Type: multiple choice question
Title: Chapter 02 - Question 01

01) Which of the following is not one of the main purposes of a client interview?
a. Create a feeling of confidence in your client as to your competence and commitment to their case.

Feedback: This is one of the more important purposes of the client interview. You want to demonstrate to your client not only that you understand the legal and other issues involved but also that you are an efficient and competent professional who has their best interests at heart.

Page reference: 05
b. Gather information in order to identify ways in which the client’s aims can be achieved.

Feedback: This is probably the most important purpose of a client interview. You can’t hope to make effective decisions and advise your client appropriately until you have obtained all the pertinent information.
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c. Help your client to identify precisely what they want from the situation.

Feedback: The client interview is a very good way of helping the client to think through and come to a conclusion about what they want from the matter under discussion.
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*d. It is a means of getting all the information you need in order to decide what you are going to do about the situation.

Feedback: The reason this is not a legitimate purpose of the interview is because decisions about what to do should be made by the client, once you have advised them. After all, they are bearing the risk and the cost of any action, so they need to feel that they are the ones making the decisions.
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Type: multiple response question
Title: Chapter 02 – Question 02

02) Body language includes which of the following features? Please select all that apply.
Feedback: All face-to-face communication is accompanied by non-verbal communication (NVC). It is made up of posture, gesture, facial expression, relative position, and touch.  In addition, there is emphasis, pauses, non-word sounds, etc., which we refer to as prosody.

Page reference: 5-6
*a. Gesture and posture.
b. Speaking loudly to make yourself understood.
*c. Proximity and touch.
d. Coughing to attract someone’s attention.

Type: multiple response question
Title: Chapter 02 - Question 03

03) How does non-verbal communication (NVC) help you to communicate effectively? Please select all that apply.
Feedback: All of these options are potentially correct. If you are saying something you think of as wrong, your NVC can give the lie to your words. If you set out to show how powerful you are, your body NVC will tend to reinforce this. NVC is essentially about conveying feelings, so it can often show your true feelings.

Page reference:  5-6
*a. Conveying mood and emotion.
*b. Giving the ‘real’ meaning of what you say.
*c. Showing how powerful you are.
*d. Giving away your true feelings.

Type: multiple choice question
Title: Chapter 02 - Question 04

04) In non-verbal communication (NVC), what does a ‘cluster’ of behaviours mean?
*a. Several behaviours which combine to convey the same message.

Feedback: This is correct.
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b. Non-verbal behaviours which combine to confuse your listener.

Feedback: This is incorrect.  Clustering NVC behaviours is a way of reinforcing the verbal message.  The aim is to reinforce, not to confuse.
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c. A group of behaviours which are always interpreted in the same way.

Feedback: Whilst a cluster is certainly a group of behaviours, you can’t always interpret them in the same way.  You also need to take into account the context of the interaction.

Page reference: 5/6

d. Producing a sequence of NVC behaviours to make sure your listener understands your message.

Feedback: NVC behaviours are simultaneous to the spoken message.  We usually produce these clusters unconsciously, but at the same time – not in sequence.
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Type: multiple choice question
Title: Chapter 02 - Question 05

05) In non-verbal communication (NVC), what is meant by ‘congruence?
*a. Where the NVC behaviours match and reinforce the verbal message in the interaction.

Feedback: This is correct. 
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b. Non-verbal behaviours which combine to confuse your listener.

Feedback: This is incorrect.  Congruent NVC behaviours should match and reinforce the verbal message.  
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c. Behaviours which mimic those of your interlocutor.

Feedback: The congruence comes from matching your NVC to your message, not to that of the other person(s) in the interaction.
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d. Making sure your NVC remains consistent, no matter what the situation.

Feedback: All communication is, to a greater or lesser extent, determined by the context.  If you don’t adapt both your language and your NVC to changes of context, you will not be clearly understood.
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Type: multiple response question
Title: Chapter 02 - Question 06

06) Which of the following are part of ‘prosody’?  Please select all that apply.
Feedback: Prosody is made up of combinations of sound: emphasis, non-word sounds and even silence.  It also includes rhythm, pitch and stress.
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*a. Shouting.
*b. Grunting.
c. Stamping your foot.
*d. Keeping silent.

Type: multiple choice question
Title: Chapter 02 - Question 07

07) Which of the following is a correct description of the WASP approach?
a. The WASP approach is to sting your client for as much money as possible.

Feedback: This of course is not a serious answer! The WASP approach is designed to give your interview a structure. It stands for: Welcome; Acquire information; Supply information and advise; Part.

Page reference: 8 et seq.
b. The WASP approach is to get to the heart of the issues as quickly as possible.

Feedback: Incorrect. Although you want to do this in any interview, the WASP approach is designed to give your interview a structure. It stands for: Welcome; Acquire information; Supply information and advise; Part.
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*c. The WASP approach is to structure a client interview appropriately.

