Q1
I. How can we become better communicators?

We can become better communicators by:
a- Talking to our self and clarifying the message in our own mind before communicating
b- Rehearsing – writing the thoughts down and saying them in different ways
c- Clarifying the message and asking for feedback

II. What is the difference between listening and hearing?

Listening is more of an attitude, a desire to understand what is being communicated while hearing is the process where sound enters the eardrum and is registered in the brain.

III. What are reading cues? Explain giving examples

Reading cues are the non-verbal aspects of the conversation for e.g. speaker’s facial expressions, hand gestures, posture, sound of their voice whether loud or shaky, stressing of certain points, their mumbling and difficulty with words.

IV. Describe the difference between active listening and passive listening
Active listening is when we make a conscious effort to hear and understand the message while passive listening is when we hear sounds but are not taking an attitude that allows us to hear the message.
V. What are demonstration cues?

Demonstration cues are techniques that show the speaker that we are listening and paying attention.
Q2 Describe the four levels of getting comfortable in conversation
The four levels of getting comfortable in conversations are as follows:
1- Small talk – It is a very superficial conversation about the weather, the traffic, current affairs, etc.  It is a chance to know another person and decide whether we have something in common.  
2- Fact disclosure – When small talk goes well, we might reveal a few facts about ourselves such as our occupation, our hobbies etc.
3- Viewpoints and opinions – When people feel comfortable with one another and believe they have found common ground they go beyond disclosing facts and state their viewpoints and opinions.
4- Personal feelings – this stage occurs after several conversations with someone you feel very comfortable with before personal feelings are revealed.
Q3 Outline some tips for becoming a better listener
Some tips for becoming a better listener are as follows:
1- [bookmark: _GoBack]Make a decision to listen by closing your mind to clutter and noise, looking at the person speaking with you and giving the speaker your undivided attention
2- Don’t interrupt when the speaker is speaking and let them finish what they have to say.  Respect what they have to say and wait to ask questions or make comments when they have finished.
3- Keep your eyes focussed on the speaker and your ears tuned to their voice.
4- Ask a few questions throughout the conversation to let people know you are listening to them and that you are interested in what they have to say.  Also summarise and paraphrase to demonstrate that you have heard them.
5- Demonstrate good listening skills and set a high example so people will communicate well at work.
6- Write down conversations in a notebook to see at what level your listening skills currently are at.
