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Xiv Preface

We have heard from several instructors that they would prefer a shorter version of this
text, to better align with the needs of their courses. Many instructors teach the skills course
at an undergraduate or early graduate level. Others are looking for an abbreviated text for use
in practicum or field experience courses, where students may have limited knowledge of what
actually makes the interview work. For these instructors, we have created a 300-page essen-
tials version of this text, entitled Essentials of Intentional Interviewing.

Together, the comprehensive and essentials versions of this text—1/Intentional Interview-
ing and Counseling and Essentials of Intentional Interviewing—provide the flexibility to meet
your teaching needs in skills training. Because they are backed by over 450 databased,
research-based studies, both books have also been used with excellent results in multiculeural
courses and in field experience, as either the main text or a supplemental text.

FEATURES NEW TO THE SEVENTH EDITION

Py

The 21st century brings with it many new challenges—the cha l@c@ facial demo-
graphics of society, an up-and-down economy in wh1c wals suffer, technologi-
cal innovations, and continuing wars, ter ‘0@ ese and other issues make
counseling ever more 1mportant and pr @1 socieg seventh edition of Inten-

tional Interviewing an nt ucs the tr mm st but also seeks to pre-
pare students for le future. ook will find that the basics
are the 3 ﬁ we ave 1nst1tuted m@ges that will enrich the concepts for all
e\’f ns.

Further streamlm?ogt‘ext that is research and training based. Intentional Interviewing
and Counseling is the most thoroughly researched and classroom-tested counseling skills text
available. In this latest edition, every concept and sentence has been reviewed to ensure clarity
and relevance. This streamlining makes the text easier to read while ensuring that specific
information is provided. Also, updated research findings are highlighted in the text.

A new “tone” for our scientific base. Throughout this edition, you will note a stronger
emphasis on relationship and the working alliance. This emphasis has always been part of the
listening skills, but in this edition we have given this central area much more attention. You
will also find increased emphasis on the words here and now and immediacy. Counseling and
neuroscience research reveals the importance of the here and now for successful and healthy
living. We have added quotations to each chapter that emphasize the uniqueness and impor-
tance of thinking about each skill more broadly. “Love is listening,” the quotation by Paul
Tillich on our dedication page, captures the essence of the hope and goal of this revision.

Relationship—story and strengths—goals—restory—action.' This is a new formulation of
the popular five-stage interview structure. This language change integrates these concepts and
helps students understand and utilize microskills more effectively. The model also makes it
easier for students to generalize the five stages to multiple theories and practices in human
relations, social work, counseling, and psychotherapy. Nonetheless, the concepts of the five-
stage model are still retained within this new, more understandable, language.

! 'The terminology “relationship—story and strengths—goals—restory—action” is copyrighted © 2009 by Allen E. Ivey
and is released to Cengage Learning for this seventh edition of Intentional Interviewing and Counseling for use throughout.
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the concept of the creative New means that when we help empower clients to solve problems,
resolve issues, and restory their lives, something New has been created. This concept provides
more depth to the Client Change Scale and also enables us to use creativity research and
practice as part of the skills course.

The Client Change Scale (CCS) represents a change of language and expansion of the
Confrontation Impact Scale (CIS), so that students and professionals are aware that the mea-
surement of change flows across all interviewing and counseling. The CCS can be used to
assess client change both in the here and now of the interview and over several sessions.

TEACHING TOOLS

P&

An expanded array of teaching aids supplement Intentional Interviewing and Counseling,
which provide you and your students with many alternatives for instruction. K
engage.com/

Book Companion Web site. The Companion Web site, acce eégr@@
s T0

counseling/ivey, includes chapter-by-chapter study and geyi€®R\r es Tor students, such as
chapter outlines, flashcards, weblinks, quigze aﬁcea% ions. In addition, instructors
can access and download passw %@)

ord-pro Ssuch a structor Resource Guide
and two PowerPoint® r?ebtﬁi " 61
Opuqxw ackage. The u%anQFective CD-ROM has been updated to
t

#ty of learnin it a ore than 30 interactive exercises. Each CD-ROM
ter includes e following: flashcards, interactive exercises, case study,
video activity, webMnk critique, quiz, Portfolio of Competence, client feedback form, and
specific skills forms. Each feature is intended to improve students’ learning and practice of the
skills. Flashcards encourage rehearsal of key chapter concepts, short movie vignettes bring to
life specific issues regarding the interview, and quizzes allow students to test their level of
achievement. The CD-ROM helps students work through case studies, interactive exercises,
and video activities, and puts all feedback forms, key training documents, and handouts right
at the student’s and instructor’s fingertips. These updated forms are central for self-assessment
and for skill practice and feedback. Students can access the Portfolio of Competence and use
the reflections on personal style and the self-evaluation of chapter competencies checklist to
develop a personalized portfolio that will prove invaluable in their journey to become effec-
tive helpers. Furthermore, students can e-mail their assignments directly from the CD-ROM
to their instructors if requested. The completion of these assignments can be noted in course
management platforms such as Blackboard.

We have endeavored to provide choices for our readers by offering the book alone (ISBN
0-495-59974-3) or the book and CD-ROM prepack (ISBN 0-495-60123-3). We are pleased
that our publisher is able to offer the CD-ROM for a nominal additional fee, as we believe
that the interactivity and learning potential available through this technology are
invaluable.

CengageNOW (Printed Access Card ISBN 0-495-83258-8). This interactive Web site brings
students into the virtual world of education. The comprehensive online learning environ-
ment offers the following important features:

A ¢Book. The complete textbook is available online in CengageNOW.
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A A flexible menu. Instructors can assign online chapter readings and assignments according
to their own teaching preferences. Students can move freely between chaprers.

A Dretests and posttests of textbook material for student self-evaluation. Incorrect answers imme-
diately indicate to students the specific pages in the text where they can find why their
answer needs further consideration and should be changed.

A Study plan. CengageNOW offers students a personalized plan of study based on their
responses to pretests. Students can use this plan to focus on specific content areas.

A Interactive case studies. CengageNOW offers more than 30 interactive case studies. When
presented with transcripts of interviews, students respond to client statements by selecting
specific interview responses. They receive immediate feedback on their choices. Profes-
sionals from around the world also present real cases. Students are asked to think through
their case management plans and then can compare those plans with what the experts
actually did.

A Flashcards are used to reinforce student learning and understanding. “

A Video clips are used in most electronic chapters to 1llustrat c seG@ls‘ low-up
questions allow students to further reflect on their o él

A Weblinks. Links to Web sites related to @1@ used throughout this virtual
studen

learning environment. Follow }ZZther reflect on the con-
of the term, each student will

tent of these Web
A ]mpormmﬁrm a& n be do
@N olio of Com an be presented for field site placements

eq ‘i ot professmna% ns.
Instructor Resoungu@‘ N 0-495-60332-5). Available online to adopters, the Instruc-

tor Resource Guide (IRG) includes chapter goals and objectives, suggested class procedures,
additional discussion of end-of-chapter exercises, and microskills practice exercises. The IRG
also includes in the appendices a chapter on developmental counseling and therapy (DCT)
that many professors find useful in beginning skills courses. Students also profit from exam-
ining their theoretical/practical preferences via the inventory titled “What Is Your Preferred
Style?” This informal instrument provides a framework for looking at how each student
relates to clients. The IRG is available for download at the password-protected Companion
Web site (www.cengage.com/counseling/ivey). To obtain the password, contact your Cen-
gage Learning representative or call 1-800-354-9706.

eBank Test Bank and ExamView® (Windows/Macintosh, ISBN 0-495-60216-7). An elec-
tronic test bank is available upon request from your Cengage Learning representative. The
Test Bank is also available in the flexible and user-friendly ExamView software, which allows
instructors to create and edit tests easily and effectively.

Two sets of PowerPoint® slides. These are available on the book’s companion Web site at
www.cengage.com/counseling/ivey. One set is quite detailed, covering all the concepts
of each chapter. The second is abbreviated and covers the main concepts. You may download
either or both sets and change and sort/reorder the slides according to your teaching
preferences. You can then project them as PowerPoint presentations from your computer.

Microtraivning supportive Web site. At www.emicrotraining.com, students will find inter-
views with leaders of the field such as Patricia Arredondo, Michael D’Andrea, Janet E. Helms,
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4. Emparhy. Empathic understanding and listening skills are intimately intertwined. Are
you interested in others, can you be empathic to their concerns, can you pick up small
signs of the many emotions your clients will have? Do have an understanding of people
different from yourself and can you see their perspective?

5. Social skills. Relationship is central to the helping process. How effective have you been
in working with others? How competent will you be in establishing rapport, trust, and
confidence in the helping interview? Can you listen? Do you have the ability to empower

clients through your knowledge and ideas?
~ \ N &g
CU .
61%4 we will provide many exer-

Throughout this book, and in the acc
cises and skill practice 1deas that C s or self— tion and a clearer defini-
tion of your own co ath and socia are central to this book

and the i 1nterv1e ipg mg pro sf@ ess self regulation, and motiva-
tion I@\K[yed as qualmes tha effective work in the helping field.

PRACTICE LEADSTO MASTERY AND COMPETENCE

All of us can get better, no matter how good we think we are. The many skills and concepts
of this book will be mastered to full competence only if you work actively with them. Role-
plays in class or workshops followed by audiotape or videotape practice will help you develop
expertise and mastery of skills. Practice will also be vital in your development of personal self-
understanding and emotional intelligence.

You can “practice” by going through a skill once and saying to yourself, “That was easy.”
Or you can really practice by aiming to see if you can get specific and predictable results in the
session as a result of your skills. Many students find that several practice sessions are useful with
as much feedback as possible. Feedback has been called the “breakfast of champions.” For
example, you can practice the skill in a situation in which a friend tells you a positive story that
he or she is eager to share. More challenging practice follow-ups might include role-plays in
which you work with a variety of difficult issues that you might face—clients who are less ver-
bal, people who are hostile and aggressive, and those with complex concerns.

If you are motivated, you will find that several alternative practice sessions increase your skills,
confidence, and competence. Practice will determine where you stand in terms of your abilities,
skills, and expertise. Four levels of competence are identified in each chapter in this book:

A Level 1: Identification and classification. Elementary competence and mastery occur when
you can identify and classify interviewing behavior. You can observe others’ behavior on
audiotape or videotape and know what they are doing. A quiz or an examination measures
your ability to understand.

A Level 2: Basic competence. This involves being able to perform the skills in an interview,
most often a practice role-play. You may, for example, demonstrate in an audiotaped or
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Relationship

No one wants to tell a story to someone who is not interested or who is not warm and
welcoming. Unless you can develop rapport and trust with your client, expect litdle to hap-
pen. The relationship in every interview will be different and will test your social skills and
understanding. Basic to this is being your own natural self and your openness to others and
to differences of all types. Your attending and empathic listening skills are key to understand-
ing and will play a part throughout all sessions.

Another term for relationship is working alliance, which in turn is based on what is now
called the common factors approach. It is consistently estimated that 30% of successful coun-
seling and therapy outcome is due to relationship or common factors consisting of caring,
empathy, acceptance, affirmation, and encouragement (Hubble, Duncan, & Miller, 1999,
p- 9). Your ability to listen and be with the client is the starting point for the interview.

Story and Strengths O ‘\)
The listening skills described in Section I are basic to lea ﬁra&@ents Take sense of their
S,

world—the stories clients tell us about thejr li challenges, and issues. Let

us help them tell their storles in their o 1ng a rvatlon skills are critical,
while encouraging, parap ec on of feeh @ ization will help fill out
the story. Regardlgss i y used these 1 g $ € central, but different coun-
sehng r@@j ries may dra DtScllfﬂgt aspects of stories that lead in varying

e l1sten1ng ? a‘gonal skills of Chapter 3 through integrative Chapter 8 will
be key in drawingbut clients’ difficulties, concerns, and issues and clients” strengths to
solve these problems. At times, counseling and interviewing can spiral down into a
depressing repetition of negative stories—and even whining and complaining. Seek out
and listen for times when clients have succeeded in overcoming obstacles. Listen for and
be “curious about their competencies—the heroic stories that reflect their part in sur-

mounting obstacles, initiating action, and maintaining positive change” (Duncan, Miller,
& Sparks, 2004, p. 53).

Goals

If you don’t know where you are going, you may end up somewhere else. Too many interviews
wander and never have a focus. Once you have heard the story, and you and the client see the
need for a new and more effective story, how would you and the client like the story to
develop? What is an appropriate ending? If the client does not have a goal in mind, the new
story may be irrelevant. This area is considered so important in brief counseling that counsel-
ors often start the interview right here—“What do you want to happen today as a result of
our conversation?”

Restory

If you understand client stories, strengths, and goals, you are prepared to help clients restory—
generate new ways to talk about themselves. One important strategy for restorying is pro-
vided in Chapter 8, in which you will demonstrate your ability to conduct a full interview
using only listening skills. Many times effective listening is sufficient to provide clients with
the strength and power to develop their own new narratives.
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SECTION |

and psychotherapy

Interviewing, counseling, These are interrelated procgsses times over aj i
constdered t !&$X1 is ften assoc1 fo tion gathering and
to hel

Microskills

Microskills hierarchy

Microskills teaching model Five steps are used to teach the single skills of interviewing: (1) warm up to the

Introduction

Moreover, you will find that physicians and nurses, managers in business settings, peer
counselors, and many others have adopted this skills training format as part of their profession
and/or training. The original microskills format presented here has been translated into over 20
languages and used in many varied settings, such as by AIDS and refugee counselors in Africa
and Sri Lanka; top-line managers in Sweden, Germany, and Japan; helpers working with trauma
survivors from floods and hurricanes; and Aboriginal social workers in Australia and Inuits in
the Canadian Arctic. The system works and is constantly changing and growing,

This first chapter frames the entire book. It will help you to study the following key
points as these are the things we particularly want you to remember.

The first competency practice exercise in this chapter asks you to examine yourself and
identify your strengths as a helper. But, in the middle of all this, you are the person who
counts, and we hope that you will develop your counseling skills based on your natural exper-
tise and social skills. Good luck!

Key points of Chapter 1 are presented below. 0 \)K
.

ewing may be

prov1d1 ts oaching operates from a
ork and helps dlate and long-term change. Counsel-
cuses on nor concerns, whereas psychotherapy emphasizes
treatment ted issues.

Microskills are the stngle communication skill units of the interview (for example,
questions, reflection of feelings). They are taught one at a time to ensure mastery of
basic interviewing competencies.

The hierarchy organizes microskills into a systematic framework for the eventual
integration of skills into the interview in a natural fashion. The microskills rest on a
foundation of ethics, multicultural competence, and wellness. The attending and
listening skills are followed by confrontation, focusing influencing skills, and even-
tual skill integration.

skill; (2) view the skill in action; (3) read and learn about broader uses of the skill;
(4) practice; and (5) generalize learning from the interview to daily life. The model is
useful to teach social skills to clients in the interview.

Relationship—story and
strengths—goals—
restory—action

Intentionality

Our first task is to help clients tell their stories. To facilitate development, we need
to draw out narratives of their personal assets. With a positive foundation, clients
may learn to write new stories with the possibility of new actions. James Lanier
reminds us that language stressing a problem or disorder may get in the way of
effective interviewing and counseling.

Achieving intentionality is the major goal of this book and a central goal of the cul-
tural intentionality interviewing process itself. Intentionality is acting with a sense
of capability and deciding from among a range of alternative actions. The inten-
tional individual has more than one action, thought, or behavior to choose from

in responding to life situations.

(continued)
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Introduction

P(

and openness about these issues facilitate working toward a balance of power in helping ses-
sions. For example, if you are a male counseling a woman, you might say, “How does it feel,
being a woman, to talk about this issue with me?” If your client or you are uncomfortable, it
is wise to discuss this issue further. Referral may be necessary at times.

Dual relationships—having more than one relationship with a client—can cause prob-
lems. If the client is a classmate or friend, you are engaged in a dual relationship in your prac-
tice session. This situation may occur if you work in a small town and counsel a member of
your church or school community. Dual relationships can become a complex issue in the help-
ing profession, and you will want to examine this issue in more detail in the ethical codes.

Social Justice and Advocacy

Is the problem, concern, or challenge “in the client,” “caused by the environment ” or i§ spme
balance of the two? Counseling and psychotherapy focus on the 1nd1v1dual iti-
cal to consider the client’s social context. Too many interviewgys, € erapists
fail to consider external issues that may be the real “caus X@n r'sgoblem For exam-
ple, some theraplsts might see Kendra’s issye w1t gﬁ 0ss dlfferently Some thera-
pists might say, “That is often part of a P} @ ’ have 1o lj w1th it.” Other therapists
might ask how she dgesses T s e chgdbes in a 2 chavior. These negative
approaches are ca edf he victi 'ﬂgi €ad Kendra to feel guilt and
think ¢ omg someth rassment is harassment! Our task is to

l‘\ ient.

Is the 1nterv16\? Q‘ ted when the session is over? The National Association of
Social Workers (19%9) ethical code suggests that awareness of the environment and action
beyond the interview may be critical if the client is ever going to resolve problems. The social
justice approach demands action from you to prevent problems by acting as an advocate for
your client. When appropriate and with the client’s consent, you work to examine potential

barriers and obstacles that prevent the growth and development of your client at an individ-
ual, group, or societal level.

Ethical Principle: Social workers challenge social injustice. Social workers pursue social
change, particularly with and on behalf of vulnerable and oppressed individuals and
groups of people. Social workers social change efforts are focused primarily on issues of
poverty, unemployment, discrimination, and other forms of social injustice. These activi-
ties seck to promote sensitivity to and knowledge about oppression and cultural and eth-
nic diversity. Social workers strive to ensure access to needed information, services, and
resources; equality of opportunity; and meaningful participation in decision making for
all people.

As Kendra talks about the unwelcome advances her boss is making toward her at work, the
issue of oppression of women has arisen and should be named as such. The social justice per-
spective requires that you help her understand that the problem is not her fault, and you can
support her in efforts to change the working environment. At a broader level, you can work
outside the interview to promote higher standards in nursing home care.

This book is about skills and strategies for human change. At the same time, we need
to remember that our clients live in relationship to the world. The microskill of focusing
stresses that we need to be aware of the cultural/environmental/social context of our clients

(Chapter 10).



CHAPTER 2  Ethics, Multicultural Competence, and Wellness 43

Multicultural Practice

The American Psychological Association’s Multicultural Guidelines begin with this state-
ment: “All individuals exist in social, political, historical, and economic contexts and psy-
chologists are increasingly called upon to understand the influences of these contexts on
individuals’ behavior” (APA, 2003, p. 377). Multicultural counseling competencies have
been developed to provide specifics for culturally sensitive helping (Roysircar, Arredondo,
Fuertes, Ponterotto, & Toporek, 2003; Sue et al., 1998). This section reviews some of the
most important of these practice guidelines for the beginning professional and you are urged
to consult the ACA and other resources for more details and information. Box 2-4 presents a
summary of the competencies. For a more complete discussion of the multicultural compe-
tencies, please visit http://www.counseling.org/Resources.

Expect the issue of multicultural competence to become increasingly important to your
professional helping career. For example, cultural competency training is now reqqiled for
medical licensure in New Jersey, while at least four other states have pendj 1s b with

similar bills (Adams, 2005).
In this section, the words multlculturallsm gg% gare defined broadly to

include race/ethnicity, gender, sexual ogiergaj splrltual orientation, age, physi-

cal ability/disability, soc1oecon0 p 1cal ogagopfajld other factors. The mul-
ticultural competenc ’ arehess, knowl ﬁ =They ask you to become
aware tha ISEﬁCTC to lear ut evelop skills that can be used
w1t that each clieqt, 2‘%\Jra being, has a life experience different from

P ( @ SES, y ? ticultural learning.
n

Awareness of Your Assumptions, Values, and Biases

Awareness of yourself as a cultural being is vital as a beginning. Unless you have this
awareness, you will have difficulty developing awareness of others. You need to under-
stand your own cultural background and the differences that may exist between you and
people from different cultures. You will be constantly learning about other cultures and
thus developing new skills. An important skill is recognizing your limitations and the
need in certain cases for referral.

Privilege is related to power as discussed in the preceding section. Privilege is power
given to people through cultural assumptions and stereotypes. The concept of White privi-
lege was originated by Mclntosh (1998) when she pointed out that White people enjoy
certain benefits simply by the color of their skin. She spoke of the “invisibility of White-
ness,” commenting that White European Americans tend to be unaware of their color or
the advantages that come to them because of it. Five examples of White privilege are pre-
sented below, and you can use your computer search function to access the complete list
(keywords: White, privilege, Mclntosh):

A IfIshould need to move, I can be pretty sure of renting or purchasing housing in an area
that I can afford and in which I would want to live.

A I can go shopping alone most of the time, pretty well assured that I will not be followed
or harassed.

A Whether I use checks, credit cards, or cash, I can count on my skin color not to work
against the appearance of financial reliability.

A [ can do well in a challenging situation without being called a credit to my race.
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A T am never asked to speak for all the people of my racial group.
A I can choose blemish cover or bandages in flesh color and have them more or less match
my skin.

Mclntosh’s concepts have been extended to privileges enjoyed by men, the benefits of
middle-class economic status, and descriptions of many other groups who hold less
power and privilege in our society. Here are five examples from a male privilege checklist
(Deutsch, 2002):

A My odds of being hired for a job, when competing against female applicants, are probably
skewed in my favor. The more prestigious the job, the larger the odds are skewed.

A I can be confident that my co-workers won't think I got my job because of my sex even
though that might be true.

A If I am never promoted, it’s not because of my sex.
A The odds of my encountering sexual harassment on the job are so low as be e MU
A [ am not taught to fear walking alone after dark in average sp C s .

Following are five example items from the %a& e llst (Liu, Pickett, &
Ivey, 2007): {
A Icanbeassured thagl ha u u ng for % self. T have the resources

to make ch01ce r @1 dlca X‘
at I want.

Al can hat I need to J}
e ticians speak @1 ss, | know they are referring to me.
f my

P ( ch11d ru in school, I feel that my concerns as a parent will be
heard.

A I have enough ﬁnanaal reserves that I can handle a major car problem without a large
financial crisis.