Feedback: Correct. WASP stands for: Welcome; Acquire information; Supply information and advise; Part.

Page reference: 8 et seq.
d. The WASP approach is to remind you to begin and end the interview properly.

Feedback: Incorrect. While this approach will help you to do this, this answer is not correct because the WASP approach is a way of structuring the whole interview, not just the beginning and end.

WASP stands for: Welcome; Acquire information; Supply information and advise; Part.
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Type: multiple choice question
Title: Chapter 02 - Question 08

08) In an interview which one of the following describes the best use of closed questions?
*a. Closed questions are used to ask for specific, unambiguous information.

Feedback: Correct. An interviewer will often use closed questions to verify information; for example, ‘Did you report it immediately?’ Only use them in situations where you are sure that the answer will give all the relevant information.
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b. Closed questions are used to check whether the interviewee is telling the truth.

Feedback: Incorrect. An interviewer will often use closed questions to verify information; for example, ‘Did you report it immediately?’ Only use them in situations where you are sure that the answer will give all the relevant information.
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c. Closed questions are used to stay in control of the interview.

Feedback: Incorrect. You may think you are in control when you do this, but what you are in fact doing is influencing your client to a particular view of the events being discussed. You control the interview by listening actively and responding to your client’s own words.
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d. Closed questions are used to indicate that it is time to move on to another part of the interview.

Feedback: Incorrect. While you may use this technique to check your understanding of your client’s words before moving on, it is better to develop a range of techniques for this.
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Type: multiple choice question
Title: Chapter 02 - Question 09

09) Which one of the sequences below is the sequence usually followed by the ‘funnelling’ process?
a. General questions (What happened?) Process and causal questions (How? Why?) Checking questions (Yes/no, multiple choice, etc.) 

Feedback: Incorrect. An experienced interviewer will sometimes vary the funnel process, but the usual order is:

General questions (What happened?) Context questions (Who? When? Where? What else?) Process and causal questions (How? Why?) Checking questions (Yes/no, multiple choice, etc.) Page reference: 11/12

b. Context questions (Who? When? Where? What else?) General questions (What happened?) Process 
and causal questions (How? Why?) Checking questions (Yes/no, multiple choice, etc.) 

Feedback: Incorrect. An experienced interviewer will sometimes vary the funnel process, but the usual order is:

· General questions (What happened?) Context questions (Who? When? Where? What else?) Process and causal questions (How? Why?) Checking questions (Yes/no, multiple choice, etc.).
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c. General questions (What happened?) Context questions (Who? When? Where? What else?) Process and causal questions (How? Why?) 

Feedback: Incorrect. An experienced interviewer will sometimes vary the funnel process, but the usual order is:

General questions (What happened?) Context questions (Who? When? Where? What else?) Process and causal questions (How? Why?) Checking questions (Yes/no, multiple choice, etc.) Page reference: 11/12

*d. General questions (What happened?) Context questions (Who? When? Where? What else?) Process and causal questions (How? Why?) Checking questions (Yes/no, multiple choice, etc.) 

Feedback: Correct. This is the best answer. The question funnel moves from general, scene-setting questions through to more detailed questions about sequence of events, who was involved, where the event took place, etc. It then moves to questions of motivation, process, importance, etc. Finally, you ask very specific, often closed or multichoice questions to check your understanding.
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Type: multiple choice question
Title: Chapter 02 - Question 10

10) Which of the following best describes active listening?
a. Listening to see if your client’s story is consistent.

Feedback: Incorrect. This may be one reason for active listening, but not the only one. When we listen actively, we are trying to create a framework of meaning that is comprehensible to us and accurately represents what the client is telling us. It is therefore a sympathetic process, not a confrontational one.

Page reference: 13-15

*b. Trying to create a framework of meaning that is comprehensible and accurately represents what the client is saying.

Feedback: Correct. This is the best answer. Active listening involves using sympathetic body language, interventions to seek clarification, techniques of mirroring, etc. Listening actively also enables the interviewer to pick up underlying meaning from visual and auditory cues.
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c. Being physically active while your client talks to help you concentrate.

Feedback: Not a serious answer! Active listening involves using sympathetic body language, interventions to seek clarification, techniques of mirroring, etc. If you do tend to move around or fidget when you are interviewing, you might like to consider the effect this may have on your client!
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d. Picking up on your client if they are not telling their story clearly.

Feedback: Incorrect. Obviously you need to understand what your client is telling you, but constant interruption will do little to help the flow of conversation and may serve to irritate the client.
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Type: multiple choice question
Title: Chapter 02 - Question 11

11) Giving the client information about service standards and costs should be done:
a. at the beginning of the interview.

