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A Attention giving; active listening, 
non-critical acceptance

Active listening helps to ensure that 
everything that a person is trying to say is 
fully received and understood by the listener. 
This includes attempting to understand 
not just what the person is saying with 
their chosen words, but what some of their 
underlying thoughts and feelings are, that 
may be conveyed as much by what they do 
not say and by their body language as the 
words they use. 

It includes:
 listening with undivided attention
 helping the other person (and yourself) to 

feel relaxed
 acknowledging the other person’s feelings
 watching for non-verbal clues (for example 

body language) to help you understand 
how the other person is feeling

 appropriate use of your body language
 resisting the temptation to interrupt
 accepting pauses and silences that are 

a little longer than usual in everyday 
conversation; avoiding asking lots of 
questions to break the silence

 paying careful attention to what is said to 
avoid misunderstanding

 avoiding jumping to conclusions or relying 
on stereotypes

 reflecting back key points of what has 
been said to confirm you have understood 
what has been communicated. 

B Using different kinds of 
questions

Being able to use questions effectively is a 
helpful skill in communication. 

Open: can be used to gain a more in depth 
understanding – they encourage the person 
to talk… For example: How do you feel 
about…? How are you feeling? What did 
you think about …?

Closed: are useful to obtain specific pieces 
of information.
For example: Did X mention he had spent 
time with Mrs Smith last week?
But be particularly careful about asking 
questions which produce a “yes” or a 
“no”. These often fail to elicit sufficient 
or useful information and may miss the 
essence of what the other person is trying 
to communicate. Closed questions used 
inappropriately can result in unhelpful 
answers and ‘closing off’ possibilities for 
gaining a fuller picture. For example: Are you 
feeling OK now?

Probing: used to obtain more depth and 
detail. For example: Perhaps you could say 
more about your concerns about how H’s 
behaviour has changed?
Be careful to avoid your questioning 
sounding like an interrogation.

C Paraphrasing; reflecting back, 
summarising and checking

Good listeners need to be able to:
Receive messages about thoughts and 
feelings:
 understand the person’s verbal, vocal and 

body messages
 tune into the flow of their own emotional 

reactions
 take into account the context of the 

person’s messages
 sense the surface and underlying 

meaning of people’s messages.

Listening well to concerns: skills
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Send messages about thoughts and 
feelings:
 responding in a way that picks up 

people’s feeling words and phrases
 using expressive rather than wooden 

language 
 reword thoughts and feelings 

appropriately in ways that help reflect the 
emotion conveyed and check the accuracy 
of your understanding.

You can listen for ‘feeling’ words and pick 
up voice and body messages. 

Reflect feelings 
 ‘decode’ the overall message 
 formulate an emotionally expressive 

response that communicates back the 
essence of the person’s feelings

 don’t interpret or offer an explanation.

For example:
Beth: “I’m not sleeping well because it 
keeps popping into my mind that something 
isn’t quite right between Mrs J and her 
daughter.”
Listener: “Your concerns about Mrs J and 
her daughter are really worrying you.” 


