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UV21347
Building rapport in work with 
challenging behaviour

The aim of this unit is to develop your knowledge and 
understanding of how to build rapport in developing 
relationships and the benefits of doing so to improve 
effective communication.
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On completion of this unit you will:

Learning outcomes Evidence requirements

Building rapport in work with 
challenging behaviour

1. Know what rapport is and its relevance and 
importance in the communication process

2. Know the techniques used for building 
rapport and their application when working 
with challenging behaviour

1. Achieving outcomes 
All outcomes must be achieved and 
evidenced in your portfolio of evidence. 
Evidence may include practical observed 
work, witness statements, audiovisual 
media, projects, assignments, case studies, 
reflective accounts, oral/written questioning 
and/or other forms of evidence. 

2. Tutor/Assessor guidance                                                                                                      
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in 
this unit. All assessment criteria must be 
evidenced.
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Outcome 1

Outcomes
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Know what rapport is and its relevance and importance in the 
communication process

You can: Description of 
evidence

Portfolio             
reference

a. Clarify what is meant by rapport

b. Describe the ways in which rapport 
contributes to effective communication

c. Explain how rapport can be broken
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Outcome 2 
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Know the techniques used for building rapport and their 
application when working with challenging behaviour

You can: Description of 
evidence

Portfolio             
reference

a. Describe different techniques for building 
rapport

b. Explain the associated pitfalls of 
techniques

c. Describe the importance of good risk 
management in relation to the use of 
rapport in a professional setting



Outcome 1: Know what rapport is and its relevance and importance in the 
communication process

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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What is rapport?: Derived from the 
French verb ‘rapporter’ (to bring back or 
refer). The connection that rapport brings 
in communication, how we know when we 
are in rapport. How do we use our senses 
and what part do they play in developing 
rapport? What it means to have instant 
rapport, how this makes us and others 
feel. Personal qualities (respect, trust, 
confidence, credibility), their relevance 
and how they affect communication and 
relationships.

The way rapport contributes to effective 
communication: There is no such thing 
as a failure to communicate - what does 
this mean? How does rapport facilitate 
effective communication? Understanding 
miscommunication; the miscommunication 
triangle, the impact on relationships, 
the meaning of the communication is 
the response you get - what does this 
mean? The importance of demonstrating 
understanding, the importance of clarifying 
your message, using paraphrasing, 
summary (how this supports rapport building 
and effective communication), the benefits in 
relationships.

How rapport can be broken: When rapport 
is used to influence in a negative way, the 
impact this can have and recognising when 
this is happening. Changing the dynamic of 
negative rapport to manage the situation and 
own responses. The ways to break rapport 
(when and why it may be important to do this 
and how to do it). The importance of non-
verbal communication (NVC) and the impact 
it has on the communication process.



Outcome 2: Know the techniques used for building rapport and their 
application when working with challenging behaviour
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Different techniques for building 
rapport: What is instant rapport? How 
do you know when you are in rapport? 
Rapport building techniques. The 
importance of language and how it is 
used (voice tone, pitch and pace), the 
importance of using all of our senses and 
how this helps us to understand and listen 
more effectively, how this contributes to 
developing deeper rapport and the benefits 
when working with those who present in a 
challenging way. Mirroring/matching (the 
differences between the two, the benefits of 
using this technique). Cross-over matching 
(what it is, how to use it and when it could 
be beneficial).

Associated pitfalls: Pitfalls are associated 
with our own thoughts/feelings/behaviours/
attitudes and can hinder the rapport 
building process. Explore negative patterns 
that could damage communication (making 
assumptions/judgements, not listening 
effectively, insincerity, lack of respect). 
The danger of becoming too ‘mechanical’ 
and losing the sense of authenticity in 
relationships by using rapport building 
techniques such as mirroring/matching 
inappropriately, making assumptions 
when communicating with others, how this 
hinders own thinking and creates blocks 
when developing and building relationships.

Good risk management in relation to the 
use of rapport in a professional setting: 
The importance of respect and understanding 
in relation to self/colleagues/clients.  

Exploring when is it not helpful to 
develop a deep rapport with another 
person: For example - someone who is 
exceptionally resentful/angry/who has very 
low self-esteem. How this could affect 
own internal process/behaviour negatively, 

not matching inappropriate behaviour, 
awareness of triggers that associate with 
personal issues, how to break rapport if 
you need to for any reason.
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Notes 
Use this area for making notes and drawing diagrams


