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Module 1 - Communication  
 

• 1.1 - What is Communication 
• 1.2 - Influences on Communication 
• 1.3 - The Importance of Communication in Policing 
• 1.4 - How We Communicate 
• 1.5 - Effective Communication 
• 1.6 - Barriers to Communication 
• 1.7 - Different Methods of Communication 
• 1.8 - Effective Listening 

 
 
1.1 What is Communication? 
  

• Communication occurs through a two-way process which is between a sender 
and receiver 

• Expression of your internal thoughts and feelings to others is interpersonal 
Communication whilst to ourselves is intrapersonal communication through 
verbal and non-verbal communication 

• Definition of Communication: Communication is the transfer of information 
from one person (sender) to another person or persons (receiver) 

• Verbal communication expresses and communicates what is spoken 
• Non-verbal communication is communication through what do you language 

and other methods of transferring information such as gestures, facial and 
physical expressions, the posture of the body, the angle and proximity 

• Written communication is another form of effective communication which 
includes writing in all its forms and languages with all its cultural differences 
and signage 

• Effective communication also includes interpreted communication via another 
person 

• Communication can be one of those forms or a combination of all, even no 
communication at all can send a clear message  

  
  
1.2 - Influences on Communication  
  

• Communication can be influenced by people's education, values, attitudes, mood, 
skills and previous experiences 

• Consider the following when communicating: (Frame of Reference) 
- Family and cultural background 
- Language skills and physical abilities  
- Attitudes and values  
- Status or relationship with other people in the communication 

  
• Frame of Reference: Frame of reference is formed by our background experiences and 

beliefs for our interpersonal and intrapersonal communication 
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• Our internal thoughts and feelings make up our intrapersonal intelligence and 
determine how we behave, interact and react to situations 

• Whether or not, it's negative or positive self-talk, it will influence the way we 
communicate with others and ourselves 

• If our intrapersonal thoughts and feelings I'm not managed, they can lead to 
stereotyping 

• The frame of reference of police officers and members of the public can influence how 
they perceive and communicate with each other 

• People with similar frames of reference communicating will help interpret the 
message clearer as compared to people with different frames of reference which will 
need to work harder to interpret the message correctly.  

• Police officers must monitor their own thoughts and feelings as to not affect their 
professional lives negatively which may result in them stereotyping when dealing with 
members of the public.  

• It’s crucial for police officers to not give away their internal feelings whether it’s 
through verbal or non-verbal communication, as it will impact the level of cooperation 
from any individual when interacting with them.  

  
  
1.3 - The Importance of Communication in Policing  
  

• The ability to maintain external and internal workplace relationships is needed for 
effective communication.  

• Policing involves 97% verbal communication as opposed to only 3% physical hands-on 
interactions as found by studies 

  
Þ Legislation: The Role of Effective Communication  
• Statute Law under Section 202 of the Law Enforcement (Powers and responsibilities) 

Act 2002 (NSW)(LEPRA) highlights the need for effective communication when police 
officers are dealing with members of the public 

• Read section 202 of LEPRA 2002 (NSW) - practice 
•  Section 202 emphasizes the importance of police officers understanding their powers 

and communicating effectively with members of the public as a non-comply with s202 
of LEPRA 2002 (NSW) can make police actions illegal which would result in charges 
dismissed by the court  

  
1.4 - How We Communicate?  
  

• Verbal and non-verbal communication helps people create, perceive and interpret 
messages 

• It's crucial to understand how communication works and the impact of words and 
actions has on interacting with others 

  
Þ  Verbal Communication  

• Verbal communication is the use of language to construct meaning in either an oral or 
written form.  

• Words are used as symbols to represent people, objects, events, places and feelings 
within their contexts  

• Words out of context has no significant meaning 
• Important points to consider:  
§ Spoken messages tend to be more spontaneous than written messages 
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§ Spoken comments cannot be easily undone as compared to written messages that can 
be re-drafted many times until it's expressed correctly. 

§ It's important for people to remind themselves to think before they speak as it can 
have consequences 
 

Þ Verbal Communication In Policing: Speaking and Writing  
• Even though policing is an active career, yet it involves speaking and writing which can 

have an impact on the outcome of the case 
• Clear and correct handwriting and typing makes an impact at court as logical and 

systematic handwriting can mean that you have an approach to re-telling an event or 
explaining a concept. 

• Badly handwritten and typed notes can affect the ability to read vital evidence, 
incorrect test makes the time of an event questionable and missing punctuation can 
produce double meanings that can be contested 

• As speaking and writing is used to communicate with superiors and those in official 
positions, therefore it's important for police offices to be able to write reports 
correctly sure processes can flow smoothly and information is expressed accurately 

• Police officers speaking logically to the members of public, superiors and at court will 
help them get their point across more accurately and clearly 

  
Þ Non-Verbal Communication 

• Non-verbal communication involves using our body language, signals, gestures, facial 
expressions and other non-verbal behaviours to communicate with other people 
without using words. 

