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  29  |  WHAT’S THE DIFFERENCE BETWEEN OPEN, CLOSED, LEADING AND MULTIPLE QUESTIONS?

OPEN QUESTIONS

•	 There isn’t a yes/no answer
•	 Often start with who, what, where, when, why, how
•	 Open up a discussion eg. what do you think of ... ?
•	 Particularly useful in the early stages of a conversation, when you want to get the other person talking
•	 Useful for opening up a conversation, as long as you leave silence for the other person to answer.
•	 The simpler, the better.

CLOSED QUESTIONS

•	 Useful if you want to get a yes/no answer
•	 Can easily close down a conversation
•	 Most useful towards the end of a conversation after an open discussion, and now decisions are needed

LEADING QUESTIONS

•	 Often indicate what the questioner is thinking
•	 Tone is really important eg... ‘you’re not going to Barry’s party are you’? in an incredulous tone
•	 Not useful for opening up conversations
•	 It is a provocative style of questioning often used by broadcast journalists

MULTIPLE QUESTIONS

•	 The first question is often the best
•	 Don’t be afraid of silence … multiples are often used when the questioner doesn’t get a swift reply
•	 The silence gives the other person time & space to think
•	 Multiples are confusing – which question should I answer?
•	 In a difficult conversation, the listener will just answer the easiest question or fudge the answer
•	 Multiple questions can indicate a nervousness & lack of confidence in the questioner … be brave – ask one question at a time
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  CHARACTERS & BACKGROUND

FILM 30   |   HOW NOT TO LISTEN

  FILM 31  |   HOW TO LISTEN

Georgie & Toby are marketers, and work in a chocolate manufacturing company on a new product – Chocobar.
Georgie is talking to Toby about a new strategy for a marketing idea, which involves doing a promotion with a leading
supermarket, in time for the Eurovision Song Contest. Gerogie is hoping to use the British entrant, Charlene, who will be
singing ‘Love is a walk in the park’. She has lots of ideas and wants to engage Toby so that he can share his expertise.

As she explains this to Toby, you will see him reacting in different ways – both demonstrating not listening.

1. Drifting Off (1 – 46 seconds)
Lack of eye contact from Toby
He is distracted by his blackberry
He writes notes
He grunts every now and then to appear involved in the conversation

2. Interrupting (46 seconds – 2.06)
He continues to drift until there is a hook
‘I am the expert’ attitude:
“I saw Charlene’s first gig……”
“I’ve lived in New York….”
“ I am the pop up king …”
Toby drains the energy away from Georgie

Toby’s body language is open & engaged – faces towards Georgie, open stance, good eye contact
Good use of empathy – ‘what a nightmare for you’, ‘brilliant’, ‘yea’, ‘absolutely smashing’, have the effect of relaxing
Sarah, she gains in confidence

Toby nods in agreement, creating a positive connection

Toby engages with Georgie’s agenda – he chooses not to share his Charlene anecdote at this moment; Georgie’s needs
are more important.

Toby holds back on being ‘the ‘expert’, but offers the possibility, ‘if you want to pick my brains about …’
It feels like a more balanced conversation, both are asking questions and Georgie appears to have more confidence in
Toby ‘I’d like to get your thoughts on …’

Toby’s behaviour is generous and supportive. There is a nice balance between Toby listening and supporting on the one
hand, and offering his expertise (even when this differs from Georgie’s instincts) on the other.
Toby appears to be genuinely interested and curious; Georgie seems energized by this. The impression is of a very
positive working relationship.


