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Building Connections
with our Clients, Students
& Colleagues

By: Marilee L. Fini, M.A. CCC/SLP

Contact Information
Marilee L. Fini, M.A. CCC/SLP
MLF Speech Therapy
Cleveland, OH
E-Mail: mlf_speech@yahoo.com
Website: www.mlf-speech-therapy.com
Phone: (440) 684-1440

Facebook & LinkedIn
Search for “MLF SPEECH THERAPY”
Facebook: Like my page and post a
review if you enjoyed my workshop!
LinkedIn: Follow my company’s page
and connect with me!

1

9/18/2017

Disclosure Statements
Financial
Relationship

Non-Financial
Relationship

1) MLF Speech Therapy
I am the owner and receive
a salary.

1) National Stuttering
Association
I am a member and speak
at annual conventions.
2) Marilee L. Fini
I have faced challenges of
stuttering.

2) ARSHA- I receive an
honorarium for speaking.

Just a note…..
 The material in this PowerPoint Presentation
is copyrighted by Marilee L. Fini.
 All images are taken from Pixabay
(https://pixabay.com/) with the exception
of slide #2

Mailing List/Feedback Form
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Parent Scenario
“I am angry because my Speech
Pathologist doesn’t seem to get how
it feels to have your kid
diagnosed with Autism.”

Teen Scenario
“Going to Speech is stupid, I
am in high school. I want to
just play football! I don’t
care I can’t say /r/ words.”

Adult Scenario
“At first, speech therapy was so
helpful but now the SLP wants
me to make phone calls and that’s
scary, so I will just cancel the
session ”
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Student Scenario
“My professor just doesn’t
take time to listen to my
ideas. I have so many ideas
but never feel heard.”

Colleague Scenario
My co-worker doesn’t appreciate
how much time I am spending in
helping her learn this new system.

Connection

“Creating a safe and supportive atmosphere is
essential for developing the trust necessary to
establish a personal connection” (p. 75).
Boissy, A. & Gilligan, T. (2016) Communication the Cleveland Clinic way:
How to drive a relationship-centered strategy for exceptional patient experience.
New York: McGraw-Hill Education.
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How do we make a connection?

COMMUNICATION
“Use messages to convey meaning”

McCornack, S. & Ortiz, J. (2017). Choices & connections. Boston, MA:
Bedford/St. Martin’s.

The Art of Communicating

• Listening

Verbal
Communication

LISTENING
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EXERCISE
1. Pick a partner
2. Assign roles ~ “listener” or
“speaker”
 Listener listens without any verbal
comments
 Speaker talks
3. Switch roles

Listening

Understanding

 “Active listening
involves more than just
ears.” (p. 87)
 Head nodding
 Pausing
 Avoiding interruptions

• Involves not only
comprehending the
message but also
empathy
• Empathy – Walking in
that person’s shoes

Holland, A. (2014). Counseling in communication disorders : A wellness
perspective. San Diego, CA: Plural Publishing.

Clarifying

Disclosing

 “I think I hear you say
that…” (p. 90)
 “Let me see if I
understand.” (p. 90)

• Sharing with the client
about yourself
• “I had an experience
where I felt embarrassed
about something too.”

Holland, A. (2014). Counseling in communication disorders : A wellness
perspective. San Diego, CA: Plural Publishing.
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Affirming
• Showing that you are on the client’s side
• Help the client see his/her own strengths

Holland, A. (2014). Counseling in communication disorders : A wellness
perspective. San Diego, CA: Plural Publishing.

Scenario #1
Parent says, “I want my child to be OK.”
Role-play this situation and show how you would
use effective LISTENING skills
 Head nodding
 Pausing
 Avoiding interruptions

Scenario #2
Client says, “I don’t want to stutter anymore.”
Role-play this situation and show how you would
CLARIFY
 “I think I hear you say that…”
 “Let me see if I understand”
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Scenario #3
College student says ”I will never finish this
Speech Pathology program.”
Role-play this situation and show how you would
DISCLOSE your own story appropriately.

Scenario #4
Client says, “No one will ever listen to me, it
takes me too long to explain things
because of my stroke.”
Role-play this situation and show how you would
AFFRIM by showing you are on the client’s side and
bringing up his/her strengths.