Whites, males, heterosexuals, upper- and middle-class people, and others who enjoy
power and privilege all have the additional privilege of not being aware of their privilege.
The physically able see their capacities as “normal” with little awareness that most of
them are “temporarily able” until old age or a trauma occurs. When Christians are the
dominant religion, as in the United States and much of the Western world, they often
are not aware of the privileges that exist for them. Similarly, when other religions are the
majority in other parts of the world, they also may be unaware of their privilege and
power.

The interviewer is in a power situation and thus enjoys some privileges that the client
does not have; for example, counselors and therapists often can decide whether they want to
work with a particular client. Clients, in turn, are often expected to work with the person
they are referred to. With little knowledge, clients are in a “one down” position and can be
subject to abuses of power.

You as the interviewer also face some challenges. If you are of White European descent,
male, middle class, and heterosexual, and the client is female, working class, and of a different
race from you, she is less likely to trust you and thus establishing rapport may be more diffi-
cult. Your task is to improve your awareness, knowledge, and skills about who you are if you
are to work with clients different from you.
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C  Chronological/lifespan challenges. Children, adolescents, young adults, mature adults,
and older persons all face different issues and problems. Where are you in the develop-
mental lifespan?

T  Trauma. It is estimated that 90% or more of the population experiences serious
trauma(s) in their lives. Trauma underlies the issues faced by many of your clients. War,
flood, rape, and assault are powerful examples, but divorce, loss of a parent, or being
raised in an alcoholic family are more common sources of trauma. The constant repeti-
tion of racist, sexist, and heterosexist acts and comments can also be traumatic. What
is your experience with life trauma?

F  Family background. We learn culture in our families. The old model of two parents
with two children is challenged by the reality of single parents, gay families, and varying
family structures. How has your life experience been influenced by your family history
(both your immediate family and your intergenerational history)?

false cultural standards of beauty. Help clients thi selves as phy51cal
beings and the importance of nutrmon w Well do you understand
the importance of the body in t d ow willsou work with others dif-

ferent from you? X(\ % ZPZ
L Locatlon 13 CSl e ceQ lan ngfer T in the United States, Great

U Unique physical characteristics. Become aware of dlsabgles, aH ges, and

ﬁ da,” or Australia, ked differences between the south and

e he east and w rural. Remember that a person who is bilingual is

P ( advantaged §DI‘% lc , not disadvantaged. What languages do you know, and
r aktitude t

what is you oward those who use a different language from you?

As you can see, all of us are multicultural beings (D’Andrea & Daniels, 2001), and
all interviewing, counseling, and psychotherapy is multicultural. Broaden your defini-
tion of diversity beyond race and ethnicity to include the other factors in the RESPECT-
FUL model. All your sessions will involve intersecting and interacting identities. As you
can see, becoming multiculturally competent is a lifetime endeavor that will enhance
your interviewing skills.

DEVELOPING APPROPRIATE INTERVENTION STRATEGIES AND TECHNIQUES

The multicultural movement in counseling grew out of the dissatisfaction of minorities,
women, gays/lesbians, people with disabilities, and other groups who felt that traditional
counseling and psychotherapy were not working effectively for them. A classic study
found that 50% of minority clients did not return to counseling after the first session
(cited in Sue & Sue, 2008). A general theory of multicultural counseling and therapy
(MCT) has been developed to address this problem (Sue, Ivey, & Pedersen, 1996). Femi-
nist therapy is an example of a culturally specific approach to new ways of working with
women.

Over time, you will want to expand your knowledge and skills in learning traditional
theory and strategies as well as embracing newer methods. Counseling and therapy theory is
now being adapted to show how to use existing traditional theory in a culturally respectful
manner (Ivey, D’Andrea, Ivey, & Simek-Morgan, 2007). It is particularly important that you
become aware of the history of cultural bias in assessment and testing instruments and the
impact of discrimination on clients.
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What are your multicultural identities Do you have privilege and implicit power because
RESPECTFUL Dimension on these dimensions? of your identity(ies) within this dimension?
R Religion/spirituality
E Economic/class
background
S Sexual identity

P DPersonal style and
education

E Ethnic/racial identity

C Chronological/
lifespan challenges

T Trauma experience \)K

F  Family background

U  Unique physical

characteristics NO‘e

L Location of residence m
and language; -‘( O

differences/capabilities .

preY™ oag€ -

As you review the 8bove, what are your thoughts about your multiple identities and your
implicit power or lack of power?

Exercise 3: Personal Wellness Assessment
Review the Sweeney-Myers Wellness Model contextual issues on pages 50—55. What strengths
and resources do you find in your context and in your own personal wellness?

Strengths and resources from your context:

Local Institutional Global (World Events)
Family Education Politics
Neighborhood Religion Culture
Community Government Global Events
Business/Industry Environment
Media

Review the individual personal strengths of pages 52—53. Then review your own strengths
and resources.

Essential Social Coping Creative Physical
Spirituality Friendship ~ Leisure Thinking Exercise
Gender identity ~ Love Stress management  Emotions Nutrition
Cultural identity Self-worth Control

Self-care Realistic beliefs Work

Positive humor
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Interviewer and Client Conversation

Process Comments

1. Allen: Hi, Azara. Nice to see you.

Allen stands up, smiles, faces the client directly, and

shakes hands.

2. Azara: Thank you, nice to see you too. She sits down and smiles in return, but appears tense.

3. Allen: Thanks for coming in. The counselor likes to honor the client’s willingness to
come to the session. It is a small atctempt to equalize
the power relationship that exists in counseling.

4. Azara: Thanks. 'm hopeful that you can help me. Azara relaxes a little. ‘ E

5. Allen: Azara, I've been looking at your file, and I Allen has reviewed the forms she cg Me
see that youd like to talk a about a problem on entering counselmg He t@ what
the job. Is that right? appears to b rs He maintains direct

eyﬁ %ﬁ@ ot refer to the file at that

6. Azara: Yes, that’s right. O\ Vi Her mputh j tle Qﬁ%ld she sits back.

7. Allen: Before we s 1%11& %a ouple of thi e Allen mentioned his awareness of Azara’s
I'd like tdfcal g e of them i Q issue early is that he wants to help her become aware
thing thatfgoes on in here is conﬁden al, that he is interested and knows a little about what is
I'm vldeotapmg this particular interview because I troubling her. But he also knows that he needs to
do get some supervision. So is it okay to make a structure the interview and give some basic informa-
tape? If you feel any time you want to turn the tion to the client.
tape off, I will turn it off—is that okay? And if it Each agency or counseling office will have differ-
makes you uncomfortable—and some people it ent sets of information that they give the client, but
can—we'll turn it off. If you wish, later I can this presentation is fairly typical.
give you the tape to take home and watch. Would
you sign this so I can tape?

8. Azara: Okay. She signs the permission form and sits back.

9. Allen: Another issue as we start is that everything
is confidential, and it’s not to be shared, except in
a situation where you hurt somebody or indicate
problems where you might hurt yourself or others.
I think we need to share that as well. And then
another thing as we start is that, hey, 'm a White
male, you're from Puerto Rico, and a woman.
What are your thoughts about working with me?

The rules of confidentially need to be shared. But it is
important to maintain a warm, supportive voice.

The issue of multicultural difference most often
needs to be explored early in the session. This can
include race/ethnicity, gender, sexual orientation,
ability/disability, and other factors of cultural
difference.

Allen maintains direct eye contact, a warm vocal
tone, and attentive body language. Azara is clearly
middle-class, but some traditional Latina/o clients,
particularly those who are poor, may be uncomfortable
with a lot of direct eye contact.

(continued)



CHAPTER 4
Questions: Opening
Communication

How you ask questions is very important in establishing a basis for effective communi-
cation. Effective questions open the door to knowledge and understanding. The art of
questioning lies in knowing which questions to ask when. Address your first question to
yourself: if you could press a magic button and get every piece of information you
want, what would you want to know? The answer will immediately help you compose
the right questions.

—Robert Heller and Tim Hindle

How can questions help you and your clients?

Chapter Goals This chapter describes how questions can be used to enhance the interview and draw out
the client’s story. Two types of questions, open and closed, will be discussed. Open ques-
tions elicit more information and give the client more room to respond. Closed questions
will elicit shorter responses and provide information and specifics.

The chapter also focuses on developing awareness that, like attending behavior, ques-
tions can encourage or discourage client talk. With questions, however, the interviewer
generally takes the lead. The client is often talking within the interviewer’s frame of refer-
ence. Questions potentially can take the client away from self-direction.

Competency Objectives Awareness, knowledge, and skill in questioning will enable you to

A Elicit additional specifics relating to the client’s world and enrich his or her story.
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work. The employment counselor, the social worker conducting an assessment interview,
and the high school guidance counselor helping a student work on college admissions all
need to use questions. Many in the increasingly influential coaching movement believe that
questions are the most important helping skill.

This chapter focuses on two key styles of questioning—open and closed questions:

Open questions are those that can’t be answered in a few words. They encourage others to
talk and provide you with maximum information. Typically, open questions begin
with what, how, why, or could: For example, “Could you tell me what brings you here
today?” You will find these helpful as they can facilitate deeper exploration of client
issues.

Closed questions can be answered in a few words or sentences. They have the advantage of
focusing the interview and obtaining information, but the burden of guiding the ralk
remains on the interviewer. Closed questions often begin with s, are, or do: F m le,

in

“Are you living with your family?” Used judiciously, they enable yo reant
specifics.
Some theorists and many practitioners rai @afound the use of questioning,
however. Some experts maintain that q learne @g pertise is developed in
the reflective listeningskill ers and 7 The Bt ¢ er that some will like
questlons s0 muc thigeyh Il not glvc nt to the critical listening skills.
Certal akes the foc t e cl and gives too much power to the inter-

entral task i g‘ 0 nd your own balance in using questions in the
rview. We su be cgahtarlan and share power.

Key Issues Around Questions

Why do some people object to questions? Take a minute to recall and explore some of your
own experiences with questions in the past. Perhaps you had a teacher or a parent who used
questions in a manner that resulted in your feeling uncomfortable or even attacked. Write
here one of your negative experiences with questions and the feelings and thoughts the ques-
tioning process produced in you.

My difficult personal experience with questions was as follows:

The thoughts and feelings this experience produced in me were these:

People often respond to this exercise by describing situations in which they were put on
the spot or grilled by someone. They may associate questions with anger and guilt. Many of
us have had negative experiences with questions. Furthermore, questions may be used to
direct and control client talk. School discipline and legal disputes typically use questions to
control the person being interviewed. If your objective is to enable clients to find their own
way, questions may inhibit your reaching that goal, particularly if they are used ineffectively.
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Closed questions, of course, can bring out specifics as well, but they place more
responsibility on the interviewer. However, if the interviewer knows specifically the
desired direction of the interview, closed questions such as “Did Ricardo show his anger
by striking you?” “Does Ricardo tease you often?” and “Is Ricardo on drugs?” may prove
invaluable, because they may encourage clients to say out loud what before they were
only hinting at. But even well-directed closed questions may take the initiative away
from the client.

4. Questions Are Critical in Assessment

Physicians must diagnose their clients’ physical symptoms. Managers may have to assess
a problem on the production line. Vocational counselors and coaches need to assess a cli-
ent’s career history. Questions are the meat of effective diagnosis and assessment. George
Kelly, the personality theorist, has suggested for general problem diagnosis the f

set of questions, which roughly follow the who, what, when, Whereégw \;

paper reporters:

Who is the client? What is the client’s personal se may be involved?
What is the client’s concern? What is hapge ' are the details of the situation?
When does the issue occur? id i\ b¥in Wha m ly ceded the occurrence

of the issue? (0
Where do bl ccur? In whale an and situations? With what people?
v ient react to_thexchallkn ow does the client feel about it?
P ( @y oes the pr?(a@ y is the client concerned about it?
Needless to s8y, the who, what, when, where, how, why series of questions also provides
the interviewer with a ready system for helping the client elaborate or be more specific about

an issue at any time during a session. To these, again, we suggest adding the whar else question
to encourage openness.

5. The First Word of Certain Open Questions Partially Determines
What the Client Will Say Next
Often, but not always, using key-question stems results in predictable outcomes.

What questions most often lead to facts. “What happened?” “What are you going to do?”
How questions often lead to a discussion about processes or sequences or to feelings. “How
q p q g
could that be explained?” “How do you feel about that?”
p y
Why questions most often lead to a discussion of reasons. “Why did you allow that to hap-
Y q y y p
pen?” “Why do you think that is so?” Finding reasons can be helpful but also can lead
into sidetracks. Remember: Many clients associate why with a past experience of being
grilled. But why is also often esssential in meaning, vision, and determining one’s life
direction. A softer approach to why is “I hear your dream and vision. Could you tell me
pp Y y y
why that dream is so important to you?”
Could, would, and can questions are considered maximally open and contain some of the
q y op
advantages of closed questions in that the client is free to say “No, I don’t want to talk
about that.” Could questions reflect less control and command than others. “Could you
b hat.” Could flect | | and d th h Could
tell me more about your situation?” “Would you give me a specific example?” “Can you
tell me what youd like to talk about today?” As in the example above, the use of could
softens the why and gives the client more room to respond.
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Build trust at the client’s pace. A central issue with hesitant clients is trust. If the client is
required to meet with you or is culturally different from you, he or she may be less willing to
talk. At this time, your own natural openness and social skills are particularly important.
Trust building and rapport need to come first. With some clients, trust building may take a
full session or more. Extensive questioning too early can make trust building a slow process
with some clients. Often it is helpful to discuss multicultural differences openly. “I'm won-
dering how you feel about my being (White/male/heterosexual or vice versa) as we discuss
these issues.”

Accept some randomness. Your less verbal clients may not give you a clear, linear story of the
problem. If they lack trust or are highly emotional, it may take some time for you to get an
accurate understanding. A careful balance of closed and open questions to draw out the story

and get “bits and pieces” will help you put together a coherent narrative. Keep your V\%as

simple, straightforward, and as concrete as possible. With some clients yguywi at
briefly disclosing your own stories is helpful. .
Search for concrete specifics. Counselors n a&out the abstraction ladder. If

you or the client moves too high on th & i8 adder, i% t make sense to any-
e

one. This is especially so wi s\e al r emomonall ts. After some trust is
gencrated you m1 (§l r@ 1ng an opsgrva teacher said you and she
had an ge try askmg g;’esuon such as “What did your teacher
1 = hat did y, f you focus on concrete events and avoid evalua-
and oplmor@ @‘ ntal fashlon your chances for helping the client talk will be

xa

greatly expanded &of concrete questions focusing on narrow specifics include the
following:

(A) What happened first? (B) What happened next? (C) What happened after it was over?
(This brings out the linear sequence of the story.)

What did the other person say? What did he or she do? What did you say or do? (This focuses
on observable concrete actions.)

What did you feel or think just before it happened? During? After? What do you think the
other person felt? (This helps focus emotions.)

Note that each of the preceding questions requires a relatively short answer. These
are open questions that are more focused in orientation and can be balanced with some
closed questions. Do not expect your less verbal client to give you full answers to these
questions. You may need to ask closed questions to fill in the details and obtain specific
information. (“Did he say anything?” “Where was she?” “Is your family angry?” “Did
they say ‘yes’ or ‘no’?”)

A leading closed question is dangerous, particularly with children. In the previous exam-
ples, you can see that a long series of closed questions can bring out the story, but it may pro-
vide only the client’s limited responses to your questions rather than what the client really
thought or felt. Worse, the client may end up adopting your way of thinking or may simply
stop coming to see you.

Questioning and other listening skills. One effective counseling method is to repeat the cli-
ent’s main words by paraphrasing or reflecting feeling (see Chapters 6 and 7) and then to raise
the intonation of your voice at the end in a questioning tone. For example:
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O = Options (Restory)

6. What workable strategies can you apply? “Which strengths, resources, and positive
assets can we employ to reach your goal?” Rather than draw on external theories as we
often do in counseling, the coach secks to draw out from clients things that might
work and show them how their own existing capacities can be used to reach their goals.
The Latin term educare describes this process. Educare is the root word of education,
but the real translation is to draw out answers that already exist in the person or
client.

7. How confident are you that you can reach this vision? “How do you feel and think
about yourself now as we look at this goal?” “What’s going on in your life right now?”
Here, we move to the area of emotions. And we want to use the executive right brain
to focus on positive emotions. Coaching is not a negatively focused approach. We can

best eliminate the negative from a strength-based positive psychology and ess
approach.
)
W = Way Forward and Will (Action) a'\
committed are you to change

examines chents now and thelr lefel for actually reaching

8. Are you ready and committed? “ ﬁ
and action?” “On a scale of 1 @ @n itted ar%qzﬁ:ally doing this?” This

their goa Q
9. Wi tomorrowP C contract for action?” “Let’s select somethmg
Ma

( e effough that yo to and feel confident that you will do it.” Coaching
P believes tha 9& will not happen immediately, but we want to start the process

as soon as po ib
able steps.

lient has a challenging goal, break it down into small, manage-

There is no apology for the many questions in coaching, and perhaps it is the emphasis
on client goals and strengths that makes this possible. Those with mental health issues or
more complex individual issues are referred as soon as possible.

Research

As a new field, coaching is seeking to expand a relatively small research base. As it has many
commonalities with other helping fields, one might suggest that coaching researchers draw
on existing research in related fields. For example, the research-related theories such as moti-
vational interviewing and brief solution-oriented counseling support much of what we read
here. Many databased studies from microskills will support the skills basis of coaching,
including attending and listening.

Each helping system needs its own research for support, justification, and improvement
of service delivery. Evidence-based coaching research has found that a solution-focused coach-
ing program has lowered depression and anxiety, reduced stress, and improved the general
quality of life for clients (Grant, 2003). A second study produced similar outcomes (Spence
& Grant, 2005), and a third shows that the effects of coaching are maintained over 30 weeks
(Green, Oates, & Grant, 2005). The Australian group (Grant, 2008) examined mindfulness
(see Chapter 12) and coaching. They concluded that short “mindfulness training before
coaching seems to build ‘psychological muscle”™ that led to better results in effecting change
and reaching goals.
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Coaching Summary: Some Challenges

Despite a promising beginning, coaching has given litde consideration to multicultural issues,
working with social justice, or those who are poor. Many people who would refuse counseling are
likely to accept the safer word “coaching” with its positive approach to change and growth.
Coaching as an adjunct to interviewing, counseling, and psychotherapy needs serious attention.
As clients improve through their counseling and therapy sessions, working with them on a coach-
ing approach likely will be useful in helping them take action and maintain change over time.

Clearly, more research is needed on what makes an effective and ethical coach. At pres-
ent, anyone can use the title of coach and market himself or herself at a high figure; this is
disturbing. Even so, there are many ethical coaches, and groups such as the International
Coach Federation (ICF) and the Harvard University and McLean Hospital Coaching and
Positive Psychology Initiative aim for certification and competence in the field. The ICF code
of ethics is stated in exceptionally clear language (the major helping professions Would efit
if they reworked their own ethical standards to make them comparably sh c »At
present, only a few degree programs in coaching are available, a h 1VCrs1ties and
professional schools are beginning to offer instruction i &C achmg skills. Most
notable is Coaching Psychology at the Uniyer; t wstraha.

The future of coaching seems solif medm cYnsiderable attention to
college coaches, exec 1ve ers nal coaches, hes, wellness coaches,
and rnany others. t atone Q£ ug todays complex and con-
fus1 good coac ac in del would likely make for improved

e cmentary chools due to its positive emphasis and solution-

se or1entat you w1ll examine this new field in more detail, but with

full awareness tha{ youdre 0t a trained coach, and ethically you cannot call yourself a coach.

Use some coaching concepts and questions in your interviewing, counseling, and therapy
practice, but continue the focus on strengths and positives.

SUMMARY: MAKING YOUR DECISION ABOUT QUESTIONS

We began this chapter by asking you to think carefully about your personal experience with
questions. It is clear that their overuse can damage an interview. On the other hand, questions
do facilitate conversation and help ensure that important points are brought in. Questions
can help the client bring in missing information. Among such questions are “What else?”
“What have we missed so far?” and “Can you think of something important that is occurring
in your life right now that you haven’t shared with me yet?”

Person-centered theorists and many professionals sincerely argue against the use of any
questions at all. They strongly object to the control implications of questions. They point out
that careful attending and use of the listening skills can usually bring out major client issues.
If you work with someone culturally different from you, a questioning style may develop dis-
trust. In such cases, questions need to be balanced with self-disclosure and listening. Coach-
ing challenges those who avoid questions, but there is a person-centered style of coaching that
seeks to reduce emphasis on questioning strategies.

Our position on questions is clear—we believe in questions, but we also fear overuse and
the fact that they can reduce equality in the interview. We are impressed by the brief solution-
focused counselors who seem to use questions more than any other skill but are still able to
respect their clients and help them change. On the other hand, we have seen students who
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Key PoINTs (continued)

questions

Be positive

Multicultural issues and These questions may turn off some clients. Some cultural groups find North Ameri-

can rapid-fire questions rude and intrusive, particularly if asked before trust is
developed. Yet questions are very much a part of Western culture and provide a way
to obtain information that many clients find helpful. If questions are properly
structured and your clients know their real purpose is to help them reach their own
goals—as in coaching—questions may be used more productively.

Emphasizing only negative issues results in a downward cycle of depression and dis-
couragement. The positive asset search, strength emphasis, positive psychology, and
wellness need to balance discussion of client issues and concerns. What is the client
doing right? What are the exceptions to the problem? What are client personal,

family, and cultural/contextual resources? ‘\ /

COMPETENCY PRACTICE EXERCISES AND PO

pred!

Jordan (age 15,
African American):
Alicja (age 35,
Polish American):

Dominique (age 78,
French Canadian):

& %ETENCE
Individual Practice 52

Exercise 1: Writin D%xf Questio
Select 0 f the following ﬁﬁo es a en write open and closed questions to
n as

ormation. ed questions designed to bring out specifics of the
ation? Can y 1ons to facilitate further elaboration of the topic including
the facts, feelings, nd ssible reasons? What special considerations might be important with
each person as you consider age-related multicultural issues?

I was walking down the hall and three guys came up to me and called me “queer” and pushed
me against the wall. They started hitting me, but then a teacher came up.

I've been passed over for a promotion three times now. Each time, it’s been a man who has
been picked for the next level. I'm getting very angry and suspicious.

I feel so bad. No one pays any attention to me in this “home.” The food is terrible.
Everyone is so rude. Sometimes I feel frightened.

