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 ALTER THE ENVIRONMENT 
  REDUCE D ISTRACT IONS –  TURN OFF  THE  RAD IO OR T .V .  

 GAIN ATTENT ION –  FACE  THE  PERSON AND MAKE EYE  CONTACT  

 REMOVE T IME  PRESSURE  

 ENSURE HEAR ING A IDS  AND/OR GLASSES  ARE  IN /ON AND FUNCTION ING  

 BE  FLEX IBLE  AND ADAPT YOUR STRATEG IES  TO  REFLECT  EACH RES IDENTS ’  NEEDS  
 

 VERBAL COMMUNICATION 
  IDENT IFY  YOURSELF  

 SPEAK SLOWLY AND CLEARLY –  US ING SHORT AND S IMPLE  SENTENCES  

 S IMPL IFY  –  USE  CLOSED-ENDED QUEST IONS WHICH  ARE  FOCUSED   

 SHOW AND TALK  –  USE  ACT IONS AS  WELL  AS  WORDS  

 ENCOURAGE EXCHANGE –  MAKE COMMUNICATION A TWO-WAY PROCESS  
 

 NON-VERBAL COMMUNICATION  
  OBSERVE AND USE  FACIAL  EXPRESS IONS –  RES IDENTS  P ICK  UP  ON EMOTIONS 

 REASSURE  –  SM ILE  AND SHOW INTEREST  

 USE  CUES  –  WRITTEN WORDS  OR P ICTURES  

 ENSURE WHAT YOU’RE  COMMUNICAT ING NONVERBALLY  MATCHES  WORDS BE ING SA ID  

 S IMPLE  EXPRESS IONS SPEAK  VOLUMES  –  HUG,  SMILE  
 

 REDIRECTION 
  DIVERT  THE  RES IDENTS ’  ATTENT ION AWAY FROM SOMETH ING STRESSFUL  

 SH IFT  THE  FOCUS  TO ANOTHER TOP IC  OR ACT IV ITY  THAT IS  MORE  PLEASANT  

 BE  CREAT IVE  TO WHAT DOES/DOESN’T  WORK 

 GET TO KNOW YOUR RES IDENT –  THE IR  HOBB IES ,  INTERESTS ,  L IKES ,  D ISL IKES ,  FEARS  

 SHARE SUCCESSES  WITH  CO-WORKERS  
 

 VALIDATION 
  SUPPORT THE  RES IDENTS ’  F EEL INGS  AND THOUGHTS  

 ACCEPT  THE  VALUES /BEL IEFS  OF  THE  RES IDENT –  DON’T  ARGUE OR D ISAGREE  

 AVOID  TRYING TO “REORIENT”  THE  RES IDENT  

 ASK SPEC IF IC  QUEST IONS ABOUT HOW CERTAIN S ITUAT IONS MAKE THEM FEEL  

 SHOW SUPPORT 
 

 

 

 

 


