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Communication Is Care

Every task you do involves communication — explaining a transfer, noticing a client wince, reassuring a
worried daughter, telling the nurse what changed. The Home Care Bill of Rights (Minn. Stat. 144A.44)
guarantees clients courteous, respectful treatment, and that begins with how you communicate.

This guide builds the everyday skills: listening, speaking clearly, reading body language, adapting to each client,
carrying yourself professionally, and working as part of a team. None of it is complicated, and all of it shapes
the care a client actually receives.

Learning Objectives — by the end of this module you will be able to:

Use active listening and clear, respectful verbal communication

Read and use nonverbal communication

Adapt communication for clients with sensory or cognitive challenges

Demonstrate professional conduct and reliability

e Communicate effectively within the care team and handle conflict calmly

Section 1: Active Listening

Active listening means giving your full attention — facing the client, making eye contact, and not interrupting.
Reflect back what you heard ('So your hip is hurting more this morning?') to confirm you understood.

Listen for feelings as well as facts. A client who says 'I'm fine' while looking away may be telling you something
words don't. Listening well is how you catch problems early and build trust.

Section 2: Clear Verbal Communication

Use plain, simple language and avoid medical jargon. Speak clearly and at a comfortable pace, sharing one idea
at a time. Always explain what you are going to do before you do it — this respects the client and reduces fear.

Check for understanding and invite questions. Communication isn't complete until the message is received.

Section 3: Nonverbal Communication

Much of communication is nonverbal — posture, facial expression, tone of voice, and touch. Keep an open,
relaxed posture and a warm tone, respect personal space, and be aware of cultural differences in eye contact
and touch.



Read the client's nonverbal cues too. A grimace, a turned shoulder, or a clenched hand can tell you about pain,
fear, or discomfort the client won't say aloud.

Section 4: Adapting for Sensory and Cognitive Challenges

Many clients have hearing, vision, speech, or cognitive challenges. For hearing loss, reduce background noise,
face the client, and use gestures or writing. For vision loss, announce yourself and describe what you're doing.
For speech difficulty, be patient and allow time. For cognitive changes, use short sentences, one step at a time,
and validate feelings.

Communicating well with every client — including those with disabilities — is part of the Home Care Bill of
Rights.

Section 5: Professional Conduct

Professionalism is showing up reliably — on time, prepared, and dependable — because clients and families
count on you. Dress and groom appropriately, follow hygiene standards, keep your commitments, and respect
privacy.

Stay positive and non-judgmental. Clients can be in pain, frightened, or difficult; your steady, respectful
presence is part of the care you provide.

Section 6: Working as Part of the Team

You are often the team member who sees the client most. Share accurate, timely information with the nurse,
supervisor, and coworkers, and hand off clearly so care continues safely. Ask questions when you're unsure
rather than guessing.

Respect every role on the team — nurses, therapists, social workers, family. Good teamwork is built on clear
communication and mutual respect.

Section 7: Handling Conflict

Conflict happens — a frustrated client, a worried family member, a disagreement with a coworker. Stay calm
and don't take it personally. Listen first, acknowledge feelings, and look for common ground.

Set respectful boundaries and involve your supervisor when a situation is beyond your role. Never argue with,
belittle, or retaliate against a client or family member.

Courtesy is a right

The Home Care Bill of Rights (144A.44) guarantees clients the right to be treated with courtesy and respect and to
have their property and person treated with consideration. Professionalism isn't optional — it's their right.

Section 8: Confidential Communication

A client's information is private. Share it only with those who need it to provide care, and never discuss clients
in public places or on social media. Protect documents and devices. Confidentiality is both a professional duty
and part of the client's rights.



Key Terms

Active listening Fully attending to and confirming what another person
communicates.

Nonverbal communication Messages sent through posture, expression, tone, and
touch.
Home Care Bill of Rights Minn. Stat. 144A.44 — the rights of home care clients,

including courteous treatment.
Professionalism Reliable, respectful, appropriate conduct on the job.

Handoff Passing clear information to the next caregiver so care
continues safely.

Confidentiality Keeping client information private and shared only as
needed for care.

Check Your Understanding

1. What are two elements of active listening?

2. Give three ways to communicate with a client who has hearing loss.
3. Why explain a task before you do it?

4. How should you handle conflict with a frustrated family member?

5. What does the Home Care Bill of Rights say about how clients are treated?

What's Next

Looking ahead

Next, CG-02: Infection Prevention & Control covers standard precautions, hand hygiene, and PPE in the home and
community.



