
Tips for good 
communication



Active listening

Eye contact, nodding, saying ‘go on’ ‘mmm’, creating rapport, using 
pauses, being/looking interested, being genuine, having time, room 
set up, chairs, posture, clothes.

Nonverbal components of listening

Eye contact, posture, gestures, facial expressions, use of voice (tone, 
timing, emphasis on certain words, vocalisations other than words).

Open and closed questions

Open questions (e.g. how are you feeling?) – are broad and require 
more than a one or two word answer. They often begin with: what, 
why, when, how, where, who?
Closed questions (e.g. are you feeling ill?) – limit the possible 
answers to ‘yes’, ‘no’ or a one word answer.

Reflective skills

• reflection – saying back to someone all or part of what they 
 have just said - may help them to carry on and expand.

• paraphrasing – rephrasing in your own words what someone 
 has just said - may verify your understanding and help them 
 to carry on or expand further.

• silence – allow people time to think about what they have said 
 and allow you time to plan the next stage.

• summarising – never be afraid to summarise both during, 
 and at the end of, an interaction. Summarising allows checking 
 & reviewing, keeps people ‘on track’ if they are wandering off 
 subject, lets someone know you have been listening, helps to 
 close an interaction.

Building rapport

This involves seeing the person as a whole person -  ‘connecting’ 
with the person you are talking to.

• Try to make the person feel at ease by getting the setting 
 right – e.g. if you are in their home ask which chair they would 
 like you to sit in; appropriate positioning of chairs (at a 
 comfortable angle); quiet and private environment.

• Try to be at the same eye level as the person.

• Introduce yourself – full name and role.

• Consider role of non-verbal parts of introductions – 
 eye contact, smiling, shaking hands when appropriate. 

• Give time and attention to the person.

• Notice the person’s method of self-expression (minimal cues, 
 e.g. what’s said and what’s not said, pace and tone of voice, 
 posture, eye contact).

• It is sometimes helpful to try to match some of the minimal 
 cues, without being patronising.

• Avoid inappropriate use of jargon and aim to match your 
 vocabulary to that of the person. Avoid talking down to 
 the person.


