












Why should we develop excellent 
Interpersonal Communication Skills?

❖ Career satisfaction and success

❖ Better relationships
➢ Personally

➢ Professionally

❖ Improved health

❖ Liability
➢ Personally

➢ Professionally



FEEDBACK  RECEIVER  MEDIUM  MESSAGE  SENDER

WHAT ARE THE FIVE COMMUNICATION
COMPONENTS?















• The way we communicate

• 7% words

• 38% voice/tone

• 55% non verbal/physiology

















Active Listening

❖ To engage in hearing sound

➢ To convey interest

➢ To keep others talking

➢ To show you understand

➢ To pull facts together



Review:  Elements of Active Listening

❖ Suspend judgment

❖ Appropriate reaction to the situation

❖ Validation

❖ Active Listening is HEARING with 

FOCUS!

❖ Self Disclosure (sparingly)

❖ Feedback





Style of Delivery

• Monitor your Tone

• Avoid arguments

• Permission seeking, but firmly

• Avoid silent gaps 

• Avoid using jargon/police terms

• Language Barrier – louder does not equal 

understanding

• Can caller detect complacency? 









Communications Barriers



Barriers to Communications in 
Communications!

❖ Noise

❖ Filters

❖ Physical location

❖ Non-Verbal

❖ Challenging

❖ Lecturing 





❖ How do you know your message was received 

and understood?  Feedback reinforces and 

motivates!  How?



❖ Feedback will let the caller know you hear 

them and help is coming.  They will be more 

motivated to cooperate and answer your 

questions.  And it calms them down because 

they know you can handle their crisis.

❖ Feedback will let officers know you hear them 

and help is coming.  Officers will be more 

confident in your ability to handle the channel 

and their crisis.









Keys to Good Communication

❖ Professional

❖ Flexible

❖ Attentive

❖ Friendly

❖ Precise

❖ Firm

❖ Relaxed

❖ Confident







How effective is communication in dispatch

using only words?

      

    

   

    

       

       

     

       

breathing.






