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California Association of 
Code Enforcement 
Officers

Effective Communication and Interview 
Techniques

Learning Domain #231

Introductions

• Instructor Introduction

• Tracey Towner, CCEO
• T Towner Consulting

• Retired County of Riverside – 34 years
• Santiago Cyn College - Instructor
• CACEO Board of Directors- Reg 6
• TTCodeEnf@gmail.com

DISCLAIMER

• CACEO is a statewide organization serving the needs of a 
diverse group. Some information may not apply to your 
agency at this time but will still serve you well during your 
career.

• The instructor is not an attorney and the information 
provided is not intended to serve as legal counsel.  Review 
any actions with your organization’s legal counsel before 
proceeding.

• Your agency policy is the authority under which you should 
act.  Any information in conflict with your agency policy 
should be reviewed with your supervision and management.
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Training Goals

Effective communication skills, tactics, and techniques is an 
important part of investigation and case preparation. 

Students will learn and understand their role in 
communicating with and interviewing interested parties who 

they encounter during their daily duties.

Forward

We are going to see a lot of videos today!  This first one models 
great communication skills and de-escalation tactics.

Meet the Fockers – Tasered & Arrested  (2:49)

Meet the Fockers – Tasered & Arrested  (2:49)
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Effective 
Communication

Effective 
communication is an 
officer safety issue!  It 
starts with us.

TedxEustis – Use of 
Force – Fred Jones 
(15:32)

Effective 
Communication Skills

 Be Calm
 Be Reasonable

 Be Present

 Active Listening
 Understanding non-verbal 

Communication

 Be Empathetic
 Earn Trust

 Develop Rapport
 Speak with a Smile
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Effective Communication Skills

 Be Calm BE HUMBLE!

 Be Reasonable

 Be Present

 Active Listening

 Understanding non-verbal Communication

 Be Empathetic

 Earn Trust

 Develop Rapport

 Speak with a Smile

Effective Communication Skills

 Be Calm BE HUMBLE!

 Be Reasonable BE RESPECTFUL!

 Be Present

 Active Listening

 Understanding non-verbal Communication

 Be Empathetic

 Earn Trust

 Develop Rapport

 Speak with a Smile

Effective Communication Skills

 Be Calm BE HUMBLE!

 Be Reasonable BE RESPECTFUL!

 Be Present

 Active Listening DE-ESCALATE!

 Understanding non-verbal Communication

 Be Empathetic

 Earn Trust

 Develop Rapport

 Speak with a Smile
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Effective Communication Skills

How to speak so people WANT to 
listen: 

How to speak so that people want to 
listen- Julian Treasure (9:58)

Speak to your Audience

 Be Professional 

 Be Aware of your audience
 Special needs, language, level of 

understanding, communication barriers, 
cultural beliefs.

 Avoid jargon or technical language
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Speak to 
your 

Audience

Be Professional –
ALWAYS start with a 
smile

Speak to your Audience

 Be Professional – ALWAYS start with a smile

Identify yourself, your agency, your dep/div and why 
you are here. 

Speak to your 
Audience
 Be Professional – ALWAYS start with a smile

Identify yourself, your agency, your dep/div and

Why you are here! (complaint received, proactive, follow up) regarding (non-
permitted structure, grass, trash, etc.)

Pay attention to body language

Reading minds through body language- Lynne Franklin (11:58)

https://www.youtube.com/watch?v=W3P3rT0j2gQ&ab_channel=TEDxTalks
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Speak to 
your 

Audience

 Be Aware of your audience
 Special needs 
 Language 
 Level of understanding
 Communication barriers

Students work together to create list 
and discuss how to handle each.

Speak to your 
Audience

 Avoid Jargon or technical 
language

Students give examples
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Speak to your 
Audience (cont.)

 Challenge words and phrases

 Come here, verbal or 
gesture

 You wouldn’t understand
 Calm down
 What is your problem?
 You never or you always
 I am doing this for your 

own good
 Profanity

Speak to your Audience (cont.)

 Challenge words and phrases
 Come here, verbal or gesture  (do you mind if we talk a moment?)
 You wouldn’t understand (may I explain the reason for these codes?)
 Calm down (I can see you are upset, that would upset me too, let them vent…it takes 

time)
 What is your problem? (tell me more about that, then listen for opportunities to offer 

solutions and help)
 You never or you always (What if we tried “this” instead?)
 I am doing this for your own good (Its important to maintain quality of life in the 

community and this is one way that has been successful)
 Profanity (just don’t)

How to deal with difficult People – Jay Johnson (15:06)
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Effective 
Interview 

Skills

 Guiding the conversation

 Be clear and succinct

 Focus on facts

Effective Interview Skills 
(cont.)

 Interview vs. Interrogation

 Clarify vague points

 Ask for details

Effective Interview Skills 
(cont.)
 Confirm questionable or confusing information

 Rephrase questions when answers are evasive or 
confusing

 Do not make accusatory statements disguised as 
questions
 Why questions
 How questions
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Practice 
Self 
Awareness

 Identify and keep your own biases 
aside

 Keep your opinions private

 Evaluate your tone of voice and 
volume

 Be aware of your non-verbal cues

Practice Self 
Awareness
 Don’t become defensive

 Don’t become angry

 Don’t personalize

How not to take things 
personally? – Frederik Imbo
(17:36)
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Reading People

 Stress Response

Awareness of risk, fight or 
flight

Reading People

Tools to analyze behavior:   

POSTIVE / NEGATIVE

 Overall behavior during interview

 Eye Contact

 Answer

 Timing

 Voice 

Situational 
Awareness

Know your surroundings
Trust your feelings
Avoid complacency
Continually assess the 

situation
 If threatened:

Exit Plan
Live to fight another day
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Group Activity
Groups – test what we’ve 

learned

Human 
Connection
• The power of 
vulnerability

• Brene’ Brown

34

35

36



12/21/2022

13

Questions
Questions??
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