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Building therapeutic relationships online

This guidance aims to demonstrate how rapport can be built in similar and
different ways when delivering online sessions, compared to in-person.

Key messages:

e People with aphasia tell us they want to feel you care about them and are
interested in them as a person.

e Online, we sometimes need to provide additional reassurance and time to
support your service user to feel comfortable.

e Feeling comfortable with a slower pace when you’re having conversations
online is important.

Themes In-person Online / Video call
Preparation e |nitial contact via e |nitial contact via
telephone or email to telephone or email to
introduce yourself introduce yourself
e Before the session, e Before the session,
familiarise yourself with familiarise yourself with
their case history. their case history.

e Check your device and
videoconferencing
platform are working.

e Carry out a practice call
with the service user

Greetings e Greet the service user e Sitin acomfortable

with a smile position where the service
user can see at least your
head, neck and shoulders,
ideally upper body. Check
they can see and hear you

e Greet the service user with
a smile

e Ask the service user to
reposition their device if
you cannot see their face
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Get to know

Ask if someone is with
them for the
appointment (in clinic or
in the home)

Share something about
yourself (i.e. your journey
to their home, or to the
clinic)

Be professionally curious
about the service user
Spend time at the start
of the session getting to
know the person.

If you have met before,
ask questions such as
“how was your week?”.

Check who is in the room
with them

Share something about
your environment (where
you are,communicate it is
a confidential space). Ask
the service user about
something in their
environment you can see,
i.e., | can see a photo on
your wall, where was that
photo taken?

Be professionally curious
about the service user
Spend time at the start of
the session getting to
know the person.

If you have met before, ask
questions such as “how
was your week?”.

Agenda setting

Agree aims of session
Write key words

Agree aims of session
Type key words into chat
or use shared whiteboard
or PowerPoint slide

Plan when to take breaks
and provide reassurance
that additional breaks can
be taken if needed.
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Responsiveness | ¢ Be kind, friendly and e Be kind, friendly and
patient throughout the patient throughout the
session session

e Give the service user e Give the service user
additional time to additional time to
respond. respond. This may feel

e Use humourifthisis longer online but it’s
appropriate totally normal.

e Acknowledge when e Use humourif thisis
something has been appropriate
difficult in the session. e Acknowledge frustrations

e Recognise fatigue in the and when something has
service user’s body been difficult (i.e.
language, alertness, difficulties using
positioning, computer or positioning at
communicative ability. home).

e Check in with how the e Recognise fatigue in the
service user is doing in service user’s body
natural breaks in the language, alertness,
session, i.e. between positioning,
tasks. communicative ability.

e Offeratissueif the e Check in with how the
person is upset service user is doing in

e Ask what might help the natural breaks in the
service user or what they session, i.e. between tasks.
plan to do next to be kind | ¢ Say instead of do - “I'm
to themselves. sorry | can’t make you a

cup of tea, is there
someone else that can?”
“If I could offer you a
tissue | would. Do you
want to get one?” “| can
stay here and keep
chatting if you would like”
e |If you find you are
speaking over the person,
wait an additional 2-3
seconds and watch their
facial expressions to see if
they are starting to speak.
e Be aware that an unstable
internet connection will
affect responsiveness.
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