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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:

Q: 1: 

I. Describe Probing Techniques.
 Probing is a technique that allows you draw out information from a person in order to help you understand the issues at hand, but more importantly to understand their side of the issue or problem. There are five main areas associated with Probing and they can be defined as Open Questioning, Pause, Reflective or Mirrored Question, Paraphrasing and Summary Question. The most common of these being the Open Question. This involves asking a question which encourages the other person to give up information without the feeling of being interrogated. However, if too many questions are asked this may be the undesired result.
Good examples of Open Questioning include “Could you explain more clearly?” or “What do you thing would be a good resolution?” It is important to be thoughtful about how you ask these Questions and what you ask, as well as how many probes you use at any given time.
This approach allows us to integrate a secondary mode of Probing called Pause. This method allows the other person to engage with us and involves giving the other person an opportunity to fill the silence as we sit back and listen, thus allowing the other person to bring their issues into the “Open Area”. 
The third method we can employ is to ask a reflective or mirroring question. This is where we pick out a word or a phrase that a person has just said and present it back to them in a question form. The aim of this type of questioning is to allow the person to expand upon their original statement. This again can be combined with the Pause for greater affect. An example of this could be if the person says something like” I want to be treat more fairly.” Your respond could be “More fairly?” The method of Reflective or Mirrored question allows both parties to gain clarification on clarifying without interrupting or over probing and stopping the flow of the conversation, and in some cases can be combined with the Summary Question method. This method helps bring the proceedings to a close as it can both confirm and define the issue with a view of reaching a resolution.

II. What is Paraphrasing?
The last method of Probing is Paraphrasing; this is very useful in making certain that you are clear about what the person has said. It involves repeating what you heard back to the person you are speaking with, but in your own words. For example: “So what you are saying is,” You want to be treated more fairly”. This allows you to increase the understanding of what has just been said and bring “Hidden” issues into the “Open”. Therefore, creating an environment that is more favourable for a resolution. This also ensures that both parties have understood each other and their respective statements. 

III. Define Demonstration Cues, giving examples.
Demonstration Cues are used when you are listening to someone to show them that you are paying attention to what they are saying.
Some very effective techniques include good eye contact, leaning into the conversation and nodding your head. This can also be augmented by adding verbal cues such as “Really”, “and then what happened”? and techniques of Probing such as Paraphrasing and Summarising Questions. For example:
“What, they were willing to let you wait 4 hours?” or “So after you got on the train and found your seat, what happened then?”
 Always look at the person how is talking to you, give them your undivided attention and let them finish what they are saying. Always keep your eyes focused on them speaker and concentrate on their voice. Don’t let your eyes or focus wander and ask questions now and then to show you are listening and paying attention to what is being said.





IV. What is the difference between listening and hearing?
The difference between listening and hearing is that hearing can be described as a mechanical function that involve sound vibrating in the eardrum and then registering in the brain, and does not need any conscious effort by the individual.
Listening on the other hand require interpretation of this information and a decision making process that involves a logical or emotional reaction either in thought or deed. Listening is a vital skill and requires a conscious effort and practice to be effective. Staying focused on a conversation and to what is being expressed by an individual while deciding your next action are the traits of a good listener, as is the understanding that the other party is experiencing this demand in focus and communication. 



V. How might education create communication barriers? 

Education can create communication barriers in a number of ways. Such as if someone has a higher education they may use word that are not in your vocabulary this in turn could lead to confusion or may create the impression that he person is trying to be clever or that they are showing off. This also may lead one of the parties to believe that the other is less knowledgeable if they don`t understand the words you use and have not had the same level of education.





Q: 2: What is the difference between open and closed questions? Explain, giving
examples.
 During our day to day lives we spend a lot of time asking and answering questions. These questions usually fall into two categories, open questions and closed questions. A closed question is one that can be answered with a single word like yes or no. They are useful for confirmation or in closing down a conversation, but are very limiting at eliciting information from a conversation. Open questions on the other hand allow for a more productive approach, where the listener can draw information from the other person and give the other parties time to express their position or feeling about a particular issue. Again we see the importance of the Johari Window and the exercise of moving information into the open area. For example: one might ask “And how does that effect how you feel?”, “What do you think we could do to change the situation?” or “They What would you do in my position?” Questions posed in this way encourage other people to talk and can help us determine if people have interpreted what we say correctly.

 
Q: 3: What is active listening? Outline some tips for successful listening. (8) 
Active listening is where we try to understand the issues from the other parties point of view. It allows us to communicate to the individual that we are listening and we understand what is being said. As we have already discussed this is not the same as hearing, which we determined to be a physical process that require little or no conscious effort. Active listening is different as it involves making use of the information as a statement but also in interpreting the attitude of the person speaking, their emotions and body language. We are listening for the total meaning and recognising the individual pieces that make up the total message. A statement is just that but can have different connotations depending on attitude, emotion and visual cues. 
Some very useful tools for good listening might include: staying focused on what is being said and how it is being said, using paraphrasing or summary questions to show the speaker you are listening and understand their point of view and that you are engaged in actively seeking a resolution, or demonstrating visual cues such as nodding or shacking one`s head.
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