Rapport Building: Topic 1
                     


Time: 15 minutes
Introduction to Rapport Building
Instructional Objective
Define rapport building and provide rationale for its use by WIC counselors in nutrition assessment.
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	Introduction to rapport building. Explain that there are five topics in the module. 
Trainer Note: This module is divided into separate topics to allow you to use any or all topics as needed for your audience and training schedule. Many topics have multiple exercises. Use only those that you think will benefit your audience. 
Review the instructional objectives for the rapport building module.
1
Define rapport building and provide a rationale

2
Describe cultural and language barriers to effective communication

3
Demonstrate positive nonverbal techniques

4
Use effective interpersonal communication techniques

5
Effectively use rapport building and communications in WIC scenarios

Discuss importance and rationale of rapport building. 

· Clinicians believe that being empathetic will take more time. Research indicates that being empathetic actually saves time. 
One study found in the primary care setting visits with missed clues lasted 20.1 min. while visits without missed clues lasted 17.6 minutes. 

· Use of open-ended questions appears to decrease client resistance; specifically, clients responded with increased openness and this openness appeared to increase the likelihood of change. In turn, nutrition educators developed a more positive attitude towards their clients.

· Brief interventions designed to fit into everyday practice have been found to produce clinically meaningful changes in the population for a growing number of behavioral risk factors.


Rapport Building: Topic 1 (cont’d) 
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	Ask audience what rapport building techniques they currently use when interviewing WIC participants.
Record responses on a flip chart and discuss responses.
Summarize the importance of and need for rapport building in all phases of participant communications.
Trainer Note: Rapport Building: Topic 2 starts on the next page.


Rapport Building: Topic 2
                     


Time: 45 minutes

Barriers to Effective Communication
Instructional Objective 

Describe cultural, language, and other barriers to effective communication. Identify these barriers within the WIC environment and develop strategies to overcome them.
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	Explain that this topic covers the language, cultural, and other barriers to effective communication within the WIC environment, and will also explain strategies to overcome communications barriers.

Distribute and do Exercise 2.2. Discuss in full group upon completion of the exercise
Explain that the audience will take a cross-cultural nutrition quiz to help them learn what they know about cultural barriers to communication. 
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	Distribute Exercise 2.1a Cross-cultural Nutrition Awareness Quiz and ask the audience to answer the questions. (Allow about 5 minutes.)

	
	After quizzes have been completed, review the answers (see Exercise 2.1b Answer Key) as a group and explain the cultural differences. Encourage audience responses and observations.
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	View the video segment about cross-cultural communications. 
Discuss the video segments and encourage audience to comment about their own experiences in cross-cultural communications.
During the discussion distribute and refer to Handouts H2.1 to H2.5.


Rapport Building: Topic 2 (cont’d)
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	Describe language and literacy barriers to communication and appropriate use of interpreters. Discuss experiences that the audience has had with these barriers.
During the discussion distribute and refer to Handouts H2.6 to H2.9.
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	Explain that physical barriers at our work environment may include such things as desks, computers, and lack of privacy due to environmental situations.

Explain dress/clothing both from the participant’s observation and the counselor perspective. Discuss examples:
· Children come in with designer clothes

· Participant is sporting a professional manicure

· Counselor is wearing expensive clothing/jewelry

Explain that generational poverty (poverty within family for at least 2 generations) and situational poverty (poverty experienced due to a specific circumstance in one’s life) may act as barriers to communication due to counselor biases/assumptions made about the participant.
Explain that it is important to keep an open mind and not let environmental barriers or perceptions about appearance or economic status interfere with our ability to build rapport and effectively communicate.

	
	Ask about some communication barriers that audience members have personally experienced. Discuss ways to diminish these barriers.
Trainer Note: Use flipchart to list/record responses and discuss strategies to diminish listed barriers.
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	Distribute and do Exercise 2.3. Discuss in full group upon completion of the exercise.


Rapport Building: Topic 2 (cont’d)
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Animate: List of 5 strategies

for overcoming 

communication barriers
	Explain that when dealing with cultural, language, and physical barriers, review these five strategies to improve communication.
Trainer Note: Rapport Building: Topic 3 starts on the next page.


Rapport Building: Topic 3
                     


Time: 40 minutes

Nonverbal Communication Techniques
Instructional Objective 

Demonstrate nonverbal communication techniques which results in positive and effective communication.
	
[image: image22] S12 Nonverbal communication
         techniques

Animate: Perceived 

meanings 

Animate: Exhibited by

counselors and participants
	Explain that nonverbal communication techniques
•
have perceived meanings
•
are exhibited by both WIC counselors and WIC participants
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	Describe nonverbal communication techniques which discourage or promote rapport building and effective communication
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         Video: “Nonverbal
         Communication”
	Review Handout H3.1 with audience

View video on nonverbal communication. 
Discuss video after viewing
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	Distribute and do Exercise 3.1. Discuss in full group upon completion of the exercise.
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	Distribute and do Exercise 3.2. Discuss in full group upon completion of the exercise.

Trainer Note: Rapport Building: Topic 4 starts on the next page.


Rapport Building: Topic 4
                     


Time: 60 minutes

Interpersonal Communication Techniques
Instructional Objective 

List, describe, and demonstrate effective use of interpersonal communication techniques that promote a participant-centered approach to nutrition assessment.
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Animate: utilize rapport-

building 


Animate: Practice OARS
	Explain that nonverbal communication techniques
•
Utilize rapport building to establish a participant-centered approach to nutrition assessment

•
Practice OARS techniques
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	Refer to Handout H4.1 and describe the use of rapport building to establish a participant-centered approach within WIC counselor-participant interaction to promote effective communication.
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	Review Handout H4.2 and discuss the importance of asking participant’s permission before asking questions.
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	Define OARS techniques as
•
open-ended questions

•
affirmations

•
reflective listening

•
summarize

	
[image: image32] S17 Open-ended questions


[image: image33] H4.3: Open-ended questions


[image: image34] H4.4: Tried and true open-ended
      questions
	Explain open-ended questions.

Refer to Handouts H4.3 and H4.5.


Rapport Building: Topic 4 (cont’d)
	
[image: image35] Ex4.1: Practice using 
            questions 
	Distribute and do Exercise 4.1. Discuss in full group upon completion of the exercise.
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	Refer to Handout H4.5 and describe the use of affirmations to build rapport. 
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	Refer to Handout H4.6 and describe the use of reflective listening to build rapport. 
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	Distribute and do Exercise 4.2.
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	Distribute and do Exercise 4.3. Discuss in full group upon completion of the exercise.
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	Refer to Handout H4.7 and describe the use of summarizing to build rapport. 

Trainer Note: Rapport Building: Topic 5 starts on the next page.


Rapport Building: Topic 5
                     


Time: 30 minutes

Evaluation
Instructional Objective 

Describe the effective use of rapport building and interpersonal communication techniques in response to WIC scenarios presented on video and in case studies.
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         evaluation

	Have participants describe and demonstrate the use of rapport building and communication techniques, and the use of verbal and nonverbal communication techniques to establish rapport and promote effective communication by responding to WIC scenarios presented on video and in case studies.
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            Video “WIC Scenario”
	Show video. Each participant will complete questions on video checklist exercise. 

Discuss the video and responses to the checklist in the full group.
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	Answer case study questions in small groups, write answers on flip charts, and present to the full group for further discussion.
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