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GOAL 

• The goal of this training is for everyone to 
learn techniques for improving your 
personal and professional relationship 
skills. 
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OBJECTIVES 
• Understand how to respect and uphold the 

dignity of others. 

• Learn how to establish connections that 
matter. 

• Learn how to establish healthy boundaries 

• Understand how effective verbal and non-
verbal communication can enhance 
relationship building. 
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CLASSROOM GROUND RULES 
• Focus your attention on the Issue, 

Situation, Or Behavior (Respect). 

• Turn cell phones off or to vibrate 

• Avoid side bar conversations 

• Stay focused on the goal 

• Participate & have fun 
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SECTIONS 

1 - DEFINING RELATIONSHIP 
EXPECTATIONS 

 

2 - DEFINING COMMUNICATIONS 

 

3 - DEVELOPING LISTENING SKILLS 

 



Building Healthy Relationships 

 SECTION 1 –  

DEFINING RELATIONSHIP 
EXPECTATIONS 
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The Basics Of Relationship Building What 

We Will Learn… 

• Relationship building starts with you 

• Recognizing your opportunity to help 
someone in a meaningful way 

• Tips for interacting with people with 
disabilities 

• Identifying communication styles  
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Why You Are Here… 

               

NHS provides innovative solutions to 
support the unique needs of the 
individuals we serve by fostering a caring 
and responsive environment that 
promotes the highest standards of 
integrity and quality 
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Relationship Building Group Activity 

• Think About the number of “good” 
relationships you have in your life. 

• How many of those relationships take 
effort? 

• Which ones came easiest? Why? 

• With whom would you say you have your 
closest relationship? 
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And The Answers Are… 

• Possible Answers  

▫ Mother/Father/Grandmother etc 

▫ Sister/Brother/Cousin 

▫ Husband/Wife 

▫ Best Friend 

▫ Roommate 
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Relationship Building Group Activity 

• If mother and/or father are within the top five 
answers for satisfying relationships… 

 

• How many people here would love to live with 
their parent(s) again?  

 

• Why or why not? 

 



THE FIRST 7-SECONDS 

 
 

1. CLEAN & 

WELL DRESSED 

2. RELAXED 

 

 

3. KNOWLEDGABLE 

 

 4. ATTRACTIVE 
 

 5. RESPONSIVE 

 

 
6. LISTENER 

 
 7. RESPECTFULL 

 

 
8. UNDERSTANDING 

9. COURTEOUS 

 

 10. CONFIDENT 

 

 11 .PROFESSIONAL 
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Rules To Live By:  

 

   NHS employees embrace the rich tapestry of 
diversity of the people we support. 

 

 

 

   We need each employee to recognize the 
following tips on building good relationships .. .  



Tips For Interacting With People With 

Disabilities 

1. Do not make assumptions about what the 
person can or cannot do based on the person’s 
appearance or reputation. 

   Assumptions are the  
Termites of relationships 
                          The Fonz 

http://images.google.com/imgres?imgurl=http://www.gcworkforce.org/images/Person%2520with%2520disability&imgrefurl=http://www.gcworkforce.org/Disability%2520Program%2520Services&usg=__eZ-YfCw1-K6YvE3LdAyot-_HCzk=&h=976&w=1002&sz=587&hl=en&start=6&tbnid=8UYhNwmcdPysEM:&tbnh=145&tbnw=149&prev=/images%3Fq%3Ddisability%26gbv%3D2%26hl%3Den


Tips For Interacting With People With 

Disabilities 

2. Timing is everything. Take the time to: talk, 
interact, be present, and build trust over time. Don’t 
give the impression that your time with them is just 
work. 

Some challenges simply 
don’t have simple answers. 
Just being with the person 
can help. 

