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Learning Objectives

By the end of this activity, participants will be able to:

Define paraphrasing and explain how it supports active listening.

Explain the purpose and benefits of paraphrasing. 

Explain how paraphrasing can be used to support resident-centered care.

Practice the skill of paraphrasing.
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 Key Content

· Paraphrasing means stating in your own words, and from your own understanding, what you think someone has said or expressed. 
· The purposes of paraphrasing are: 

· To let the speaker know you are listening. 

· To provide an opportunity to check for understanding and clear up misunderstandings on the spot. 

· To keep the listener focused on what the speaker is saying.

· To help the speaker think through their ideas. 

· Paraphrasing is important to active listening because:

· People deeply appreciate feeling heard.

· Paraphrasing prevents miscommunication. False assumptions, errors, and misinterpretations can be corrected on the spot.

· When paraphrasing, it’s much harder to fall into the traps that block listening, such as the temptation to judge or interrupt. The listener’s focus is on really understanding what is going on with the speaker.

· Paraphrasing can calm anger and cool down a crisis because the focus is on clarifying information rather than on reacting to the situation.

· Paraphrasing supports resident-centered care by confirming or clarifying what the resident means when they express their preferences or needs.

· Three ways to paraphrase are: paraphrasing for facts only, paraphrasing for feelings only, and paraphrasing for both facts and feelings.

· When paraphrasing, it is important to not sound judgmental. Sometimes it is difficult to recognize when we say things that carry negative judgments. Often this is done as much by body language or tone of voice as it is by the choice of words.

· There may be a time when paraphrasing is NOT the right approach—or a time when it can be carried too far. As with all skills, the CNA must pay attention to when paraphrasing is and isn’t working with a particular person.
Supplies and Other Training Materials

· Flip chart, easel, markers, and tape

· Paper and pens or pencils

Handouts

· Handout 2-A: Overview of Paraphrasing

· Handout 2-B: Phrases to Use When You Paraphrase

· Handout 2-C: Scripted Role Play—Paraphrasing

· Handout 2-D: Paraphrase Practice

· Handout 2-E: Benefits of Paraphrasing 

Advance Preparation

· Review the teaching materials for each activity. Note that icons are used to remind the instructor of the following:
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When you are presenting or covering Key Content in the discussion. (Key 



Content is also addressed in many of the handouts.)
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When it is important to ask a particular question to get participants’ input.
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When it is time to distribute and discuss a handout.
· Copy the handouts for all participants.

· Prepare the flip chart page for “Active Listening: Paraphrasing—Learning Objectives” (Step 1).

· Step 4 involves a scripted role play to demonstrate paraphrasing. This should ideally be done with a co-instructor.  However, if there is no co-instructor, ask a colleague or a staff member from your facility to help you (not a participant). Make a copy of the scripted role play (Handout 2-C: Scripted Role Play—Paraphrasing) and share it with your “assistant” ahead of time. As the lead instructor, you will play the role of the person who is paraphrasing; your assistant will be the person who is telling the story. 

· Set up the workshop space to allow for large-group discussion and small-group work. Set up the flip chart easel for optimum viewing by all participants. 

Activity Steps (1-19)

Interactive Presentation—5 minutes

1. Open the session. Welcome participants to this in-service training session on “Active Listening: Paraphrasing.” Explain that in this activity participants will further strengthen their active listening skills by working on a skill called paraphrasing. Post and review the prepared flip chart page with the “Learning Objectives.”

Flip Chart

	ACTIVE LISTENING: PARAPHRASING 

Learning Objectives:

· Define paraphrasing and explain how it supports active listening.

· Explain the purpose and benefits of paraphrasing. 

· Explain how paraphrasing can be used to support resident-centered care.

· Practice the skill of paraphrasing.    
                          


2. Relate to participants’ experience. Ask participants:

[image: image5.wmf] Has anyone been in a situation where you really thought you understood what a person meant, but then you found out that you didn’t? 

Ask for a couple of brief examples. Then explain that paraphrasing is a skill that can be used to improve communication with friends and family, as well as at work.

Scripted Role Play and Large-Group Discussion—5 minutes 

3. Introduce the role play. Ask your co-instructor (or another staff person—see Advance Preparation) to come join you in front of the group. Explain that you and your “assistant” are going to role-play a conversation between a resident and a CNA. Note who is playing each role. Ask participants to observe what happens in the conversation, and in particular, what the CNA says and does.

Teaching Tip

Don’t use the word “paraphrasing” in these initial steps. The idea is to show participants that paraphrasing is something they may already do in a conversation. If the word is new to participants, they may feel intimidated by it and not realize this is something they are already familiar with.

4. Conduct demonstration. Follow the scripted role play (Handout 2-C: Scripted Role Play —Paraphrasing).  Do NOT give the handout to participants yet.

5. Facilitate discussion. Invite participants to share their observations. Ask:

[image: image6.wmf]  What did “the CNA” do after listening to parts of Mrs. Trotter’s story?

[image: image7.wmf]  What effect do you think this repeating had on the conversation? 

