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Key Takeaways
• Empathy (not pity or sympathy)
• Active Listening (attentiveness, nodding, holding eye contact, 

asking for clarification and summarizing)
• Nonjudgmental Language (“the truth is somewhere in the 

middle…”)
• Know the Trigger responses 
• Transparency (no secrets or withholding)
• Empower the Client (give them control - review events, 

strategies, updates with client – this gives them voice and 
agency)

• General Meaning (Consider the layperson’s meaning of words) 
• Timing – Be as clear on timing as possible – The Triple D –

“Defendant’s Delay and Deny”