Depression era picture of poor lady with 3 children 

http://images.google.com/imgres?imgurl=http://willzhead.typepad.com/photos/uncategorized/300pxlangemigrantmother02.jpg&imgrefurl=http://www.lahomelessblog.org/archive/2006_08_06_archive.html&usg=__vpBIxkLTyyVeyWUyC9s5KyIxuS4=&h=389&w=299&sz=42&hl=en&start=2&tbnid=d0yLZmY3xQVeGM:&tbnh=123&tbnw=95&prev=/images%3Fq%3Dpeople%2Bstruggling%26gbv%3D2%26hl%3Den


Tips For Interacting With People With 

Disabilities 

3. Be polite. Shake hands, provide simple touch. Give 
ample praise when it is due. Consider this, how 
important is touch and praise for you? Don’t assume 
that the people we serve don’t want the same things 
we want.  

http://images.google.com/imgres?imgurl=http://store.specworks.com/ConfigFiles/images/Products/2_15654_16288_Helping-Others.gif&imgrefurl=http://store.specworks.com/nmc/default.asp%3Fpagename%3Dproducts%26productID%3D15654&usg=__S4jdOALIizbWQ4J6kf8gzjuqqqA=&h=235&w=244&sz=38&hl=en&start=138&tbnid=oPbaLip0-zqqlM:&tbnh=106&tbnw=110&prev=/images%3Fq%3Dhelping%2Bothers%26gbv%3D2%26ndsp%3D20%26hl%3Den%26sa%3DN%26start%3D120


Tips For Interacting With People With 

Disabilities 

4. Share with the person. Give of yourself. Contribute 
to common experiences, thoughts and tell stories 
that are relevant to the person’s interests and needs.  

http://images.google.com/imgres?imgurl=http://farm1.static.flickr.com/67/227241974_f988dc934b.jpg&imgrefurl=http://www.guardian.co.uk/media/pda/2008/dec/19/p2p-digitalmusic&usg=__RpaPjPhv7ulejyNUxLhJ0-TINf0=&h=375&w=500&sz=132&hl=en&start=336&tbnid=k_FW3fU1TA99FM:&tbnh=98&tbnw=130&prev=/images%3Fq%3Dsharing%26gbv%3D2%26ndsp%3D20%26hl%3Den%26sa%3DN%26start%3D320


Tips for interacting with people with 

disabilities 

5. Offer assistance to the person, but wait until 
your offer is accepted before you help. 

When You Do For 
Someone, They  
Tend To Let You. 

http://images.google.com/imgres?imgurl=http://www.patricialin.com/images/confused.bmp&imgrefurl=http://www.sodahead.com/user/profile/398471/kait/&usg=__9XgzGVrU7SZ9HP7vvf9HkY4oIMM=&h=550&w=455&sz=735&hl=en&start=56&tbnid=_AuHekgKUNZirM:&tbnh=133&tbnw=110&prev=/images%3Fq%3Ddon%2527t%2Bunderstand%26gbv%3D2%26ndsp%3D20%26hl%3Den%26sa%3DN%26start%3D40


Tips For Interacting With People With 

Disabilities 

6a. It’s okay to feel nervous or uncomfortable around 
people with disabilities for the first time.  Remember 
we are all more alike then different. 

 Its okay to admit it too.  

 It’s human nature to feel that way at first. When you 
encounter these situation think “person” first instead 
of disability; eventually you will relax.  Find a 
commonality!. 

http://images.google.com/imgres?imgurl=http://ideaseller.typepad.com/photos/uncategorized/nervous.gif&imgrefurl=http://www.thefattytalks.com/category/rants-and-raves/&usg=__5dviE_FQq6U0iLy9cK9J__16EGM=&h=444&w=490&sz=10&hl=en&start=2&tbnid=TB_qul_UDXj1CM:&tbnh=118&tbnw=130&prev=/images%3Fq%3Dnervous%26gbv%3D2%26hl%3Den


Tips For Interacting With People With 

Disabilities 

6b. Don’t take the consumer’s behavior(s) personally. 
Try to understand them and get to the real issue. When 
you learn more about the person, you will find it easier 
to help him or her. 



Tips For Interacting With People With 

Disabilities 

7. When meeting a person who is visually impaired, 
always identify yourself and others who may be with 
you. When conversing in a group, remember to 
identify the person to whom you are talking.  If a 
person has a processing problem speak at a pace they 
will be able to comprehend and give time  to react. 

http://images.google.com/imgres?imgurl=http://api.ning.com/files/9J8vum0T3g*lbT*XKSgMPmNAf6vsKBnahsaKv57EtoM_/1introductions.jpg&imgrefurl=http://onlineenglishteacher.ning.com/&usg=__h3uY65xF6zLvJXcSLPMIfq1CjMw=&h=659&w=700&sz=59&hl=en&start=1&tbnid=j-TGzHjflFWkoM:&tbnh=132&tbnw=140&prev=/images%3Fq%3Dintroductions%26gbv%3D2%26hl%3Den


