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1. Reflective listening goals: 

 to facilitate communication 

 to foster relationships 

 to validate the person’s experience 

  to help the person clarify his or her feelings and his or her real concerns so that you both 
understand that person’s true needs 
 

2. When to use reflective listening skills: 

 when a person has a problem he or she needs to solve 

 when a person is experiencing strong feelings or concerns 

 when a person has a problem with another person’s behavior 

 when two or more people are in conflict 
 

3. Basic skills: 

 non-verbal congruency (appropriate body language): eye contact, face and body attentive 
stance 

 use opening type statements that encourage communication 

 reflect your understanding of what the other person is saying and your perception of its 
meaning; ask for confirmation 

 reflect the feelings you are hearing or sensing in a non-judgemental way 

 use open-ended, tentative statements 

 use ‘open’ type questions rather than ‘closed’ questions 

 restate or clarify the other person’s experience of events when appropriate 

 make tentative summary of the information shared 

 use attentive silence 
 

4. Avoid responses that then to block communication – The “Dirty Dozen” 

 order, command, direct 

 threat, warn 

 preach, moralize 

 advise, solve 

 lecture, logic 

 agree, praise 

 judge, criticize, blame, label 

 sympathize, reassure 

 analyse, diagnose 

 probe, question 

 humor, sarcasm 

 distract, take subject away 
 

5. How to give feedback when you have strong feelings or it’s your issue/problem etc. 

 describe the behavior (event, situation, action) that is a problem for you 

 describe its impact of tangible effect on your life 

 describe how it makes you feel 
This process of feedback accomplishes the following: 

 lets you share your feelings 

 lets you tell another person in a non-judgemental way his or her effect on you 

 helps you distinguish who has the problem 
 
 
Once people have had the opportunity to express their feelings and feel they have been heard, they can 
then move toward problem-solving.  These skills can be used in any situation where the relationship is 
important to both people or to one of the two people.  These are essential skills in any client/caregiver 
relationship.   