• It's important for police offices to be able to understand non-verbal communication 
from others as it will give a better understanding of the message being conveyed and 
possible intentions of others.  

• Using positive non-verbal communications with members of the public can have 
positive impacts for police officers 

• Non-verbal communication can be used as a tool to keep offices and other save 
specifically when dealing with emotionally charged or dangerous situations which 
include domestic violence or self-harm situations. 

  
Þ Elements of verbal and non- verbal communication 

• Whether communication is verbal or non-verbal, it will send intended or unintended 
messages to others therefore it's important to make conscious and wise choices 

  

Verbal Communication  Non-Verbal Communication  

Tone  
Altering the inflection and modulation of your 
voice can give different meaning (conscious or 
unconscious) to the message you are sending 
  
Strong, varied or empathetic = approval and 
enthusiasm  
Hesitant or monotonous = disapproval or 
disinterest  
  

Eye Contact  
Eye contact indicates interest listening 
and honest 
Eye downcast and maintaining little 
contact indicates disengagement or 
disinterested 
  

Speed  Facial Expressions  
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Pace of your speech impacts whether you are 
misunderstood if you talk too rapidly or seem 
disinterested and preoccupied when taking long 
pauses between words 

Facial expressions reflect attitudes and 
emotions as minimal or tense facial 
expressions suggest disinterest as 
compared to more relaxed and open 
facial expressions 

Volume  
Projecting your voice  
A soft voice can be projected better as compared 
to shouting as it can distort your voice and make it 
harder to understand 

Posture  
A person standing upright with their 
shoulders back and hands by their side 
means they feel confident 
Sitting slumped with arms crossed and 
bodies turned physically away from 
others means they may be defensive, 
disengaged or even lying 

Vocabulary  
Proper dictation, using positive statements and 
avoid using slang terms which are all important as 
the words you choose and how do you structure 
your sentences will make it easier to understand 
your message 

Gestures  
Gestures can both compliment or 
contradict your message as more 
relaxed and open hand gestures are 
better used 

  
  
1.4 Practice Quiz - activity  
  
  
  
1.5 - Effective Communication  
  

• The effectiveness of any interaction is influenced by her verbal and non-verbal 
communications are delivered 
 

Þ Core Strategies to influence effective communication include: 
  

Core Strategy  Effective Communication  

Rapport  Engaging with the other party helps build trust and promotes a more 
harmonious interaction. 

Empathy  Empathising involves understanding issues from the other person's 
perspective and acknowledging the other person's feelings.  

Actively 
Listening  

This requires you to listen with the intent to understand what the other 
person means by what they are saying, not just to respond. 

Feedback  This	is	the	verbal	and	non-verbal	communication	a	person	sends,	
which	indicates	to	what	extent,	if	at	all,	they	understood	the	message	
the	other	person	was	giving	them.	This	feedback	will	reveal	if	the	
speaker	needs	to	adjust	the	delivery	of	their	message.	
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• The core strategies above can be remembered through the acronym REAF 
• A breakdown in communication will be blamed on the sender of a message, therefore a 

more productive attitude is for the sender to analyse their own communication choices 
which ensures a sender to adjust your communication style to suit the audience that is 
an essential skill in a police officer 

  
 
 
 
 
1.6 Barriers to Communication 
  
• Barriers can arise during the communication process often without the participants being 

aware of them which makes it harder to communicate  
• There are many psychological, social, emotional and physical barriers to effective 

communication which include:  
- Background - age, gender, race, nationality, socio-economic status and religion  
- Perception - different world views  
- Environmental factors - noise, distractions, weather 
- Cultural communication styles 
- Psychological or emotional issues - personal problems  
- Language problems 
- Poor communication or listening skills 
- Complicated messages 
- A disability  

 
• Specific examples of barriers to communication:  

- Language difference - dialects (language that is spoken in a particular area) , use of jargon 
(words and expressions used in special or technical ways by particular groups of people 
making the language difficult understand) , use of colloquialisms ( use of informal words in 
language) , use of idioms ( the language that people use at a particular time or in a 
practical place) 

- Culture - expectations of how things will happen, what's considered polite or rude and 
what's understood without saying a word. It's essential to be sensitive to cultural 
differences in our multicultural society  

- Stereotyping - stereotypes are beliefs about members of a particular group which are 
inadequately grounded and partially in accurate because of over-generalisation but which 
the individual chooses not to change despite the facts. Stereotyping is fuelled by 
intrapersonal communication and can easily lead to miss trust and misunderstand 

- Discrimination - discrimination is the prejudging of someone's behaviour based on 
inadequate and usually stereotypical information which leads to acting negatively on that 
judgement to limit a person’s rights, opportunities or life chances 

- Stress - stress is potentially present as communication and heightened by presence of 
anxiety, pain, illness and other barriers to communication 

- Noise - any unplanned distortion, destruction or interference that will negatively affect the 
effectiveness of communication 

  
• A good communicator should aim to overcome barriers by: 

- choosing an appropriate environment 
- using aids and/or equipment as required 
- using positive language 


