Critically evaluate effective communication approaches used in policing.

Introduction
This literature review will critically explore effective communication used in policing. For the purpose of this review the focus will be on verbal and active listening and its role within policing in England and Wales. It will also explore models and approaches to communication that are used to facilitate an effective outcome.

(Wood et al, 2025, pp. 115 - 126) says leadership, communication and teamwork are key parts within policing, with active listening stated as a critical skill in the role of policing. The College of Policing (2025a, 2025b) has multiple paragraphs and mentions on the communication and conflict management skills pages on the website that explains active listening in depth, stating its importance in policing. The College of Policing (2025b) describes active listening as a tool for information gathering, support and policing. University of Edinburgh (2024) has a more neutral and less intrusive version of active listening; this could suggest that the College of Policing’s description of active listening has been purposely made as a tool which is concerned with information and support. Active and effective listening is important to have valuable communications with people, and practicing the skill can lead to enhanced interactions, (Boolkah, P. 2023). (Tustonja, et al, 2024, 42 - 47) this article suggests that the development of active listening is crucial in care and emergency services as it ensures that people are given the best assistance and support that is required. (Rogers, CR. Farson, RE. 1987) say that the effectiveness of active listening depends on the basic attitude of the listener themselves and that a demonstration of genuine respect for the individual is paramount. The work of Hoppe (2014, cited Wood et al, 2025, pp. 121 - 122) on developing active listening skills as part of a six stage process is explored with regards to its role within policing in the Blackstone’s Handbook for Policing Students 2026. Listening is also stated as the first step in a mnemonic, Listen, Empathy, Ask, Paraphrase and Summarize or the acronym LEAPS, College of Policing (2025b). 

The importance of listening and processing information is evident within policing, however verbal communication is just as important (Wood et al, 2025, pp. 121). Verbal communication can be a simple and effective problem solving tool for simple and complex situations (College of Policing 2025a), using simple language and verbally checking understanding to avoid miscommunication. Betari’s box is an attitude based model, it focuses on how a person’s attitude and actions affect another person's attitude and actions (Wood et al, 2025, pp. 129). Calm (2023) says Betari’s Box helps promote self-awareness and break negative cycles, it helps you reflect on how your behaviour might be inflaming the conflict in a situation, by realising this you can then break the cycle by adjusting to a more appropriate attitude. Though Betari’s box is an attitude based model, attitude is closely linked to verbal communication as tone, pitch, speed and volume can influence someone else's behaviour (Skillsforhealth 2021). (Itzchakov, G et al 2022) noted in their conclusion of a study involving relationships and listening, that active listening also plays an important part in how someone’s attitude is perceived by another and can even affect them emotionally. The Five Step Appeal is another model used in policing in England and Wales, it is a series of increasing firm commands that are aiming to appeal to someone by explaining the consequences of their continued actions, College of Policing (2025b). This model works well with Betari’s Box as applying different attitudes to the verbal parts of the Five Step Appeal could influence its effectiveness.

Conclusion
The conclusion that can be drawn from the points raised in this literature review is that verbal and active listening are effective communication within policing. Active listening is a tool for information gathering and support. Active listening and verbal communications are the cornerstones of effective communications in policing in England and Wales. Active listening is not just hearing, it can also be asking questions and prompting to encourage more information to be given to the listener. The reviewed models, LEAPS, Betari’s box and the Five Step Appeal, effectiveness is closely linked with verbal communication and active listening, the combination of which can be concluded as a working strategy for many situations.
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