Tips For Interacting With People With 

Disabilities 

8. Treat adults as adults.  

  Use people’s first names only when you are 
 allowed to do so by the individual.  No 
 nicknames unless the person wants to be 
 called by another name. 

http://images.google.com/imgres?imgurl=http://www.projectdignity.org/PROJECT%2520DIGNITY%2520LOGO.jpg&imgrefurl=http://www.projectdignity.org/&usg=__bpqjJg_cX2MvXEN9tAWRZfQG7lU=&h=368&w=480&sz=17&hl=en&start=8&tbnid=XBFVkJBGLnO2tM:&tbnh=99&tbnw=129&prev=/images%3Fq%3Ddignity%26gbv%3D2%26hl%3Den


Tips For Interacting With People With 

Disabilities 

9. Don’t make the mistake and devalue a person. 
Wheelchairs are adaptive equipment - they do not 
signify incapacity. 

http://images.google.com/imgres?imgurl=http://www.deskpicture.com/DPs/Miscellaneous/ThreeStooges.jpg&imgrefurl=http://www.deskpicture.com/DPs/Miscellaneous/ThreeStooges_1.html&usg=__MOZfCk4nOtm0VXHzjdR35AQe2FY=&h=768&w=1024&sz=108&hl=en&start=6&tbnid=cqttiTN3ruCDtM:&tbnh=113&tbnw=150&prev=/images%3Fq%3Dthe%2Bthree%2Bstooges%26gbv%3D2%26hl%3Den


Tips For Interacting With People With 

Disabilities 

10. How would you like it if someone leaned on you? 
Don’t invade personal space.  Watch your body 
language.  Actions often speak louder than words 
(although words are important) 

I hate close 
talkers 

Don’t smother each other. No one can grow in the shade. Leo Buscaglia 

http://images.google.com/imgres?imgurl=http://www.siyumhaseinfeld.com/images/chars/aaron.jpg&imgrefurl=http://www.siyumhaseinfeld.com/chars/dates/aaron.html&usg=__HE0u4KrxQv6qWyf41j1bQ0pY4k0=&h=233&w=320&sz=13&hl=en&start=2&tbnid=Bym3dkMaOALKRM:&tbnh=86&tbnw=118&prev=/images%3Fq%3Dclose%2Btalkers%26gbv%3D2%26hl%3Den%26sa%3DG


Tips For Interacting With People With 

Disabilities 

11. When speaking with a person in a wheelchair, in 
bed or on crutches, place yourself at eye level in front 
of the person to ease conversation. 

http://images.google.com/imgres?imgurl=http://nursingshow.com/blog/wp-content/uploads/2008/01/caring-for-husband.jpg&imgrefurl=http://nursingshow.com/blog/2008/01/&usg=__5CQrDuzqtVZ_agVnI2xTYZQ_-u8=&h=565&w=849&sz=661&hl=en&start=65&tbnid=TM83Vca_zAVwIM:&tbnh=96&tbnw=145&prev=/images%3Fq%3Dcaring%26gbv%3D2%26ndsp%3D20%26hl%3Den%26sa%3DN%26start%3D60


Tips For Interacting With People With 

Disabilities 

12. Its often okay to politely tap a hearing impaired person on 
the shoulder or wave your hand to get their attention.  

  

 Look at the person and speak clearly.  

  

  

    

   If the person reads lips. Talk in a lighted area and don’t block 
you face with food or other things. 

http://images.google.com/imgres?imgurl=http://www.fantasticfiction.co.uk/images/n54/n271640.jpg&imgrefurl=http://www.fantasticfiction.co.uk/b/teri-brown/read-my-lips.htm&usg=__quFSygMkeisdG3InaoOm59ebV7M=&h=474&w=316&sz=21&hl=en&start=78&tbnid=rTQxL3GsGZL1JM:&tbnh=129&tbnw=86&prev=/images%3Fq%3Dread%2Bmy%2Blips%26gbv%3D2%26ndsp%3D20%26hl%3Den%26sa%3DN%26start%3D60


Tips For Interacting With People With 

Disabilities 

13. Patience! Rome and relationships have one thing in 
common; neither was built in a day. Take your time and 
let them and you grow on each other.  

