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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. 
	Q1: 
1. What is the difference between passive and active listening? Give at least one example for each. 

Active Listening implies that the listener is interested in understanding the speaker’s point of view and in projecting a sense of engagement in the content of what is being said. It also implies attitude that leads to listening for shared understanding.
Example: A team meeting discusses an importance change to daily routines and how those can be implemented. After the team leader has made it clear that all in the team are affected by this, s/he has ensured everyone’s attention and thus has ensured all have become active listeners.
Passive Listening on the other hand suggests a mere presence in the company of someone else talking without showing any engagement in what they are saying or how they are saying it. The content and meta-content of the utterance is of negligible importance to the ‘listener’, as their focus is on other things, such as when the speaker finishes so the ‘listener’ can have their turn or move on out of the situation and into doing something else. It is merely more than hearing.
Example: See example above but with one male team member, who is about to become a father for the first time, awaiting the call that the birth is imminent. He will be distracted and would ideally be elsewhere than in the meeting, but is contractually obliged to be there and ‘sit through’ what others are discussing.

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

a. Pay close attention: avoid distractions, look the speaker in the eye, notice the speaker’s body language to help you interpret how they are feeling about what they are conveying verbally
b. Demonstrate physically, that you are listening: give appropriate verbal and non-verbal feedback on the utterances in the room and directed towards the speaker (occasional and appropriate nods, suitable facial expressions, small well-timed comments/approving noises)
c. Check for understanding: ask questions if needed, summarize for yourself what has been said, reflect back at speaker or paraphrase to check you have understood everything correctly
d. Don’t interrupt: … is self-explanatory. Let the speaker complete their utterance.
e. Respond appropriately: formulate suitable and respectful replies to the utterances you have hears


3. What is the difference between open and closed questions? 
Open questions: … seek information-based answers. They often start using specific question words such as “when/why/how/how far/since when/who” etc. It is the responders responsibility to provide the information sought in the questions.

Closed questions: … seek yes-or-no-answers. They therefore already carry the content of the question and seek their validation or rejection through the responder only. Example: Has the train arrived yet?” The yes or no expected only serves the function of validating the assumption that the train has arrived yet (or not). The question already carries all content needed.


4. How do open questions help in a conversation?
Open questions can serve several functions in a conversation. They can …
· Give us more information
· Encourage your conversation partner to speak openly 
· Encourage people to share opinions and ideas 

Example: In a meeting discussing the launch of a new product, it is vital to gain more information about the product. Open questions can help elicit this information on e.g. color, shape, size, functionality, purpose etc. 
If these questions come from the team members, the meeting will involve all around the table to contribute to the information-gathering exercise. This will automatically lead to individuals voicing their opinions about the answers they get to hear. Example: “Oh, that’s a nice color.” “Really? No, I don’t like it at all because … .”


5. What is the difference between verbal and non-verbal probes? Give example for each. 
Verbal and Non-Verbal Probes are catalysts or signals to the speaker to expand on their original utterance, often for clarification reasons. Examples of verbal probes can be:

“Why did you come to this conclusion?
“It is interesting you say that because … .”
“How many?”
“In how far is this relevant?”



Non-verbal probes rely on your body language and gestures to get the same results as a verbal probe. Examples:
· Raising the eyebrows as if you are surprised 
· Nodding 
· Frowning 
· Pursing the lips 
· Shrugging shoulders in disbelief
· 

Q2.  Discuss some probing techniques

All probing techniques are an interjection of the listener into the flow of the speaker’s utterance. The choice of the listener is which types of interjection to use in order to remain respectful to the listener and not sabotage the flow of the utterance, as this can put off the speaker and result in a negative progression of the utterance or conversation. Once the decision is made to probe verbally or non-verbally, the listener is then dependent on the ability of the speaker to decode the purpose of the interjection, particularly so in non-verbal communication. A common cultural understanding of the meaning of different non-verbal techniques is needed to ensure that the speaker decodes it in the way the listener meant it. 
Occasionally, non-verbal interjection can be perceived as impolite, particularly if different cross-cultural interpretations are at work as well. Example: German listeners will often and involuntarily frown at the speaker to symbolize non-understanding, which is perceived as off-putting and rude. In the Anglo-Saxon world, non-understanding is often symbolized by verbal utterances such as: “Could you clarify this for me, please?”

Verbal probes such as “Why did you come to this conclusion?” serve the purpose of verbalizing concretely the intention of the question. In other words, it highlights to the speaker an omission they have made in the course of their utterance, which impacts on the listener’s understanding. As often as not, this will be taken positively (“Ah, yes. I meant to add this. …”). In some cases, where the speaker thinks they have already elaborated on this, it highlights to them the need to perhaps re-formulate it to enhance understanding. Often, responses such as “Okay – another way of saying it is … “
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