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[bookmark: _Int_bH4IkwVZ]Effective communication is widely recognised as a fundamental component of modern-day policing, it is argued that officers and staff alike have to develop advanced communication skills in order too effectively support victims (College of Policing, 2025) as well as utilising different communication approaches too efficiently de-escalate situations and resolve conflict (College of Policing, 2024). In order to achieve this and become an effective communicator police officers must develop the following skills: rapport building, empathy, conflict management as well as both verbal and non-verbal communication (Blackstone's, 2026). However, throughout this literature review I aim to critically evaluate the effectiveness of these communication skills in modern-day policing by exploring potential barriers that may reduce the chances of successful communication.
Verbal and non-verbal communication is heavily relied on within everyday policing serving as the primary tool for interactions with the public, particularly in situations involving conflict or times of uncertainty. It is argued that verbal communication influences public perception and cooperation as civilians have been shown to be more likely to cooperate with calm and clear speech (College of Policing 2020). Additionally, non-verbal signals such as body posture eye contact and facial expressions can demonstrate authority and professionalism (Todak, 2017). The importance of effective communication can be shown through recent data gathered shows that only 51 % of victims were satisfied with how their case was handled, in March 2025 this figure increased to 77 % due to victims feeling that they had been kept well informed (Office for National Statistics, 2025) showing us that effective communication techniques have a significant impact on how the police are perceived by the public
However, these advantages are limited by opposing external factors. Non-verbal cues are open too individual interpretation increasing the risk of miscommunication between the public and police particularly in diverse communities and different cultures (Todak and White, 2019), behaviours like indirect speech, limited eye contact or pausing before responding may be interpreted by officers as evasiveness or uncertainty despite being culturally appropriate ways of showing respect (Beune, Giebels and Taylor, 2024). An additional barrier to the effectiveness of verbal and non-verbal communication in policing arises when officers interact with autistic and other neurodivergent individuals who may interpret social cues differently. Research shows that autistic individuals can struggle with eye contact, facial expressions and tone of voice which are often relied upon by police officers to assess credibility or compliance (Crane et al., 2016).
Alternatively, we can consider the influence psychological frameworks such as Betari’s Box have in communication, it can be argued that an individual’s attitude can influence the behaviours of others within an interaction (College of Policing, 2020). This is relevant in police–public encounters as officers often initiate first contact meaning their communication style sets the emotional tone of the interaction. Policing guidance suggests that communicating with empathy and respect often leads to more cooperative interactions, whereas aggressive or dismissive behaviour may escalate into conflict (College of Policing, 2020). Therefore, empathy, active listening and rapport building are shown as key communication strategies as they acknowledge emotional states and appeal to the more rational side of a victim. Rapport building helps establish a relationship and trust between the victim and officer making victims more likely to share information and cooperate. Furthermore, active listening techniques such as paraphrasing and clarification reduce misunderstandings and improve the quality of information exchanged, resulting in more successful outcomes (Milne and Bull, 2019).
However, these techniques are effective in theory but in reality they are limited by the police’s public perception which in recent years have been shown to decline following the death of Sarah Everard, as a result trust in police has declined from 63 % to 53 % between February 2020 and November 2021 (House of Commons, 2023). These limitations may impact an officer's ability to effectively communicate with a victim as they might feel opposed to opening due to their pre-existing attitudes, their response to these communication techniques might be more hostile or reserved as a result (Tyler, 2017).
In conclusion, this review has demonstrated how important effective communication techniques such as verbal and non-verbal communication, empathy, rapport building and active listening are in modern day policing in supporting victims and conflict de-escalation. However, this review has also shown the limitations officers face such as mental health, culture and public perception following controversy reduces their effectiveness and ability to practice policing by consent in today's world.
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