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Sanford Center for Aging

Mission Statement

To develop innovative ideas, 

educational and research opportunities, 

and community partnerships that add 

life to years.
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Communication
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1) Develop and refine communication 
skills in order to improve interactions 
with seniors/caregivers 

2) Learn how to adapt your 
communication style to meet the 
unique needs of older adults / 
caregivers 

3) Learn various communication 
techniques

4) Learn senior specific challenges

Learning Objectives
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Good Communication

ÅAccurate screening & assessment 
process

ÅClient rapport

ÅTrust

ɀClient confidence

ɀBest interest at heart
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Types of Communication

üListening

üQuestioning

üBody Language

üPhysical & 
Language Cues



University of  

Nevada 

Cooperative 

Extension

NVCC is 

made possible

by a grant 

from the State 

of  Nevada 

Division of  

Aging Services

ɆActive
īGood eye contact
īSit facing the client
īRefrain from interrupting

ɆAnalytical
īAssessment of ideas expressed
īAllows for interpretation and 

clarification

ɆSilence
īForm of non-verbal active listening
īCan convey interest in what is being 

said

Listening
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Questioning/Other Essentials

ɆQuestioning
īMethod for gaining ÁÄÄȭÌinfo
īInvolves
īWho, What, When, How

ɆReflection
īTechnique mirror what client said
īExample
īClientȡ Ȱ) ÃÁÎȭÔ ÇÅÔ ÁÎÙÏÎÅ ÔÏ ÈÅÌÐ ÍÅȱ
īInterviewerȡ Ȱ)Ô ÓÅÅÍÓ ÙÏÕ ÁÒÅ ÈÁÖÉÎÇ ÄÉÆÆÉÃÕÌÔÙ 
ÆÉÎÄÉÎÇ ÓÏÍÅÏÎÅ ÔÏ ÈÅÌÐ ÙÏÕȢȱ
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Other Essentials (Cont.)

ɆValidation
ïSubstantiates what the client says

ïGenuinely tries understand feeling

ïHelp feel less guilty about emotions

ïEnsures receptive audience

ïExample: 

ɆClient: Ȱ) ÆÅÅÌ ÓÔÕÐÉÄ ÆÏÒ ÎÏÔ ÂÅÉÎÇ ÁÂÌÅ 
ÔÏ ÃÏÏË ÆÏÏÄ ÆÏÒ ÍÙÓÅÌÆ ÁÎÙÍÏÒÅȱ

ɆInterviewer: Ȱ)Ô ÉÓ ÃÏÍÐÌÅÔÅÌÙ 
ÕÎÄÅÒÓÔÁÎÄÁÂÌÅ ÔÈÁÔ ÙÏÕȭÒÅ ÆÒÕÓÔÒÁÔÅÄ 
about not being able to make your own 
ÍÅÁÌÓȱ
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Other Essentials (Cont.)

ɆPerspective Taking

ī0ÕÔÔÉÎÇ ÙÏÕÒÓÅÌÆ ÉÎ ÔÈÅ ÏÔÈÅÒ ÐÅÒÓÏÎȭÓ 
shoes

īInterviewer tries to understand the 
ÃÌÉÅÎÔȭÓ ÎÅÅÄÓȟ ÃÏÎÃÅÒÎÓȟ ÄÉÆÆÉÃÕÌÔÉÅÓȟ ÁÎÄ 
in some cases, pain

īExample:
ī#ÌÉÅÎÔȡ  Ȱ) ÁÍ ÅÍÂÁÒÒÁÓÓÅÄ ÔÈÁÔ ) ÎÅÅÄ  
ÓÏÍÅÏÎÅ ÔÏ ÈÅÌÐ ÍÅ ÔÁËÅ Á ÂÁÔÈȱ 

ī)ÎÔÅÒÖÉÅ×ÅÒȡ  Ȱ) ÉÍÁÇÉÎÅ ÉÔ ×ÏÕÌÄ ÂÅ ÑÕÉÔÅ 
ÄÉÆÆÉÃÕÌÔ ÔÏ ÈÁÖÅ ÓÏÍÅÏÎÅ ÙÏÕ ÄÏÎȭÔ ËÎÏ× ÖÅÒÙ 
×ÅÌÌ ÈÅÌÐ ÙÏÕ ×ÉÔÈ ÓÏÍÅÔÈÉÎÇ ÓÏ ÐÅÒÓÏÎÁÌȣ) 
ÔÈÉÎË ) ×ÏÕÌÄ ÆÅÅÌ ÔÈÅ ÓÁÍÅ ×ÁÙȱ



University of  

Nevada 

Cooperative 

Extension

NVCC is 

made possible

by a grant 

from the State 

of  Nevada 

Division of  

Aging Services

Other Essentials (Cont.)

