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Forewcrd

The Intake Interview for Rehabilitation Counselors Training Package teaches the following
skills' systematic interview programming, information exchange during the intake process,
exchanging information via non-verbal interaction, and exchanging information via verbal
responding. All four skills play*a significant role in augmenting a successful rehabilitation
counseling intake interview.

The development of this package was no simple task. Atremendous amount of support and
consuttation were received. In fact, so many people reviewed the material that it would be
most difficult to list each person’s name. However, we are particularly indebted to a nuniberof
Region VI rehabilitation personnel who served on “user review teams” and provided input and
suggestions from the trainer’s viewpoint as well as the practitioner’s viewpoint. Amang these were:

A.J. Baker, Atkansas

Bilky Brookshire, Texas

linda Doehne, Texas

Laura Ferrary, New Mexico
John Garland Flowers {il, Texas
Clyde Martin, Oklahoma
Hareld Skinner, Oklahoma
Alon Yoms, Louisiana

Lewis Urfon, Arkansas

Affon Wachtendorf, Arkansas
Tom White, Arkansas

Myma Breeden, New Mexico
Steve Cumnock, Arkansas
Llonnie Cumrrent, Oklahoma
Jorge Garcia, Texas

Lesiie Palmer, Louisiana
Anita Wooley, Louisiana
Karen Sandini, Okiahoma

George Wynne, Texas

We also appreciate the help we received from members of the Arkansas Rehabiiitation
Research and Training Center, particulary, Robert Akridge, Bob Means, Tim Milligan, Doug
Rice and David Sigman, and from the Center's past and present resecrch directors, Reed
Greenwood and Jack Mar. Lea Ann Crees, Tammiy Bowers, Judy Hemington and Lomraine
Hogue also desewve recognition for their typing contributions. Thanks are extended to Mary
Drevdahl for her proofreading of the final manuscript.

Stanford E. Rubin
Roy C. Farley
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Instructions to Trainer

The !ntake Interview Skills for Rehabilitation Counseiors Training Package

The Intake Interview Skills For Rehabilitation Counselors Training Package consists of the
following

1 Intake Interview Skills for Rehabilitction Counselors: A Trainer's Guide

2 Intake Interview Skills forRehabilitation Counselors A Participent's Workbook
3. Intake Interview Skills for Rehabilitation Counselors: A Typescnpt Manual.
4

Taped demonstrations of interview interaciion. (Tape/slide and video demonstrations to
be available at a Iater date.)

S Wall charts and overhead transparencies of major concepts.

Intake Interviev: skills for Rehabiittation Counselors: A Trainer's Guide. This workbook seves
as a guide for the trainer. It provides a step-by-step set of procedures for presenting the Jkills to
be taught. "Mini" lectures, demonstiations, and activities for increqasing trainee skills in
applying the concepts are included.

Intake Intetview Skills for Rshabilifation Counselors: A Participant's Workbook. This
workbook contains forms and trsining aids for participant use during the training session. 1t
includes material needed for the various training exercises found in the Trainer's Guide and
should be used in conjunction with the Guide.

Intake Infervie # Skills for Rehabilitation Counselors: A Typescript Manual. The typescript is
intended for use as a visual reference to aid in understanding the taped dialogues and for
referal in class discussions. The excerpts are numbered for eqsy reference.

Taped Demonsirations of inferview Interaction. These demonstrations confrast effective and
ineffective interview interaction and demonstrate how to apply the concepts taught.

Wall Charts and Overhead Transparencies of Major Concepts. These are cids to assist the
trainer in presenting the didactic portion of the training.




The Training Program

Parficipant Selection

Skills taught in the Intake Interview Skills for Rehabilitation Counselors Training Package are
appropriate for counselors responsible for conducting intake interviews. The training is appro-
priate for field, facility, general, specialized, experienced and inexperienced rehabilitation
counselors.

Number of Padicipants

Because of the nature of some of the activities and the training approach, the program does
not lend itself well to large group instruction. With one frainer, group size should be resfricted to
a maximum of 12 participants.

