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Communication skills are important. They are important for all age groups, especially when 

addressing our elders. This skill helps us to interact with all age groups and individuals in the 

society. 

Communications skills help us to listen to others with patience, process what they are saying 

and then come up with an appropriate and intelligent response. 

OBJECTIVE: 

Explain effective communication and counselling skills on the basis of… 

GATHER TECHNIQUE AND RIGHTS- BASE APPROACH 

What is counselling? 

Different people have diverse views about counselling. Most people respond to it by saying it 

means to give advice or make a suggestion towards the solution of a problem. To inspire or 

motivate someone. 

So, what exactly is the difference between advice, motivation and counselling? 

Are they all one and the same thing or are there differences? 

1. Advice is information given which is based on complete or incomplete facts. 

2. Motivation is one-way communication to influence behavior in a particular direction. It 

may be biased completely or incompletely. Like giving advantages and not the 

disadvantages. This is not a very effective way of communication 

3. Counselling is a two-way communication that offers all choices, allows voluntary 

decision making and is totally unbiased. Counselling allows listening and gives both 

parties an opportunity to present their views and no decision is forced on to the 

listener. Counsellor is a neutral participant. 
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THE GATHER APPROACH 

GATHER, is a mnemonic word that represents the following: 

a) G: greet client in a friendly, helpful and respectful manner 

b) A: ask client about health needs, concerns and issues 

c) T: tell client about different available coping mechanisms to improve health and 

wellbeing. 

d) H: help client to make decision about his/her choice 

e) E: explain the chosen option in a lot more detail 

f) R: schedule and carry out return visit and follow up 

Whenever you meet someone, meet with respect and dignity so that you can build a healthy 

and strong relationship. If you greet someone with disrespect then a trust-based relationship 

will never develop between you and client. This is extremely important for developing a rapport 

and relationship. 

Ask the client how was their day or how have they been. This starts off the conversation. Here it 

is extremely imperative that you listen carefully to what they are saying. Try not to interrupt 

them.  

Once their problem or issue is understood by you, tell them about the various choices or 

options that they may have available for them. State in detail all options that are available 

inclusive of advantages and disadvantages. At all times you should stay neutral and should not 

sound biased. 

 Help would mean staying neutral yet explaining to the client what option would suit his/her 

situation but again not deciding for them. 

Once the decision has been made then the client should made aware again of all the  ups and 

the downs of the decision. Try to use as simple a language as possible making sure the client 

understands the choice, that  he/she has made. 

RIGHTS-BASED APPROACH  

Here stress is laid on human rights. The right of the clients. 

INFORMATION: it is the right of the client to have all updated information. All research-based 

information should made accessible to the client. 

ACCESS: this includes guiding the client in the right direction such as correct physician, 

cardiologist or hospital. Here again all available options to the access, high end and low end 

should be made accessible and the decision and choice should be theirs. 
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RESPECT AND DIGNITY: respect is a right of the client. We have to treat them with utmost 

respect and dignity 

PRIVACY: the right to privacy is important especially when the client is disclosing personal 

information to you. Then the onus lies with the listener to make sure the room where 

counselling is taking place is private. 

CONFIDENTIALLITY: whatever information the client has revealed should not be divulged 

publicly nor should it be shared with another individual. The information provided to you by the 

client is sacred and should be held in confidence.  

CONTINUITY: make sure it is clear to the client that continued counselling would be preferred 

and the if he/she has been referred to a specialist, then he /she needs to be regularly visiting 

the consultancy. 

CHOICES: for continued visits all options available across the board should be presented to the 

client 

DECISION-MAKING: which referral to take should be entirely the choice of the client . All 

information given to client should be fact based. No personal opinions or biases should be 

added. 

HOW TO COMMUNICATE TO AN ELDERLY 

1) NON-VERBAL COMMUNICATION: using body language to convey confidence. Facial 

expression. Your voice softness. 

2) VERBAL COMMUNICATION: be the listener to the elderly. Let them communicate 

however slowly, fully what they want to say or express. 

3) WRITTEN COMMUNICATION: email, WhatsApp messages or letters 

NON-VERBAL COMMUNICATION  

a) Use of hands. When addressing the client your hand should be placed such that they 

send out a calming and friendly message. The position of the hands should not be 

confrontational. For example, no finger pointing, no fists 

b) Use of eyes: expression of your eyes should match the words you are saying. Look into 

the eyes of the clients when trying to stress on some factual information. 

c) Smile, your smile should be loving and pleasant. Do not laugh or smirk. A smile will 

soften any hard news. 

d) Posture of sitting, listening the client with slight bent towards the patient. Give the 

impression what they are saying is important to you. 

e) Active listening, avoid personal calls or distractions which may give this impression to 

the client that you are not paying attention to him/her. 

f) Facial expression should be conveyed effectively. Becoming serious when the client is 

talking about his pain or hardships. 
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g) Quality communication means ignoring your own personal actions and keeping them at 

a distance while the client is in communication with you. 

FOCUSED BASED INFORMATION: in non-verbal communication the information that you give 

should be focused and relevant to the complaint of the client. 

Non-verbal communication is 55%, in this 38% is tone and 7% is words, this means words have 

very little efficacy and body language is most effective. 

MAINTANING CONFIDENTIALITY: the body language should exude confidentiality. The client 

should receive this message from your nonverbal communication that you can be entrusted 

with his/her information. 

 

 

PARAPHRASING AND REFLECTING 

Give the confidence to client that you are actively listening to the client. Repeat what the client 

has said as if trying to understand his statement in your own words. This develops great trust of 

the client on the counsellor. 

SIMPLE AND CLEAR LANGUAGE: try not to use scientific communication when addressing the 

client. Use everyday language and simple words. Short sentences to convey your message. 

EMPATHY AND SYMPATHY 

Empathy is being able to understand the pain of the client. This is different from sympathy. 

Sympathy is giving well- mannered kindness upon hearing about a painful event of the client 

while empathy would to make the client understand that you have been there and fully 

understand his/her pain. Empathy would encourage the client to open up to you more. 

ASKING QUESTIONS 

Ask open ended question. These are questions that do not have a yes or no response. Closed 

questions should also be asked often but more frequently open-ended questions. 

Show complete patience while listening to the response of the client. Ask one question at a 

time  

Do not ask leading questions. Do not try to be judgmental. Do not give unasked opinion harshly. 

HEARING IMPAIRED INDIVIDUALS  

Sit in front of them, ask short soft questions. Wait for them to respond. Do not show 

impatience if they misunderstand your question. Use sign language if possible. Try using written 

words. 
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INTELECTUALLY IMPAIRED INDIVIDUALS: 

Do not assume they cannot think. They have feelings. Give those extra help and support. 

WHAT IS NOT COUNSELLING? 

JUDGEMENT 

LECTURE 

SHOUTING 

BLAMING  

DECISION MAKING 

KEEP THEIR TRUST 

                                                                        THANK YOU VERY MUCH. 

 

 

 

  

 


