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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: Short Questions. (15) 

I. What is Active Listening?

Active listening is giving your undivided attention to anyone who is talking, which will allow you as a listener to truly hear all that they say, including non verbal messages via their body language and also the varying tones of voice.

II. What are Physical indicators in active listening?

SOLER is a usual acronym for aiding in the art of Active Listening from a physical perspective, (S. Sit Squarely/Slightly Opposite your client, O. Open Posture, L. Lean in, E. Eye Contact, but avoid staring, R. Relax and be natural. 

III. Describe the various technique to use in Demonstrating Listening.
There are various techniques incorporating active listening, including, use of the words themselves (linguistic)/verbal cues, how the words are portrayed (para-linguistic) and body language (non-verbal)/physical indicators. 

IV. Describe the importance of body language according to Albert Mehrabian?
Albert Mehrabian found that when it came to discussing emotions, only 7% of the speaker’s message was communicated by words, and that tone of voice was responsible for about 38% of the meaning and body language about 55%. This means that the words themselves played only a very small part in conveying meaning.                                                    (Source: Silent Messages by Albert Mehrabian) 
V. Define the following terms:


a. Frame of Reference 
              Frame of reference is the way in which we judge other people. 

b. Positive intent 
           Positive intent is having good reason for what you are doing and/or saying.

c. Reframing the Situation 
           Reframing is seeing things from a different point of view. 
Q:2: How is attitude important in active listening? Define Sympathy and Empathy. (7) 
Attitude is everything and an important part of positive listening attitude, we want to demonstrate that we are listening whilst others are speaking.
Showing empathy is trying to understand what someone is experiencing/going through and/or their feelings and allow them to translate via listening and the relevant responses, it is not the same as sympathy which would be the portrayal of pity and/or sorrow for someone. 

Q:3: Outline the Tips for becoming a better listener. (8) 
Make a decision to listen, don’t interrupt people, keep your eyes focused on the person you are communicating with and your ears listening to their voice, keep eye contact, carry a notebook or document the conversation, capture and reflect on the subject, don’t be scared to ask the other person what they want from the conversation, ask a few questions throughout the conversation, ensure to summarise and paraphrase.
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