How to Use the Package

The package is intended to provide the t:ainer with all necessary information and materials
for conducting a training session. However, the Training Package should serve the traineras a
“working” package. The trainer.is encouraged to substitute and/or add examples and
training aids which are appropriate for the trainees. It may be necessary for the trainer to
modify some of the activities fo fit his fraining style and/cr time considerations. The Trainer's
Guide includes space to add points and additional or attemate activities. A Trainer's Outline is
included in the Appendix. Once you become familiar with the content of the program, you
may be able to do the fraining using only the outline supplemented with your other training
aids such as overheads, charts, etc.

The Training Approach

The training approach is based upon a training model of tell ——mm demionstrate —melicit
description —meelicit action—msummarize —m=-assess which works on the leaming
models of leaming by listening, leaming by obseving, and leaming by doing. The trainer, in
following the Guide, will cover each component of the model with the following outline as
appropriate:

I. Definition

Il. Rationate
iil. Objectives
iV. Guidellnes ,

V. Demonstration of Non-Facilitative Techniques®
VI. Results of Non-Facilitative Techniques
VIl. Demonstration of Facilitative Techniques’

Viil. Results of Facilitative Techniques

IX. Discrimination Exercises

X. Practice
Xl. Summary

*Demonstration of Non-Facilitative and Facilitative Techniques invotves the demonstration of multiple
counseling behaviors although the focus will be on one specific technique af a fime
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Training Time Schedule

The training program is fiexibly structured. The training program can be presented in its
entirely, that is, the trainer and trainees can meet for consecutive hours, with appropriate
breaks, until all the material is covered. Or, the material can be coveredin a series of separate
training sessions. It is recommended, however, that the material be presented in order and as

close fogethertimewise as possible. The entire training program can be completed in approxi-
mately 28 hours

Training Seftting

Freedom from outside distraction and participant comfort are primary considerations in
selecting a training room. The training room chould be arranged to allow free interaction
among patticipants. The room chould be large enough for triads tointeractwithout distraction
from others. However, guard against having an oversized training room since listeningto tapes
1s required and an excessively large room may make this difficult.

Equirment Needed
If the Training Guide is followed, the following equipment is necessary:

1. Cassefte Tape Recorder
2. Overhead Projector

3. Slide Projector or Video Equipment (fo accommodate future training aqids).

Participants will be required to respond in wiiting during the program and will need pencils or

Group Discussion

Because of the training approach used, group discussion is an integral element in the
success of thetraining program. The trainer should make every effortto facilitate the expression
of participant reaction, ideas, elc.

Optional Activities
Day 1 - Opening Activity
1. Instructions to Pardicipants

A Intake Interview Skills Training is about interacting with others with the major focus on
exchanging infcrmation.

B Find one person in the room you don't know well (ortumto the person nexttoyou).

C Your task is to collect information from each other and introduce each otherto the
group with some information about the person that interests you.

2. After 15 minutes, call the group together"cnd go around with infroductions




3. Instructions to Participants

Return to pairs and detemine what the two of you would like fo gain from this werkshop
Come up with one statement for the two of you and write it down. Negotiate your
differences so that you can amive at one statement.

4 After awhile, call the group together and collect each pair's statement. Either tape these
to the wall or wiite on chalkboard. £

5. Look for tiends and address any issues.
Day 4 - Wind-up - Feedback to trainer
Ask patticipants to complete the sentence stem:

| appreciate
and/or

| especially like . .
and/or

| resent . ..
and/or

i need more of . ..
and/or

| need from this training more . . .
and/or

| would like to see more of . ..
and/or

| would like to see less of . ..

Day 2 - Opening Activity
1. Present brief summary of points covered the previous day.

2. Ask partficipants to sit quietty and think about the points. Ask them to think
about how the previous day’s activities relate to their jobs.

3. After abeut two minutes, ask pardicipants {o break into pairs and share one
reaction and/or one leaming from th= previous day.

Ordering Materials

Order forms for allmaterials of the Intake Interview Skills Training Package may be obtained
by writing:
Director of Training
Arkansas Rehabilitation Research
and Training Center

P.O. Box 1358
Hot Springs, AR 71901
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Intfroduction to Intake Interview Skills &

infroduction to Trainer -

This section is directed at introducing thé Intake Interview Skills training program The
purposes of this section are:

1. To identify the objectives of the training program.
2. To present an overview of the training components

In presenting material from this section utitize as desired the points made undereach major
category You may use all the points listed or you may only use a few depending upon your
audience.




Intake Interview Skiils for Rehabilitation Counselors
A Training Package with the Facllitative Case Management Model

.