Verbal Communication
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Provide a CLEAR Message
1. Use concrete words
INCORRECT: “Your mother has dysarthria of speech
caused by her stroke.”
CORRECT: “Due to the stroke, your mother’s speech
might sound ‘slurred.’”

2. Verify that the message is understood
Incorrect: “When the other therapist is here next
week, she will provide you with additional
homework.”
Correct: “Do you understand that I am going be on
vacation and someone is taking my place?”
Fraleigh, D., Tuman, J. & Adams, K. (2017). Let’s communicate. Boston, MA:
Bedford/St. Martin’s.

3. Use concise language
INCORRECT:
Your child has delayed language which will cause him to have
problems with receptive and expressive language. We will begin
work on both receptive and expressive language skills through
activities done in the therapy room and at home. Activities to
increase language should always be functional such as a
cooking or a craft activity.
CORRECT:
Your child has a delay in language. He has difficulty
understanding information and expressing himself.
Fraleigh, D., Tuman, J. & Adams, K. (2017). Let’s communicate. Boston, MA:
Bedford/St. Martin’s.

Respond in a Respectful Manner
1. Make sure you understand the message correctly
from the other person
2. Respond with courtesy and kindness even if you
don’t agree.
INCORRECT: “You are always trying to get out of
doing extra evaluations and you are the only one
who goes home on time.”
CORRECT: “We got slammed with a lot of
evaluations. Let’s get together a plan to get these
done so we can all go home on time.”
Fraleigh, D., Tuman, J. & Adams, K. (2017). Let’s communicate. Boston, MA:
Bedford/St. Martin’s.
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Scenario #1
 Child is

3 years

 Apraxia
 Parents

want to wait on therapy to see
if child outgrows it

Role-play with a partner how you would talk
to this parent. Use the following:
 Concrete words

Scenario #2
 Teen

client
like coming to therapy
 Been in therapy for 5 years
 Doesn’t

Role-play with a partner how you would talk
to this client about coming to therapy. Use
the following:
 Verify that the message is understood

Scenario #3
 Adult

 Aphasia
 Family is confused about Aphasia and believes

everything will be fine in 2-3 therapy sessions

Role-play with a partner how you would talk
to this family about progress. Use the
following:
 Concise language
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Scenario #4
 Colleague
 Wastes a lot of time talking
 Frustrated because of all the work

that is not completed

Role-play with a partner how you would talk
to this Colleague. Use the following:
 Respond in a respectful manner

BUILDING RELATIONSHIPS
“When we focus on relationships first, we
create a safe space for connecting with
others heart to heart, and people move
toward one another with compassion and
understanding rather than away from each
other in fear and judgement” (p. 127).

Glaser, J. E. (2014). Conversational intelligence: How great leaders
build trust and get extraordinary results. Brookline, MA: Bibliomotion, Inc.

How do you build a relationship with
clients and families?
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Techniques for Building Relationships
with Clients
• Connect with clients through Facebook or
newsletters
• Give great customer service
• Show honesty
• Engage with the client like you do for others that
age level
• Allow the client to be in charge
Matlock, R. (2013). It’s all about relationships. ASHA Leader, 18, 28.
doi:10.1044/leader.IPP.18052013.28
Hamby, E. (2016). Beyond the data. ASHA Leader, 21, 4-5.
doi:10.1044/leader.FMP.211206.4

Building a Relationship…
Treating those inside feelings

R.E.D.E Model
Relationship-Establishment-DevelopmentEngagement

Phase 1

Phase 2

Phase 3

Establish the
relationship

Develop the
relationship

Engaging the
relationship

Boissy, A. & Gilligan, T. (2016) Communication the Cleveland Clinic way:
How to drive a relationship-centered strategy for exceptional patient experience.
New York: McGraw-Hill Education.
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Phase 1: Establish the Relationship
 Beginning with respect
(Shake hands, introductions, thank you for
choosing you as a provider)

 Establish schedule together
(Can you give me a list of things that you would like to
cover?)