Write open questions for one or more of the above. The questions should be designed to
bring out broad information, facts, feelings and emotions, and reasons.

Could 2
What >
How 4
Why 2
Now generate three closed questions that might bring out useful specifics of the situation.

Do 2
Are 2
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Step 5: Conduct a 3- to 6-minute practice session using only questions. The interviewer
practices open and closed questions and may wish to have handy a list of suggested question
stems. The client seeks to be relatively cooperative and talkative but should not respond at
such length that the interviewer has only a limited opportunity to ask questions. More time
will be needed if you decide on a more challenging topic.

Step 6: Review the practice session and provide feedback to the interviewer for 12 min-
utes. Remember to stop the audio- or videotape periodically and listen to or view key hap-
penings several times for increased clarity. Generally speaking, it is wise to provide some
feedback before reviewing the tape, but this sometimes results in a failure to view or listen to
the tape at all.

Step 7: Rotate roles. K
oV

Exercise 4: The Powerful Questions of the GROW Model

Note: This exercise may be completed more successfull 6(6‘1‘ Chapters 5, 6, and 7
on observation and the basic llstenlng seq e é her hand this is also an excellent
chance to test out positive questlo ete s

Step 1: Dwzde ﬁ‘a‘ Qroups 9
?Y’ group leadey. lg
P ( ep 3: Assign r@@vst practice session.

A Client, who may think through a possible goal before the session.

A Interviewer, who will go through the GROW model and use the nine basic questions. The
interviewer should also demonstrate listening skills in addition to the questions. Make the
session real by asking suitable questions and showing that you listen and care.

A Observer 1, who uses the Feedback Form (Box 4-3) and leads the microsupervision process.

A Observer 2, who runs equipment, keeps time, and also completes the form.

Step 4: Plan. The interviewer and client should both have copies of the model and questions
from pages 111 and 112 and refer to them as needed. The topic for the session ideally will
develop from the questioning process itself. And the goal needs to be established early in the
practice session. As necessary, build rapport and relationship as you start.

Step 5: Conduct a 6- to 10-minute practice session using only the nine questions or adapta-
tions of them. The client seeks to be relatively cooperative and talkative but should not respond
at such length that the interviewer has only limited opportunity to work through the GROW
model and questions. More time will be needed if you decide on a more challenging topic.

Step 6: Review the practice session and provide feedback to the interviewer for 12 min-
utes. Remember to stop the audio- or videotape periodically and listen to or view key hap-
penings several times for increased clarity. Generally speaking, it is wise to provide some
feedback before reviewing the tape, but this sometimes results in a failure to view or listen to
the tape at all.

Step 7: Rotate roles.
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BOX4-3 FEEDBACK FORM: QUESTIONS

(Date)

(Name of Interviewer) (Name of Person Completing Form)

Instructions: On the lines below, list as completely as possible the questions asked by the interviewer. At
a minimum, indicate the first key words of the question (what, why, how, do, are, and so on).
Indicate whether each question was open (O) or closed (C). Use additional paper as needed.
In the coaching practice session, is the practicing coach able to use the the nine questi
and the GROW model? Does the session focus on strengths and goal attamment7 H ?M

did the interviewer listen as well as ask questions? C

—_

S © ® N O VoA W N

—_

1. Which questions seemed to provide the most useful client information?

2. Provide specific feedback on the attending skills of the interviewer.

3. Discuss the use of the positive asset search, wellness, and the use of questions.
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A Discrepancies and conflict. Much of interviewing is about working through conflict
and coping with the inevitable stressful incongruities we all face.

A Styles associated with varying individual and cultural ways of expression. How can
you flex intentionally and avoid stereotyping in your observation?

Allen sometimes testifies in cases involving Social Security disability claims. In one case, the
“claimant,” Horace, was an African American, about 60 years old, who had southern roots.
He had a severe back problem from years of arduous lifting in a local factory. This is a com-
mon price that is paid in the bodies of men and women who do work that repeats the same
motion again and again.

When called to the witness stand, Horace held his hat in his hand, spoke the

judge, and took his oath. But as the judge questioned hlm, his eyes s ) —all
about the room. He did not look at the judge at all The ju J xfﬁm d by what he
saw as a lack of attention and spoke sharply to K of respect toward the

bench. Horace was obviously embarrassed, at todo. In fact, as he became
increasingly nervous, he only lo
What sense do yi abis ap emn Is ing disrespectful? What
thon

would ypu d alsit e this if y n court>

it s \©
ez~ preN pad®

Please turn to the end of the chapter to compare your thoughts with what Allen did.

INTRODUCTION: KEEPING WATCH ON THE INTERVIEW

If you use observation skills as defined here, you will notice more effectively what is going on
in the immediate here and now of the session.

Observation Skills Predicted Result

Observe your own and the client’s verbal Observations provide specific data validat-

and nonverbal behavior. Anticipate indi- ing or invalidating what is happening in

vidual and multicultural differences in the session. Also, they provide guidance

nonverbal and verbal behavior. Carefully for the use of various microskills and

and selectively feed back your observations  strategies. The smoothly flowing interview

to the client as topics for discussion. will often demonstrate movement symme-
try or complementarity. Movement dis-
synchrony provides a clear clue that you
are not “in tune” with the client.

What should you observe about client behavior in the interview? From your own life experi-
ence you are already aware of many things that are important for a counselor or interviewer
to notice. Brainstorm from what you already know and make a list.
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BOX 5-2 (continued)

Self-awarenes

the amygdala, critical center of emotional experience, A Brain systems can be modified by life experience
appears to be highly sensitive to “fearful, irritated, and (Draganski et al., 2004). As you learn to observe
angry faces . . . even when the faces have not been per- your client more effectively in the interview, your
ceived consciously. . . . We can be certain that in psy- brain is likely developing new connections. Expect
chotherapy the patient will respond to even the tiniest your multicultural learning to become one of those
sign of anger in the facial expressions of therapists.” new connections.

tant as awareness of client behavior. tion when they view same-race faces and less when

Nonverbal Communication and Culture

There are fascinating multicultural findings that have is different from yours, thus suggesting that discuss-

immediate relevance to counseling and therapy process. ing racial and other cultural differences early in the

Among them are the following reported by Eberhardt session can be a helpful way to build trust. k

(2005): Vital to our work as counsel rseqd ter; & aware-

A Japanese have been found to be more holistic ness that braln funct fed but also relates
thinkers than Westerners (Masuda & Nisbett, o cult ral nmental issues (e.g., recur-
2001). Expect the possibility of different cognitive/ s sm) sig 1nterpersonal events
emotional styles when you work with people W om exPerience of serlous illness), and
are culturally different from you—but our own | arnl such as those described
stereotype! . A,

s of your own being is obviously as impor- A Blacks and Whites both exhibit greater brain activa-

race is different (Golby et al., 2001). Note here that
this could affect your work with a client whose race

P Pa =

These seemingly small responses are important clues to what a client is experiencing; to
notice them takes work and practice. You may want to select one or two kinds of facial
expressions and study them for a few days in your regular daily interactions and then move
on to others as part of a systematic program to heighten your powers of observation. Ulti-
mately, these careful observation skills become part of your being, and you will not have to
think about them again—the samurai effect.

Body Language

People who are communicating well often “mirror” each other’s body language. They may
unconsciously sit in identical positions and make complex hand movements together as if in
a ballet. This is termed movement synchrony. Movement complementarity refers to paired move-
ments that may not be identical but are still harmonious. For instance, one person talks and
the other nods in agreement. You may observe a hand movement at the end of one person’s
statement that is answered by a related hand movement as the other takes the conversational
“ball” and starts talking.

Some expert counselors and therapists deliberately “mirror” their clients. Experience
shows that matching body language, breathing rates, and key words of the client can heighten
interviewer understanding of how the client perceives and experiences the world. If you are
sufficiently empathic, you will start feeling the client’s feelings in your own body.

Particularly important are discrepancies in nonverbal behavior. Be alert for movement dis-
synchrony. Watch for times when clients suddenly change body posture. For example, you may
challenge clients, and they will cross their legs or quickly look away. Movement dissynchrony
also occurs when a client is talking casually about a friend, for example; one hand may be tightly
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A Observer 1, who observes client communication, using the Feedback Form: Observation,
Box 5-4.

A Observer 2, who observes counselor communication, using the feedback form. Here the
consultative microsupervision process usually focuses on helping the interviewer under-
stand and utilize nonverbal communication more effectively. Ideally you have a videotape
available for precise feedback.

Step 4: Plan. State the goals of the session. As the central task is observation, the interviewer
should give primary attention to attending and open questions. Use other skills as you wish.
After the role-play is over, the interviewer should report personal observation of the client
made during that time and demonstrate basic or active mastery skills. The client will report
on observations of the counselor.

The suggested topic for the practice role-play is “Something or someone with I

have a present conflict or have had a past conflict.” Alternative topics inclu ew
)
ns

My positive and negative feelings toward my parents or others
The mixed blessings of my work, home commurﬁ:g
i

The two observers may use thlS sessmnﬁ
o

interviewer and for s

51tuat10n

ty bog %ﬂding feedback to the

servation gkill

Step 5 mute pmctz&i@ Qch as possible, both the interviewer and
e

behave as n as discussing a real situation.

Step 6: Review Pp ctil? session and provide feedback for 14 minutes. Remember to
stop the audiotape or videotape periodically and listen to or view key items several times for
increased clarity. Observers should give special attention to careful completion of the feed-
back form throughout the session, and the client can give important feedback via the Client
Feedback Form from Chapter 1.

Step 7: Rotate roles.

Portfolio of Competence

Determining your own style and theory can be best accomplished on a base of competence. Each
chapter closes with a reflective exercise asking your thoughts and feelings about what has been
discussed. By the time you finish this book, you will have a substantial record of your competen-
cies and a good written record as you move toward determining your own style and theory.

Use the following as a checklist to evaluate your present level or mastery. Check those dimen-
sions that you currently feel able to do. Those that remain unchecked can serve as future goals. Do
not expect to attain intentional competence on every dimension as you work through this book.
You will find, however, that you will improve your competencies with repetition and practice.

Check below the competencies that you have met to date.

Level 1: Identification and classification.

Note attending nonverbal behaviors, particularly changes in behavior in visuals—eye con-
tact, vocal tone, and body language.
Note movement harmonics.
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Comparing Paraphrasing and Reflection of Feeling

Paraphrasing client statements focuses on the content and clarifies what has been communi-
cated. In the case discussed here, the content includes the father’s drinking history, Mum
being quiet and taking it, and of course, the actual situation when the client was last home.
The paraphrase will indicate to the client that you have heard what has been said and encour-
age him to move further to the discussion.

Thomas, your father has been drinking a long time, and your mom takes a lot. But now he’s
started to be violent, and you've been tempted to hit him yourself. Have I heard you right?

The key content issue is escalation of violence and the need to protect Thomas’s mom. It will
not help the situation if Thomas becomes part of the violence. At this point, the issue is to
listen, learn more about the situation, and plan with Thomas actions for the future In this
example, we are focusing on what is happening and seeking to understand the tot ion.
Later in the session, we can focus on emotion in depth and help him w ¢ es.
otlonal words

The first task in eliciting and reflecting feehngs is to re
ga& may h

expressed by the client. In the above exam ave used the words

really hurts, anger, and worry You can certam the client has these
feelings, as they have in The most b cr PZ feeling would be: “It
really hurt,” “You el You are '%rrle ectlons of feelings use the cli-

ent ﬁa"t &

here ar m feelings expressed in the statement—and the client
may or may not of them. If you saw Thomas on video, you would likely notice
unspoken feeling® expressed in his body language and vocal tone. For example, Thomas
looked down with brows furrowed and body tense; anger and fear flashed in his eyes as he was
talking about hitting. All this presents a powerful nonverbal portrait. While we do not have
the anger, fear, tension said in words, it is often useful to reflect these feelings as well, but a
solid, trusting relationship is necessary before reflecting or commenting on client nonverbal
behavior.

Thomas says that his father’s drinking didn’t bother him undil recently. But this seems
unlikely, and it will be important at a later point to explore his early family life and how it
affected him. At this point, however, the main issue is drawing out the story and noting the
central emotions associated with the story.

While we believe that focusing first on the potential violence in the situation is critical,
combining the paraphrase with feelings by repeating the client’s stated and nonverbal key
feeling words is likely also appropriate. For example, “You're really hurting with it all right
now,” “You're angry because your dad hit your mom,” “Youre worried that your dad’s drink-
ing is getting worse.” Combining the feeling with the paraphrase acknowledges the client’s
emotions and may encourage a fuller telling of the story.

Later in the session, after the story is told more completely through your listening, you
may help the client discuss and sort through the many and often conflicting emotions. There
are numerous possibilities for reflecting implicit emotions that seem to be there. In each of
the following we suggest a check-out so that the accuracy of your observations can be tested
with the client. Here are three for your consideration:

Right now, youre hurting about the situation. I also see some anger. Is that part of what you
feel too? (Uses a key word that reflects the implicit feeling.)
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BOX 7-4 (continued)

prepare it for an outburst and release of damaging or a series of small continuous acts of harassment,
cortisol. insults, or teasing/bullying, which are called microaggres-

To carry this a bit further, real damage to neuronal  sions. Microaggressions on a daily basis damage neural
functioning often occurs during a single traumatic functioning and can result in serious outbursts such as
event (war, rape, hostage situation, flood). This can the rash of killings in universities, or they may beat
produce posttraumatic stress and even destroy memory  down the individual, leading to “learned helplessness,”
centers. Think of serious stress as either one “big bang”  depression, and inactivity.

PY

Searching for wellness and positive assets will likely be helpful. As part of a wellness
assessment, be sure that you reflect the positive feelings associated with aspects of wgllpess.
For example, your client may feel safety and strength in the spiritual self r1d %
and/or cultural identity, caring and warmth from past and/or present nd the
intimacy and caring of a love relationship. It would be possi ese emotlons early
in the interview and draw on these positive emotj ra’ stressful moments. Out of
a wellness inventory can come a “bac € emotign
always there and can be drawn 2\ nedde

d experiences that are
When reﬂecting&e{@@) ¢ your % m’iat %\s Make this part of your
ie
d

o

reﬂectlon stiuedey. For ex y be going through the difficult part
éy breakup and ering what to do. We don’t suggest that you

1nterrupt {;3@ ut w1th appropriate timing, reflecting back the positive
feelings that you ve d can be helpful.

Couples with relationship difficulties can be helped if they focus more on the areas where
things are going well—what remains good about the relationship. Many couples focus on the
5% where they disagree and fail to note the 95% where they have been successful or enjoyed
each other. Some couples respond well when asked to focus on the reasons they got together
in the first place. These positive strengths can help them deal with very difficult issues.

When providing your clients with homework assignments, have them engage daily in
activities associated with positive emotions. For example, it is difficult to be sad and depressed
when running or walking at a brisk pace. Meditation and yoga are often useful in generating
more positive emotions and calmness. Seeing a good movie when one is down can be useful,
as can going out with friends for a meal. In short, help clients remember that they have access
to joy, even when things are at their most difficult.

Service to others often helps people feel good about themselves. When one is discour-
aged and feeling inadequate, volunteering for a church work group, working on a Habitat for
Humanity home, or giving time to work with animal shelters can all be helpful in developing
a more positive sense of self.

Important caution: But please do not use the above paragraphs as a way to tell your clients
that “everything will be okay.” Some interviewers and counselors are so afraid of negative
emotions that they never allow their clients to express what they really feel. Do not minimize
difficult emotions by too quickly focusing on the positive.

Noting Emotional Intensity: A Developmental Skill

Clients have varying styles and levels of intensity with which they describe emotional experi-
ences. You may recall that some emotional styles are more resilient and positive than others.
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Level 2: Basic competence. Aim for this level of competence before moving on to the next

skill area.

O Acknowledge feelings briefly in daily interactions with people outside of interviewing situa-
tions (restaurants, grocery stores, with friends, and the like).

O Use reflection of feeling in a role-played interview.

QO Use the skill in a real interview.
Level 3: Intentional competence. Review the following skills, all related to predictabilicy
and evaluation of the effectiveness of your abilities in working with emotion. These are skills
that may take some time to achieve. Be patient with yourself as you gain mastery and
understanding.

O Facilitate client exploration of emotions. When you observe clients’ emotions andfrgflect
them, do clients increase their exploration of feeling states?

O Reflect feelings so that clients feel their emotions are clarified r@@n‘say, “That’s
right . . . and . . .” They then continue to explore their

U Help clients move out of overly emotlonal sta s wcalm

O Facilitate client exploratlon of mulgipl ght o)vard an important rela-
tionship (confused, ﬁj@n negatlve feel l?

d Recogmze and fa hr{ ploratlon y es of emotional expression—
sensori @M rmal-operati ystemlc

P ( el 4: Pycbo?ﬁ% hing competence. Teaching competence in these skills is
best planned for §latertin® but a client who has particular difficulty in listening to others
may indeed benefit by training in observing emotions. Many individuals fail to see the emo-
tions occurring all around them. Empathic understanding is rooted in awareness of the
emotions of others. All of us, including clients, can benefit from bringing this skill area into
use in our daily lives. There is clear evidence that people diagnosed with antisocial personal-
ity disorder have real difficulty in recognizing and being empathic with the feelings of oth-
ers. You will also find this problem in some acting-out children. Here psychoeducation on
recognizing the other person may be a critical treatment. A good place to start is with
acknowledgment of feelings.

U Teach clients in a helping session how to observe emotions in those around them.

O Teach clients how to acknowledge emotions and, at times, to reflect the feelings of those
around them.

O Teach small groups the skills of observing and reflecting feelings.

DETERMINING YOUR OWN STYLE AND THEORY: CRITICAL
SELF-REFLECTION ON REFLECTION OF FEELING

This chapter has focused on emotion and the importance of grounding both yourself and
your client. Special attention was given to identifying four varying styles of emotional expres-
sion as well as how you might help clients express more or less emotion, as appropriate to
their situations.

What single idea stood out for you among all those presented in this chapter, in class, or
through informal learning? What stands out to you is likely to be important as a guide toward
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Most chapters begin with a case study. As we start here, let’s change the focus to you and your
story. Or perhaps you may prefer to work with a partner. Please select one of the following topics
that relates to you at this moment. Wed like you to think about the present story or script that
you are enacting. Describe your life in relationship to one of the following possibilities: leisure/
play, physical activities, relationships, spiritual matters.

What is your present szory? How are you living your life in one of these areas? Name at least
two specific strengths that you observe in your story or life that might enable you to improve on
where you are now.

Can you identify a goal for doing something better? Make it as specific, concrete, and
measurable as possible. Begin with a general statement such as “I want a better relationship”
or “I need to exercise more.” Than make it more specific and doable within the coming week.
Instead of reaching for a 10-point change, go for one or two smaller steps toward the larger
objective.

Now it is time to restory. Take your present story and your goal. Note the dlf’@nc 0

ancy between where your story is and where you would like it to b @s irg process by
imagining an ideal solution in which the present story istr ow you might feel to
3 and more doable goal for the

have that more desirable world. Then go to ou
coming week. Do your two strengths h?& ocess> Ima actually meeting that
smaller goal would resylt 1n a gra hor two 1n lal ﬁrhaps even serving as a
wedge for greater d an%‘

C‘

7 new m)ry? f Z

lients take ac hv ew stories, narratives, and ways of being is what this

ter is about empathy and listening skills to help clients find their inner
s

strengths, w1sdom and to restory and meet their goals.

INTRODUCTION: A REVIEW OF CULTURAL INTENTIONALITY
AND INTENTIONAL COMPETENCE

A critical issue in interviewing is that the same skills may have different effects on people with
varying individual and cultural backgrounds. Diversity will always characterize the main-
stream of interviewing, counseling, and psychotherapy. In each interview you have, you will
encounter people with varying life experiences. To this must be added the many issues of
multiculturalism (e.g., ethnicity/race, people with disabilities, sexual orientation, spirituality/
religion). Remember, all interviewing contains multicultural dimensions.

To this diversity must be added individual differences. One Arab American client cannot
be expected to behave the same as the next. Many are Christians of varying denominations, and
the Islamic religions are widely diverse in beliefs. Veterans from the Iraq war are not all the same.
The individual client will behave differently from one interview to the next. Almost as soon as
you think you “fully understand” a client, a new side of personality and style will appear.

The microskills offer us a way to have some predictability in our work with individu-
als, almost regardless of multicultural background. But individual men and women and
those of varying groups may have surprising differences in response, despite our best
efforts at prediction. We must always be aware that our wide-ranging clientele will con-
stantly vary. What “works” as expected one time may not the next. Intentional compe-
tence requires flexibility and the ability to move and change in the moment with constantly
shifting client needs.

Let us examine the basic listening sequence and its critical importance in more detail.
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BOX 8-1 RESEARCH EVIDENCE THAT YOU CAN USE

Overview of Microskills Research
Daniels (2007) has assembled and reviewed 450 data-

based studies on microskills. This review is available in
the accompanying CD-ROM. Among his central
observations and conclusions that have direct relevance
to interviewing practice are the following:

termed “microcounseling”) have been translated into
at least 20 languages. For example, the skills
approach has been used in Africa by UNESCO staff
to train peer counselors who work with AIDS
patients and with refugees suffering from war
trauma. Consultants in Sweden, Indonesia, and

A The microskills listed in the hierarchy do exist and Japan use it to train top-level managers. Aboriginal

can be classified with excellent reliability. However,
the basic listening sequence skills have more research
validation than the influencing skills discussed later
in this text. Microcounseling skill training appears
to be as effective or more effective than alternative
systems.

A

social workers in Australia and Canadian Inuit com-
munity organizers have used this framework.

A number of studies have shown that intentional

skill usage in counseling results in predlctabl ¥
impact and satisfaction w1th the s
O’Brien’s (2004) rev1e lle

OIl coun-

Maintenance of skills requires practice and use. selmg skill cYmgs on this impor-

Research has found that if the skills are not used in Ssay and do in the interview

actual practice, they may disappear over time. You t hents s

may have seen practicing professionals so ur e asic intery, is book all can be

themselves that they fail to listen tot C% ectl ren partlcularly if you use
te an ge and match their cognitive/

cribetional style (Ivey, Ivey, Myers, & Sweeney, 2005;
Van Velsor, 2004).

