Rapport Building: Topic 2                                                      
Handout 2.8
Barriers to Effective Communication
Guidelines for Effective Communication with Individuals Who Speak Little or No English
· Start with a welcoming tone.
Greet participants in their native language and ask them to pronounce their names correctly. Set a positive tone and convey your willingness to communicate clearly despite linguistic differences.
· Find out where the person is along the continuum of language.
When you need to talk about more complex nutrition-related information, ask the participant how they prefer to communicate. Consider use of interpreter or translated materials to improve understanding.
· Speak clearly and concentrate on the most important message.

Determine exactly what you want to say and then carefully choose the words to say it. Speak at a slower pace, pausing for a couple of seconds after you ask a question or give new information. Use phrases or short sentences and keep technical jargon to a minimum. Include the full form of words rather than contractions (e.g., “I will” instead of “I’ll”). Do not speak louder because a participant has limited English – this may come across as anger, and does nothing to improve communication.
· Introduce manageable amounts of new information.
Focus on the essential skills, behaviors and knowledge a participant needs to know rather without a lot of background information. Present limited amounts of information at each session, allowing the person to build on what she already knows when new information is provided at future sessions. 
· Supplement the spoken word.
Use simple line drawings and diagrams to help communicate your message. Demonstrate what you mean through gestures or pantomime and encourage the participant to do likewise. Be sensitive to the fact that gestures can sometimes be misunderstood. Observe the patient’s responses; you can often learn a lot from nonverbal cues. 

· Verify the participant’s understanding.
Don’t assume that a nod and a smile mean the message was understood. To verify, ask the patient an open-ended question rather than a yes/no question. Clarify any misunderstanding by finding new and simple ways to say the same thing.
Source: Osborne H. Overcoming Communication Barriers in Patient Education. Gaithersburg, Maryland: Aspen Publishers, Inc; 2001.
