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As a result of participating in this segment of training, learners will be able to:

Demonstrate 5 different types of communication.

2. Apply active listening

3. Demonstrate ethical and respectful interactions with people who have developmental
disabilities
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How can miscommunication occur in each
of the following communication situations? .
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Culture to Culture
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on fo Person

Phone

The individual | support

The relationship with the individual | support

Relationships within a support team

Relationships with DDA caseworkers

The relaying of necessary information from doctors

Relationships with family of individuals | support
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I’'m sorry. Things have | haven’t been paying
been crazy and I've been attention to you lately. I'm
so busy lately. sorry that I've hurt you.
I’'m sorry, but if you had told I’'m sorry. | should have
me ahead of time, | wouldn’t checked with you first. This
have rushed ahead. is really my fault.
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Turn these closed questions into
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open ended questions:
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Have you seen

their new menu?

Did you finish doing

the laundry?

Are you too tired
to go out?
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Do you like broccoli?
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Allows others to contribute more to finding solutions

Allows others to open up and talk about themselves more

Increases the level of true listening

Builds relationships by increasing understanding

Can be used to guide someone towards positive choices

Allows the listener to gather more information and understand better
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eflective Listening

Reflective listening is an listening skill used in highly

stressful or emotional conversations. By CLARIFYING and RESTATING what
the other person is saying, the listener is able to stay “PRESENT” as they seek
to genuinely understand what is being said and empathize with the emotions
the individual is experiencing. It provides the speaker with the opportunity to

safely DE-ESCALATE as they feel CARED FOR and “HEARD.”
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Reflective listening validates a person’s 0k Reflective  listening ~ communicates
perspective and/or actions. acceptance of a person’s feelings.

Trying to solve someone’s problem while 0k The primary goal of reflective listening is
they are upset can make things worse. to help them solve their problems.

It's more important that someone feels Ok It's more important that someone be
understood, than it is that they be told told that things will be okay than it is for
that things will be okay. them to feel understood.

Reflective listening elevates emotions. Ok Reflective listening builds trust.
Reflective listening can communicate Ok Reflective listening communicates logic
“tell me more.” and reason.

People solve problems better when their Ok People solve problems better when

emotions are heightened.

Improv it.

“It Sounds like....”

their emotions are not heightened.

“You seem....”

“I can imagine how that would...”

“Tell me more about that.”

’

“So | understand, what | think | hear you saying...’

“So you’re feeling...”

“So you’re saying...”
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COMMUNICATING WITH INDIVIDUALS WHO COMMUNTCATE NONVERBALLY
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Individuals who communicate primarily nonverbally, understand what is being
said and what is going on around them better than most people realize.
Responses that cue understanding are sometimes atypical, so it’s important to
learn the unique responses of each individual you support.
——ae () O———————
Individuals who communicate nonverbally often use multiple communication
methods that comprise their own personal expression. These can involve symbolic
gestures, eye pointing and gestures, signing, vocal sounds, touch, object
references and environmental cues.
——ae () O———————
With time and patience, Assistive Communication methods can be especially
helpful. These include visual picture supports, drawing, alphabet boards, word
and/or symbol cards, calendars, clocks, and technology aids. Some of these can be
easily created using flash cards, hand-held white boards, bulletin boards, note
pads and tablets.
——eay () Crs———————————
A high level of engagement and interaction is required for successful
communication to take place. Additionally, a commitment and desire to
understand is crucial. Do not give up, as doing so leads to significant frustration as
the individual is unable to get their needs and wants met.
0—_._—.
A long term history of not getting one’s needs and wants met can lead to rapid
frustration for anyone. Historically for some individuals, it was not until escalated
emotions and behaviors appeared that their needs were finally met. The more
engaged you become and the more effective you become at understanding the
unigue communication methods of the individual you support, the less likely they
will feel the need to escalate to be “heard.”
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