A Teaching clients skills of communication can be
effective. Research has shown that clinical practice
with clients who may demonstrate avoidant person-
ality style (shyness), depression, schizophrenia, and
other diagnoses has been particularly successful.
Individual, group, and family communication skills
can be taught. Clearly, more research needs to be
conducted in this important area.

Continued practice is nec aa ks are to
be transferre to Nﬁ‘l iewing sessio e
Understan t automatlc Q
ability to p form

Research in the Netherlands and Japan clearly indi-
cates the cross-cultural validity of the skills. Studies
with medical practitioners in the Netherlands reveal
the importance of establishing a solid relationship
and then using listening skills and show that this
leads to better compliance in using needed medica-
tions and patient satisfaction. Microskills (often

INSTRUCTIONAL READING 1: EMPATHY AND MICROSKILLS

Carl Rogers (1957, 1961) brought the importance of empathy to our attention. He made
it clear that it is vital to listen carefully, enter the world of the client, and communicate that
we understand the client’s world as the client sees and experiences it. Putting yourself “into
another person’s shoes” and “viewing the world through someone else’s eyes and ears” are
other ways to describe empathy. The following quotation has been used by Rogers himself
to define empathy:

This is not laying trips on people. . . . You only listen and say back the other person’s
thing, step by step, just as that person seems to have it at that moment. You never mix
into it any of your own things or ideas, never lay on the other person anything that the
person did not express. . . . To show that you understand exactly, make a sentence or two
which gets exactly at the personal meaning the person wanted to put across. This might
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“What other alternatives can you think of?”

“Can you brainstorm ideas—just anything that occurs to you?”

“What has worked for you before?”

“What part of the problem is workable if you can't solve it all right now?”
“Which of the ideas that you have generated appeals to you most?”
“What would be the consequence of your taking that alternative?”

In effect, all of these are oriented toward opening clients’ thought, leading to new solutions.
Encouraging skills are useful in helping clients stop and explore possibilities. Repeat key
words that might lead the client to new alternatives for action.

Counseling and long-term therapy both try to resolve issues in clients’ lives in a
similar fashion. The counselor needs to establish rapport, define the problem, and
establish certain desired client outcomes. The distinction between the problem th
desired outcome is the major incongruity the therapist seeks to resolve. Thisgn ¥
ity or discrepancy may be resolved in three basic ways. The counsel Q ding
skills to clarify the client’s frame of reference and then \ E ary of client
concerns and the goal. Often clients w111 gen lﬁ thesis and resolve their
challenges. If clients do not genera ta ers, the therapist can add
interpretation, self- dlsclosur ot ¢ encm s 1 ttempt to resolve the
discrepancy. In that n elor would a personal frame of ref-

‘ﬁ‘ syste

erence Qr ¢ w ng the counselor and client might
é orm alter ?3 n and set priorities for the most effective
@s ities.
Durmg Sta ? 1cularly important to keep the concrete issue, or challenge, in
view while generating alternatives for a solution. However, a decision for action is not enough.

You also need to plan to make sure that feelings, thoughts, and behaviors generalize beyond
the interview itself. Stage 5 of the interview speaks to this task.

Stage 5. Action—Terminating: Generalizing and Acting
on New Stories (“Will you do it?”)

“Will you do it?” The complexities of the world are such that taking a new behavior back to
the home setting is difficult.

Some therapies work on the assumption that behavior and attitude change will come out
of new unconscious learning; they “trust” that clients will change spontaneously. This can
happen, but there is increasing evidence that planning and actually contracting in written
form for specific change increases the likelihood of transfer of learning to the “real world” and
actually changing things.

Consider the situation again with the teen in conflict with the principal. You may have
generated some good ideas together, but unless the teen follows up on them, soon he or she
will be back in your office again, and the principal may be wondering why you aren’t more
effective. (And if the problem is not with the teen but with an insensitive teacher and/or
principal, then your challenge is that much greater.) Your task is to find something “that
works” and changes the repeating story.

Change does not come easily, and maintaining any change in thoughts, feelings, or
behavior is even more difficult. Behavioral psychology has given considerable thought to the
transfer of training and has developed an array of techniques for transfer; even so, clients still
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EXAMPLE DECISIONAL COUNSELING INTERVIEW: USING LISTENING SKILLS
TO HELP CLIENTS WITH INTERPERSONAL CONFLICT

“I can’t get along with my boss.” This interview illustrates how listening skills can be used to
help the client understand and cope with interpersonal conflict. The interview has been
edited to identify how the five- stage model works in the interview (relationship—story and
strengths—goal—restory—action). When you conduct your own interview and develop a tran-
script indicating your own ability to use listening skills, you may want to arrange your tran-
script in a similar fashion to that presented here.

The client in this case is a relatively verbal 20-year-old part-time student who is in con-
flict with his boss at work. A verbal, cooperative client is required for a counselor to work
through a complete interview using only listening skills.

This is a very abbreviated and edited example interview. Our goal here is tq s %0u
how the five stages can be identified in practice. The interview also illust @vv‘w n'set
Stage 1. Relationship—Initiate th

Develop rapport and structutri

Interviewer and Client Conversdti

up and analyze your own interview, focusing on listening skills\e .
RS
ell a would‘cou%eftlt%about today?”
—

achiko opens with a closed question followed by
structuring information. It is critical to obtain client

Machiko: Rob?d{)@Nd if we ta g g
view? It’s for a §lass &xercise in interviev?.‘ ‘a
making a transcript of the session, whicl the professor
will read. Okay? We can turn the recorder off at any
time. I'll show you the transcript if you are interested.

I won't use the material if you decide later you don’t
want me to use it.

permission and offer the client control over the mate-
rial before taping. As a student, you cannot legally con-
trol confidentiality, but it is your responsibility to
protect your client.

Robert: Sounds fine; 1 do have something to talk about.

Robert seems at ease and relaxed. As the taping was
presented casually, he is not concerned about the use of
the recorder. Rapport was obviously established as they
knew each other. There are some clients who will start
the session as quickly as Robert, but don’t expect it.

Machiko: What would you like to share?

The open question, almost social in nature, is designed
to give maximum personal space to the client. But
Machiko might have been wise if she had spent more
time telling him what to expect in this interview.

Robers: My boss. He’s pretty awful.

Robert indicates clearly through his nonverbal behav-
ior that he is ready to go. We also see body movements
indicating distress. However, Machiko observes that he
is comfortable with her, and she will deal with the
stress later. She decides to move immediately to Stage 2
and gather data on the client’s story. With some clients,
several interviews may be required to reach this level of
rapport and relationship.
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Stage 2. Story and Strengths—Gather Data

Draw out client stories, concerns,
your strengths and resources?”

problems, or issues. “What’s your concern?” “Whart are

Interviewer and Client Conversation

Process Comments

Machiko: Could you tell me about it?

This open question is oriented toward obtaining a gen-
eral outline of the concern the client brings to the
session.

Robert: Well, he’s impossible.

Instead of the expected general outline of the issues,
Robert gives a brief answer. The predicted consequence
didn’t happen. This is where your cultural intentional-

Machiko: Impossible?

ity and ability to flex in the here and now of the s
sion become so important. \S
Encourager. Intentional cg ulres you to be

the client does not elab-

ready with a gﬁ i
‘}(ﬁ Coura erﬁrted things.

Robert: Yeah, really impossible. It seems that
what I do, he is on me, always lookingo ﬁm

der. I don’t think he trusts

Machiko: COLPQ( me& a mote spgef %
of what he is dbing to indicate he does rua

‘
1s time the pre a%.\ , and Machiko
begi bta ctul®o

at is going on with
obert is a bit vague in his discussion. Machiko asks
an open question eliciting concreteness.

Robert: Well, maybe it isn't trust. Like last week, I had
this customer lip off to me. He had a complaint about
a shirt he bought. I don't like customers yelling at me
when it isn’t my fault, so I started talking back. No one
can do that to me! And of course the boss didn’t like it
and chewed me out. It wasn'’t fair.

As events become more concrete through specific
examples, we understand more fully what is going on
in the client’s life and mind.

Machiko: As I hear it, Robert, it sounds as though this
guy gave you a bad time, and it made you angry, and
then the boss came in. It wasn’t fair.

Machiko’s response is relatively similar to what Robert
said. Her paraphrase and reflection of feeling represent
Level 3 basic interchangeable empathy. This is a good
example of the last item mentioned by the client being
the important one. Fairness is an important construct

for Robert.

Robert: Exactly! It really made me angry. I have never
liked anyone telling me what to do. I left my last job
because the boss was doing the same thing.

Accurate listening often results in the client’s saying
“exactly” or something similar.

Machiko: So your last boss wasn’t fair either?

Machiko’s vocal tone and body language communicate
nonjudgmental warmth and respect. She brings back
Robert’s key word fair by paraphrasing with a ques-
tioning tone of voice, which represents an implied
check-out. This is an interchangeable empathic
response (Level 3).




CHAPTER 8

Integrating Listening Skills: How to Conduct a Well-Formed Interview

223

Interviewer and Client Conversation

Process Comments

Machiko: So, Robert, on the one hand I heard you
have a long-term pattern of conflict with supervisors
and customers who give you a bad time. On the other
hand, I also heard just as loud and clear your desire to
have less hassle and not give in to others. We also
know that you are a good worker and like to do a
good job. Given all this, what do you think you can
do about it?

Machiko remains nonjudgmental and appears to be
very congruent with the client in terms of both words
and body language. In this major empathic Level 4
summary, she distills and clarifies what the client said.
This adds to and integrates what has been said so far
and leads to the future.

Robert: Well, I'm a good worker, but I've been fighting
too much. I let the boss and the customers control me
too much. I think the next time a customer complains,
I'll keep quiet and fill out the refund certificate. Why
should I take on the world?

Robert talks more rapidly. He, too, leans forward.
However, his brow is furrowed, indicating some

tension. He is “working hard.” \)K
~ CO-

Machiko: So one thing you can do is keep quiet. You
could maintain control in your own way, and you
would not be giving in.

Robert: Yeah, that's what \@>
pre oa0e

Ro nd feeli
i ntekvINW to relnfo @
aits fo}obeﬁ po 5

d’)mpathy Machiko is using
m earlier in the

inking, but she

Paraphrase

hlS arms folded. This suggests that the
d” response above was in some way actually
subtractive. There is more work to do.

\
Machiko: Sounds like a good beginning, but I'm sure
you can think of other things as well, especially when
you simply can’t be quiet? Can you brainstorm more

Machiko gives Robert brief feedback. Her open ques-
tion is a Level 4 response adding to the interview. She
is aware that his closed nonverbals suggest that more

ideas? work is needed on relationships, specificity, and gener-

ating new possibilities for action.

Clients are often too willing to seize the first idea that comes up. It may not be the best
thing for them. It is helpful to use a variety of questions and listening skills to draw out the
client further. With Robert, some ideas came easily but others more slowly. Eventually, he was
able to generate two other useful suggestions: (1) to talk frankly with his boss about the con-
tinuing problem and seek his advice, and (2) to plan an exercise program after work to help
blow off steam and energy. In addition, Robert began to realize that his problem with his boss
was but one example of a continuing problem. He and Machiko discussed the possibility of
talking more or for him to visit a professional therapist. Robert decided hed like to talk with
Machiko a bit more. A contract was made: If the situation did not improve within 2 weeks,
Robert would seek professional help.

Stage 5. Action—Terminating: Generalizing and Acting on New Stories

Conclude with plan for generalizing interview learning to “real life” and eventual termination
of the interview or series of sessions. “Will you do it?”
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BOX 8-4 (continued)

Provide specific behavioral evidence in the space provided to justify your rating of empathic behaviors on
the chart.

1.

audiotape or observing your videotape. See the Feedback Form in Box 8-5. Also, the Client
Feedback Form of Chapter 1 is important to help you obtain needed feedback, particularly if
you do not have an external observer.

Following is an outline of things to consider as you work through the five stages of the
well-formed interview.

1. Relationship (Initiating the session; rapport and structuring). Develop rapport with your
client. Structure the interview by informing the client about video or audio recording
and how the tape will be used. You may wish to say something like “What we are going
to do today is discuss the issues around your career or your balance of work and play. A
choice of specific career is a good topic (or we agreed to talk about . . .). Then we'll search
out some of your strengths, examine goals, and look at possibilities. Finally, we will talk
about how to take home some of the things we've talked about today. Is that okay?”
Include informed consent and ethical issues.

2. Story and Strengths (Gathering data; drawing out stories, concerns, problems, or issues).
Use the basic listening sequence to draw out the client’s story. Be sure to obtain at least
one positive asset that may later be helpful in facilitating decision making.
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SECTION Ili

Helping Clients Generate
New Stories That Lead
to Action: Influencing
Skills and Strategies

The listening skills and the five-stage interview, stru W ﬁn previou %12

vide the foundation for the more action-ori n% @’n rategl S prese ﬁ einflu-

encing skills and strategles W|II h veI intervene to ‘ess of change in

your clients. In ad any of these %\d es useful in psychoeduca-
{ﬁ)lements t

tional treatment, he

Relationship—2story and strengths—g?— stofy—action is a general model of interview-
ing, counseling, and psychotherapy. Clients share their stories and problems and can do some-
thingaboutthem. Moreover, your mastery of these basics will enable you to develop competence
in multiple theories of helping.

Look for the following in this section.

Chapter 9. The Skills of Confrontation: Supporting While Challenging Clients Supportive
confrontation is considered by some the most important stimulus enabling client change and
development. Confrontation builds on your present ability to listen empathically and observe
client conflict. Skilled supportive confrontation enables resolution of incongruity, which leads
to new behaviors, thoughts, feelings, and meanings.

Chapter 10. Focusing the Interview: Exploring the Story From Multiple Perspectives
Focusing, extends the concept of confrontation and illustrates how to ensure that you have
made a comprehensive examination of clients’ stories. This skill will enable clients to clarify how
other people, situations, and the total environment relate to their lives and stories. Skilled focus-
ing facilitates clients in reframing their stories in new ways without you supplying the answers
for them.

Chapter 11. Reflection of Meaning and Interpretation/Reframing: Helping Clients Restory
Their Lives Here you will examine the relationship between and among behaviors, thoughts,
feelings, and their underlying meaning structure. These skills help you gain a deeper under-
standing of each client’s issues and history. Clients will gain valuable new perspectives on their
problems and stories.

237
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Interviewer and Client Conversation Process Comment

The paraphrase and reflection of feeling confront the
mixed feelings in the client. This catches both verbal
and nonverbal observations.

Counselor: You really want to meet him. On the other
hand, you're a bit anxious.

The client responds, but turns her focus to the discrep-
ancy between her and the partner. There are clearly two
issues at least in this situation.

Client: Yes, but what would happen if my partner
found out? It scares me. I've got so much involved with
him over the past 2 years. But, wow, this guy on the
Internet. . .

Step 2: Clarify Issues of Incongruity and Work to Resolve Them

o V¥

\e-o°

Interviewer and Client Conversation Process Comments

Counselor: Could 1 review where we've been this far? Th cates the lor has been listen-
I know you have been having some difficulties wi ng.\Both verbally gnd %ﬁtbe counselor com-
your partner, and you've detailed them oveletife municatgs res d gmental attitude. We
two sessions. I also hear thatso Wor %e ism and searching for strengths (in this

things out despite your pge ‘ e¥at him. You % sitive history).

have a lot of 1?: éﬁt gether y e The counselor summarizes the major discrepancies

to give up. @ ? g. that led to internal and external conflict and checks
But on the other hand, you've found this man out with the client to see if the listening has been

on the Internet, and he doesn’t live that far away. You accurate.

seem really excited about the possibility of meeting

him. In the middle of all this, I sense you feel pretty

conflicted. Have I got the issues right?

Client: Yes, I think you've got it. As I hear you, it
makes me think that 've got to work a bit harder on
the present relationship, but—wow—I sure would like

Through having her thoughts and feelings said back to
her, the client starts some movement. Resolution of
conflict and discrepancy best occurs after the situation

to meet that guy. is understood fully.

The conversation continues over the next 10 minutes, and the client’s thoughts and
feelings evolve to a new perspective.

Step 3: Evaluate the Change

The effectiveness of a confrontation is measured by how the client responds. In the example
on the next page, the client keeps moving toward a new resolution. However, there are many
clients who stay stuck in the same place and repeat the same discussion of their concerns over
and over again. Later in this chapter, the Client Change Scale (CCS) is presented. This is a
systematic way to evaluate the effectiveness of confrontations and whether clients are moving
to new ways of thinking, feeling, and behaving.
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BOX 9-2 (continued)

With severe conflict such as this, I question the people riot because it becomes the stimulating and fun
need or wisdom of drawing out the detailed story thing to do. As counselors and therapists, we can
underlying the conflict. While I think in-depth sharing ~ become part of the solution to these complex issues by
is important and vital in counseling, when we move to  first learning how to listen effectively and then working
severe conflict we are going to have to focus on positive  to resolve contradictions and conflict in our individual
assets and strengths and use a wellness approach. With-  client, family, and group work. With this experience,

out extensive community and governmental support we can then move to the real challenges of broadly and
and increased contact among groups, we are going to deeply based misunderstandings. It is a large task, but it
see ever more “recreational rioting” in which young is one we must undertake.

we resolve real problems of deep conflict between peoples? What is our rgdmas §ohnkctors

in such conflict prevention and social justice? Skilled confro s@; Vvital in such

counseling. esa"\

Step 3: Evaluate the Change O" 2

The effectiveness of a s measured b t € z»t esponds. If you observe

closely in theﬂﬂ: the sessj & w effective your interventions have
ssess wheth qnt changed as a result of your interviewing and

you
( s 1lls % ating cognitive/emotional change described here is
based on an ada

by Elisabeth Kiibler-Ross (1969), who revolutionized our
thinking about d th and dying.

Kiibler-Ross identified five stages of cognitive and emotional change as people faced
death and dying (see Box 9-3). Her well-known theory has implications for change in areas
ranging from interviewing to addiction and career choice. When people face death, they tend
to display one of five reactions ranging from denial to acceptance to transcendence. The
framework has five levels, and many people move through them in order; some people stay
in one stage and never change, while others may “bounce” among the stages. Change is not
always as linear and progressive as Kiibler-Ross suggests.

Apply the Kiibler-Ross framework to interviewing, counseling, and therapy using the
restory framework. The client tells us a story and we, of course, listen. If the client is in the
denial stage, the story may be distorted, others could be blamed unfairly, and the client’s part
in the story may be denied. In effect, the client in denial does not deal with reality. When the
client is confronted effectively, his or her story changes to discussing inconsistencies and
incongruity and we see bargaining and partial acceptance—the story is changing. At accep-
tance (Level 3), the reality of the story is acknowledged, and storytelling is more accurate and
complete; it is possible to move to new solutions and transcendence (Levels 4 and 5). When
changes in thoughts, feelings, and behaviors are integrated into a new story, we see the client
move into major new ways of thinking accompanied by action after the session is
completed.

Virtually any problem a client presents may be assessed at one of the five levels. The five
levels may be seen as a general way to view the change process in interviewing, counseling,
and therapy. Each confrontation or other interview intervention in the bere and now may lead
to identifiable changes in client awareness.
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One very important aspect o?notivation is the willingness to stop and to look at things
that no one else has bothered to look at. This simple process of focusing on things that
are normally taken for granted is a powerful source of creativity.

—Edward de Bono

cHapTer 10

Focusing the Interview:
Exploring the Story
From Multiple
Perspectives

Con
e-Stage |nterview Structuré

How can focusing help you and your clients?

Chapter Goals Focusing is a skill that enables multiple tellings of the story and will help you and clients
think of creative new possibilities for restorying. Client issues are often complex, and the
systematic framework of focusing can help in reframing and reconstructing problems,
concerns, issues, and challenges. Focusing is a skill you may not see in other books. We
developed the skill of focusing because it remains the clearest way to (1) stress the impor-
tance of the individual, and (2) expand awareness of how individual clients develop in
social context—especially community and family.

Competency Objectives Awareness, knowledge, and skill in focusing will enable you to

A Increase client cognitive and emotional complexity. Too often issues are considered
from only one frame of reference.

A Better understand the viewpoints of others with an accompanying increase in
empathic understanding and cultural intentionality.

A Incorporate family and cultural issues, particularly through family and community
genograms.

A Be aware of the role of advocacy and social change as part of the focus of your
interviewing practice.
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DEVELOPING A COMMUNITY GENOGRAM

273

Identifying Personal and Multicultural Strengths

The community genogram is a “free-form” activity in
which clients are encouraged to present their com-
munity of origin or perhaps a present or recent com-
munity, using their own unique artistic style.
Through the community genogram, you can better
visualize your own developmental history and that of
your clients. With a positive approach, you will iden-
tify strengths that both you and your clients can use
later to help them reach goals. Clients may construct
a genogram by themselves or be assisted by you
through questioning while you listen to their stories
and strengths.

Before you start using this strategy with your cli-
ents, it is important that you first develop your own
community genogram. With this understanding, you
are better prepared to engage your client.

Step 1: Develop a Visual Representation of th
A Select the communlty in whi 1mar11y

raised; the ¢ s where you t
to learn th s ae ulture. Bu

munity, pash or present, may be use

Represent yourself or the client with a 51gn1ﬁcant
symbol. Use a large poster board or flipchart paper.
Place yourself or the client in that community, either
at the center or at another appropriate place. Encour-
age clients to be innovative and represent their com-
munities in a format that appeals to them. This could
include maps or unique personal constructions of the
community. Remember that the two examples pre-
sented here are only suggestions. Reward creativity in
unique presentations.

It is important to place family or families—adop-
tive, single-parent, nuclear, or extended—on the
paper, represented by the symbol that is most rele-
vant for you or the client. Different cultural groups
define family in varying ways.

Place important, most influential groups on the com-
munity genogram, represented by distinctive visual

symbols. School, family, neighborhood, and spiritual
groups are most often selected. For teens, the peer
group is often particularly important. For adults,
work groups and other special groups tend to become
more central.

You may wish to suggest relevant aspects of the
RESPECTFUL model (page 46). In this way, diver-

sity issues can be included in the genogram.

A

Step 2: Search for Images and Narratives of Strengths in
Your Own Life or That of the Client

A Post the community geno ram on
counseling sessions. Th d agram

yours elf or Ee de an overall sum-
s Oh one s

n y mpha51z

e sees.
i 1on of the commu-
% en if the client
ative story. Do not work
Ves untll positive strengths are sol-

n mmd unless the client clearly needs to tell
you the difficult story. (The community genogram
can later be used as a useful diagnostic framework
to look at the client’s past challenges as they still
play out today.)

