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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:

Q1. Short Questions
I. Describe the communication process
The communication process is the sending and receiving of information. The speaker will compose (encode) and transmit a message to the listener, who then receives and interprets the message, trying to understand the meaning (decoding).
How a message is encoded and transmitted is influenced by many things including the speaker’s body language, tone of voice, words and expressions.  How the message is received and decoded is also influenced by many things, including the listener’s past experience, education, assumptions and emotional state. As a result of these influences, what is meant and said, heard and understood may differ. Therefore it’s important that an active listener understands the possible influences in the communication process and accounts for them.

II. What are closed questions
A closed question can be answered with a single word or a short phrase.
‘Do you like pizza’ and ‘where do you live’ are both examples of closed questions.
Closed questions can be asked to get facts, check our understanding and the speaker should find them easy and quick to answer.

III. What is Paraphrasing
To paraphrase means to restate something using other words, it’s usually a simpler and shorter form of the original message. The active listener can use paraphrasing to make sure they’ve understood correctly what the speaker has just said – this helps build the relationship as it shows that the listener is trying to understand. Paraphrasing is best used only when clarification or confirmation is needed and it is good to use it with an introductory statement such as “Do you mean?” 

IV. Define probing techniques
Probing techniques can be used by the active listener to draw out information from the speaker. The techniques include – 
asking open questions
using a pause (often the speaker will fill the silence)
asking reflective, echoing or mirroring questions
using paraphrasing
asking summary questions.
It’s important to not ask too many questions; otherwise the speaker may feel like they’re being interrogated. 

V. Define the following terms:
a. Open question 
An open question is likely to receive a long answer. “What did you do on holiday” is an open question. Open questions often begin with what, why, how, describe. The speaker will be required to think before answering and may offer up opinions and feelings.
b. Summary question
A summary question is a statement that ‘sums up’ what has been discussed, with a closed question added to confirm the listener has correctly understood the message. These types of questions are often used as the conversation is starting to wind down.
Example “you’ve tried asking your son nicely to put his dirty clothes in the hamper, you’ve tried shouting, used a reward chart, none of these have worked so you’re asking me to suggest a different strategy, is that right? “
c. Echoing techniques
To use the echoing technique (also known as reflective or mirroring questions), after the speaker has made a statement, the listener repeats the last few words spoken in the form of a question; this can encourage the speaker to elaborate, without the listener asking lots more questions.
For example, the speaker says “the shopping trip was a nightmare” after a short pause, the listener responds with “a nightmare?”

Q2. Assess the ladder of inference in detail
The ladder of inference is used to describe our reasoning process and was developed in the 1970s by Chris Argyris an American Business Theorist. 

The bottom of the ladder starts with an event or experience, from which an individual will select some data. The data is then interpreted i.e. assigned a personal meaning which is applied. The top of the ladder finishes with some form of action. 

Often the data selected is biased or limited which leads us to reach an incorrect conclusion. We only see the things that support our existing assumptions and beliefs and tune out evidence that contradicts them. 
[bookmark: _GoBack]We step up the ladder quickly and because the thoughts are in our heads, our progress is invisible to others. 

Here is an example:
Jane worked on a presentation, but was a little concerned it was a bit ‘dry’. During the event (the presentation) a co-worker yawned and this is the data Jane selected and then interpreted as boredom. Jane assumed everyone was bored by her presentation, and then believed she couldn’t give a good presentation. At the top of the ladder, when the presentation had finished Jane took action and told her boss she no longer wanted to do presentations. 

In order to step off the ladder it’s important for Jane to question the data selected and reasons for the selection, and to check for data that might support a different conclusion. This means that had Jane been aware that she was on the lookout for signs that her presentation was boring, she may have seen and selected the co-worker who was taking notes or interpreted the yawn as a sign of tiredness and not boredom.

It is important to tell others our reasoning processes in order to help them understand our motives because others can only see the observable event at the bottom and the actions demonstrated at the top. This would help Jane’s boss understand her request to stop giving presentations.

As active listeners we should also seek to understand the reasoning processes and motives of others.

Q3. Write a note on ‘Building Relationships’
A relationship is the way two or more people are connected. If these people have rapport, their connection is good - they’re able to understand each other’s ideas and feelings very well.
In order to establish rapport it’s helpful to find some common ground – something you share with the other person, this provides a starting place for further conversations. “Small talk” is often used to find common ground.

There are also a number of neuro linguistic programming (NLP) tools that can be used to create rapport.  NLP helps us to see the speaker’s state, so that we may then adjust our own behavior to better connect.

Some of the different states of mind and characteristics of these states are:

1. Associated or dissociated.
A person is associated with an event when they experience it through their “own eyes”. When a person is associated with a conversation, they’ll lean in, use expressive language and gestures.
A person is dissociated from an event if they see themselves experiencing it. If they’re not tuned in to the conversation they’ll likely lean backwards and use less emotive language.

It’s important to choose the appropriate state for the task you are about to perform.  For example if you’re helping someone it’s likely they will respond positively if you display associated characteristics.  If you’re trying to sort an argument between two colleagues it is better for you to appear dissociated. 

2. Towards or away from
At times, we can see the benefit of and are motivated by goals – we’re looking “towards” an achievement or attainment. Others times we are “away from” we see the pitfalls and challenges to reaching our goals (and any solutions).  For example a “towards” phrase might be ‘I’m looking forward to seeing Paris’ and the “away from phrase” might be ‘I’ll take my credit card to pay for any costs if there are delays from a French air traffic control strike’. 
By being aware of the words used, you can identify your own and the other person’s state of mind. This helps you to appreciate where they’re coming from and tailor your message so it’s understood. 




3. Match or mismatch
Some people may be friendly and cooperative and are naturally able to “match” the people around them. They use the same body language, breathing, words, tone, speed and volume of speech. This creates rapport.

Other people may be more antagonistic and will try to find the differences in others and use body language and speech that are at odds with the person they’re communicating with – they’re in a mismatch state.

By being aware of our own state – we can try to match other’s behavior and speech to try and create rapport. 



Student Statement:

By submitting this assignment, I confirm that this is my own work.



	Student Signature
	Liz Dutulescu
	Date
	08/01/19




For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	













image1.png
ﬁ
o R




