an easy way to proceed with probing questions when you need to know more information about something that is being said by the other person. Some examples os questions using these words are presented following: 
· Tell me how will that affect you?
· Tell me what was your main motivation for calling?
· Explain what impact has this had on your routine?
· Explain how did this situation begin?
· Describe how you felt about that
· Describe how it looks
Nonetheless, is worth to remember that when you are communicating face-to-face to someone else, it involves interaction between spoken words and body language. The listener interprets this interaction and gets the intended and unintended messages. In your interactions, you will be able to perceive what is said and what is meant, in conjunction with body language and other non-verbal such as the layout or decoration of a room, or the way you are dressed on and your appearance. The other person, in turn, will “read” you – consciously or unconsciously (Ali 2018).
Gestures and how you move your body are important elements of nonverbal communication. You can represent so much of what you are thinking by just changing the expressions on your face or moving your body, which will encourage the other person to talk. Non-verbal communication is so important as the verbal one. It helps you to understand how people really feel and it can supplement, reinforce or replace the spoken communication. On the other hand, it can also undermine communication by contradicting spoken words (Ali 2018)
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