 

 

 

 

 

http://images.google.com/imgres?imgurl=http://www.achildsheart.org/images/Growing-Together.gif&imgrefurl=http://www.achildsheart.org/programs_01.html&usg=__OHfRVtpBfbFLU0Fzckz7Y9eYKzM=&h=420&w=560&sz=43&hl=en&start=2&tbnid=0TGt_dDmMb2clM:&tbnh=100&tbnw=133&prev=/images%3Fq%3Dgrowing%2Btogether%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://pics.picsoftrees.com/pics/pic_12300874379236.jpg&imgrefurl=http://picsoftrees.com/tree-79-Trees-growing-together&usg=__DGrWQkPrs00BTXBRWoc5Ts_bNDU=&h=458&w=640&sz=94&hl=en&start=45&tbnid=hevGeIwBwBAOgM:&tbnh=98&tbnw=137&prev=/images%3Fq%3Dgrowing%2Btogether%26gbv%3D2%26ndsp%3D20%26hl%3Den%26sa%3DN%26start%3D40
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Tips For Interacting With People With 

Disabilities 

14. Be honest and sincere. Don’t ACT as if you’re 
best friends - people can tell the genuine 
behavior… 

“You’re not my friend Dr. 
Lucy! You actually get 
paid to be my friend.”  

http://images.google.com/imgres?imgurl=http://static.flickr.com/55/149796316_88586ad851.jpg&imgrefurl=http://angrydr.blogspot.com/2006_06_01_archive.html&usg=__reURd7G2JsqzoqO0GJvS1HEKYlE=&h=500&w=401&sz=123&hl=en&start=19&tbnid=pnMadKgqkhmHNM:&tbnh=130&tbnw=104&prev=/images%3Fq%3Dangry%2Bpatience%26gbv%3D2%26hl%3Den
http://images.google.com/imgres?imgurl=http://i3.photobucket.com/albums/y55/silverbeam/CSM%2520Blog/LucyFootball.jpg&imgrefurl=http://integral-options.blogspot.com/2007/10/being-picked-last-for-team-hurts-self.html&usg=__Rj8vX-KDz61u9xyw1Q_YouQFKOQ=&h=480&w=640&sz=34&hl=en&start=19&tbnid=kdqPPiB1Hngh6M:&tbnh=103&tbnw=137&prev=/images%3Fq%3Dthe%2Bpeanuts%2Band%2Blucy%26gbv%3D2%26hl%3Den
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Tips For Interacting With People With 

Disabilities 

15. Listen to the person with your body, mind and 
spirit.  

http://images.google.com/imgres?imgurl=http://static.flickr.com/117/250764967_f6a45eb1c5.jpg&imgrefurl=http://integral-options.blogspot.com/2008/03/tips-for-effective-listening-skills.html&usg=__NGBRGNIKcD3GlrdPSy5IBQcE570=&h=375&w=500&sz=104&hl=en&start=19&tbnid=N1SIdySSOBiiqM:&tbnh=98&tbnw=130&prev=/images%3Fq%3Dlistening%26gbv%3D2%26hl%3Den


Confidential - NHS Human Services - Not for Reproduction 

Group Question 
What should you do if you don’t relate to 

the consumer? Or the consumer does  

not relate to you? 
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You don’t have to like everyone but, you must 
be… 

 

 
 
 

AT ALL TIMES 
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Relationship Building Review 

Creating A Supportive 

Environment 

• Don’t make assumptions about people 
• Use appropriate touch when accepted 
• Encourage honest communication 
• Listen with your mind and body 
• Be present give, attention and praise 
• Build trust over time 
• Ignore inappropriateness to get to the core of the 

problem 
• Time is your ally…  

http://images.google.com/imgres?imgurl=http://www.missouriskies.org/rainbow/rainbow_elam_1.jpg&imgrefurl=http://www.missouriskies.org/rainbow/february_rainbow_2006.html&usg=__PJW0DzVxdyeSXsZWsIJxCpMLwV8=&h=565&w=850&sz=179&hl=en&start=6&tbnid=UfS-oXV9xs1d5M:&tbnh=96&tbnw=145&prev=/images%3Fq%3Drainbow%26gbv%3D2%26hl%3Den%26safe%3Dactive


