
10/8/25

1

Say What? Relearning 
Communication
Non-Verbal, Verbal and Listening

Sonya Barsness & Karen Stobbe
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What are some issues you see your 
team has when communicating with 
persons living with dementia?

While you are waiting…you can think on this and put your 
answer in the Q&A when we’re live. 

Welcome! 
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This series was created by the Virginia Commonwealth University’s 

Department of Gerontology for the

Virginia Department of Medical Assistance Services (DMAS) 

Nursing Facility Quality Improvement Program (NFQIP) using 

Civil Money Penalty (CMP) Reinvestment Funds. 
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You’ll be invited to unmute and turn on your video during breakout 
sessions.

Please keep your microphone and 
camera off during the main presentation.

Use the Q&A tab anytime—our team is listening!Have a question during the lecture?

This helps us improve and also lets you request your certificate of 
attendance.

At the end of today’s session, we’ll share 
a short survey link (this link will repeat in an 
email following the session).

✔ Attend at least 75% of the session
✔ Participate in at least 75% of polls, questions, or breakout activities

Certificates will be emailed about a week 
after the event to those who:

Please have the registered attendee complete the exit survey and list the 
names of all group participants.

Attending as a group?

You’ll receive a link to the recording a few days after the webinar—to 
review or share with colleagues.

This session is being recorded.

HOUSEKEEPING
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SONYA BARSNESS
KAREN STOBBE

SERIES PRESENTERS
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Person-centered dementia care is an approach 
that prioritizes the individual's unique identity, preferences, 

and experiences rather than focusing solely on their 
diagnosis or symptoms. This care philosophy recognizes 

that each person with dementia remains a whole 
individual with a rich history, personal values, and 

ongoing needs for dignity and respect.

A little review from Webinar 1
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Looking Forward…

This session is focused on the communication elements of 
verbal, non verbal and listening and sharing with your 
team. The next 2 webinars will cover other elements of 

communication such as : Changing Our Behavior, Actions 
and Reactions, Unmet Needs, Well Being and The Why.
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What are universal forms of 
communication? 
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What are some universal forms of communication? 

Smile
Laughter Wave

Gestures

EmotionsSmells

HandshakeFacial Expressions

Music
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Our Journey Today: Relearning CommunicationKnow the 
Person

Be Ready

Non-Verbal

Verbal

Listen

With One 
Another
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Know the 
Person

Be Ready

Non-Verbal

Verbal

Listen

With One 
Another

Know the person
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Know the 
Person

About me sheets
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Communication is 
important not just for 

“care” but for 
connecting. 

Know the 
Person
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Knowing the person is 
important because you 

learn how best to 
communicate with 

each person.

Know the 
Person
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Know the 
Person

Be Ready

Non-Verbal

Verbal

Listen

With One 
Another

Journey map 1
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Are THEY ready to 
communicate? 

Be ready
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Be ready

Senses: sight, hearing
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Be ready

How do they feel
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Be ready

Every day feels different.
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Be ready

Changing emotions are common.
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Are YOU ready to 
communicate? 

Be ready
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Be ready

A range of emotions
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I don’t do mornings.
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Be ready

People may hear your words,    but 

they feel your attitude.
John C. Maxwell
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Be ready

Mind your Mindset 
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Be ready

Home.
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Be ready

Nature images
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The non-judgmental and complete acceptance and 
support of a person as a human being, regardless of 

their words or actions.

Unconditional
Positive
Regard

Be ready
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Taking the 
“Intentional 

Stance”

From Steve Sabat

Be ready
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Personhood

What makes a person who they are.

The standing or status that is bestowed upon one 
human being, by others, in the context of 

relationship and social being.

Seeing the whole person, past their diagnosis.

Be ready
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Taking the “Intentional Stance1”

1. I assume this person is 
communicating 

something important.

Be ready

From Steve Sabat
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Taking the “Intentional Stance2”

2. It is up to me to 
find out what that is.

Be ready

From Steve Sabat
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Taking the “Intentional Stance”2

3. I have to enter into their 
world and see their 

perspective to do that.

Be ready

From Steve Sabat
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Taking the “Intentional Stance”1

4. Be comfortable with silence 
and taking it slow.

Be ready

From Steve Sabat
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Know the 
Person

Be Ready

Non-Verbal

Verbal

Listen

With One 
Another

Journey map 3
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Non Verbal

Non-Verbal
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24/7

Non-Verbal
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Non-Verbal

Body Language & 
Facial Expressions

Vocal Characteristics
tone

inflection
volume
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Proximity

Non-Verbal
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Appearance

Non-Verbal
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Gestures

Non-Verbal
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Senses

Non-Verbal
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Mirroring/Cueing

Non-Verbal
Bathroom
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Non-Verbal

Mirroring each other
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Non-Verbal

Better way to be seen and heard

We are equals

I have time for you
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Non-Verbal

The environment can 
communicate 

negatively or positively
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Non-Verbal

Nature can slow us down.
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Non-Verbal

Keep space consistent.
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Non-Verbal

Keep the environment appealing
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Non-Verbal

Hallway
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Non-Verbal

Security key pad
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Non-Verbal

Concealing an exit
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Non-Verbal

Concealing an exit 2
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Non-Verbal

Push until alarm sounds.
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Know the 
Person

Be Ready

Non-Verbal

Verbal

Listen

With One 
Another

Journey map verbal

55

Verbal

Verbal
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Good Morning 
Videos 

Verbal
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Video 2
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What did you 
notice?

