
Even though you may feel nervous or worried
about upsetting the other person, it’s important
that you’re clear in communicating the message
you need to deliver. It’s possible to be direct and
factual, whilst being respectful and empathetic. 

Allow time for the person to process the
conversation but do check-in with them. Don’t be
afraid to ask the person for their opinion or ask
what they think might help them. This shows you
are willing to collaborate and work with them to
identify the best possible outcome or solution. 

Phrases like this may be helpful: 

D I F F I C U L T
C O N V E R S A T I O N S  

B E  P R E P A R E D
Being well prepared makes difficult conversations
easier. Here are some points to think about before
your conversation: 

B E  C L E A R  &  K I N D

Delivering tough news can be part
of our work and personal lives. 

Having difficult conversations is
never easy, but there are things you
can do to help you communicate
what needs to be said in a
supportive way. 

in rural communities

Consider time and place

Don’t rush

Consider who to involve
It may be appropriate for the person to bring along
a support person.

Give notice of your need for the conversation and
allow enough time for the discussion,
remembering that the person may have lots of
questions. 

Think about the best location for your
conversation. If possible, find a place and time free
of interruptions. Often this will be somewhere
private, but it’s most important that it’s
somewhere that both you and the person you’re
speaking with feel safe. 

“I know this is tough news, do you have
any ideas on how we can tackle the

problem together?”

Practice what you will say beforehand
Being mindful of any confidentiality
considerations, you may wish to practice the
conversation with a colleague or friend, or write it
down and memorise it, so you’re clear on what
you need to say and how you plan to say it. 

“I understand this news is difficult to hear.” 



M A N A G I N G  A N G E R  
&  D I S T R E S S

Anger and distress can be a common reaction to
receiving bad news. It’s not always possible to
reason or problem solve when someone’s
emotions have escalated. 

De-escalating a situation:
As much as possible, remain calm yourself. 

Listen and express empathy. Acknowledge

their point of view and show them you’re

listening. 

Allow personal space.

Don’t attempt to reason, argue or interrupt. 

E N D I N G  T H E
C O N V E R S A T I O N
W E L L

When it’s time to end the conversation, clarify with
the person what the next steps are, and be
transparent about any processes or actions
required. 

Wherever possible, leave the person with any
information or contacts that they might find
helpful, particularly if their level of distress is
concerning. This might include more detailed
information about the issue at hand, or it could be
the contact details for other support such as the
Rural Financial Counselling Service or RAMHP. 

Follow up with the person in the coming days. 

RAMHP.COM.AU

You can get information from your
RAMHP Coordinator about conversation
techniques, referral pathways and even
practice what you’re going to say.Your safety is the priority. If you feel threatened or

uncomfortable, end the conversation and leave
the situation. If it’s a work-related incident, follow
your organisation’s protocols. 
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