 

 

 

 

 

 Building Healthy Relationships  

 SECTION 2 –  

DEFINING COMMUNICATIONS 
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Group Activity 

• List some common issues that can hamper 
communication. 

http://images.google.com/imgres?imgurl=http://api.ning.com/files/e6*yrt9jEt5gaN3Bd8PV4S0TqFgjnYKZcbD6RLGm3SUb4c8z*QglHFgRm5W0TO-oXyrlOT2zIUlpuzRyTbzL2-OXk9C8q87i/question.jpg&imgrefurl=http://www.nanopaprika.eu/xn/detail/u_kispaszti&usg=__anOmV9lyxqC4ibEDzfjXcOGpjJs=&h=940&w=948&sz=55&hl=en&start=5&tbnid=kLnl7xQasAPQTM:&tbnh=147&tbnw=148&prev=/images%3Fq%3Dquestion%26gbv%3D2%26ndsp%3D20%26hl%3Den%26sa%3DN
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What Is Effective Communication  

According to the 2008 American Heritage 
Dictionary:  

 

“Effective Communication is the art and technique 
of using words effectively to impart information 
or ideas.”  
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Effective Communications 

What we will discuss: 

 

• Understanding communication 

• Verbal and non-verbal communication 

• Communication barriers 

• Active listening 

• Tips to help people to understand 
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Group Question: 

• What’s the biggest complaint women have about 
men and visa versa?  
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Possible Answers 

• Men – DON’T LISTEN 

• Women – TALK TOO MUCH 

http://images.google.com/imgres?imgurl=http://www.rellisiegel.com/blog/uploaded_images/listen-782304.jpg&imgrefurl=http://www.rellisiegel.com/blog/2007/12/do-you-really-listen.html&usg=__rVnhgSUil85fRn-rTEj-HL5whAo=&h=272&w=280&sz=16&hl=en&start=10&tbnid=kkDZQdtgtuEngM:&tbnh=111&tbnw=114&prev=/images%3Fq%3Dmen%2Bnot%2Blistening%26gbv%3D2%26hl%3Den%26safe%3Dactive
http://images.google.com/imgres?imgurl=http://www.dreamstime.com/man-covering-his-ears-thumb5728134.jpg&imgrefurl=http://www.dreamstime.com/man-covering-his-ears-image5728134&usg=__cxF34XyrwkXkRKYzWrmYyKsRrxQ=&h=350&w=234&sz=55&hl=en&start=14&tbnid=X2-IE01xgt4Z0M:&tbnh=120&tbnw=80&prev=/images%3Fq%3Dmen%2Bcovering%2Bears%26gbv%3D2%26hl%3Den%26safe%3Dactive


There Are Five Critical Elements For 

Effective Communications 

1) The Speaker 

2) The Language  

3) The Feedback 
 

4) The Listener  

5) The Environment 

 

1) launches the idea 

2) should be clear & concise 

3) should show 
understanding 

4) interprets the info 

5) should be free from 
distractions 
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SENDER 

Our Communication Model 

MESSAGE 

(MEDIUM) 
RECEIVER 

FEEDBACK 

FEEDBACK 



Confidential - NHS Human Services - Not for Reproduction 

Barriers To Effective Communication 

• INABILITY TO RECEIVE THE 
MESSAGE 

• FAILURE TO UNDERSTAND THE 
MESSAGE 

• WORD SELECTION 
• DIFFERENT PERCEPTIONS 
• DISTRACTIONS 
• PREOCCUPATION  
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Barriers To Effective 

Communication 

• DISINTEREST 

• POOR TIMING 

• ANGER 

• FUNCTIONING LEVEL 

• COMPETING MESSAGES 

• CULTURAL DIFFERENCES 

• EMOTIONAL MIND READING 

• NON-VERBAL – VERBAL CONFLICTS 

• THREATS AND ULTIMATUMS 



Experts say that communication is composed 

of different methods: words, voice, and tone 

and non-verbal cues.  Of these, some are more 

effective in delivering a message than others.  

