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Effective Communication

VERBAL:
« A calm tone

« Simple questions and

responses that encourage
the participant to answer

and tell their story

« Acknowledgements

(e.g. “Yes, go on”,
“mmmm”)

« Summarizing and

repeating back what
the participant has said

« Reflecting on content,

feeling, and meaning.

Tone

How questions
are phrased

Acknowledging
what is being said

This includes both verbal and non-verbal communication to
help ensure the individual is feelingheard and safe in the space,
even as difficult as what they are saying may be to hear.
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Body language

Eye contact

Facial
expressions

Paraphrasing/reflecting
back what is being said

—l

PR m—y

SOLER
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« Nodding
- Making eye contact
« Mirroring the

participant’s posture

« Mirroring the

participant’s facial
expressions

« Mirroring the intensity

of the participant’s
feelings

« Body language:
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Anxiety
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Substance Abuse
Eating Disorders

Concentration

TRAUMA

Numbing Feeling Unreal
or out of Body

Loss of
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Self-destructive

Irritability Behavior

Loss of Sense

Depression of “Who | Am”

“Trauma survivors have symptoms instead of memories.”

Harvey, 1990
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containment and ANXIETY GROUNDING TECHNIQUE

Grounding Focus on your breathing, then identify
5 4

When a person finds themselves things things

overwhelmed with emotions or unable to y";’e‘ga” Y%Jug%n

stop thinking about or imagining something
that happened. The ‘grounding’ technique

can be used to feel less overwhelmed. 3 2 1
things things thing
) o you can you can you can
Grounding works by bringing the person’s hear smell taste

attention away from their inner thoughts and
back to the present (and the external world.)
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Exploring optons
New plan in place

Avoidance Moving on

Confusion
Elation
Shock

Fear Frustration

Irritation
Anxiety

Overwhelmed
Helplessness
Hostility
Flight

Struggling to find meaning
Reaching out to others
Telling one’s story

INFORMATION AND EMOTIONAL GUIDANCE AND
COMMUNICATION SUPPORT DIRECTION
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