The Filling Station Trust Safeguarding Policy

Appendix 3: Effective Listening

Ensure the physical environment is welcoming, giving opportunity for the child or adult at
risk to talk in private but making sure others are aware the conversation is taking place.

It is especially important to allow time and space for the person to talk

Above everything else listen without interrupting

Be attentive and look at them whilst they are speaking

Show acceptance of what they say (however unlikely the story may sound) by
reflecting back words or short phrases they have used

Try to remain calm, even if on the inside you are feeling something different

Be honest and don’t make promises you can’t keep regarding confidentiality

If they decide not to tell you after all, accept their decision but let them know that
you are always ready to listen.

Use language that is age appropriate and, for those with disabilities, ensure there is
someone available who understands sign language, Braille etc.

Helpful Responses

You have done the right thing in telling
I am glad you have told me
| will try to help you

Don't Say

Why didn't you tell anyone before?

| can't believe it!

Are you sure this is true?

Why? How? When? Who? Where?
| am shocked, don't tell anyone else