According to research, in a conversation or 

verbal exchange:  

  

 

  

 

Elements Of Communication 

WHAT YOU SAY IS  __ __% EFFECTIVE 

HOW YOU SAY IT IS  _% EFFECTIVE 

NON-VERBAL CUES ARE  % EFFECTIVE 

7 

38 

 55 

Source:  Anthony Robbins’ “Sales Mastery Course " 



Verbal Elements Of 

Communication 

• Attitude 

• Voice Quality 

• Pitch 

• Tone 

• Clarity 

• Sincerity 

• Enthusiasm 

• Sensitivity 

• Confidence 

• Friendliness 

• Excitement 

• Energy 



Non-verbal Elements Of 

Communication 

• Attitude 

• Eye contact 
▫ Staring 

▫ Wandering 

• Facial 
expressions 

• Body language 
▫ Arms crossed 

▫ Fidgeting 

▫ Slouched 

▫ Relaxed 

▫ Tense 



DOMINANCE, 

POWER 

SUBMISSION, 

NERVOUSNESS 
  

 
DISAGREEMENT, 

ANGER, SKEPTICISM 

BOREDOM, LACK OF 

INTEREST 

Feet on desk 

 
Fidgeting 

 
  

 
Red skin 

 
Avoiding eye contact 

 Piercing eye contact 

 
Minimum eye contact 

 
  

 
Finger pointing 

 
Playing with objects on 

desk 

 
Hands behind head or on 

hips 

 

Hands to face, hair, etc. 

 
  

 
Squinting eyes 

 
Staring blankly 

 Palm-down handshake 

 
Palm-up handshake 

 
  

 
Frowning 

 
Drumming on table 

 Steepling” of the fingers 

 
Throat clearing 

 
  

 
Turning away 

 
Picking at clothes 

 Standing while other is 

seated 

 

  

 
  

 
Crossing arms or legs 

 
Looking at watch, door, 

etc 

  UNCERTAINTY, 

INDECISION 

 SUSPICION, 

DISHONESTY 
  

 
  

EVALUATION 

CONFIDENCE, 

COOPERATION, 

HONESTY 

Cleaning glasses 

 
Touching nose while 

speaking 

 

  

 
Nodding 

 
Leaning forward 

 Looking puzzled 

 
Covering mouth 

 
  

 
Squinting 

 
Opening arms and palms 

 Putting fingers to mouth 

 
Avoiding eye contact 

 
  

 
Putting index finger to lips 

 
Maintaining great eye 

contact 

 Biting lip 

 
Moving away 

 
  

 
Tilting head slightly 

 
Keeping feet flat on floor 

 Pacing back and forth 

 
Crossing arms or legs 

 
  

 
Stroking chin 

 
Smiling 

 Tilting head 

 
  

 
  

 
  

 
Moving with 

counterpart’s rhythm 

 

Interpreting Body Language 

www.everyonenegotiates.com 



Other Elements To Consider 

• Appearance, dress 
& clothing 

• Purpose 

• Setting 

• Time of day 

• Location 

• Visual aids 

• Use of silence 

• Self-confidence 

• Rhythm and pacing 

• Establishing a 
rapport 

• Agenda 

• Honesty 

• Know your 
audience 
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Group Activity 

Understanding and Supporting Emotions 



Communication Require The Speaker 

To… 

• Be assertive 

• Listen to what is being said 

• Proper use of body language 

• Conflict management and resolution 

What’s wrong in these pictures?  
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Ten Ways To Improve Communication 

• Be sincerely interested in what the 
sender has to say 

• Judge content, not delivery 
• Be patient- hold your fire 
• Listen for the real message 
• Be flexible 
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Ten Sure-fire Ways To Improve 

Communication 

• Work at being a good listener 

• Resist distractions 

• Exercise your mind never let it 
wander 

• Keep an open mind 

• Capitalize on your thinking speed, 
experience and intuition 



 

 

Building Healthy Relationships 

 SECTION 3 –  

DEVELOPING LISTENING 
SKILLS 

 



Whajasay? 
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Some Interesting Statistics 

• 85% of what we know we have learned by listening. 
(Shorpe)  

• Amount of the time we are distracted, preoccupied or 

forgetful? 75% (Hunsaker)  

• We usually recall 50% of what was said immediately 

after we listen to someone speak? (Robinson)  

• We spend 45% of our time listening? (Robinson)  

• We remember 20% of what we hear? (Shorpe)  

• Amount of us who have had formal educational 

experience with listening? less than 2% (Gregg)  
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And Other Numbers  

• We listen at 125-250 words per minute, but think at 

1000-3000 words per minute. (HighGain, Inc.)  