Help the client share one or more positive stories
relating to the community dimension selected. If you
are doing your own genogram, you may want to
write your story in journal form.

Develop at least two positive visual, auditory, or kin-
esthetic images from different groups within the
community. It is often useful to have one positive
family image, one spiritual image, and one cultural
image so that several areas of wellness and support
are included. Relax, close your eyes, and get that
positive experience in your mind. With a meditative
approach, it is possible to actually recall and experi-
ence those positives from the past. These thoughts
and body feelings can serve as resources to the client
in problem solving and living more effectively.

A

A

gM¥

before us is the most critical and important focus. Using the person’s name and the word you
is central to every interview. But if we are to fully discover client uniqueness, we need to under-
stand the broader context of the client. To help in this understanding we present the commu-
nity genogram (Boxes 10-1 and 10-2). The family genogram illustrates the importance
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BOX 10-2 (continued)

2. The star: Janet’s

time in her life.

systems.

world during elementary
school tells us a good

bit about a difficult

Nonetheless, note the
important support

My

who

subjects that make you uncomfortable. You may do the same thing with clients. Becom-
ing aware of your possible biases will free you to understand the uniqueness of each indi-
vidual more fully.

The Family Genogram

The family genogram brings additional information about all-important family history. We
y genog g p y Y:
frequently use both strategies with clients and often hang the family and community geno-

q y g g y Yy 8
grams on the wall in our office during the session, thus indicating to clients that they are not
alone in the interview. Many clients find themselves comforted by our awareness of their

Y y
strengths and social context.
Box 10-3 presents the major “how’s” of developing a family genogram. Specific symbols
and conventions have been developed that are widely accepted and help professionals commu-
nicate information to each other. The family genogram is one of the most fascinating exercises
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A You are working with an African American client who has dangerous hypertension. You
know that there is solid evidence that racism influences blood pressure.

The elementary counselor can work with school officials to set up policies around
bullying and harassment, actively changing the environment that allowed bullying to occur.
The high school counselor faces an especially challenging issue as interview confidentiality
may preclude immediate classroom action. If this is not possible, then the counselor can initi-
ate school policies and awareness programs against oppression in the classroom. The passive
teacher may become more aware through training you offer to all the teachers You c
the African American client understand that hypertension is not just “his

rather his blood pressure is partially related to racism in his env1ronme work
to eliminate oppression in your community.

“Whistle-blowers” who name problems tha 01d can face real difficulty.
The company may not want to have 1as ex On the other hand,
through careful consultation_a s staff may be able to
help managers develgx1 abr, onest nd % Agam the issue of policy
becomes i nges in work settings and equal pay

selors cangag Q

f; % You can help t 1en oJsiiffers rac1al gender, or sexual orientation harass-
ex ou can s about how they can employ more people with handicaps.

The counsel a unity agency knows that advocacy is the only possibility when
a client is being abused. For clients in such situations, advocacy in terms of support in getting
out of the home, finding new housing, and learning how to obtain a restraining order against
the abusing person may be far more important than self-examination and understanding,

Counselors who care about their clients also act as advocates for them when necessary. They
are willing to move out of the counseling office and seek social change. You may work with oth-
ers on a specific cause or issue to facilitate general human development and wellness (e.g., pre-
natal care, child care, fair housing, the homeless, athletic fields for low-income areas). These
efforts require you to speak out, to develop skills with the media, and to learn about legal issues.
Ethical witnessing moves beyond working with victims of injustice to the deepest level of advo-
cacy (Ishiyama, 2006). Counseling, social work, and human relations are inherently social jus-
tice professions. Speaking out for social concerns needs our time and attention.

SUMMARY: BEING-IN-RELATION, BECOMING A PERSON-IN-COMMUNITY

Focusing helps the client see issues and concerns in a broader setting. While the “I” focus
remains central, we are also beings-in-relation. We must start, of course, by focusing on the
special individual before us. Interviewing and counseling are for the person. However, by
focusing on various dimensions, we can help clients expand their horizons. Connection and
interdependence are as important for mental health as are independence and autonomy.
The community genogram places the client in connection with the family in a cultural con-
text. Rather than focusing on the many possible negatives in our communities of origin, the geno-
gram reveals that these are places where we also learned strengths. The imaging of stories about
community and cultural strengths can be an important resource in interviewing and counseling.
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Group Practice
Exercise 4: Practice Focusing the Interview in a Group

Step 1: Divide into groups.
Step 2: Select a group leader.
Step 3: Assign roles for the first practice session.

A Client, who has completed a family or community genogram.

A Interviewer.

A Observer 1, who will give special attention to focus of the client, using the Feedback
Form, Box 10-6. The key microsupervision issue is to help the interviewer continue a cen-
tral focus on the client while simultaneously developing a comprehensive picture of the
client’s contextual world.

A Observer 2, who will give special attention to focus of the interviewer, s@thu back
Form, Box 10-6. C

Step 4: Plan. Establish clear goals for the sessio mterv1cwer in this case is to
go through all seven types of focus, s @ llnlng ts issue. If the task is
completed successful lin§ o®client iss lable

A useful t0p1c ) ay is a stor fa commumty Your goal here
is to he se t e 1ssues in m@;‘,

Qh_h ould take thi @ ine the feedback form and plan their own inter-
P (ev e cllem?v lient Feedback Form of Chapter 1.

Step 5: Conduct ¥ 5-minute practice session using the focusing skill.

Step 6: Review the practice session and provide feedback for 10 minutes. Give special
attention to the interviewer’s achievement of goals and determine the mastery competencies
demonstrated.

Step 7: Rotate roles.

Some general reminders. Be sure to cover all types of focus; many practice sessions explore
only the first three. In some practice sessions three members of the group all talk with the
same client, and each interviewer uses a different focus.

Portfolio of Competence

The history of counseling and therapy has provided the field with a primary “I” focus in
which the client is considered and treated within a totally individualistic framework. The
microskill of focusing is key to the future of interviewing, counseling, and psychotherapy as
it broadens the way both interviewers and clients think about the world. This does not deny
the importance of the “I” focus. Rather, the multiple narratives made possible by the use of
microskills actually strengthen the individual, for we all live as selves-in-relation. We are not
alone. The collective strengthens the individual.

At the same time, the above paragraph represents a critical theoretical point. Some might
disagree with the emphasis of this chapter and argue that only the individual and problem
focus are appropriate. What are your thoughts and feelings on this important point? As you
work through this list of competencies, think ahead to how you would include or adapt these
ideas in your own Portfolio of Competence.
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BOX 10-6 (continued)

Observations about client verbal and nonverbal behavior:

Observations about inverviewer verbal and nonverbal behavior:

\t

the items below, ask yourself, “Can I do this?” Ch s'that you currently feel

Use the following as a checklist to evaluate your presen i e\eﬁ mQQAs you review

able to do. Those that remain unchec d a re goal 0 not expect to attain
intentional competence on ever ou work is book. You will find,
however, that you wil owr ompetenc1es re et practice.

Levu‘x: Wtzon and c l’\mll be able to identify seven types of focus as
( rs and em. You will note their impact on the conversational
flow of the inter

O Identify focus statements of the interviewer.
U Note the impact of focus statements in terms of client conversational flow.
U Write alternative focus responses to a single client statement.

Level 2: Basic competence. You will be able to use the seven focus types in a role-play
interview and in your daily life.

Q  Demonstrate use of focus types in a role-play interview and draw out multiple stories.
U Use focusing in daily life situations.

Level 3: Intentional competence. Use the seven types of focus in the interview, and clients
will change the direction of their conversation as you change focus. Maintain the same focus
as your client, if you choose (that is, do not jump from topic to topic). Combine this skill
with earlier skills (such as reflection of feeling and questioning) and use each skill with alter-
native focuses. Check those skills you have mastered and provide evidence via actual inter-
view documentation (transcripts, tapes).

Clients tell multiple stories about their issues.

Maintain the same focus as my clients.

During the interview, observe focus changes in the client’s conversation and change the focus
back to the original one if it is beneficial to the client.

Combine this skill with skills learned earlier; use focusing together with confrontation to
expand client development.

Use multiple-focus strategies for complex issues facing a client.

U 0 O0oo
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Level 4: Psychoeducational teaching competence. Some clients will have a primary “I”
focus as they discuss their issues. By learning the skills of multiple focus dimensions,
they can discover important new ways to view their issues and become more amenable to
change. Those clients who are more externally directed may avoid the “I” focus as they
blame others. They also can benefit from learning their responsibility in the larger sys-
tem. The impact of teaching is measured by the achievement of students, given the pre-
ceding criteria.

U Teach focusing to clients and small groups.

DETERMINING YOUR OWN STYLE AND THEORY:
CRITICAL SELF-REFLECTION ON FOCUSING

What single idea stood out for you among all those presented in this chareer, UK’M

through informal learning? What stands out for you is hkel ¢ as a guide
toward your next steps. What are your thoughts on a sﬁes and the use of the
focusing skill? What other points in this é$ as important? How might you
use ideas in this chapter to begm t 1sh1n style and theory? What
are your thoughts an e commum ograms?

OURTHOUGHTS ABOUT VAN ESSA

There are many clients like Vanessa, who have numerous issues in their lives. We, perhaps
like you, often feel overwhelmed when we get 3 to 5 nonstop minutes of stories about dif-
ferent complex problems. Sometimes there is an insistence that we do “something” imme-
diately and start solving the issues. We have noted that when we have fallen into solving
problems for clients they often refuse to listen to us and generate still more problems and
difficulties.

So what needs to be done here? Each client, of course, is unique, and there is no magic
answer. But one rule really helps us settle down and start working with the client. Counseling
is for the individual client. Our responsibility is to focus on what we can see and work
with—specifically, the unique human being in front of us. We can't see the family, we can’t
see the boyfriend, and we can’t study for the client.

Thus, our first efforts are to focus on the individual client. Although this chapter empha-
sizes a broadly based contextual perspective, we always want to recognize that counseling is most
effective when we focus on the client as the core of our interviewing and treatment plan.

Most likely, with Vanessa, we would listen to her for no more than 3 to 5 minutes— and there
are clients who will engage in nonstop talking for that time and longer. At some point, we
would likely interrupt and say something like this:

Vanessa, could we stop for a moment? I really hear you loud and clear. There are a lot of
things happening right now. One of the best ways to approach these issues is to focus on
how you are feeling and what’s happening with you. Once I understand you a bit more,
we can move to working on the issues that you describe.
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Then I spoke of the many opgrtunities of giving life a meaning. I told my comrades . . .
that human life, under any circumstances has meaning. . . . I said that someone looks
down on each of us in difficult hours—a friend, a wife, somebody alive or dead, or a
God—and He would not expect us to disappoint him. . . . I saw the miserable figures of

my friends limping toward me to thank me with tears in their eyes.
— Viktor Frankl (who helped many Jews survive and find meaning
while imprisoned at Auschwitz during the Holocaust)

How can reflection of meaning and interpretation/reframing help you and your clients?

Chapter Goals The goal of reflection of meaning is to facilitate clients in finding deeper meanings and
values that provide a guiding sense of vision and direction for their lives. The goal of
interpretation/reframing is to provide a new way of restorying and understanding
thoughts, feelings, and behaviors, which often results in new ways of making meaning.
Clients usually generate their own meanings, whereas interpretations/reframes

This chapter is dedicated to Viktor Frankl. The initial stimulus for the skill of reflection of meaning came from a 2-hour meeting with him in Vienna
shortly after we visited the German concentration camp at Auschwitz, where he had been imprisoned in World War II. He impressed on us the central
value of meaning in counseling and therapy—a topic to which most theories give insufficient attention. It was Frankl’s unusual ability to find positive
meaning in the face of impossible trauma that impressed us most. His thoughts also impacted our wellness and positive strengths orientation. His theo-
retical and practical approach to counseling and therapy deserves far more attention than it receives. We have often recommended his powerful book,
Man's Search for Meaning (1959) to clients who face serious life crises.
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Helping Clients Generate New Stories That Lead to Action: Influencing Skills and Strategies
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é minatio ta mains on the client’s meaning and finding purpose in his
or her life.

Interpretations and reframes vary with theoretical orientation, and the joint term
interpretation/reframing is used because both skills focus on providing a new way of thinking
or a new frame of reference for the client, but the word “reframe” is a gentler construct that
usually comes from your here-and-now observations. Keep in mind when you use influenc-
ing skills that interpretive statements are more directive than reflecting meaning. When we
use interpretation/reframing we are working primarily from the interviewer’s frame of refer-
ence. This is neither good nor bad; rather, it is something we need to be aware of when we use
influencing skills.

If you use reflection of meaning and interpretation/reframing skills as defined here, you
can predict how clients will respond.

Reflection of Meaning

Predicted Result

Meanings are close to core experiencing.
Encourage clients to explore their own
meanings and values in more depth from
their own perspective. Questions to elicit
meaning are often a vital first step. A reflec-
tion of meaning looks very much like a
paraphrase but focuses on going beyond
what the client says. Often the words
“meaning,” “values,” “vision,” and “goals”
appear in the discussion.

The client will discuss stories, issues, and
concerns in more depth with a special
emphasis on deeper meanings, values, and
understandings. Clients may be enabled to
discern their life goals and vision for the
future.

(continued)
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another frame of reference for considering problems or issues. And eventually the client’s
story may be reconsidered and rewritten as well.
The basic skill of interpretation/reframing may be defined as follows:

A The counselor listens to the client story, issue, or problem and learns how the client makes
sense of, thinks about, or interprets the story or issue.

A The counselor may draw from personal experience and/or observation of the client
(reframe) or may use a theoretical perspective, thus providing an alternative meaning
or interpretation of the narrative. This may include /inking together information or
ideas discussed earlier that relate to each other. Linking is particularly important as it
integrates ideas and feelings for clients and frees them to develop new approaches to
their issues.

A (positive reframe from personal experience) “You feel that coming out as gay led you to
lose your job, and you blame yourself for not keeping quiet. Maybe you just regll ded
to become who you are. You seem more confident and sure of you ﬁ@ull ime,

but I see you growing through this difficult situation.” @bl been reinter-
preted or reframed as a positive step in the lo e&

A (psychoanalytic interpretation w1th & ness) unds like the guy who
fired you is insecure about a rent from unds as if he is project-
ing his own unco @ ities on you, r at his own heterosexism
or th “fv %

‘@ an example ta% rame developed from the logic of the interviewer.

n, the cllent gh a divorce and was very angry—a common reaction for
those engaged in ma) T up, particularly when finances are involved. He was telling his

attorney, at some length, about what he wanted and why. Attorneys use a form of interview-
ing involving many questions, and it sometimes involves informal counseling. After listening
carefully to Allen’s issues and acknowledging his strong feeling (acknowledging, not reflect-
ing), the attorney got out from behind the desk and stood over Allen saying: “Allen, that’s
your story. But I can tell you that you won’t get what you want. Your wife has a story as well,
and what will happen is something between what you both feel you need and deserve. For
your own and your children’s sake, think about that.” This was a rather rough and confronta-
tive reframing of Allen’s story. It also changed the focus from Allen and his problems to his
wife and children. Fortunately, he heard this powerful reframe, and resolution of differences
in the divorce finally began.

This story has several implications. First, even with the most effective listening, clients
may still hold on to unworkable stories, ineffective thinking, and self-defeating behaviors.
Clearly, they need a new perspective. Respect clients’ frame of reference before interpreting
or reframing their words and life in new ways. In effect, listen before you provide your
interpretation or reframe. There will always be some clients who will need the strong, con-
frontative interpretation that Allen got, but recall that the attorney first listened attentively
to Allen.

We may also consider the interpretation/reframe as the creation of the New because we
and the client are building another way to think about issues—and ultimately create a more
effective and happy self. The value of an interpretation or reframe depends on the client’s
reaction to it and how he or she changes thoughts, feelings, or behaviors. Think of the Client
Change Scale (CCS)—how does the client react to each interpretation? If the client denies or
ignores the interpretation, you obviously are working with denial (Level 1 on the CCS). If the
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Key PoINTs (continued)

For example, you could reflect an immediate meaning this way: “Anish, you
value service to others, and you've enjoyed working in the hospital as a volunteer.”
However, if there is conflict of values and meanings, the following could be added
to confront the discrepancy between individual and family values. “On the other
hand, your family values medical practice as it offers more money, but you want to
work in research on cancer as you see that as the best way to help more people in
the long run, and the financial rewards are not as important to you. Have I
summarized the value conflict clearly?”

Interpretation/reframing The counselor helps clients obtain new perspectives, new frames of reference, and
sometimes new meanings, all of which can facilitate clients’ changing their view
and way of thinking about their issues. This skill comes primarily from the
counselor’s observations and occasionally from the client.

Theoretical interpretations: These come from specific counsehﬁq
psychodynamic and interpersonal, family therapy, or oot erapy

Clients tell the story or speak about their ﬁﬁ The counselor then
retical p

makes sense of what they are sagin f ective. “That dream

suggests that you have a on C sh to run m/your husband.”

“Sounds like s' we call boundan /wife is not

 respect an hear y g L ont know where you are going;
\Fﬁlke you lack mea % life.

e\, Reframes: Th ﬁ from here-and-now experience in the inter-

P ( view, o rger reframes of major client stories. The reframes are
based oryout€xpefience in providing the client with another interpretation of
what has happened or how the story is viewed. Effective reframes can change
the meaning of key narratives in clients’ lives. The positive reframe is particu-
larly important. “Charlis, what stands out to me at this moment is how able
you are, and we can use your ‘smarts’ and ability to understand situations to
find new, more comfortable directions.” Positive reframes in the here and now
are often the most useful.

Interpretation/reframing Meaning affects interpretation. Viktor Frankl constantly reframed his experience

at the deepest level in the German concentration camp, integrating here-and-now positive reframing
with meaning. In the middle of the terror, he was able to enjoy the beauty of a
sunset; he remembered his times with his wife; he was able to enjoy and focus on
tasting and eating a small bit of bread. The major reframe of such traumatic expe-
rience, of course, is “I survived” or “You survived.” Despite the traumatic experi-
ence (war, rape, accident), you are still here with the possibility of changing a part

of the world.

COMPETENCY PRACTICE EXERCISES AND PORTFOLIO OF COMPETENCE

The concepts of this chapter build on previous work. If you have solid attending and client
observation skills, can use questions effectively, and can demonstrate effective use of the
encouraget, paraphrase, and reflection of feeling, you are well prepared for the exercises that
follow.
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Individual Practice

Exercise 1: Identification of Skills

Read the following client statement. Identify the following counselor responses as para-
phrases (P), reflections of feeling (RF), reflections of meaning (RM), or interpretations/
reframes.

I feel very sad and lonely. I thought Jose was the one for me. He’s gone now. After our
breakup I saw a lot of people but no one special. Jose seemed to care for me and make it
easy for me. Before that I had fun, particularly with Carlos. But it seemed at the end to
be just sex. It appears Jose was it; we seemed so close.

“You're really hurting and feeling sad right now.”

“Since the breakup you've seen a lot of people, but Jose provided the most of WOu

wanted.”

“Sounds like you are searching for someone to act as the faﬁ'&@-l g‘lad and Jose was

part of that.”

“Another way to look at it is thag w sty dont | %o get close; and when
you get really close, t i @{ﬁnd » %

“Looks ‘hquq eace, cari 7d CIQICSS meant an awful lot to you.”
@ﬁl\ma y close to o ‘Se sad and lonely.”

“Peace, caring, a a g eone special mean a lot to you. Jose represented that to you.
Carlos seemed to mean mainly fun, and you found no real meaning with him. Is that
close?”

List possible single-word encouragers for the same client statement. You will find that the
use of single-word encouragers, perhaps more than any other skill, leads your client to talk
more deeply about the unique meanings underlying behavior and thought. A good general
rule is to search carefully for key words, repeat them, and then reflect meaning,.

Exercise 2: Identifying Client Issues of Meaning
Affective words in the preceding client statement include “sad” and “lonely.” Some other
p & Y-
words and brief phrases in the client statement contain elements that suggest more may be
found under the surface. The following are some key words that you may have listed under
& Y ! Y

. « » o« » « » o« M e »
possible encouragers: “the one for me,” “care for me,” “easy for me,” “I had fun,” “just sex,
and “we seemed close.” The feeling words represent the client’s emotions about the current
situation; the other words represent the meanings she uses to represent the world. Specifically,
the client has given us a map of how she constructs the world of her relationships with men.
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Listening response

Interpretation/reframe from a psychodynamic frame of reference (i.e., an interpretation that
relates present behavior to something from the past)

Interpretation/reframe from a gender frame of reference

'S

Interpretation/reframe from your own frame of reference i \aehag(a) propriate for

varying clients

C
; \N {t0* Lo o'
N A
P “Im thinkin me pot. Yeah, 'm only 13, but I've been around a lot. My par-
ents really obfect to it. I can’t see why they do. My friends are all into it and seem to be

doing fine.”

Listening response

Reframe from a conservative frame of reference (one that opposes the use of drugs)

Reframe from an occasional user’s frame of reference

Interpretation from your own frame of reference on this issue

The preceding examples of interpretations and reframes are representations of meaning
and value issues that you will encounter in interviewing and counseling. What are the value
issues involved in these examples and what is your personal position on these issues? Finally,
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BOX11-5 FEEDBACK FORM: INTERPRETATION/REFRAME

(Date)

(Name of Interviewer) (Name of Person Completing Form)

Instructions: Observer 1 will complete the Client Change Scale in Chapter 9. Observer 2 will complete
the items below.

. Did the interviewer use the basic listening sequence to draw out and clarify the client’s story or concern K
How effectively?

2. Provide nonjudgmental, factual, and speaﬁc feedback for the interviewer on the use of the
interpretation/reframe.

3. Did the interviewer check out the client’s reaction to the intervention? Did the client move on the Client
Change Scale?
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Level 3: Intentional competence. You will be able to use questioning skill sequences and encour-
agers to bring out meaning issues and then reflect meaning accurately. You will be able to use
the client’s main words and constructs to define meaning rather than reframing in your own
words (interpretation). You will not interpret but rather will facilitate the client’s interpreta-
tion of experience.

With interpretation/reframing, you will be able to provide clients with new and fresh
perspectives on their issues.