ɆClarification
īUsed to check or verify 

the meaning of a 
statement

īExample:
īClient: Ȱ7ÈÙ ÄÏ ) ÁÌ×ÁÙÓ ÈÁÖÅ ÔÏ ×ÁÉÔ 
ÁÒÏÕÎÄ ÈÅÒÅȩȱ

īInterviewer: Ȱ9ÏÕ ÆÅÅÌ ÙÏÕ ÁÒÅ ÂÅÉÎÇ 
ÉÇÎÏÒÅÄ ÏÒ ÓÉÎÇÌÅÄ ÏÕÔȩȱ
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Other Essentials (Cont.)

ɆInterpretation
īHelps client to explore the 

underlying feeling behind a 
statement

īExample:

īClientȡ  Ȱ)ȭÖÅ ÎÅÖÅÒ ÂÅÅÎ ÉÎ ÔÈÉÓ ÐÏÓÉÔÉÏÎ 
ÂÅÆÏÒÅȱ

īInterviewerȡ  Ȱ$Ï ÙÏÕ ÆÅÅÌ ÅÍÂÁÒÒÁÓÓÅÄ 
ÁÂÏÕÔ ÁÓËÉÎÇ ÆÏÒ ÈÅÌÐȩȱ
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Body Language

Ɇ70 ɀ90% 

ɆExamples:
ɀNod

ɀ Smile

ɀ Sigh

ɀ Laugh

ɀ Slouch

ɀ Arms crossed

ɀ Leaning in

ɆCan encourage or 
discourage 
communication
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Types of Nonverbal 
Communication

ɆImmediacy
īPosture and position interviewer
ÁIncreased eye contact

ÁCloser proximity to the client
īAcceptance and liking

īEncourages client become involved

ɆPotency
īStatus difference interviewer and client

īHigher status - greater relaxation of posture

ɆResponsivity
ī Interviewer activity

īListening

īAware

īUnderstanding
ī E.g. nodding head



University of  

Nevada 

Cooperative 

Extension

NVCC is 

made possible

by a grant 

from the State 

of  Nevada 

Division of  

Aging Services

Cues

ɆSignals that one sends out

ɀNon-verbal:
īEye movement

ɀVerbal:
īLanguage patterns
ÁClient: Ȱ) ×ÁÓ ÓÏ ÓÃÁÒÅÄȟ ÉÔ ×ÁÓ ÌÉËÅ ) sawa 
ÇÈÏÓÔȱ 

ÁResponse:Ȱ4ÈÁÔ ÍÕÓÔ ÈÁÖÅ looked frightening 

ÔÏ ÙÏÕȢȱ    
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Cues

ɆVerbal (cont.)
īLanguage patterns

ÁAuditory Indicators 
ÁClient: Ȱ) hearÙÏÕȱ  

ÁResponse: Ȱ&ÒÏÍ ×ÈÁÔ )ȭÖÅ heardȣȠ 
)Ô ÓÏÕÎÄÓ ÁÓ ÉÆȣȱ

ÁKinesthetic  (touch) Indicators 

ÁClient: Ȱ%ÖÅÒÙÔÈÉÎÇ hit me all at 
ÏÎÃÅȱ

ÁResponse:Ȱ4ÈÁÔ ÍÕÓÔ ÈÁÖÅ felt
ÏÖÅÒ×ÈÅÌÍÉÎÇȢȱ
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Proximity and Anxiety

ɆAppropriate distance
īAmerican Culture

ÁPersonal distance far = 2.5 to 4 feet

ÁSocial distance close = 4 to 7 feet

ÁSocial distance far = 7 to 12 feet

ɆCultural differences

īInterviewer too close Ą anxiety

īEye contact varies
ÁDisrespectful, insult, etc

ÁEx. Navajo culture looking directly into another 
ÐÅÒÓÏÎȭÓ ÅÙÅÓ ÉÓ ÃÏÎÓÉÄÅÒÅÄ ÒÕÄÅȠ ×ÈÅÒÅÁÓ 
avoiding eye contactis a sign of respect


