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Learning Objectives

By the end of this activity, participants will be able to:

Explain the difference between closed and open-ended questions. 

Explain the purpose of using open-ended questions.

Explain how asking open-ended questions can be used to support resident-centered care.

Create open-ended questions to help gather and clarify information.
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 Key Content

· Open-ended questions are ones that cannot be answered with a simple “yes,” “no,” or a brief answer. Open-ended questions are used to gather and clarify information, to invite others to deepen their thinking and explore more options, and to open up possibilities and perspectives. 

· Asking open-ended questions is supportive of resident-centered care because it encourages the resident to give more information, to share his or her own opinions, and to express feelings. Asking closed questions can restrict the resident to answering “yes” or “no” to questions that may be missing the main area of concern altogether. 

Supplies and Other Training Materials

· Flip chart, easel, markers, and tape

· Paper and pens or pencils

Handouts

· Handout 3-A: Open-Ended Questions 

· Handout 3-B: Make It Open

· Handout 3-C: Practice Asking Questions

· Handout 3-D: Benefits of Asking Open-Ended Questions

Advance Preparation

· Review the teaching materials for each activity. Note that icons are used to remind the instructor of the following:
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When you are presenting or covering Key Content in the discussion. (Key 



Content is also addressed in many of the handouts.)
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When it is important to ask a particular question to get participants’ input.
[image: image4.png]


 
When it is time to distribute and discuss a handout.
· Copy the handouts for all participants. 

· Prepare the following flip chart pages:

·  “Asking Open-Ended Questions—Learning Objectives” (Step 1)

· “Questions: Set 1” (Step 2) 

· “Questions: Set 2” (Step 3) 

· “Closed Questions/Open-Ended Questions” (Step 4)

· Set up the workshop space to allow for large-group discussion and small-group work. Set up the flip chart easel for optimum viewing by all participants.

Activity Steps (1-13)

Interactive Presentation—15 minutes

1. Open the session. Welcome participants to this in-service training session on “Active Listening: Asking Open-Ended Questions.” Explain that asking questions is another aspect of active listening that builds on the skill of paraphrasing and allows the listener to gather more information. This skill can be really helpful in providing resident-centered care.  Post and review the prepared flip chart with learning objectives for this unit.

Flip Chart

	ASKING OPEN-ENDED QUESTIONS 

Learning Objectives:

· Explain the difference between closed and open-ended questions. 

· Explain the purpose of using open-ended questions.

· Explain how asking open-ended questions can be used to support resident-centered care.

· Create open-ended questions to help gather and clarify information. 

                                


2. Display and discuss the first set of questions. Explain that there are different types of questions. The most common differences are in the way the questions are asked and the types of answers that they lead to. Participants will examine two sets of questions to consider the impact of these differences. Post the prepared flip chart page with the first set of questions. 


Flip Chart

	QUESTIONS—Set 1

1. Are you feeling okay?

2. Is it too hot in the room?

3. Are you enjoying the workshop so far?



Read the questions one at a time. Ask for a couple of answers to each question before moving to the next question.  Note that their answers are not as important as the way they answer. After you have asked all three questions, ask participants:

[image: image5.wmf] What do you notice about these types of questions and the kinds of answers they lead to?

3. Display and discuss second set of questions. Now post the flip chart with the second set of questions.

Flip Chart

	QUESTIONS—Set 2

1. How do you feel right now? 

2. How is the room temperature for you?

3. What do you think about the workshop so far?



Again, read the questions one at a time, asking for a couple of answers from different participants before moving to the next question. Then ask participants:
[image: image6.wmf]  How is this set of questions different from the first set, in terms of the way they are asked and the kinds of answers they get?

Teaching Tip:

If no one mentions this, you should point out that these questions are asking for very similar information, but in very different ways. If possible, you can post the two flip charts side-by-side to show that the “1s” are asking virtually the same question, and the “2s” and the “3s.”
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 Define the two types of questions. Display the prepared flip chart page and distribute Handout 3-A: Open-Ended Questions. Explain that they just considered two basic types of questions—closed and open-ended. Review the flip chart page and handout, referring to the demonstration for examples. 



Flip Chart

	CLOSED QUESTIONS:

· Answered by “yes” or “no” or simple facts.
· Stop the conversation. 

· Require many questions to get the full story.
OPEN-ENDED QUESTIONS:

· Begin with how, what, or why.
· Allow people to tell their story and to share feelings.
· Clarify information. 

· Keep the conversation open.


Pairs Work and Reporting—10 minutes

5. Introduce exercise. Explain that some questions are always going to be closed—for example, “When were you born? How much do you weigh?” But when you want to hear what someone thinks or feels about something or you want to gather more information in general, it’s helpful to ask an open-ended question. This exercise is about getting some practice in turning closed questions into open-ended ones.
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 Form pairs, give instructions, and model how to do the first question. Quickly put participants in pairs. Distribute Handout 3-B: Make It Open. Note that these are all closed questions. Tell participants they will have 5 minutes to write an open-ended version of each question. Do the first one together, as an example. 

7. Facilitate pairs reporting. After participants have finished the worksheet, read the second question out loud. Then ask one pair to volunteer to give their open-ended version of this question. Ask if anyone else had something different. Give feedback on whether these questions were open-ended or not. Guide participants, if necessary, to create questions that are open-ended. Continue until the worksheet is completed.  
More Pairs Work and Reporting—15 minutes
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 Give instructions. Ask participants to stay in their same pairs for some more practice. Distribute Handout 3-C: Practice Asking Questions. Assign one statement to each pair. Ask them to imagine that they have paraphrased effectively and are now going to follow up or explore the original statement further by asking open-ended questions. Provide extra paper, if needed, and ask them to write two possible follow-up questions for their statement.

Teaching Tip

Note that these are the same statements that were used for paraphrasing—but they’re NOT going to do paraphrasing this time. If it has been a while since they did the paraphrasing unit, or possibly they haven’t done that unit yet, it may be confusing to participants when you say, “Imagine that you have paraphrased effectively...”  Be alert for any confusion between paraphrasing and asking open-ended questions. 

9. Monitor time. Allow 5 minutes for pairs work. Give a one-minute warning. 

10. Facilitate pairs reporting. Read the first statement. Ask the pair that worked on that statement to read their questions. Give feedback on whether the question is open-ended or not. Guide participants, as needed, to make the questions open-ended. 
Interactive Presentation—10 minutes
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 Discuss how asking open-ended questions supports active listening and resident-centered care. Ask the group to brainstorm the purposes served by asking open-ended questions, based on their practice in “making it open” and in creating original open-ended questions.  After brainstorming, close the activity by distributing and reviewing Handout 3-D: Benefits of Asking Open-Ended Questions.  

Large-Group Exercise—10 minutes

12. Conduct a closing go-round. Wrap up the session by asking participants: 

[image: image11.wmf] How can you use open-ended questions to be more “resident-centered” in your work?

Teaching Tips

Conducting this as a “go-round” means that each person gets a chance to answer, without anyone interrupting or asking questions. Usually, you ask for a volunteer to start and then you move to the next person, and the next, until everyone has answered. Participants can “pass” if they wish, but you always come back to them at the end to give them another chance to answer.

It’s important for every person to say something about what they learned and how they can apply it. It not only shows what they are thinking, but, in some cases, it may trigger their thinking in a way that did not happen earlier in the session.
13. Thank participants for their participation! 
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