• Number of business studies that indicate that 

listening is a top skill needed for success in 

business? more than 35 (HighGain, Inc.)  

 

http://images.google.com/imgres?imgurl=http://www.neural-pathways.com/images/jobIcon5.jpg&imgrefurl=http://www.neural-pathways.com/speech.html&usg=__bwb3damI5XRkSeduIXojLvq7Cx8=&h=151&w=150&sz=7&hl=en&start=30&tbnid=PRSW-cA5pjHM5M:&tbnh=96&tbnw=95&prev=/images%3Fq%3Dreceiving%2Bcommunication%26gbv%3D2%26ndsp%3D20%26hl%3Den%26safe%3Dactive%26sa%3DN%26start%3D20
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Effective Listening 

The process of receiving, 
constructing meaning from, and 

responding to spoken and/or 
nonverbal messages.  

(www.listen.org) 

http://images.google.com/imgres?imgurl=http://www.allanboress.com/products/Listening.gif&imgrefurl=http://www.allanboress.com/products/index.htm&usg=__IbbBISqPK5hu3BrKsM_WBOODb2A=&h=501&w=405&sz=45&hl=en&start=7&tbnid=Eeg7WiZl7GLhtM:&tbnh=130&tbnw=105&prev=/images%3Fq%3Dlistening%26gbv%3D2%26hl%3Den%26safe%3Dactive


10 Ways To Improve Your Listening Skills 

• Don’t prejudge 

• Be attentive 

• Maintain eye 
contact 

• Maintain good 
body posture 

• Paraphrase from 
time to time 

• Ask questions 

• Don’t interrupt 

• Take notes (ask 
first) 

• Use positive verbal 
and non-verbal 
cues 

• Give feedback 
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Active Listening 
1) Let the PERSON take the lead 

2) Listen 

3) Lean forward  

4) Establish eye contact 

5) Repeat important phases with the proper 
emotions 

6) Summarize what was said and ask 
questions accordingly 
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Active Listening Techniques 

63 

Non-Verbal Interest 

Silence 

Facial Expression 

Eye Contact 

Nods 

 

Questions 

Closed 

Open 

Why 

 

Minimal Encouragement 

“Uh-huh” 

“Go on” 

“I see” 

Reflective Responses 

“It seems that you’re really 

angry with your staff.” 

“I am hearing you say that 

you are worried about this 

change.” 

“From what you’re saying, it 

appears that you felt 

embarrassed when…” 

 

Door Openers 

“Would you like to talk?” 

“I’d like to hear more about that.” 

“Help me understand…” 

Summarization 

“Here is what I hear you saying…” “Let 

me see if I have this right…” 

“Tell me if I’m getting all this…” 



Final Tips For Interacting With People 

With Disabilities 

When speaking with a person with a 

disability, talk directly to that person, not 

through his/her staff.  

 
Use communications 

familiar to the person 

 

Choose the right time  

and place 

 

Be respectful  

http://images.google.com/imgres?imgurl=http://4insurancesolutions.net/images/disability.png&imgrefurl=http://4insurancesolutions.net/disability.html&usg=__tdqP82UWmQ5g7I5qgtwkgodMKVo=&h=295&w=447&sz=235&hl=en&start=16&tbnid=4CTx8UvW71a0VM:&tbnh=84&tbnw=127&prev=/images%3Fq%3Ddisability%26gbv%3D2%26hl%3Den


Final Tip for interacting with people 

with disabilities 

If the person has a speech impairment take 

the time to ask him/her to repeat rather than  

pretend you understand. The former is  

respectful and leads to effective conversation  

that says you want to listen. The latter is  

belittling and leads to misunderstandings and  

mistrust. 



Confidential - NHS Human Services - Not for Reproduction 

Summary: What We Have Discussed 

• Relationship Building  

 

• Establishing Connections That Matter 

 

• Understanding Verbal And Non-verbal 
Communication. 

 

• Active Listening                        

 



 

THANK 

YOU 

 


