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Supportive Listening Using Empathy 
· Identify what the person's underlying emotions might be 
(Fear, Anger, Sadness, Helplessness, Frustration, Hopelessness, etc.)  
· Reflect this back:  "It sounds like you are feeling [angry] about ...." 
· Validate and normalize what they are feeling.  Reassure them that these feelings are OK/natural/normal, and that it's understandable they would feel this way. 
· Summarize:  After a person has finished describing a problem/situation, you could summarize what they said. This shows you have been listening carefully.
· Be humble:  Don’t assume, judge, or jump to conclusions.
 
Listening vs. solving the problem
The goals in supportive listening are to figure out what the person is feeling and trying to express, and then helping them to express it. 
· Don’t feel pressed to find solutions or "fix" a problem--it may not be fixable.  
· Ask open-ended questions, especially WHAT and HOW questions.  WHY questions can be perceived as judgmental, and the person may get defensive or feel ashamed. 
· If you need clarification, ask, "Can you tell me more?"  Asking for more details also let someone know that you are interested, and that their needs are important.
· Avoid giving advice and talking about yourself and how you dealt with a similar problem.  (It usually doesn't help.)
Non-Verbal Communication
· Be present, using eye contact and empathetic facial expressions
· Observe your tone of voice (keep it calm) and tempo (slow down if needed)
· Observe the client’s facial expressions and other non-verbal cues 
Helpful phrases for setting limits:
· “I wish I could, but as an ICS volunteer, I’m not permitted to….”
· “I’m helping you as a volunteer with ICS, so I must follow ICS policies….”
· [bookmark: _GoBack]“I’m not going to be able to do that, because I have another appointment….”
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