 Show Empathy
(Putting yourself in that person’s shoes and conveying
that verbally)
Boissy, A. & Gilligan, T. (2016) Communication the Cleveland Clinic way:
How to drive a relationship-centered strategy for exceptional patient experience.
New York: McGraw-Hill Education.

Phase 2: Develop the Relationship
 Listen without interruptions
Saying “mm-hmm” or nodding
head to help client continue
 Get the client to tell his/her story about
why they are seeking speech therapy
services
Can you tell me when your child began
to stutter and how has he been doing in
the last few weeks?
Boissy, A. & Gilligan, T. (2016) Communication the Cleveland Clinic way:
How to drive a relationship-centered strategy for exceptional patient experience.
New York: McGraw-Hill Education.

 Get the client to talk about his/her
perspective of the problem
How does this impact your ability to
communicate in daily events?
What would be a good outcome for
today’s session?
What concerns you the most?
Boissy, A. & Gilligan, T. (2016) Communication the Cleveland Clinic way:
How to drive a relationship-centered strategy for exceptional patient experience.
New York: McGraw-Hill Education.

13

9/18/2017

Phase 3: Engaging the Relationship
 Provide information about diagnosis
“What would you like to know about ______”
(p. 83)

“I want to be sure that I’m explaining things
clearly” (p. 84)
 Make a plan together
Figure out what goals are important to work on
Boissy, A. & Gilligan, T. (2016) Communication the Cleveland Clinic way:
How to drive a relationship-centered strategy for exceptional patient experience.
New York: McGraw-Hill Education.

 Concluding the appt.



Provide a summary
Thank the client for sharing their
information

Boissy, A. & Gilligan, T. (2016) Communication the Cleveland Clinic way:
How to drive a relationship-centered strategy for exceptional patient experience.
New York: McGraw-Hill Education.

Building Relationships with Colleagues
Find common interests

Ask about things that are
important to them

Talk a walk during lunch

Activities outside of work
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Talk to them with
respect
■ Ask them about
what’s important to
them
■

Building
Relationships
with Students

■

Relate similar
experiences that
you had in college

■

Disclose any
information about
your interests and
life outside of work

Building Relationships in
Meetings……
 Give

parent a preview of what will
happen at the meeting

 Assign

someone to sit by the parent
who can help facilitate a feeling of
ease

 Use

language that parents can
understand

 Look

for signs of overload

 Validate

parent’s feelings

COMMUNICATION BREAKDOWNS
“A misunderstanding is never concluded
successfully with an argument, but rather
by tact, diplomacy, and a sincere desire to
see the other person’s viewpoint.”

Hull, R. (2014).Your competitive edge, The art and impact of interpersonal communication in
professional practice {PowerPoint slides}. Retrieved from ASHA:
https://s3.amazonaws.com/asha-handouts/2015/1314-Hull.pdf
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Strategies for Managing Communication
Breakdowns in Meetings
• “Pause, listen and think first” to avoid a negative
response, then validate the other person’s opinion
• Attempt to see the situation from the other’s
perspective
• Identify any areas of agreement
• Speak about what the other person desires and how to
achieve that
• Address the person by his name in order to show
support
Hull, R. (2014). Your competitive edge, The art and Impact of interpersonal communication in
professional practice {PowerPoint slides}. Retrieved from ASHA:
https://s3.amazonaws.com/asha-handouts/2015/1314-Hull.pdf

“One of best ways to persuade
or negotiate is to be a good
listener. The other person may
resolve the potential conflict on
her or his own by talking it out
while we simply listen.”

Hull, R. (2014). Your competitive edge, The art and Impact of interpersonal
communication in professional practice {PowerPoint slides}. Retrieved from
ASHA: https://s3.amazonaws.com/asha-handouts/2015/1314-Hull.pdf

Problem Solving with Clients
1. Empathy
“It seems like you consistently forget to
do your homework. What’s going on?”

2. Talk about your concern
“My concern is progress in therapy can be
impacted.”

3. Work together
“I wonder how homework can be completed.
What would be the best way to do this?”
Lavelle, R., Jones, L., & Resendiz E. (2015). The clear & simple guide to parent education
{PowerPoint slides}. Retrieved from https://s3.amazonaws.com/ashahandouts/2015/1603-Lavelle.pdf
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Small Group Activity
1. Come up with a “real” or “hypothetical”
situation where there has been a
communication breakdown at a meeting
2. What strategies that we discussed would be
helpful?

