Communication Do’s and Don’ts Quick Guide

DO  

· Ensure complainant/survivor knows they are doing the right thing.

· Introduce yourself and the role you play in taking the complaint.

· Acknowledge if there are any language difficulties that may hinder you getting an accurate report and have a plan in place for potential interpreters.

· Explain the boundaries of confidentiality – the complainant/survivor should understand that information will only be shared on a need-to-know basis but that complete confidentiality cannot be guaranteed.  Consent must be obtained to pass on information.

· Ask only one question at a time.

· Keep questions short and simple.

· Allow the complainant/survivor sufficient time to complete their answer before asking a further question.  Pace yourself according to how quickly/slowly they are going.

· Make sure the complainant/survivor understands what you are asking and that you understand his or her answer.

· Be patient, particularly with developmentally younger children: they will need time to respond.

· Ensure that the complainant/survivor agrees to the accuracy of the complaint form prior to the conclusion of the interview.

· Sensitively determine the health and security needs of the complainant/survivor.

· Explain what will happen next.

DON’T

· Be tempted to fill pauses by asking overly-intrusive or personal questions or making irrelevant comments.

· Ask complex questions or use words the complainant/survivor does not understand.

· Interrupt the complainant/survivor when he or she is still speaking. 

· Show shock, horror or retaliate at anything that is reported to you.
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