Interactive Presentation—15 minutes
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Define paraphrasing. Explain that what the instructor was doing is called “paraphrasing.” This means summarizing or restating in one’s own words what a person has said. Distribute and review Handout 2-A: Overview of Paraphrasing. 
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Review common phrases for beginning to paraphrase. Ask participants what words they heard you use at the beginning of your paraphrase sentences. After a few examples, distribute and review Handout 2-B: Phrases to Use When You Paraphrase. Explore other ways that people check for understanding when they are in a conversation.

Teaching Tip

Some people find that these phrases feel artificial or awkward. If that is expressed, note that these are guidelines to help them get started but are not required for paraphrasing. Also, with practice, people find the words that feel natural and comfortable for them.
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Introduce paraphrasing for fact and feeling.  Explain that paraphrasing is not simply about confirming or clarifying information, but it is also about understanding the speaker’s emotions. When paraphrasing, they can check in about what the person is feeling, or the factual content of what the person is saying, or both. Distribute Handout 2-C: Scripted Role Play—Paraphrasing. Note that this is the script for the demonstration role play that you did earlier. Ask participants to read through the script and then answer the following question: 

[image: image11.wmf] How did “the CNA” paraphrase for fact and feeling in the scripted role play? 

9. Introduce the use of body language and tone of voice in paraphrasing. Explain that body language and tone of voice are both keys to successful paraphrasing. Use this line from the scripted role play to show the impact of body language and tone of voice—“Are you telling me that you’d prefer NOT to bathe this morning?”  Say it first in a gentle, neutral tone, sounding and looking curious. Then say the statement again, with your arms crossed and with an angry voice.  Ask participants:

 [image: image12.wmf] How would you feel if someone said this to you? 

[image: image13.wmf] What was different about the way this statement was said the second time? 

10. [image: image14.wmf] Explain the importance of NOT sounding judgmental. Note that it is sometimes difficult to recognize when we say things that carry negative judgments. Often this is done as much by body language or tone of voice as it is by the choice of words. They will get a chance to practice paraphrasing in this session, and part of the practice will be to help them recognize when their choice of words or tone of voice implies judgment or blame. 

Small-Group Work—10 minutes
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Form groups and give instructions. Form four small groups. Distribute Handout 2-D: Paraphrase Practice to each participant. Assign one statement to each group—except for the first statement, which you will use to model how to do the task. Explain that their task is to write a paraphrase for what the person has said. First, they should decide on a feeling behind what the person expressed, and then write a paraphrase statement that checks their understanding about both the facts and the feelings the person has expressed.  
Teaching Tip

Three participants per group should be the maximum number. So, if you have more than 12 participants, create more small groups and assign some statements to more than one group. 

12. Demonstrate how to do the task.  Use the first statement to show to do this task. First, read it out loud. Then, ask participants what emotions they think the charge nurse might be feeling. There’s no “right” answer for this, so quickly decide which emotion seems most likely. Then, ask how they would restate the facts that are being communicated, in their own words. Note that they can use the phrases in Handout 2-B to begin their paraphrase statement. Try out several different ways to paraphrase (facts only, feelings only, both facts and feelings). Note that they can have more than one answer, as long as they all show effective paraphrasing. 
13. Assist as needed and monitor time. Ask the groups to start working. Note how much time they have (whatever is left from the 10 minutes).
Teaching Tip

After groups start working, quickly visit each group to make sure they understand the task. Then monitor the groups to help if needed. Remind participants, if necessary, that there’s no “right” answer for the emotions they discuss and to simply choose one to paraphrase. Give a time-check when they have 2 minutes remaining. 

Small-Group Reporting—10 minutes

14. Facilitate reporting for the first statement. Read the first statement. Ask the group(s) that worked on this statement:
[image: image16.wmf]  What feeling did you decide on in this statement? 

[image: image17.wmf]  How did you paraphrase this statement to reflect both fact and feeling? 

Teaching Tip

Listen carefully for any trace of judgment or blame, in tone of voice or actual words. Help participants to notice the judgment or blame by asking how they would feel if someone said that to them. Encourage them to re-do their paraphrase so that it does not imply judgment or blame. 

15. Repeat for the remaining statements. 
Interactive Presentation—5 minutes

16. Ask for feedback from participants.  Ask participants how it felt to try this skill of paraphrasing. 

Teaching Tip

Some participants may share that paraphrasing feels awkward or contrived. Validate that in this past activity, it is. That’s because, during skills practice, we are isolating the particular skill of paraphrasing in order to build familiarity and consciousness around using it as part of effective communication. With practice, and when used with other communication skills, it should feel more natural.
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 Reiterate the importance of paraphrasing in active listening and in resident-centered care. Distribute and review Handout 2-E: Benefits of Paraphrasing.

Large-Group Exercise—10 minutes

18. Conduct a closing go-round. Wrap up the session by asking participants: 

[image: image19.wmf] How can you use what we discussed to be more “resident-centered” in your work?

Teaching Tips

Conducting this as a “go-round” means that each person gets a chance to answer, without anyone interrupting or asking questions. Usually, you ask for a volunteer to start and then you move to the next person, and the next, until everyone has answered. Participants can “pass” if they wish, but you always come back to them at the end to give them another chance to answer. 

It’s important for every person to say something about what they learned and how they can apply it. It not only shows what they are thinking, but, in some cases, it may trigger their thinking in a way that did not happen earlier in the session.
19. Thank participants for their participation! 
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