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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. 
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Q1. Short Answers (20)

i. What is the difference between passive and active listening? Give at least one example for each.
Active listening involves trying to understand what is being said from the point of view of the person who is speaking. A feature of active listening is letting the speaker know we are listening and that we understand what they are saying. It is good practice to make eye contact with the speaker as this shows you are actively listening and paying attention. Active listening is often described as an attitude that leads to listening for shared understanding. For example you may be on your laptop at work when a colleague approaches you, you would stop what you were doing and turn and look at the person whilst they are speaking. 
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Passive Listening is different to active listening as you do not engage with the speaker; you may receive the information without giving any external indicators. You may be sitting quietly not responding to the speaker and may make little eye contact with them.  We practice passive listening when we listen to music or the news.

ii. Outline the techniques that help you to listen actively.

In order to listen actively there are certain techniques you need to adopt. Eye contact is vital as you need to show the speaker you are focused on them and that you’re paying attention to what they are saying. It is also important to make the speaker feel comfortable by portraying the appropriate body language this includes facing the speaker and having open body language towards them. Engaging with the speaker and conversation is important as it shows you are listening and interested in what they are saying, to show you are engaging respond when necessary and keep focused on the speaker as this shows you are absorbing the information. Try not to fidget or mess about with other objects such as pens, laptops, shoes when listening and this will mean you are giving the speaker your full attention. 

iii. What is the difference between open and closed questions?

Open questions are broad and often general questions; it requires an answer with more detail than just a yes or no response. It relies on the person answering to decide how much information they need to give. Asking open questions allows the 
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speaker to gain more information and determine whether what they have said has been interpreted correctly or needs more explaining. Open questions also encourage conversation and allow people to express their opinions and ideas.  An example of this is asking someone how they thought they performed in a previous session. 

On the other hand closed questions are short and simple, they can often be answered with a word or two and often require only a “yes” or “no” response. Closed questions can be used to begin to close down a conversation or used to confirm if specific details are correct. This type of question gives you more control of the question and the type of answers you will receive; it is also easier to interpret the answers and enables you to ask more questions in a given period of time. An example of a closed question could be “Did you find that course useful?”


iv. How do open questions help in the conversation?

Open questions help the conversation as it allows the person to give a more detailed response and keeps the conversation flowing. This also will open up more opportunities to ask further questions and probe deeper into the response.  The information you gain will more about thoughts, feeling and emotions rather than them just sharing information with you. Open questions are a good way to get to know each other as you will find out a lot more detail about a person and normally allows the person to feel more comfortable talking to you as they feel you are interested in their responses. 
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v. What is the difference between verbal and non-verbal probes? Give example for each.

We sometimes do not gain enough or get the right information even when using open questions; therefore we have to use probes to encourage someone to share more information. Verbal probes can be single words or short phrases such as “Really”, “Why”, “Tell me more”, “Do you have a specific example for that?” this encourages the person to expand on their answer providing you with more information.  Non verbal probes aim to gain more information from a person however they are done through body language and gestures. For example nodding to show you agree with someone, frowning if you are unhappy or worried and raising your eyebrows if you are surprised. 

Q2. Discuss some probing techniques (10)

In order to probe effectively we need to be aware of certain probing techniques that could be used in order to gain more information of a person. Firstly when in conversation with another person use open questions such as, “Can you give me a specific example of that?”, “Can you describe that in more detail?” these types of questions allows the person answering to go into more detail. However you need to be aware of how many questions you are asking, as asking too many could make the person feel like they are being interrogated. Using a non verbal probe such as a pause is a useful technique which is carried out by the questioner, by taking a pause the person being questioned may feel that the silence is awkward and therefore carry on talking expanding on a previous answer. It is also good practice to ask mirroring or reflective questions, for example a person may say “ I am not sure I 
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have enough experience for the role”, you would then respond by reflecting the question back to them “Enough experience?”. This encourages the person to expand on their answer and allows you to clarify what they are saying. These types of questions also show that you are trying to understand the person’s thoughts and feelings. As a person asking the questions it is also good to paraphrase , this involves reflecting what the person has told you in your own words, this shows that you are understanding the conversation and are trying to be accurate, it also allows the person answering to hear back what they have said from the point of view of someone else. An example of this would be to start by saying “From what you have said I understand that…” Lastly when you feel a conversation is coming towards the end you can use summary questions to help wind it up. Summary statements show that you have listened and understood what has been said and usually end the conversation however you could ask a closed question such as “Did you want to add anything else to what has already been said?”, if you feel this is necessary to ask. 
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