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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. 
	
ASSESSMENT #2

Q: 1: I.
Listening is more of an attitude and a want to understand what someone is saying and showing an interest in what you are being told. Where hearing is physical process where sound enters your ears and gets processed through your brain.

Q: 1: II.
Demonstration cues are acts in which you can perform to show the person speaking that you are listening and interested in what they are saying. For example making eye contact and nodding on occasion. There are also verbal phrases that you can make to show you are listening to them as well as repeating back parts of what they are saying or asking questions.

Q: 1: III.
Qualities of a good voice are to sound glad the person called or visited and smile while you are speaking.
Sound awake and interested when you speak and speak straightforward language without jargon. Speak clearly so your voice is easy to understand with moderate volume and rate, well modulated and varied tone.

Q: 1: IV.
The face and eyes are the most expressive means of non-verbal communication. Non-verbal messages such as our body language are very important to encourage conversation, such as tone of voice, eye contact and smiling can effect the way the way someone makes up their mind about a person. It is very important to show positive non-verbal messages to clients that are consistent to what we are saying as well as watch out for non-verbal signal coming from our clients such as boredom, anger, lack of understanding etc.
 
Q: 1: V.
Some examples of customer-focused questions are:

- I’m prepared to… Would that ease the situation? 
- What would you like me to stop doing? 
- Help me understand where you’re coming from? 
- What do you think we can do about this? 
- Supposing we were to…? 
- What do you think we can do about this? 
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Q: 2:
A closed question can be answered in only a few words or a simple yes or no and provide reps with clear-cut facts. For example they begin with phrases such as “Are there any…” or “Will you be…” By starting questions with verbs, they are positioning the customer to provide you with a direct answer. They can begin the closing process in a conversation or give confirmation on certain details but they don’t usually lead to gathering more information.
For example: “Do you like this product?” or “Where you satisfied with your last supplier?”

Where an open question can give us more information as they give the listener a chance to explain and say how they feel about an issue, or offer suggestions. 
An open question can encourage people to talk more about a topic and get opinions and ideas from others. They can also give us a better idea if people have understood what has been said.
For example we could ask a person what their opinion is, given them the chance to explain things from their point of view as well as being able to get an idea of their understanding of things.
You could also say to someone “tell me more about…..” given them a chance to give you more information on what it is that they are needing and getting a better understanding on what you can offer them to help.
Another example of an open question would be asking the client how we could help them and what sort of requirements they have, giving them the chance to explain the kind of service they need. Therefore giving us a better understanding of how we could possibly help or “What is going on in your business these days? How have things changed?” allowing us the opportunity to speak about any new products that we have that could help them with the latest changes.

Q: 3:
A Professional Handshake is usually the only body contact between two people. It can communicate warmth, a genuine concern for the other person, and an image of either strength or gentleness. It can also communicate indifference and weakness. It is usually the way you introduce yourself and can give a person their first impression of you.

The message communicated with your handshake is determined by five factors. 
Degree of Firmness 
Give a good firm but not too firm handshake. However take certain factors into consideration like if you are shaking hands with someone in a receiving line who has many more hands to shake, someone who is wearing a lot of rings, or someone who is obviously elderly and perhaps fragile. 
Dryness of Hand 
Always try to have a dry hand. However you don’t want to obviously dry your hands before greeting someone, this is perfectly acceptable if you have been holding a cold glass. Similarly, if you are sitting down eating, it is expected that you would wipe your hand on your napkin before extending it to be shaken. 
Depth of Grip 
A handshake is palm to palm. Generally you will place your hand so that the web between your thumb and forefinger meets the web of the other person’s hand, briefly. Your hand remains perpendicular. If your palm is facing up, this may be construed as a sign of submissiveness. Similarly, if your palm is on top, it can be seen as a sign of aggressiveness. 
Duration of Grip 
Don’t linger too long. The perfect handshake is about 3 seconds. Then pull back your hand, even if you are still talking. 
Eye Contact 
Always keep good eye contact. Although this will vary from culture to culture.

Tips for Success 
· Have something to say as you shake hands, if possible.
· Keep good posture.
· Hold your right hand out.
· Try to smile.
· Grasping the top of the other person’s hand with your other hand, so that their hand is enveloped in yours, may very well signal warmth and affection. However, this may be seen as patronizing and too familiar for an introductory handshake. Save this handshake for a meeting with an old friend.
· Greet the other person and repeat their name.
· Stand up when shaking hands (staying seated can show a lack of respect)
· Never leave an extended hand hanging.
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