U Use questions and encouragers to bring out meaning issues.

W When you reflect meaning, use the client’s main words and constructs rather than your own.

U Reflect meaning in such a fashion that the client starts exploring meaning and value issues in
more depth.

U In the interview, switch the focus as necessary in the conversation from meaning to feeling
(via reflection of feeling or questions oriented toward feeling) or to content (V1a wse
or questions oriented toward content).

U Help others discern their purpose and mission in life.

Q

thing positive in that person or event

When a person is hyperreflecting on the negatlv nt or person, find some-
.( !‘ nt to de

positive.

ﬂ iiect by focusing on the
Provide clients with al @ ays to thm - L t B s, helping them generate
new pessp be av1or,
eﬁ‘@w ¢ spectlve v1 er eframmg, using your own knowledge from

( iew, he thcse ideas to enlarge their thinking on their issues.
Use various theo gar thCS to organize your reframing.

Level 4: Psychoeducational teaching competence

mDD

Teach clients how to examine their own meaning systems.

Facilitate others’ understanding and use of discernment questioning strategies.

Teach reflection of meaning to others.

Teach clients how to interpret their own experience from new frames of reference and to
think about their experiences from multiple perspectives.

Teach interpretation/reframing to others.

U oOooo

DETERMINING YOUR OWN STYLE AND THEORY: CRITICAL SELF-REFLECTION
ON REFLECTING MEANING AND INTERPRETATION/REFRAMING

Meaning has been presented as a central issue in interviewing, counseling, and psychother-
apy. Interpretation has been presented as an alternative method for achieving much the same
objective but with more interviewer involvement. What single idea stood out for you among
all those presented in this chapter, in class, or through informal learning? What stands out for
you is likely to be important as a guide toward your next steps. What are your thoughts on
multicultural issues and the use of this skill? What other points in this chapter struck you as
important? How might you use ideas in this chapter to begin the process of establishing your
own style and theory? Are you able to find new meanings and reinterpret/reframe your own
life experience? And, in particular, what have you learned about discernment and its relation
to your own life?
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This strategy of logical consequences is particularly important in making decisions and is
used in many theoretical approaches to the interview. It is most often a gentle strategy used
to help people sort through issues when a decision needs to be made. It may be useful to rank
alternatives when a complex decision is faced. In interviewing, assist clients to foresee conse-
quences as they sort through alternatives for action: “If you do . . ., then . . . will possibly
result.”

The strategy of logical consequences is most often used in Adlerian counseling (Dreikurs
& Gray, 1968; Sweeney, 1998) and decisional counseling (Chapter 13). The interviewer
helps individuals explore alternatives, consider consequences of alternatives, and facilitate
decision making among the possibilities. For example, an individual may come to the inter-
view aware that changing jobs offers more pay but less aware of the effects of a move to a new
city. Through systematic questioning and discussion, the interviewer can help the client clar-
ify the factors involved in the decision. Potential negative consequences could include Yegring
a smoothly functioning and friendly workgroup, disrupting long-term friepdshifs,
to a new school, and other factors that may cause problems. 2 X é @ e# might be a

s

pay raise and the opportunity for further advancemen tem, and money

for a new home. t@
In another use of logical conseq O erv1ew4g unselor may need to

help clients become arc te tia negatlve f their actions. Some
cxamples mclu egh is thm 1 of school, the pregnant cli-
ent w top smokm 0 wants to “tell off” a co-worker or
ually imp ents ant1c1pate the posmve consequences—the

lts and rew % behav1ors The pregnant woman’s baby is likely to be
healthier if she s#pps ; the client who graduates from school will probably find a

better job; and the person struggling with a difficult co-worker or friend may avoid more
unpleasantness by simply keeping her or his mouth shut for the moment. Clients can
make better decisions when they can envision the likely consequences of any given
action.

What is likely to happen if you continue smoking while you are pregnane?

I know that it isn’t good, but I can't stop, and I really don’t want to.

Again, what are the possible negative consequences of continuing to smoke?

(pause) I've been told that the baby could be harmed.

Right; is that something you want? What is the benefit of stopping smoking for the baby?
No, I don’t want to do harm. I'd be so guilty. But how can I stop smoking?

Let’s explore that. There are several ways, none of them easy. But let us consider . . .

In situations when the client has been required to come to the session, it is important to
note that more power rests with the interviewer. The court may ask the interviewer to recom-
mend actions that the legal system could take. The gentle logical consequence skill becomes
more powerful. Warnings are a form of logical consequences and may center on anticipation
of punishment; if used effectively, warnings may reduce dangerous risk taking and produce
desired behavior. The counselor or correctional staff often need to help clients see clearly what
might be ahead if they continue the present behavior.

Virtually all human behavior has costs and benefits. By involving the client in examining
the pluses and minuses of alternatives, the counselor gives the client the power to make a



Py

CHAPTER 12  Influencing Skills: Five Strategies for Change 349

The relaxation response is a quickly learned strategy that clients can use immediately. The
basic process for relaxation training is presented here. For the training to be effective, the cli-
ent must be ready, and you will need a minimum of 15 minutes to engage in these fundamen-
tals. Quick learning must be accompanied by daily, serious practice in reaching the here and
now. Following are the basics of relaxation training;

1. Ask the client to sit quietly with closed eyes.
“Notice your breathing and focus on it. Discover the life-giving breath coming in and
out.” With practice, this one act is often sufficient to start the relaxation response. A deep
breath loosens the body and prepares the client to deal realistically with the situation.

3. “Now, start with your feet and toes. Notice any tension in them; let the tension go, and
notice how your muscles feel when they are relaxed.”

4. “Next, move up the body, muscle area by muscle area, and relax the tension the sam
way, until your body is fully relaxed.”

5. “Now that we have gone through the basics of relaxation, open yo @
attention to what is around you. When you get up, do :& ed 7

6. “How was this experience for you?” “How d

eawaren 0

With clients who are more tense, ess may be ineffective.

Ask them to tighten c up separately, r& 6 = In this way, they can
at

begin to learn the, d1 een te an hen the tension/relaxation

approa d, cn turn to re xa reness training.

@ smgn relax , and thcn you need to follow up to see if the task
actually do rk is necessary for real success. The ultimate goal is for cli-

ents to be able to ro ere-and-now relaxation response when faced with stressful situ-

ations. Clients learn that they can release here-and-now tension by focusing on their breathing
or on a part of their body even while working through the immediate stress. This makes a real
difference in how clients respond when facing difficulty.

Mindfulness Meditation and Mindfulness

Jon Kabat-Zinn (2005) has also researched and promoted relaxation as a technique to help
people cope with stress, pain, and anxiety. Kabat-Zinn calls his technique the “body scan,”
which he uses with mindfulness meditation. The body scan is basically the same as Benson’s
relaxation methods described earlier.

One of Allen and Mary’s helpful life experiences occurred over several weeks when they
participated in Kabat-Zinn’s systematic program and learned mindfulness meditation. This
technique is usually preferred by most practitioners over the body scan and systematic relax-
ation. But we do not believe that interviewers, counselors, and therapists should teach mind-
fulness unless they have sufficient training and have practiced it themselves. Mindfulness may
require a lifestyle change for many.

Mindfulness meditation is derived primarily from Buddhist thought and practice. There
is no “goal” except perhaps to live as much as possible in the immediate here and now. Similar
in some ways to relaxation, practitioners usually lie comfortably on the floor or sit in a suit-
able chair, then close their eyes.

The focus becomes the Now and paying special attention to breathing, noting the breath
come in and out. You may want to breathe in with one nostril and out with the other as this
tends to help one focus on the Now. Thoughts and feelings will likely start running through
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Physical Exercise and Nutrition

A sound body is fundamental to mental health. Moving the body increases blood flow, and an
exercise routine has been found to help reduce stress and depression. Proper eating habits and a
regime of stretching and meditation make a difference in the life of your clients. Teaching cli-
ents how to nourish their bodies is becoming a standard part of counseling. We love and work
more effectively if we are comfortable in our bodies. It has even been suggested that it is unethi-
cal not to include the recommendation for exercise in all treatment programs (Ratey, 2008).

Alisia, you seem stressed much of the time. What's happening with exercise in your life?

I simply don't have time, and when I think of it, I realize that I have some errands to run or
someone calls me on the cell.

bility. What types of exercise have you enjoyed in the past?
Well, I used to run, and I did feel more “up” when I got out. But since C@vg&)

city, I just don’t seem to find time anymore.

As part of dealing with Chris and your varlous‘tg‘%ax\nk it is very important
tter

that we start some sort of exercise ro

ill be able to deal
more effectively Wlth tho Wes if You take c 03@
WCH | ShOUl I fC g @ﬁ n (pause But hOW>
Let’ @ ll me more abou ul schellule. (The session continues.)

e It"is obvious Alisia what to do. For example, “You should start exercising
and running dail n@ 't work and will build client resentment. Helping clients change
their behavior involves a more subtle use of directives in which the client is a full co-participant
in the process. Regardless of what directive you want to provide on any topic, the client has
to “buy in” and be central in the choice of action.

One of the best and most important wellness and stress prevention strategies is a well-
designed exercise plan. How are you going to integrate these ideas into your own interview-
ing practice?

Evidence is clear that tension can be relieved by exercise. I'd like you to consider the ?51-
the

Thought-Stopping
This strategy is a brief but effective intervention. If you take the time to learn and practice
thought-stopping on yourself, you gain a valuable tool to increase your self-esteem and effec-
tiveness. Thought-stopping is useful for all kinds of client problems: perfectionism, excessive
culture-based guilt or shame, shyness, and mild depression. This is one of our favorite strate-
gies, and we have found it very helpful to us and our clients over the years. It stops our nega-
tive thinking about ourselves or someone who is troubling us.

Almost everyone engages in internalized negative self-talk. These stressful thoughts are
said to yourself, perhaps several times a day. For example:

“Why did I do that?”

“I'm always too shy.”

“I always foul up.”

“I should have done better.”
“Life is so discouraging for me.”
“Nobody will listen to me.”
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SECTION IV Skill Integration

A

A

Cognitive behavioral therapy. CBT is currently the most researched therapy. CBT is rich with
many alternative strategies to produce change. Stress management is emphasized here.
Motivational interviewing. This is a relatively new approach that is rapidly gaining popular-
ity. Developed as a therapy for work with persons suffering from alcoholism, it is now rec-
ognized as a highly useful strategy for all clients. You will find that your knowledge of
microskills is particularly compatible with this method of helping.

Chapter 15. Determining Personal Style and Future Theoretical/Practical Integration Inten-
tional Interviewing and Counseling concludes with a focus on you and your plans for the future.

A
A
A

Level of competence. How do you assess your abilities in using microskills and strategies?
Preferred interviewing style. Which theories of counseling appeal to you most?

Sensitivity to multicultural issues. How will you integrate an awareness of multicultural issues
into your interviewing practice?

Natural style. Putting it all together: Where are you going? O \)\(
.
e \e G

WOt 5272

A O
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Skill Classifications

Listening and Influencing Focus C Counselor and Client Conversation Process Comments
Self-disclosure, open Interviewer, 13. Allen: Well, first, I'm divorced and Keep self-disclosures brief and
question client have one child living with me return the focus to the client.

while the other is in college. Of
course, I'd be glad to talk about
the counseling career and share
some of my thoughts. What
thoughts occur to you around
divorce and counseling?

But be comfortable and open in
that process.

Client, main
theme

14. Mary: That helps. Going through
my divorce was the worst thing of
my life. My children are so impor-
tant to me. Allen, perhaps your

experience with leOl‘
you unders
2 te and

STAGE 2: Story and Strengths:

Gather da
your strengths or resources?”) ‘ [| ‘

Mary smiles, sits bac
appears to h 9
shew @ out. She

“Let’s get started.”

Open question ( e ieft A C“rd you tell me, Mary, In this series of leads you'll find
x here you would like to start? that Allen uses the basic listening
sequence of open question,
encourager, paraphrase, reflection
of feeling, and summary, in
order. Many interviewers in dif-
ferent settings will use the
sequence or a variation to define
the client’s problem.
Client, 16. Mary: Well . . . ah ... I guess As many clients do, Mary starts
problem/ there’s a lot that I'd like to the session with a “laundry list”
concern, talk about. As I said, I went of issues. Though the last thing
others through . . . ah . .. a difficult in a laundry list is often what

divorce, and it was hard on the
kids and myselfand . .. ah. ..
we've done pretty well. We've
pulled together. The kids are
doing better in school, and 'm
doing better. I've . . . ah . .. got
a new friend. (breaks eye contact)
But, you know, I've been teach-
ing for 13 years and really feel
kind of bored with it. It’s the
same old thing over and over
every day; you know . . . parts of
it are okay, but lots of it 'm
bored with.

a client wants to talk about;
the eye-contact break at men-
tion of her “new friend” raises
an issue that should be
watched for in the interview.
As the session moves along, it
becomes apparent that more
than the career issue needs to
be considered. Mary discusses
a “pattern” of boredom. This
is indicative of an abstract
formal-operational cognitive/
emotional style.

(continued)
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Skill Classifications

Listening and Influencing

Focus

C Counselor and Client Conversation

Process Comments

I really felt good being able to share
some of my ideas with some people
on the staff. I felt that was kind of
neat, being able to teach other
adults.

The “I” statements here are
more positive, and the adjective
descriptors indicate more
self-assurance.

Closed question

Client, others

31.

Allen: Do you involve yourself
very much in counseling the stu-
dents you have?

A closed question with a change
of topic to explore other areas.

Client, others

Summary, closed
question

P \ e\EE\E

| *\’(33

29

32.

Mary: Well, the kids . . . you
know, teaching them is a nice,
comfortable environment, and
kids stop in before class and a

class, and they gal
boyfrrends
. about th
e een Mwmg

Allen:
cur e
rug education, some of the

, its the training,

eachmg you've done with kids on
topics other than phys. ed. (Mary:
That’s right.) And getting out and
doing training and other stuff
with teachers . . . ah, sharing
some of your expertise there. And
the counseling relationships.
(Mary: Ummm.) Out of those
things, are there fields you've
thought of transferring to?

Mary responds tot %
“counselj ' cus-
&ON.

$ with people.

i
gr& important to Mary that
s

he have contact with others.

22

This summary attempts to bring
out the main strands of the pos-
itive aspects of Mary’s job. In an
ongoing interview, a closed
question on a relevant topic can
be as facilitating as an open
question. Note, however, that
the interviewer still directs the
flow with the closed question.

Client,
problem/

concern

34.

Mary: Well, a lot of people in phys-
ical education go into counseling.
That seems like a natural second
thing. Ah . .. of course, that would
require some more going to school.
Umm . . . I've also thought about
doing some management training
for a business. Sometimes I think
about moving into business . . .
entirely away from education. Or
even working in a college as
opposed to working here in the
high school. I've thought about
those things, too. But I'm just not
sure which one seems best for me.

Mary talks with only moderate
enthusiasm about counseling. In
discussing training and business,
she appears more involved.
Mary appears to have assets and
abilities, makes many positive
“I” statements, is aware of key
incongruities in her life, and
seems to be internally directed.
She is clearly an abstract formal-
operational client. For career
success, she needs to become
more concrete and
action-oriented.

(continued)
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TABLE 13-2 (continued)

Skill Classifications
Listening and Influencing Focus C Counselor and Client Conversation Process Comments
Paraphrase, reflection Client, C | 55. Allen: Mm-hmm . . . so you've This paraphrase is somewhat
of feeling problem/ thought about it . . . looking into subtractive. Mary did indicate
concern business, but you've not done too that she had summer experience
much about it yet. Neither teach- with her father. How much and
ing nor business is really promis- how did she like it? Allen missed
ing now, and that’s a little scary. that. The paraphrase involves a
confrontation between what
Mary says and her lack of doing
anything extensive in te a
search. The reﬂecn
Client 56. Mary: Thats rlght T've thought little apologetlc She

about it, but .

very little aﬂ@a

'V(Om (\’L 0‘ 62

alks a bit more rapidly, breaks

eygeegntact, and her body leans

a%ittle. Mary’s response is
[%%el 2 on the CCS. She is

only partially able to work with
the issues of the confrontation.

Interpretation e‘ o
concern

" D

o

An ﬁnally, you men-
Qloncd that you have considered
the counseling field as an alterna-
tive. Ah . . . what about thar?

Allen omitted further exploration
of business. If Allen had focused
on positive aspects of Mary’s
experience and learned more
about her summer experience, the
confrontation (of thinking with-
out action) probably would have
been received more easily. As this
was a demonstration interview,
Allen sought to move through the
stages perhaps a little too fast.
Also, the counseling field is an
alternative, but it seems to come
more from Allen than from Mary.
An advantage of transcripts such
as this is that one can see errors.
Many of our errors arise from our
own constructs and needs. This
intended paraphrase is classified
as an interpretation, as it comes
more from Allen’s frame of refer-
ence than from Mary’s.

Problem/
concern,
others

58. Mary: Well, I've always been
interested, like I said, in talking
with people. People like to talk
with me about all kinds of things.
And that would be interesting . . .
ah ... I think, too.

Mary starts with some enthusi-
asm on this topic, but as she
talks her speech rate slows, and
she demonstrates less energy.

(continued)
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Skill Classifications

Listening and Influencing

Focus

Counselor and Client Conversation

Process Comments

Interpretation

Client, others

73. Allen: And, 1 sense you have some

reactions to his . . .

Allen interrupts, perhaps unnec-
essarily. It might have been wise
to allow Mary to talk about her

positive feelings toward Bo.

<N\
Interpretation/ refra\!,

check-out

Client,
problem/

concern

Client, prob-
lem/concern,
others, cul-
tural/environ-
mental/
contextual

74.

'«0‘“

Mary: Yeah, I'd like to be able to
explore some of my own potential
without having those restraints
put on me right from the

beginning.

NOte
05

of O

Mary talks slowly and deliber-
ately, with some sadness in her
voice. Feelings are often
expressed through intonation.
Here we see the begin i fa
critical gend

of] ﬁ irses 1O career
hoices, and men in
his culture often place implicit

licit restraints on critical
e%ns. Feminist counseling

Sts argue that a male
helper may be less effective with

these types of problems. What

are your thoughts on this issue?

M.’ Um-hmm . . . In a sense
¢’s almost placing similar con-
straints on you that you feel in
the job in physical education.
There are certain things you have
to do. Is that right?

This interpretation relates the
construct of boredom and the
implicit constraint of being held
down with the constraints from
Bo. The interpretation clearly
comes from Allen’s frame of ref-
erence. With interpretations or
helping leads from your frame of
reference, the check-out of client
reactions is even more important.
The drawing of parallels is abstract

formal-operational in nature.

Client, prob-

76.

Mary: Yes, probably so. He’s put-

Mary answers quickly. It seems

lem/concern, ting some limits on me . . . set- the interpretation was relatively
others ting limits on the fields I can accurate and helpful. One mea-
explore and the job possibilities I sure of the function and value of
can possibly have. Setting some a skill is what the client does
limits so that my schedule with it. Mary changes the word
matches his schedule. “constraints” to the more power-
ful word “limits.” Mary remains
at Level 3 on the CCS, as she is
still expanding on aspects of the
problem.
Open question, oriented Client 77. Allen: In response to that you Research shows that some use of

to feeling

feel . . . ? (deliberate pause,
waiting for Mary to supply the
feeling)

questions facilitates emotional
expression.

(continued)
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We believe that all interviewing and counseling could be described as decisional proc-
esses. This is so whether you are deciding your college major, selecting your career, or deter-
mining whether to obtain a divorce. The person-centered approach is focused on deciding
what type of person you are and what you want to be. Logotherapy and Victor Frankl remind
us of the need for deciding our life direction. Cognitive-behavior theory and practice focus
on solving and resolving many types of problems and issues. Brief therapy is very much a
decisional approach, but it places much more attention on the clear definition of life goals.

Key points of Chapter 13 are summarized below.

Decisional counseling
Decisional structure

Interview analysis

pye

Interview plan
and note taking

Treatment plan, case

management

The restorying model of the interview xm 2 basic dec1510nal model
and alternative theories underlying other theories of coﬁ tapy. O ave mastered the

conceptualization, and case seling sessions. Case conceptualization is your integration of client, issues, chal-

that most, perhaps all, clients are involved in making decisions. By consider
many traits of the person and factors in the environment, it is po ]@ar
more rational and emotionally satisfying decision.

Decisional counseling, a modern reformulation of trait-and-factor theory, assuuy

skills and strategies of in iewing an th -spgefmodel, you will find
that you can € ter other g or1e
f thlS

\ constructs o e to examine your own interviewing
and that of 1@ usage, focus, structure of the interview, and

the resu? ients cognmve and emotional developmental style.

It is possible to use the restorying model structure to plan your interview before

you actually meet with a client. This same five-stage structure can be used as an
outline for note taking after the interview is completed.

A treatment plan is a long-term plan for conducting a course of interviews or coun-

lenges, and goals for the future. Case management often leads to alternative change
strategies beyond the original interview and may involve efforts with the family,
community, and other agencies.

COMPETENCY PRACTICE EXERCISE AND PORTFOLIO OF COMPETENCE

Students often find that the highlight of their experience with this book is videotaping or
audiotaping their own session, transcribing it, and analyzing what occurred. You will find
that you have learned a great deal about what occurs in the interview, and your ability to
discuss what you see will be invaluable throughout your interviewing or counseling
career.

Practice Exercise in Case Conceptualization and Interview Analysis

This is the most important practice exercise in this book. It involves conducting a complete
interview and preparing a transcript in which you demonstrate your interviewing style, clas-
sify your behavior, and comment on your development over the term.
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Interviewer and Client Conversation

Process Comments

Dr. Brinkley: Stressors are simply internal or external con-
ditions or situations. Internal because, for example, you
said your mind won't shut up, and you end up feeling pres-
sure. Its not anything going on outside of you; it’s your
mind thats precipitating the stress symptoms. So it's what
you're thinking and saying to yourself. But for external,
that’s something outside of us. So stressors can be negative
thoughts, events, people, situations, traffic, like that. All of
these can impact your mind and body in negative ways.

Information/psychological education, including
instructions about some elements of stress.

Tonya: Mind and body, huh. . . . That makes sense.