Feedback: Incorrect. Although you should always tell a client what your services are and what they will be charged at the outset, information about service standards, specific fee levels, and other details can be ‘drip-fed’ as the interview progresses. Too much information at the beginning may well not be taken in. Your client will probably want to get on with telling their story. However, this is a matter of personal choice or organizational practice.
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b. at the end of the interview when you have obtained all the relevant information.

Feedback: Incorrect. You will need to give some general information about what the client will be charged for and some indication of fee levels at the outset. However, too much information before the client has an opportunity to deal with the issues they have come to discuss may well not be listened to or taken in.
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*c. at appropriate moments throughout the interview.

Feedback: Correct. This is the best answer. Although you should always tell a client what your services are and what they will be charged at the outset, information about service standards, specific fee levels, and other details can be ‘drip-fed’ as the interview progresses. Too much information at the beginning may well not be taken in. Your client will probably want to get on with telling their story. However, this is a matter of personal choice or organizational practice.
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d. in writing and separate from the interview.

Feedback: Incorrect. Although you will be required to provide your client with a written statement of likely costs, this should not replace a face to face discussion of fees, costs, etc. This will give the client the opportunity to decide whether to proceed, what level of service they require, etc.
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Type: multiple choice question
Title: Chapter 02 - Question 12

12) Establishing a good client/lawyer relationship is best done by:
a. showing that you are in control of the situation.

Feedback: Incorrect. Controlling the situation is important but you must take care not to take over the decision making from the client or impose your view of the situation.
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b. maintaining a proper professional distance from your client.

Feedback: Incorrect. Being professional is crucial, but if it means appearing aloof and superior, you are probably doing more harm than good!
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*c. listening to what your client says and communicating to them that you understand the issues from their point of view.

Feedback: Correct. This is the best answer. We would expect you as a professional to know the law, relevant procedures, etc. However, this part of the job involves developing good personal relationships with clients in order to get what’s best for them.
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d. treating all your clients as exactly the same.

Feedback: Incorrect. The danger with this approach is that it becomes formulaic. You will have a variety of clients who differ in such things as self-confidence, understanding of the law, education, etc. It’s your job to relate to each of your clients in the most appropriate way.
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Type: multiple choice question
Title: Chapter 02 - Question 13

13) After hearing your client’s account of the situation you are unclear as to what legal advice to offer. Which of the following is the best response?
a. ‘Wow, that’s got me stumped! I’ll have to talk to a colleague who knows a bit more about this sort of thing, and get back to you.’

Feedback: Incorrect. Not a great answer for two reasons. First, you should not be, nor should you even appear to be, completely at a loss. Your client is entitled to expect at least a sound summary of the legal position as you currently understand it, even if there is further work to be done. Second, it’s unclear to the client when and how you are going to be in contact with them.
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*b. ‘From what you’ve told me, I think the legal issues are . . . (set out the legal issues). However, I’ll need to get some more information . . . (set out the information you’ll be seeking) and do some more research. When I’ve done that I’ll write to you and we can arrange another meeting. You’ll be hearing from me within a week.’

Feedback: Correct. This is the best answer. It tells the client what areas of law you believe to be pertinent at this stage, but that you intend to clarify this by further research. You have set out in detail what further information you are going to be getting, and you have set a time limit within which to do these things. Your client will therefore know what to expect and when.
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c. ‘I’ve got further enquiries to make and I’ll be in touch within a week.’

Feedback: Incorrect. This is too vague and leaves the client without a clear perception of the lawyer’s understanding of the situation. ‘Be in touch’ is also vague; will it be in writing, by telephone, or what?
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d. ‘Well, this is the situation . . . (a thorough exposition of the law follows). . . . So you’ve got quite a strong case in my opinion, and should proceed. Do you want me to set the wheels in motion?’

Feedback: Incorrect. This suggests to your client that your mind is made up. Moreover, you don’t appear to have taken any account of any alternative objectives your client may have other than legal ones. Most importantly, a thorough exposition of the law may well relate the law to the client’s particular situation.
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Type: multiple choice question
Title: Chapter 02 - Question 14

14) When your client leaves they should be clear about:
*a. what you are going to do, what if anything they will need to do, and when you’ll next be in contact.

Feedback: Correct. These are the three essential things the client will need to know at the end of the interview.
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b. precisely when and where the next meeting will take place.

Feedback: Incorrect. This is useful, but without knowing what else is going to be happening in the meantime, the client is left in something of a vacuum.
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c. how good a case they have got and what your services are going to cost.

Feedback: Incorrect. If it’s possible to give the client all this information at the first interview, then by all means do so. However, anything other than a routine case is probably going to require further work on your part.
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d. what they need to do before the next meeting.

Feedback: Incorrect. This is important, but it may well be that the client does not have to do anything but wait for your communication.
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