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Q:1: I.

Passive listening is when you are not paying particular attention to what you are hearing. You may not remember much of what your heard and perhaps not interested. Listening to the radio whilst you are doing something else, such as cooking or studying are examples of passive listening. It is easier to be distracted from what you are hearing if you are passively listening.

With active listening, you are listening with intent, whether because you want to learn something from what you are hearing or are gaining pleasure from what you are hearing. Active listening could be because you are questioning someone to gain information, perhaps a doctor asking his patient about symptoms, in order to help with any diagnosis or a mentor asking a mentee what they want out of the mentoring session.



Q:1: II.

Useful techniques to help active listening include:

· Making notes as you are listening: You can refer to the notes later as needed, though care needs to be taken to ensure that you just note key points and not full minute taking, otherwise you risk missing part of the conversation.

· Repeating back what you understand from what has just been said: This demonstrates you are listening and gives the other person an opportunity to correct or clarify anything you misunderstood.

· Asking more probing questions related to what you just heard: To gain a broader understanding of the situation, for example to understand why someone feels the way they do about something.

· Turning off any distracting noise where possible, such as radio/TV: This is particularly important if you are easily distracted, or as a courtesy to the person you are listening to.

· Maintaining good eye contact with the person you are talking to: This means you are not only picking up what they are saying but may also get insight as to how they are feeling or whether their eyes indicate an emotion that is at odds with the words they are saying e.g. if they are saying “yes I will do that before we next meet” but their eyes are avoiding you. This could be an indication that they don’t really mean what they say or have reservations.

· Practice: listening can be more difficult for some than others. You can practice active listening, such as listening to the news then writing down the key points after, and checking to see how much you have remembered.

Q: 1: III.

Closed questions typically lead to a one word answer such as “yes” or “no”, whereas an open question requires a more detailed response[footnoteRef:2]. [2:  Certificate in Coaching and Mentoring Level 2, page 3] 


Closed questions are useful if wanting confirmation of or commitment to something, open questions is usually to gain more information.

Closed questions can start with phrases like “Do you”, “Did you”, “will you” or “are you”. Examples of closed questions include:

· Do you like cheese?

· Did you go to college?

· Are you ready to move on to the next section?

· Will you take those actions you have just written down?

Open questions are typically the “how”, “what”, “why” questions. Examples of open questions include:

· How do you fit in studying with full time work?

· What is it about that programme that you like so much?

· Why so you prefer to go on holiday in September?



Q: 1: IV.

Open questions can help you get more information from the person you are speaking to, perhaps to help you better understand an earlier answer they gave or to provide new information. 

They encourage the other person to open up, so there is more likely to be a free-flowing and two-way conversation. Open questions help the person you are speaking to relax, making the information gathering easier.

Open questions can also help you gain an understanding of the others’ beliefs/ideas.

Yes/No questions (closed) make conversations stilted and limit the information, whereas open questions give you the opportunity to explore and discover interesting facts and beliefs of the other party. It also helps demonstrate that you are interested in them.

Open questions are often used in social situations, especially if you don’t know the person. For example, to open a conversation at a wedding you may ask another guest “how do you know the bride/groom?” Their answer (let’s say “we went to school together”) will then hopefully allow ongoing conversation: “ah, which school was that?” or “I met her at work but we now do a lot of pub quizzes together”. 

Q: 1: V. 

A verbal probe is a form of questioning that encourages the other person to provide more information. It is in the form of using words and language, such as opening questions.

A non-verbal probe is a means of using facial expressions and/or body language such as gestures or eye contact to encourage the other person to continue speaking.

An example of a verbal probe is “tell me more”, or “can you explain why you did that”?

An example of a non-verbal probe is nodding your head (a form of reinforcement[footnoteRef:3]) to show you are listening and a smile whilst gesturing with your hand could encourage them to continue speaking.  [3:  Peter Hartley, “Interpersonal Communication”, Pages 44&45 (the skills of interpersonal communication), 1993.] 


As with many of the communication techniques, you need to be careful not to over do this, otherwise you risk looking like either an interrogator (too many verbal probes) or a nodding dog (too many non-verbal probes). This may cause the other person to shrink back or close up.



Q: 2:

There are many techniques that can be used for probing[footnoteRef:4], it is important to know when to use which ones to get the best outcome. Using both verbal and non-verbal probing techniques would be effective. [4:  Certificate in Coaching and Mentoring Level 2, pages 5 & 6.] 


If someone is relatively at ease and looks at you for assurance that they can continue, it may be something as simple as a nod and smile, whereas someone who is not very open and perhaps looks as though they are uncomfortable answering questions, may need more direct verbal probing questions, along with regular acknowledgement that you are interested.

Tone of voice can help with probing, using a friendly but confident tone of voice when asking questions.

To dig deeper into a subject, for example to try and understand the reason for someone having a specific thought, you may want to consider repeatedly asking “why” to get to the root e.g.

 “You mentioned earlier that you were nervous when talking to large groups of people, why is that”?

The response could be “because it makes me scared”.

You follow up with “why does it make you scared?” to which they reply, “because I will make a fool of myself”.

You dig deeper, asking “why do you think you will make a fool of yourself?”, they respond “because people will think I won’t know what I am talking about”.

If you fail to probe, it will take much longer to get where you need to be, if you get there at all. This could be frustrating to both you and the other person, as the conversation can come across as without purpose; however, you need to balance how you probe and to what degree, to ensure the conversation remains relaxed and flowing. You don’t want it to feel like a police interview, where the other person may start to feel nervous and clam up.

A combination of open and closed questions, with regular pauses would be more effective than just a series of non-stop open or closed questions.

The silence of a pause[footnoteRef:5] gives you both time to reflect on what is being said as well as encourage the conversation to continue. [5:  Certificate in Coaching and Mentoring Level 2, page 6.] 


To check that you have understood something correctly, you could paraphrase[footnoteRef:6] what the other person has just said. This will also help identify if you have misinterpreted it and enable them to clarify. [6:  Peter Hartley, “Interpersonal Communication”, Page 46 (the skills of interpersonal communication), 1993 and Certificate in Coaching and Mentoring Level 2, page 6.] 


Using summary questions[footnoteRef:7] can help draw the conversation to a natural close, by re-capping what you understand the issue to be and what the next steps are. E.g.  [7:  Certificate in Coaching and Mentoring Level 2, page 6.] 


“You explained that you did not go for a recent promotion because you did not think you would be able to get through the interview. We have discussed the various techniques to help you build your confidence and between now and the next time we meet, you will be practicing your interview skills so that when the next opportunity comes up you are prepared.  Is that correct?”

“Do you have any other questions?”

By using a variety of probing techniques, you are able to get a lot more information and a clearer understanding of the other person.
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