Communication Skills Practice with Sarah
Name: __________________________________    Date: __________________
Sarah is 55 and has recently been told she has high blood pressure. She works long hours, has family responsibilities and struggles to make time for herself. She feels under pressure when others tell her to exercise more and reduce stress.
Read each example, then complete the four sentence starters as the healthcare worker speaking directly to Sarah. Use her words, avoid assumptions or advice, and ask one question at a time.
1 Reflection statements
Purpose: Reflect the feelings you hear, using tentative language so Sarah can correct you.
Sarah says: “Everyone keeps telling me what to do, but nobody understands how much I am managing.”
Full example: “It sounds as though you feel frustrated and overwhelmed because people do not seem to recognise how much you are managing.”
Your turn — complete all four starters in your own words.
1. It sounds as though you are feeling …
________________________________________________________________________
2. I wonder whether you feel …
________________________________________________________________________
3. You seem to be feeling …
________________________________________________________________________
4. From what you have shared, I am hearing that you feel …
________________________________________________________________________


2 Paraphrasing statements
Purpose: Restate the main message briefly in your own words, without adding new meaning.
Sarah says: “I work all day, then come home and look after everyone else. There is never any time for me.”
Full example: “You are balancing work and caring for your family, leaving very little time for yourself.”
Your turn — complete all four starters in your own words.
1. So, you are saying that …
________________________________________________________________________
2. If I have understood you correctly, …
________________________________________________________________________
3. In other words, …
________________________________________________________________________
4. What I am hearing is that …
________________________________________________________________________
3 Open ended questions
Purpose: Invite Sarah to describe her experience in her own words, beyond a yes or no answer.
Sarah says: “Since I was told about my blood pressure, I have been worrying about what might happen.”
Full example: “What concerns you most about having high blood pressure?”
Your turn — complete all four starters in your own words.
1. How has being told about your blood pressure affected …
________________________________________________________________________
2. What is a typical day like for you when …
________________________________________________________________________
3. How would you describe …
________________________________________________________________________
4. What would you like to be different about …
________________________________________________________________________


4 Probing questions
Purpose: Gently explore something Sarah has already mentioned in greater depth.
Sarah says: “I feel guilty if I sit down because there is always something else I should be doing.”
Full example: “You mentioned feeling guilty when you rest. Could you tell me more about what goes through your mind at those times?”
Your turn — complete all four starters in your own words.
1. You mentioned feeling guilty when you rest. Could you tell me more about …
________________________________________________________________________
2. When that guilt appears, what tends to …
________________________________________________________________________
3. How does the guilt you described affect …
________________________________________________________________________
4. You said there is always something else to do. What happens when …
________________________________________________________________________
5 Clarifying questions
Purpose: Check exactly what Sarah means so you do not guess or misunderstand her.
Sarah says: “I am trying to be healthier, but sometimes it all feels too much.”
Full example: “When you say “it all feels too much”, what are you referring to?”
Your turn — complete all four starters in your own words.
1. When you say “healthier”, what do you mean by …
________________________________________________________________________
2. Could you clarify what you mean when you say …
________________________________________________________________________
3. When you say “sometimes”, when does …
________________________________________________________________________
4. When you say “it all”, which …
________________________________________________________________________
Remember: Open questions can also probe or clarify. Probing explores more deeply; clarifying checks meaning. Reflection focuses on feelings; paraphrasing focuses on the main message.
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