Dr. Brinkley: And what's key here is our perception.
Sometimes when our perception of something that
needs our attention outweighs our perception of our
ability to cope, we start to experience some different
symptoms of stress. So stress is based on our percep-

ing to a situation?

tion, the meaning we give to different situatigns. NO 2
Tonya: My perception, huh? But ho g& ceg— 27 0 t

Dr. Brinkley: ? ( wing on past @
with a similar sttuation, beliefs and valu§s fro¥ y
family or cultural background, and maybe some fears
about the future. What we're trying to do is to make
the new situation make sense based on what we already

know. And by the way, we are the only ones who can
give meaning to those situations.

\ W2
Information with elements of reframin ec@&
the explanation about how qu rc@ﬁﬁ%et
reality. a\é .

405

A complex interviewer comment with multiple
dimensions. Note the focus on family and the cultural/
environmental/contextual, linkage of these issues to
current situations, but ultimately focusing on Tonya,
the individual’s need to make her own meanings.

Tonya: So 1 give meaning to it by trying to understand
the situation and use my life as a guide, so I can then
do something about it? So you mean, it’s like, I love
my calculus class; I always feel so psyched there.

Dr. Brinkley: Exactly. The meaning you give to that class is
excitement, you love it, and you look forward to it. Right?

Reflection of Tonya’s meaning system, which helps her
understand how she can take more direction in her own life.

Tonya: Yeah, I do. And after class, I'm still psyched, so
I use that energy for my physics lab.

Don’t we all wish that we had that excitement for
school? Dr. Brinkley is lucky to have this client.

Dr. Brinkley: So for you, your calculus class energizes
you, but for others, they'd rather have a root canal with
no anesthesia than have to take it. So the meaning they
give to this situation is possibly based on past experi-
ences with terrible math professors. So their belief
becomes, “This is going to be stressful, and I don’t
want to have anything to do with it.”

Dr. Brinkley begins with an interesting confrontation
illustrating where Tonya stands in contrast to others
who are less enthusiastic about math. She explains vari-
ous meaning systems developed in the past (there and
then) and how they relate to the now. Then she offers
the interpretation that fear of something being stressful
leads many people to avoid tasks.

(continued)
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Interviewer and Client Conversation

Process Comments

behavioral while the naming is cognitive—thus cognitive-
behavioral counseling. Following that, she imprinted
the cognitive-behavioral experience through silence,
thus making it more likely that Tonya will be able to
draw on her grandmother’s words in times of stress.
And the exercise itself also becomes a multicultural
experience. We can draw on our cultural and family
backgrounds to help us through stressful experiences.
What is your “Peace, be still”?

Dr. Brinkley: Yes you can. Now let’s try something else.
Its called cognitive restructuring. Tonya, remember last
week when we discussed the need to look at your
thinking process about events and people in your life?

you will want to use only one strategy per sessi

Clear transfer to another strategy. With most chentk

Tonya: Yes, I think you said we should look at how my
words, my thoughts, my perception of situations can
influence how I feel and then what I do.

.—

Dr. Brinkley: Right. And we tglked

d worry,

to self-monitor your triggers

and we identi @ p y51cal sensati e

and thoughts@ nt to add so %
ts'and ve

about though about our ch01ce o or S

talked about how our choice of words can influence
how we feel, and that in turn can influence what we
eventually do. Our choice of words can make us feel
good or not so good. One way most of us feel good is
when we think we have possibilities and control in our
lives, rather than others controlling us.

-\e-
Perceptlons e%@s‘that come from our cen-
ﬂ apter I?gram, page 294.

opety fike m@l to experience. Dr. Brinkley is
&%i new story about the way our bodies
norm us about what is happening. Implicit is a focus
on words and meaning. A person’s body is the first
alert system, moving even faster than words. But the

words used and the thoughts associated with them also
influence how the body reacts and feels.

Tonya: Yeah, 1 feel good when I have choices. I really hate
feeling boxed in. But I feel I have no choice in that class.

Dr. Brinkley: Since you say you hate feeling boxed in,
what do you think about the possibility that sometimes
the words we say to ourselves can decrease the choices
we see for ourselves? For example, I noticed several
times today that you used the word should to describe
things. Did you notice that?

Paraphrasing, information giving, and focusing on the
key word should. Watch your clients for “shouldy” lan-
guage and “oughts.” These are important words,
because living a life dictated by the word should is very
different from naming it as “my life,” “ I could,” “I
decided,” or “by my own choice.”

Tonya: Ahhh, well, no.

Dr. Brinkley: That's okay for right now. But I do have
another question for you that’s related to our choice of
words and using the word should. What do you think
of the possibility that some of your thoughts may not
be as truthful as your mind tells you?

Open-ended question.

(continued)
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Interviewer and Client Conversation

Process Comments

Tonya: You mean what I think is real, may not really be
real?

Dr. Brinkley: Well, yes and no. No, because sometimes,
what we think is happening, really is happening, like
when youre anxious and troubled by the treatment
you're getting in class. This is true. But when you think
about this situation almost all the time, your thinking
may not be as accurate. (information and instruction)
Because we talk to ourselves a lot and if what we
mostly say to ourselves is negative or in absolutes, like
“always,” “never,” “I should,” or “I have to,” pretty
soon those messages can become automatic, and we
may begin to believe them and think that they’re true.

Information/instruction with some interpretation/
reframing. Dr. B is returning once again to automatic
thoughts and how the words we use determine our
inner feelings and meanings.

Tonya: So you mean it’s like I think I'm afraid in class,
and thinking about it makes it so. I know my body

myself?

Dr. Brinkley: Well, for exam \a@ ords llke
should, alway. t@e absolutes; t
either/or w1th? @x a. Yet is life r

absolutes, no nliddle ground, no possibijities:

gets tense and upset, but what about the words I sa tm NO

/psychological education.

Tonya: Hadn't thought about that before. I guess not.

Dr. Brinkley: 1 mean, basically what you're doing is
creating possibilities with your words and giving up
the use of have to and should. One thing you may
notice is that when you change the words, your
emotions may change and things may seem a little
easier.

And this is related to your tension in class. Now
usually our thinking, it’s so automatic, we don’t moni-
tor our thoughts, and we end up feeling not so good.
But if we begin to take a few extra seconds, notice our
words and thoughts, and create openings or possibili-
ties instead of absolutes and closures, we may begin to
notice we feel differently. This is like when we talked
earlier about using words that were meaningful to you
to help you relax. You gave yourself an opening, a

possibility.

Dr. B starts with more information/psychological edu-
cation. This is followed by linkage, instruction about
automatic thoughts, and how these thoughts relate to
emotions and the body.

Tonya: So are you saying that I should, I could, change
some of the words and thoughts, and that may change
the way I feel?

Tonya paraphrases and provides a brief summary, indi-
cating that she understands. When clients start repeat-
ing new material from the interview, we have a clear
example of restorying.

(continued)
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Stage 5. Action: Generalizing and Action on New Stories

Interviewer and Client Conversation

Process Comments

Tonya: I'm starting to feel some of these benefits, both
physical and psychological, so you don't have to con-

I think I can handle the situation in class with the pro-

vince me about exercise. And, you know, as I feel better,

fessors and students—but I still need a lot of help there.

Dr. Brinkley: 1 hear you. Could you sum up for me
what you plan for the coming week?

It is best if the client can summarize the session. But be
ready to supplement that summary as necessary.

Tonya: First, I'm going to practice calming myself
when I feel tense—“Peace, be still” will remind me of
better times and my grandmother. It'll help me relax. I
think the change of words will be more difficult, but
I'll give it a shot. 'm a very responsible person, and I
guess I do have a lot of shoulds in my life. Perhaps the
automatic thoughts charts will help in that. But, cer-
tainly, the exercise will continue. I've been a aze
much better I feel when I take time for i %

ning to think it is basic for melf w n% to
get better.

bought into the automatic thoughts procedure
talking about homework, observe th

bals as well. Be ready in the 2 eck on
homework and wor, r& that relapse is less
“ke\lqtﬁe 9

The word perbaps is important. Tonya has not fullyK

Dr. Brinkley:
better myself.
next week.

mmary. [ couldn’ @e
ell, looking forward to steing you

Tonya: Thanks, T'll be here.

Dr. Brinkley did not bring up the issue of racism in the classroom until the third session.
Because part of Dr. Brinkley’s ethnic heritage is African American, it might be easier for her
to discuss this issue with Tonya. However, remember that several factors must be considered
when attempting to create and maintain an effective therapeutic relationship, such as Hays’s
(2007) multidimensional addressing factors, not just a possible shared ethnic heritage.

Additionally there are some general principles for dealing with racism or other forms of
oppression that may show up in the session. First, don’t shy away from talking about oppres-
sion. You will find some students who blame themselves or the general situation for the diffi-
culdies. “Professors have so many students and very few minorities. Maybe I should speak up
for my own race, but it feels so uncomfortable.” “If I weren’t lesbian, they wouldn’t bother

» «

[ know that it’s hard for the administration. They'd like to help those of us who are dis-
abled but the legislature says no.”

Name it! If the client is experiencing something that appears to be racism, heterosexism,
any type of ableism, or some other form of oppression, name what is occurring and state that
it is wrong! Interviewers, counselors, and therapists tend to be gentle people and like to avoid
conflict. This is a place where you can help your clients. In the process of naming, you are
changing cognitions in important ways.
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idea that something can be done. Your goal in this stage is to solidify and organize the solutions
and move toward concrete action. Work on the clearly defined goals in specific manageable
form. Every successful idea for solution needs to have a practical use outside the session.

Basic questions.

A What have you been doing right?

A What do you have to keep doing so that things continue to improve?
A What will tell you that things are going well?

A How can we take what we have learned today to daily life?

Thinking about change and “taking it home.” We need to change negative talk to a new
conversation about change and possibility. We need to transfer session learning to the real
world. General guidelines from de Shazer (1985, 1993) include these:

A Note what the clients do that is good, useful, and effective. Fmd out qmy have
been making and support their process of change. Th1s 1 lly microskills posi-

tive asset search.
A Note exceptions to the problem. @&_ﬁv n thc Erim isn’t happening? Be

concrete and specific in thlS

A Promote the two a“ ehite to clear, g%
In effe (a say8 work on wbﬁ Zre y done. If you did a good job with goals,
N&X d other ele el tion may already be in hand and may just need to be
P ( phasized. a:g

Brief solutiofyfoctsed Counseling represents a contract and commitment to the clients.
Do not leave them at this point. Stay with them until they accomplish zheir goals. Contract
for specific follow-up in the next session or by phone. Assign a task that the client can use to
ensure transfer from the interview. Concrete, achievable tasks, set up in small increments,
move the client toward significant change. Homework is valuable to ensure learning.

As part of brief solution-focused counseling you could ask the child, adolescent, or adult
client to tell the old story from a new frame of reference. Children can be asked to draw pic-
tures of the old story and pictures of the new. The newly developed narrative becomes the cog-
nitive and emotional framework for behavioral change. The skill of interpretation/reframing
and focusing can help to describe the problem in new ways. For example, the old perspective
may have focused on what other people are doing to make the client’s life miserable. The new
story focuses on what the client can do or has done to cope successfully with the situation.
White and Epston (1992) suggest that counselors write down summaries of the client’s new
possibilities and share them in a letter sent to the client’s home or at the next session. Finally,
remind your client that he or she is welcome to come back at a future time for more work on
this concern or any new issues that may arise.

Bringing multicultural issues into brief solution-focused counseling. A questioning style
can be a problem if you have not built sufficient rapport and trust with your client. Establish-
ing a natural and effective rapport is perhaps even more important in this approach than it is
in others. Listen to the story until the client is ready; share your questions and interview plan
with the client. Emphasis on positives will help make the solution approach culturally rele-
vant. Box 14-3 illustrates the importance of using a multicultural approach to brief solution-
focused counseling.
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BOX 14-5 (continued)

D. Strategies to provide appropriate outcomes for behaviors: Regulating consequences

9. Canyou identify some probable outcomes of
succeeding with your new behavior?

10. How can you reward yourself for a job well done?
Generate specific rewards and satisfactions.

Ill.  PREDICTING THE CIRCUMSTANCE OF THE FIRST POSSIBLE FAILURE (LAPSE)

Describe the details of how the first lapse might occur, including people, places, times, and emotional states.
This will be helpful to you in coping with the lapse when and if it comes.

Farah:

PY

Stage 1. Relatlonshlp Initiat &hﬂ@&e
cve

Good mornin e 1@@1 ﬁour. At the beginning the
most 1 t I hste 6 to say. I'd like to know what your
n what yoyj result of being with me. There will be some
1ls r 11 ask yo erhaps we could begin with your telling me what you'd

like to talk about

Needless to say, this introduction will vary with the client. MI does not stress multicul-
tural issues, and we believe that the system would profit from more attention to individual
and cultural variation. Thus we would suggest that you take whatever time is necessary to
build sufficient rapport and trust before starting, although many clients would be “ready to
go” with this brief introduction by Farah. However, if a true collaborative interview is to fol-
low, it may be important in some cases to discuss differences of ethnicity/race or gender and
share something of yourself.

Let us assume that Jerome comes to Farah with an issue around alcohol abuse. He shares
his story in response to that beginning question. He tells Farah that his family has told him
that he drinks too much and needs to get help. He says that hed like to stop. MI theory rec-
ommends that we start working on change immediately.

The counselor, Farah, brings out a paper with a 10-point scale below and asks Jerome
to indicate how important changing his behavior is to him. Jerome rated his interest as a
7—interested in change, but not fully committed.

How Committed Are You to Change and Reach Your Goals?

Not Interested Somewhat Interested Let’s Start, I'm Ready!
or Motivated and Motivated Highly Motivated
1 2 3 4 5 6 7 8 9 10

The rating scale is an important “hook” in MI as it immediately introduces belief in the
g p y
possibility of change, and the counselor also learns of the client’s depth of motivation.
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BOX 14-6 FEEDBACK FORM: MOTIVATIONAL INTERVIEWING

(Date)

(Name of Interviewer) (Name of Person Completing Form)

Relationship: Initiating the session—Rapport and structuring (“Hello; this is what might happen in this
session”). How well did the interviewer structure the interview? How did he or she establish rapport? Was the
client’s motivation for change explored? Did the client complete the 10-point motivation for change score?

MK

wareness
ntial change

Story and strengths: Gathering data—Drawing out stories, concerns, problems, or issue m@
concern? What are your strengths or resources?”). Was the basic listening sequ Le a
e

with special attention to “change talk”? Were the positives and negatlve_\i'ég

explored? Did the counselor offer sufficient client afﬁrmatlon7N 2

Goals: Mutual goal s Ni*@a hlng outc ’y(m want to happen?”). Were positives and
negatives aro@ eXplored o Iance sheet? Was there some future pacing with the

client such as are the future co - change7"

Restory: Working—Exploring alternatives, confronting client incongruities and conflict, restorying
(“What are we going to do about it?”). Was the counselor able to maintain a client focus on change talk? How
did the counselor handle resistance (be specific)? Was the client able to shift style and try another skill or tactic if
resistance was met? Was listening continued? Was a “confidence ruler” brought in and were past strengths and
successes of the client reviewed as support mechanisms?

Action: Terminating—Generalizing and action on new stories. (“Will you do it?”). How did the interviewer
go about helping the client develop a concrete plan for action? Was the Maintaining Change and Relapse
Prevention Worksheet used? Did the interviewer really help the client plan for generalization to daily life?

General comments on interview and skill usage:
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circles as noted in the legend below the chart. Then compare your preferred skill pattern
with Table 15-2 on the next page. Which theory (or theories) most closely matches your
preferred skill pattern? Do the meaning issues that you select relate to the theories pre-
sented in that table? Does the result suggest areas that you may want to study further?

Skill Preferences Fill in the Circles
Microskill Lead on 3-Point Scale (see legend below)
BASIC Open question 1 2 3 O
LISTENING Closed question 1 2 3 O
SKILLS Encourager 1 2 3 O
Paraphrase 1 2 3
Reflection of feeling 1 2 3
Summarization 1 2 3 CO .
INFLUENCING Reflection of meaning 1 2 a\e . O
SKILLS Interpretation/reframing 1 ‘eg O
Self-disclosure @ 3 O
Feedback 2 22 O
Logical conseque 1 ‘ O
Informa 0 Xca on 9 G 3 O
BN e 409 7 :
( e@ tation (combi @ 1 2 3 O
SKILL FOCUS P Client ]Q 1 2 3 O
Main theme/ oblem 1 2 3 O
Other 1 2 3 O
Family 1 2 3 O
Mutuality 1 2 3 O
Counselor/interviewer 1 2 3 O
Cultural/environmental/contextual 1 2 3 O

MEANING
TALK-TIME
THEORY

Which issues of meaning would you most like to address?
What amount of talk-time do you believe is appropriate? High Medium Low
Which theory (theories) do you prefer?

Legend: @ Your favorite skill.

@ Will use often. O Will use occasionally.

Your Personal Style and Future Theoretical/Practical Integration

There are two major factors to consider as you move toward identifying your own per-
sonal style and integrating the many available theories—your own personal authenticity
and the needs and style of the client. Unless a skill or theory harmonizes with who you
are, it will tend to be false and less effective. It is also obvious that modifying your natu-
ral style and theoretical orientation will be necessary if you are to be helpful to many dif-
ferent clients.

In summary, remember that you are unique, and so are those whom you would serve. We
all come from varying families, differing communities, and distinct views of gender, ethnic/
racial, spiritual, and other multicultural issues.
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constantly. The basic listening sequence, in particular, is likely part of your being at this
point. Moreover, expect that the relationship—story and strengths—goals—restory—action
framework will become part of your practice, regardless of your final theoretical orientation.

The next steps are yours. Many of you will be moving on to individual theories of coun-
seling, exploring issues of family counseling and therapy, becoming involved in the commu-
nity, and learning the many aspects of professional practice. Others may find this presentation
sufficient for their purposes. We have designed this book as a clear summary of the basics; a
naturally skilled person can use the information here for many effective and useful helping
sessions.

We have selected a few key books that will help you follow up on ideas from our presen-
tation. The books will take you in very different directions, but we have found them all help-
ful. Select one or two favorites to start and then expand from there. Enjoy delving more

deeply into our exciting field.

We have enjoyed sharing this time with you. We have come a long wa K‘w
appreciate your patience. Many of the ideas for presentatlon e‘come from
students. We hope you will take a moment to provide u edback and suggestions

be constantly updated with new 1deas a 1)ed a never-ending time
of growth and devel

Theur @woﬁmo F;Kml /pl@‘

—Benjamin Zander

P (Welcome to the @ a\glewmg and counseling! You are the key to the future.

Allen, Mary, and Carlos

for the future. Again, e-mail us at info@erpic txu say hello. These pages will
@ Iy You h

SUGGESTED SUPPLEMENTARY READINGS

The literature of the field is extensive, and you will want to sample it on your own. We would
like to share a few specific books that we find helpful as next steps to follow up ideas pre-
sented here. All of the materials build on the concepts of this book, but we have recom-
mended some books that take different perspectives from our own.

Microskills

www.emicrotraining.com
Visit this Web site for up-to-date information on microcounseling, microskills, and multicultural coun-
seling and therapy. You likely will enjoy the many interviews with leaders of the field. There are links to
professional associations, ethics codes, and many multicultural and professional sites.

Daniels, T., & Ivey, A. (2007). Microcounseling (3rd ed.). Springfield, IL: Thomas.
The theoretical and research background of microskills is presented here in detail.

Evans, D., Hearn, M., Uhlemann, M., & Ivey, A. (2007). Essential interviewing (7th ed.). Belmont, CA:
Brooks/Cole.
Microskills in a programmed text format.

Ivey, A., Gluckstern, N., & Ivey, M. (1997). Basic influencing skills (3rd ed.). Hanover, MA: Microtraining
Associates.
More data on the influencing skills. Supporting videotapes are available.
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Davis, M., Eshelman, E., & McKay, M. (2008). 7he relaxation and stress reduction workbook (6th ed.).
Oakland, CA: New Harbinger.
This is clear, direct, and easily translatable into microskills approaches to the interview.
Dobson, K. (Ed.). (2002). Handbook of cognitive-behavioral therapies (2nd ed.). New York: Guilford.
A comprehensive and specific presentation of key skills, strategies, and theories.
Wolpe, J., & Lazarus, A. (1966). Behavior therapy techniques. New York: Pergamon.
Old but in many ways still the best and worth searching for in the library.

Multicultural Counseling and Therapy
Fouad, N., & Arredondo, L. (2008). Becoming culturally oriented: Practical advice for psychologists and educators.
Washington, DC: American Psychological Association.
‘The most comprehensive coverage of the necessary skills and competencies in the multicultural area.
Sue, D. W., Ivey, A., & Pedersen, P. (1999). A theory of multicultural counseling and therapy. Pacific Grove,
CA: Brooks/Cole.
The first general theory of MCT with many implications for practice. \)
Sue, D. W., & Sue, D. (2008). Counseling the culturally diverse (5th ed.). Tw York@@

The classic of the field. This book helped launch a movement

Integrative/Eclectic Orientations Q/[
Ivey, A. (2000/1986). Developmmm n¥er, ot mm
Two books that offer ell asad velo 1 th ul follow-up from microskills
% rmal, and dlalectlc/ systemic strategies.

tramlag ly it ocus on s
rs, J., & Swee ey, &) f[opmmml counseling and therapy: Promoting wellness
/z e:pan oughton-Mifflin.

)
P ( Lazarus A (2006). rw way. New York: Springer.

The basic model r eclectic multimodal therapy. You will find the BASIC-ID model useful in conceptu-
alizing broad treatment plans.

Psychodynamic Theory

Bowlby, J. (1988). A secure base: Parent—child attachment and healthy human development. New York: Basic
Books.
Bowlby has become the most researched figure in the psychodynamic framework. His work on human
attachment will continue to be the foundation for psychodynamic practice in the near future.

Miller, A. (1981). The drama of the gifted child. New York: Basic Books.
One route to understanding psychodynamic theory is looking at your own experience. This book reads
well and can make a difference in the way you think about yourself as a counselor. Our students often
thank us for referring them to Alice Miller.