Answer in the Q&A

Verbal
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Video 1
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Verbal

Poll: Check off what 
you saw. 
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Speak clearly and slowly
Be gentle and reassuring

Keep sentences short and simple
Give 1 step instructions

Be specific
Use preferred names

Allow plenty of time for comprehension
Make negatives into positives

Praise
Thanks

Verbal
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Avoid pronouns

Avoid quizzing

Avoid direct memory questions

Avoid arguing

Avoid correcting

Avoid Elderspeak

Avoid saying No. Can’t. Don’t. 

Verbal
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We need to remember 
Verbal

When we communicate 
verbally, we are 

also communicating  
non-verbally.  

Make sure your words 
match your actions. 
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Know the 
Person

Be Ready

Non-Verbal

Verbal

Listen

With One 
Another

Journey map: listen
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Listen 

Listen
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Listen

By listening you create the space for 
the other to experience 

personhood.
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Listen

Listen to their feelings 
as well as their words. 
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Stop talking

Listen
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Listen

Silence can be powerful
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Listen fully
Mind, Body & Soul

Listen
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Listen

Mind

Defer judgment
Suspend your ego

Empathize not Sympathize
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Listen

Body

Eye Contact/Eye Level
Lean forward

Nodding
Ask clarifying, open-ended questions

Observe their body language 
Provide feedback 
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Listen

Be Patient
Empathize not Sympathize
Give undivided attention

Be fully present

Soul

Soul 3
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Listen

Soul

Soul 1
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Listen

Soul

Soul 2
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Listen

Soul
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Sometimes the purpose of communication 
from a person with dementia is for them to 

share 
something about themselves that 

means something to them. 

Listen
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Listen

Most people do not listen with 
the intent to understand; 

they listen with 
the intent to reply.

- Stephen R. 
Covey
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Know the 
Person

Be Ready

Non-Verbal

Verbal

Listen

With One 
Another

Journey map 4
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With One 
Another

What do you feel is most important
when communicating with co-workers?  

Please put your answers in the Q & A
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With One 
Another

What we see

What’s happening
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With One Another

Has chronic 
pain and can 
barely get 
through a shift.

She has a sick teen that she 
had to leave home alone.

Her car broke 
down and has 
no idea what 
she will do. 

Just received a cancer diagnosis, but doesn’t want 
anyone to know. 

With one another
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With One 
Another

Why not think about 
communicating with each other 
with the same respect as with a 
person living with dementia? 
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What are some issues you see your 
team has when communicating with 
persons living with dementia?

Let’s come back to the first question
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Non-Verbal

• Eye Contact
• Eye level
• Sit
• Look at the 

environment
• Smile day

Verbal

• Watch the 
videos & discuss 
after

• Have everyone 
pick 1 thing that 
they will work 
on. 

Listening

• Listen exercise #1
• Listen exercise #2
• Go with the flow

With Each 
Other

• Talk @ attitude
• Compliments
• How do you want 

to be corrected?
• Strengths & 

Weaknesses

What can you do to improve communication?
Practice!
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What Can You Do Tomorrow?

Low-hanging fruit?

Longer-term?
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What Will You Put into Practice?

Reflection:
“What’s one thing YOU will do 

differently?”
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What Will You Put into Practice?1

Reflection:
“What’s one thing 

you will bring back to your team?”
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Thank You!

Let’s continue this conversation.

Karen Stobbe — kstobbe1@gmail.com
Sonya Barsness — sonya@sbcgerontology.com
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THANK YOU!

Virginia Department of Medical Assistance Services (DMAS) 

Nursing Facility Quality Improvement Program (NFQIP) using 

Civil Money Penalty (CMP) Reinvestment Funds. 
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This helps us improve and most importantly, lets you request your 
certificate of attendance.

We will post a survey link in the Q&A 
tab and will resend it with our follow-up 
message.

✔ Attend at least 75% of the session
✔ Participate in at least 75% of polls, questions, or breakout activities

Certificates will be emailed  about a 
week after the event to those who:

Please have the registered attendee complete the exit survey and list the 
names of all group participants.

Attending as a group?

You’ll receive a link to the recording a few days after the webinar; feel free 
to review or share with colleagues.

This session was recorded.

REMINDERS
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Huddle-Up 2
November 12, 2025

Sonya Barsness & Karen Stobbe
Series Host and Moderator: Gigi Amateau, PhD
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