Difficult Clients

Dealing with difficult
people is a MUST because
without addressing the
situation, it will get worse.
It is about the difficult
person, rather than YOU.
“Difficult people are
reinforced for being
difficult.”
Robertson, S. (2014). Dealing with difficult people: Working with you is
killing me {PowerPoint slides}. Retrieved from
http://www.speechpathology.com/
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Rules for Communicating with Difficult People
1. Use objective language
INCORRECT: “You are irritating to me.”
CORRECT: “You talk on your cell phone in the
middle of a therapy session.”

2. Use different ways to communicate your
message (sending a note home or text, speaking)
3. Talk about your vision for the situation
INCORRECT: “You are not concerned about your child
because you bring him late”
CORRECT: “We want to make progress in therapy.
Bringing your child late to therapy
makes this hard.”
Benjamin, S. (2008). Perfect phrases for dealing with difficult people. New York:
McGraw-Hill.

Strategies for Dealing with Difficult
People
1. Evaluate if you have to be RIGHT in this situation
2. Validate criticism
“Thank you for sharing that information”
3. Preserve your energy- don’t waste time on them
4. Blending- “Match the intent, body language and
communication style with your difficult person.”

Robertson, S. (2014). Dealing with difficult people: Working with you is
killing me {PowerPoint slides}. Retrieved from
http://www.speechpathology.com/

More Strategies…..
• Avoid giving quick advice
• Clearly state expectation of time
“I have 10 minutes to discuss this.”
• Collaborate together on a plan
• Using language such as “What would be a good
outcome?”

Ribnik, E. (2017, July). Managing disruptive behaviors. Seminar presented at South
University July Staff Meeting, Cleveland, OH.
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Setting boundaries
• Identify clearly what the behavior is and ask them to
stop
“You are yelling at me. For this meeting to continue,
I need you to stop”

• Decide how many warnings you want to give
“If you don’t stop yelling, I will end the
meeting.”

• Discontinue the meeting or remove yourself
Take your personal items and leave the room.
Ribnik, E. (2017, July). Managing disruptive behaviors. Seminar presented at South
University July Staff Meeting, Cleveland, OH.

Mailing List/Feedback Form

Giving Presentations that
Captivate the Audience
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#1) Get prepared
• Take a survey from the audience or talk to the
coordinator about what the audience needs to hear
• Make a timeline of how you will complete the
project
• Listening “sets the stage for how to explain and
demonstrate” information to client

Holland, A. (2014). Helping clients & families attain their goals: A basic
counseling function. {PowerPoint slides}. Retrieved from
http://www.speechpathology.com/

#2) Write the Presentation
• Write an intro that gets
attention
~story
~quote
~shocking statement

• Identify main points that
would be meaningful for
audience
• Research your topic
• Get audience to participate

#3) Decide on Audio-visuals
PowerPoint
• Watch size of font
• Avoid paragraphs
• Have more pictures
than text

Handouts
• Easy to read
• Send electronically
prior to presentation

Videos
• Show short clips
• Make sure clear and
audience can hear

White Board
• Have words or
picture ready ahead
of time
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#4) Preparing Speaking Notes
• Use bullet points
• Use hard copy of notes
• Use electronic notes such as phone or
IPAD

#5) Delivery of Speech
 Manage nervousness (relaxation exercises;
writing down negative thoughts)
 Practice speech to assess flow
 Provide concise explanations

Presentation Exercise

• Think about a topic in Speech Pathology that you
know about

• Put together 3 main points on that topic you
could talk about for 2-3 minutes

• Practice it with your neighbor
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Facebook & LinkedIn
Search for “MLF SPEECH THERAPY”
Facebook: Like my page and post a
review if you enjoyed my workshop!
LinkedIn: Follow my company’s page
and connect with me!

Questions…

?

Conclusion
“I define connection as the energy that exists
between people when they feel seen, heard, and
valued; when they can give and receive without
judgment; and when they derive sustenance and
strength from the relationship.”
Dr. Brene Brown
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