460 APPENDIX Il Counseling, Neuroscience, and Microskills

NEUROSCIENCE RESEARCH AND INTERVIEWING, COUNSELING, AND
PSYCHOTHERAPY: MODELING INTERDISCIPLINARY INTEGRATION

Pk

The whole brain is greater than the sum of its parts, and the brain is a constantly interacting system
within itself and in relation to the culturallenvironmental/contextual (CEC). Each component
affects the total system of the holistic brain. Knowledge of the brain and awareness of the
constant new knowledge being developed will lead you to more effective intentional inter-
viewing and counseling. Of necessity, the following discussion breaks down the brain into
specific parts, which are important for you to know, if you are to communicate with other
professionals in the near future. Two important issues as you read this appendix:

1. This book presents a basic beginning to a very complex area of study. It is the first book
to discuss the implications of a skills approach to neuroscience, interviewing, an(i coun-

seling. This is only a beginning. A lot more is coming. Some key books and a tape
for further study will follow this presentation. Q
2. Again, the brain is holistic, and each part affects the others. O snG Jiscussion of

a single part of the brain is presented. Alwa&s:éiﬁ An overview of complex
neede

interacting parts and that conmderﬁ complete the picture.
The key term fo is is Yert oplastzczty d’Za brain can change—it
is not ﬁxed and i @o e ternal e s and actions initiated by the
1nd1v1d a that the b e not ange is simply wrong. Neuroplasticity
en in old new connections, and new neural networks are
and can co g‘tﬁ Neuroplast1c1ty can result in the wholesale remodeling
of neural netwo in can rewire itself” (Schwartz & Begley, 2002, p. 16).

Particularly fascmatlng is neurogenesis, the development of completely new neurons, even
in the aged. For example, there is evidence in adults that this occurs in the hippocampus,
the main seat of memory (Siegel, 2007). This is where effective counseling can affect impor-
tant change and new neural connections, but there are many areas of the brain where neuro-
genesis occurs. We develop new neural networks throughout the lifespan in response to new
situations or experiences in the environment. Exercise is particularly important as a lifetime
process to ensure brain and physical health (Ratey, 2008). Exercise increases blood flow and
the release of positive neurotransmitters such as serotonin. Many of you reading this have
experienced the serotonin “high” of running or other physical activity. This positive high
through exercise needs to be part of your treatment regime. It is particularly helpful for
depression due to serotonin release. If you are sad—walk or run! If you can’t run, meditate
and use relaxation training.

SOME BASIC BRAIN STRUCTURE

There are some key aspects of the brain that will enable you to understand and converse with
physicians, neuropsychologists, and others that you will encounter in your career.

The frontal lobe (see Figure All-1) is associated with executive functioning, abstract rea-
soning, and decision making. It is also the focus of much of motor behavior and the atten-
tional processes. The prefrontal cortex is at the very front of this lobe. Clients with frontal lobe
issues may show language problems, personality changes, apathy, or inability to plan.

The parietal lobe gives us our spatial sense, but it also serves as a critical link from the
senses (see/hear/feel/taste/touch) to our motor abilities. The zemporal lobe works with
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Py

Hypothalamus

FIGURE All-2 Thelim icvw@mocwain.

Amygdala

Hippocampus

e b ABA ©
ear. The am l@‘%@in fear and other negative emotions. If you walk down a
dark street ang sen$€ sdtfieone following you, expect the amygdala to activate. Aware-
ness of fear was and is the most essential and basic emotion for our survival as individu-
als. The importance of the amygdala and its relationship to fear is one of the earlier
findings of neuroscience (for example, see the study by Selden et al., 1991). Memory of
fear is located in the hippocampus and can couple rapidly with the amygdala to bring
out fright feelings. The right brain has connections to both the hippocampus and the
amygdala and transfers information instantaneously to the decision-making left brain.
Buct if time is short, the right brain takes over. Thus, notice how, when you are in danger,
your heart races, your breathing speeds up, and your whole body takes over to deal with
the situation.

Building on this foundation, recent neuroscience research has offered exciting findings.
For example, it is now possible to identify specific neurons in the amygdala that affect
anxiety, depression, and posttraumatic stress. These harmful networks remain in place
unless treated effectively. Using classic behavioral methods derived from Pavlov’s work, it
is possible to change the power of these neurons “through presenting the feared object in
the absence of danger.” Medications will be able to do the same thing as counseling and
therapy if targeted to specific “intercalated neurons” (Ekaterina et al., 2008).

In short, we have now some of the most concrete evidence that counseling and therapy
focusing on strengths can enable a generation of new positive neural networks, right to the
cellular level. This is accomplished through building strong, positive neural networks
through many of the methods discussed in this book.

Sad. In studies of brain scans of depressed patients, sadness produced altered activation in

more than 70 different brain regions, particularly the amygdala, hippocampus, and
prefrontal cortex (Freed & Mann, 2007).
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While this book has given attention to broad issues of neuroscience and the impact of
counseling on the brain, we will take a risk and say that affecting neurotransmitters through
effective and quality interviewing and counseling is where the “rubber ultimately hits the
road.” We do not yet have research that backs up this claim, but it is ultimately the neu-
rotransmitters that influence the development of new neural networks. And as we have said,
new neural networks through counseling is change—the creation of the New. Science and the
art of counseling come together at this point.

Consider the presentation in Table AII-1 as a beginning presentation showing how your
practice can influence neurotransmitters and produce change and create the New. Art becomes
science, and science becomes art.

The microskills of attending, observation, and the basic listenjn seqﬁ@s \)for the
communication of empathy. We start with the biolo 1ca&v eeling the feel-

ings” of others because of mirror neurons. Thro and later developmental

experiences, we become more or less @ s. Ne ructures of empathic

understanding can pass noyri In tu of empathy, particu-

larly through the hstﬁxgé ay be espgcial man change. Moreover, if

you arese client, yo g’ erson become more understanding
r

stak (20 a{% at training volunteers in movement sequences produced
in

sequential chang patterns of the brain as the movements became more thor-
oughly learned and automatic. Systematic step-by-step learning, such as that emphasized in
this book, is an efficient learning system also used in ballet, music, golf, and many other set-
tings. If there is suflicient skill practice, changes in the brain may be expected, and increased
ability in demonstrating these skills will appear in areas ranging from finger movements to
dance—and from the golf swing to interviewing skills. Table AII-2 presents a summary of
how wvarious microskills relate to the learning process involved in counseling and
psychotherapy.

TABLE All-2  Key microskills concepts and neuropsychology

Microskills Concept

Some Issues Related to Neuroscience and Neuropsychology

Attending Behavior

Questions

Attention is measurable through brain imagining. When client and counselor attend to the story, the
brain of both interviewer and client become involved. Factors in attention are arousal and focus.
Arousal involves the reticular activating system, at the brain’s core, which transmits stimuli to the cortex
and activates neurons firing throughout many areas. Selective attention “is brought about by . . . a part
of the thalamus, which operates rather like a spotlight, turning to shine on the stimulus” (Carter, 1999,
p. 186). If you listen with energy and interest, and this is communicated effectively, expect your client
to receive that affect as a positive resource in itself.

New histories and stories are written in the counseling session. The very asking of questions impacts old
memories stored in the hippocampus. “The new history is influenced by current determinants of neural
experience, and such factors are usually very different from those that affected the original experience a
long time ago” Grawe (2007, p. 67).

(continued)
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pacing clients,

paraphrases
child counseling and, 152
four dimensions of, 158, 164
interpretation/reframing and, 309
listening process and, 151, 158-159, 164
practice exercises on, 165-167
reflection of feeling vs., 173-174,

192-193

parietal lobe, 460

partial acceptance, 250

partial examination, 252

personal resources, 61

personal strength inventory, 106-107

personal style. See natural style

person-centered counseling, 397401, 444
feedback form on, 402
guidelines for, 398
interpretation/reframing and, 311
listening skills and, 225, 328, 401
multicultural issues and, 400-401
overview of actions in, 398-399
principal focus of, 446
supplementary readings on, 452

person-in-community concept, 267

physical disabilities, 66

physical exercise, 53, 54, 351, 460

physical self, 53

pituitary gland, 463

planning interviews, 367-368, 391-392, 394

Political Brain, The (Weston), 307

positive asset search, 106-107
basic listening sequence and, 228
brief solution-focused counseling and, 419
confrontation and, 246
dereflection and, 306
example of using, 221
wellness and, 214
positive consequences, 339
positive emotions, 185, 187, 337, 464
positive feedback, 335, 336
positive imagery, 218, 350, 352
positive psychology, 49, 56, 305
positive regard, 205, 226
positron emission tomography (PET), 459
poverty, 469-470
power
ethics related to, 3940, 56
privilege related to, 45, 56
practice, 7, 450
practice contract, 38
practice exercises. See competency practlce

exercises
praise, 335
preco u; ,
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prefrontal ccg
ccu ress and, 156

multiculturalism and, 41-42
See also racism
privilege, 45, 56, 304
problems
language for defining, 18
stages in solving, 365
problem-solving counseling. See decisional
counseling
professional conduct, 110
projective identification, 463
psychoanalysis, 353
psychodynamic theory, 311-312, 453
psychoeducation
individual practice in, 345-346
influencing skills and, 343-346, 355
social skills and, 78-79
psychotherapy, 13-14, 28
punishment, 339

Q

questions, 93-121
assessment using, 103
at-risk youth and, 105
beginning interviews with, 102
brief solution-focused counseling and, 427
bringing out specifics with, 102, 108
child counseling and, 105, 109, 152
closed, 95, 97-99, 114
coaching, 111-112

competence in asking, 119-120
confrontation and, 247
elaborating client’s story with, 102
examples of using, 97-101, 121
feedback form on, 118-119

key points about, 114-115

less verbal clients and, 107-109
major issues around, 102-107
missing data and, 96-97
multicultural issues and, 104—106, 115
neuroscience and, 96, 467
newspaper, 114

objections to, 95-96

open, 95, 99-101, 102, 114

overview of, 94-95
positive asset search using, 106-10
potential problems with, 104

practlce exercises 19
pred1 lts f,
ue on, 96

9 tion on, 120

stems for agkdng, 103, 116
%12 t using, 113-114

racism
accumulative stress and, 156
cognitive-behavioral therapy and, 413, 415
emotions related to, 176
microaggressions of, 156, 401
self-disclosure about, 334
See also multicultural issues

rapport building, 212-213, 369-371

realistic beliefs, 53

real person, 202, 215

recognition, 250, 252

referral, 390, 392, 427

reflection of content, 158—159

reflection of feeling, 171-198
child counseling and, 182
competencies in, 196-197
definition of, 172
developing skills for, 181-182
emotional styles and, 188-189, 191, 193
empathic understanding and, 204
example interview illustrating, 175-180
expression of emotion and, 175, 181
feedback form on, 195
interpretation/reframing and, 309
key points related to, 190-191
language of emotion and, 174,

191-192, 198
multicultural issues and, 176, 183, 185
neuroscience and, 186-187, 468
noting emotional intensity and, 187-189
observation skills and, 183—184, 188
paraphrasing compared to, 173-174,
192-193

positive emotions and, 185, 187



practice exercises on, 191-196
predicted results of, 22
research evidence on, 186-187
self-reflection on, 197-198
summary of, 189-191
techniques used for, 184-185
words related to, 174, 191-192, 198
reflection of meaning, 292-306
competencies in, 322-323
definition of, 293
discernment and, 302, 303-304
eliciting meaning and, 293-294,
295-296, 301
example interview illustrating, 297-299
feedback form on, 319
function of, 294-295
interpretation/reframing vs., 296-297
key points about, 313-314
life mission/goals and, 302
logotherapy and, 304-306
multicultural issues and, 302, 304
neuroscience and, 307, 468—469
practice exercises on, 315-316, 318-320
religion/spirituality and, 300, 301, 302,
303-304
research evidence on, 306-307
self-reflection on, 323 \
seriously ill clients \,
summary of, 512—PT
value conflicts and, $01-302
See also interpretation/reframing
“Reflect on Text” sections, 12n
reframing. See interpretation/reframing
relapse prevention, 429, 430-431
relationship stage, 19, 212-214, 231
brief solution-focused counseling and,
416-418, 423
cognitive-behavioral therapy and, 403
interview examples of, 219, 369-371, 403
motivational interviewing and, 431-432
relaxation response, 348-349
religion
contextual focus on, 280
discernment process in, 302, 303-304
neuroscience and, 307
privileges for dominant, 45, 304
reflection of meaning and, 300, 301, 302,
303-304
traumatic events and, 306-307
See also spirituality
research
on attending behavior, 77-78
on the brain, 26-27, 29, 459-472
on coaching, 112
on confrontation, 242
on empathy, 208
on focusing, 282
on interpretation/reframing, 306-307
on listening skills, 160

on microskills, 23, 29, 203
on nonverbal behavior, 131-132
on observation, 131-132
on questions, 96
on reflection of feeling, 186-187
on reflection of meaning, 306-307
on wellness, 54
resistance, 433—434
respect, 207, 226
RESPECTFUL model, 46-47
restatements, 151, 157, 158, 159, 164
restory strategy, 19, 216-217, 233
brief solution-focused counseling and,

420-421, 425-427

cognitive-behavioral therapy and, 407-411
interview examples of, 222-223, 378-385,

407-411
mediation process and, 253
motivational interviewing and, 433—434
role-plays
competence and, 7

directives and, 352-353 O‘e
hstenmg Skl“s and 6

neurosc1e
174 175
ord atefo, 198

Sample Practice Contract, 38
Samurai effect, 80, 450
scaling process, 419
selective attention, 74
focusing using, 266, 282
listening and, 159, 164, 401
neuropsychology and, 77
observing patterns of, 134, 135, 142
self
indivisible, 50-51, 56
in person-centered counseling, 397
self-assessment, 59, 442443
self-awareness, 6, 44—45
self-care, 52
self-disclosure, 331-333
appropriateness of, 334
four dimensions of, 331-332
genuineness in, 332
immediacy in, 332-333
individual practice in, 333
interviewer focus and, 280
key points about, 354-355
multiculturalism and, 334
research evidence on, 337
self-in-relation concept, 267
self-regulation, 6, 282
self-talk, 351
self-understanding, 6-7
self-worth, 54
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sensorimotor emotional style, 188, 191
sensorimotor techniques, 181
sentence stems, 158, 164, 184
serotonin, 460, 466
sexual harassment, 45, 309, 312
sexual orientation, 32, 40, 47
short-term memory (STM), 25
silence, 75-76, 247
Silent Language, The (Hall), 125, 131
skill integration, 363-395
action stage and, 385-387
case management and, 392
competencies in, 395
consultation and, 392
decisional counseling and, 364-367
goal-setting stage and, 374-377
impact on client, 388 390 %
interview analysis

keyp nt ate to,
=368, 391-392, 394

xercise on, 393-395

and, 390, 392
de and, 369-371
%% , 378-385
stasfstrengths stage and, 371-374

summary of, 389, 392-393
smiling, 125, 160
social brain, 461464
social context, 61
social emotions, 175
social justice, 40, 56, 282-283, 469470
social self, 52
social skills, 7, 77, 78-79
solution-focused counseling. See brief
solution-focused counseling
Spanish key words, 161-162
speech patterns, 21, 65, 73-74
spirituality
contextual focus and, 280
discernment process in, 302
neuroscience and, 307
reflection of meaning and, 300, 301, 302,
303-304
traumatic events and, 307-308
wellness and, 52
See also religion
stammering, 139
statements
confrontation, 260
feedback, 338
focus, 285-286
logical consequences, 342
questions as, 104
self-disclosure, 333
step-by-step learning, 27, 81
stereotyping, 21, 133
stories
brief solution-focused counseling and,
418-419, 423-424



Additional new features

B A warmer “tone” increasing emphasis on relationship, here and now immediacy, and creativity—
the Creative New

W Coaching as an extension of skilled interviewing and counseling
B A new chapter on reflection of meaning and interpretation/reframing

B Clear explanations and illustrations showing how modern neuroscience validates present
counseling practice

Supportive Confrontation and the Creative New

INSTRUCTIONAL REAQ

3 \N
Powerful Coa i s\e
Rl weNqueRons used in coaching have been i
e, firect o-founder of the Coaching vl Qo
ospitalBhe is also a faculty member in the Dey of vard Medical

chool. She kindly gave us permission to list the§gffncopy u in this book.
Effective coaching assumes a positive working relachpship between client and coach. With-
out that, coaching will almost certainly fail.

To be successful, a coach must be an cffective listener, one who uses attending behavior
and the important skills of clarifying and summarizing what the client has said. This tells cli-
ents that you have heard them. These skills include observation, encouraging, paraphrasing,
acknowledging feelings, and the summary, and they are detailed in Chapters 5 through 7.
While we emphasize questions in this chapter, we hope that you will use them minimally
when you practice interviewing using only the listening skills presented in Chapter 8. Below
are the central questions in the GROW model:

argaret
fcLean

G = Goals

1. What is the ideal person you want to be? Your best self? This is coupled with such
questions as “What's going on your life right now?” “How do you imagine your ideal
life?” “What matters most o you?” and “What do you really wane”

You will note the person-centered influence of the real and ideal self here, plus some
influence from decisional counseling and meaning issues (Chapeers 8, 12, 13).

2. What is the gap between here and your vision? “How does your vision of the future
differ from the now?” “How does your real sclf differ from your ideal self?”

In the second question, we sce the carly confrontation of the discrepancy between
the expressed or implied goals in 1 and the client’s present position. This is particularly
characteristic of brief solution-focused counseling and motivational interviewing
(Chapter 13).

3. Why does this vision really matter to you? “How docs this goal make a difference in
your life.” “Could we get more specific as to how the vision or goal is defined?” This is
clearly a meaning issue. As we say in Chapter 12, achieving meaning and one’s vision in
life is often the most important issue we face in counseling. Note how central it is to
coaching.

R = Reality (Story and Strengths)

4. What strengths can you use to help you get there? This should sound very familiar to
you. Use the questions we provide in this chapter and the many exam ' " ' '
book. Coaching has a very strength-based and nonpathological orie

5. What is the key challenge? “What's getting in your way?” The langu
possibility is used rather than the problem-focused approach of too
our field.

y tome for counseling b
#C:. They may be stuck jgef@ir

is a real need to mg® these.
challenges and oppli@nitics

crtative strength to move and become “unstuck.”

d goals ol he cliengyg
The nfed counselor secks to resolve the discrepancy between the real and
self tive-behavioral therapist aims to resolve behavioral and thought inconsis-

e

es; and the decisional counselor facilitates resolving conflicting wishes and desires. Dif-

ent theories focus on and confront different aspects of client conversation. In effect, they
see different routes to problem resolution. However, all have the goal of supporting the client
and resolving conflict.

Although all ling skills arc with change, it is the clarifica-
o and confrontation of discrepancies that acts as a lever for the activation of human poten-
tial. Most clients come to an interview secking some sort of movement or change in their
lives. Yet they may resist your efforts to bring about the transformation they seek. Your task
is to help them move beyond their issues and problems to realize their full potential as human
beings. An understanding of confrontation is basic to helping clients restory their lives.

When client discrepancies, mixed messages, and conflicts are confronted skillfully and

jud Ily, clients are encouraged o talk in more detail and o resolve their problems
and issues. Confrontation can be defined in this way:

d ili

Confrontation is not a direct, harsh challenge. Think of it, rather, as a more gentle skill
that involves listening to the client carefully and respectfully; and, then, seeking to help
the client examine self or situation more fully. Confronation is not “going against” the
clients it is “going with” the client, seeking clarification and the possibility of a creative
New, which enables resolution of difficulties.

But while the gentle, empathic approach to confrontation is basic, thee are many clients who will
need and even prefer a more ditect challenge. For example, if you are working with an acting-out
or antisocial client, a firm and more solid confrontation may be necessary. The client may sneer
at and manipulate “nice” helpers, but may be more likely to respect and work with a counselor
who listens and offers respect but takes no “garbage” from the client. Nonetheless, empathic ls-
tening remains central if you are going to establish any type of working relationship.

INSTRUCTIONAL READING: MAKING QUESTIONS WORK FOR YOU

Questions make the interview work for me. I searched through many questions and found the
ones that I thought most helpfil in my own practice. I then memorized them and now I
always draw on them as needed. Being prepared makes a difference.

Norma Gluckstern-Packard

Following are several issues around the use of questioning techniques and strategics.
Questions can be facilitative or they can be so intrusive that clients want to close up and
say nothing. Use the ideas presented here to help you define your own position around
questioning, facilitate your memory of key questions, and learn how questions fit with
your natural style.



Additional Resources

Helping Professions _ : b, Helping Professions Learning Center

' ' Designed to help you bridge the gap between coursework and practice, the
Helping Professions Learning Center (HPLC) offers a centralized online
resource that allows you to build your skills and gain even more confidence
and familiarity with the principles that govern the life of the helping
professional. The interactive site consists of six learning components: Video
Activities organized by curriculum area and accompanied by critical thyinking
questions; Ethics, Diversity and Theory-based Case Studles, Flashga

Practice Quizzes; a Professional Development Center, 36 @ sea nd
Writing Center.

For information on packaging access to these resources with the text, p A58 C enga earning representative.
You can locate your sales representative by visiting the “Find re 0n ww

You may also call Customer Service ar 1-800- i si¥tante.
o for the
ISBN-10: 0-534- 53

Q% Slons
Available to ﬂdop or flﬂm’oo

Explore pertinent ounselmg issues by wat mg gf real-life professionals! With a central purpose of exposing
students to pertinent issues and scenarios through first-person testimony, this video contains numerous segments that

explore social problems and helping strategies through interview and documentary footage of helping professionals and
experts in the field.

m/coumelmg

Brooks/Cole ”CI|ps for C
\g 4-53347-2
7’5

Also Available
Essentials of A Essentials of Intentional Interviewing:
Intentional Interviewing Counseling in a Multicultural World, 1st Edition
COUNSELING IN A MULTICULTURAL WORLD Allen E. Ivey and Mary Bradford Ivey

ISBN-10: 0-495-09724-1 | ISBN-13: 978-0-495-09724-2

This book offers you and your students a shorter, more incisive version of
the best-selling Intentional Interviewing and Counseling. Every sentence
and concept has undergone a thorough review to ensure both relevant and
clarity for beginning helpers. It features an active voice, a flexible modular
style, with the same multicultural awareness that the Iveys are famous for.
Needless to say, the renowned Microskills model of teaching students vital
interviewing skills remains central, thus ensuring mastery and competence
in each concept as they progress through the text and into real-world
practice. Instructor Resource Guide, PowerPoint slides, and extensive web-
based student supplements are available.

Alien E. Ivey & Mary Bradford Ivey