The role of the rehabilitation counselor has been the object of controversy for almost twenty
vears Some have described him/her as a counselor. Others have described him/her as a
coordinator. Still others identify with the counselor-coordinator position. ifthe focusisrestricted
to counselors employed by state rehabilitation agencies, much of this controversy can be
resolved on the basis of job demands. Observation of the vocational rehabilitation process
described in Rubin and Roessler (1978) as well as the results of Emener and Rubin’s (1980)
rehabilitation counselor role and function research makes it clear that the state agency
rehabilitation counselor must b& both an effective counselor and an effective coordinator

Overall, the research on rehabilitation counselor Tole and function suggests that the
counselor must be: .

4. An effective interviewer

2. An effective diagnostician
3. An effective goal-setter

4. An effective coordinator

The Facilitative Case Management Model attends to all four areas through three instructional
raining packages. They are:

1. Intake Interview Skills for Rehabilitation Counselors

2. Goal-Sefting: Guidelines for Diagnosis and Rehabilitation Program Development

3. Systematic Caseload Management

he three training packages teach the following case management skills:

Caseload management. workload planning, time management, and progress reviews
Relationship building :

Intake interviewing

. Aranging for diagnostic services

. Diagnosis of client problems and rehabilitation needs
Goal-setting internviewing

Goal monitofing

SoOhLN >




General introduction to Intake Interview Skilis Training
Page 7 of Participant's Workbook

Generally speaking there are two types of interviews.

1 There is the interview where the pnmary focus 1s on the interviewer and his agency
organization Information is given to the interviewee and collected from the inteviewee
prmarily to help the interviewer and his, her organization, agency Examples of this type
of intenview include-

A The survey interview where the interviewer seeks information to answer research
questions. ‘

8 The journalistic interview where the reporter wants a story.-

C The personnel interyiew where the personnel manager is screening the applicant for
a job vacancy.

2 The seconrd type of interview focuses primarily on the interviewee. Information is givenic
and collected from the interviewee primaiily to help him/her. Examples of this type

include: o

A The social work interview where the social worker exchanges information with the
interviewee in order to provide assistance 1o the inteviewee.

B The rehabilitation counseling intervirw where the counselor's primary function is io
provide services to the client. .

C The employment counselor interview where the counselor, placement specialist
seeks to place the client in the most appropriate position

This training program focuses on the rehabilitation counselor's utilization of the second tvpe
of interview. It primarily attends to the-initial interview contact with the client




Overall Objectives of the Rehabilitation
Intake interview Skilis Training Package

1 Increase your awareness of the types of information that should be collected duringthe
intake intetview

2 Increase your awareness of the types of information that should be disseminated to a
client during the infake inteview.

3 Help you sharpen your infake interview information collection style

4. Help you sharpen your infake interview information dissemination style

fw




Why is This Training Important?
T Page 8 of Paiticipant's Workbook

Information exchange for purposes of helping the client is the major focus of the
rehabilitation intake interview Hence, you must be aware of the information to collect and
disseminate and be capable of guiding the direction of the inteview for achieving the
information exchange goals Exchanging information to help the clientcan be visualized from
the illustration on page 8 of your workpook.

in terms of relevant iniomation at intake, there 1s a known dimension which includes
information known by both the counselor and the client The blind dimension includes
information that is not known by the client, but is known by the counselor The hidden
dimension includes information known by the client but not by the counselor. Then there 1s an
unknown dimension that includes ingurmction that is relevant but is not known by the client or
the counselor

At intake in comparison to all the relevant information to be known, that which is known by
both the client and the counselor (known dimension) would be relatively small. Informaton
needed by the client but unknown (klind dimension) is relatively large. The informatior known
by the client and unknownto and needed by the counselor (hidden dimension for counselor)
ts also large, as is the amount of information not known by both (unknown dimension). The
Information Awareness Matrix, as it initially emerges during the intake interview, is presented on
page 9 of your workbook. 5

The overall objective of the information exchange process would be to expand the known
dimension, that is to make all the relevant information needed by both the counselor and
clientknown This would involve decreasing the blind, hidden, and unknown dimensions. Page
10 oi your workbook aiso shows the Information Awareness Matrix following effective
information exchange.

13




Decreasing Thrce Dimensions
Page 10 of Participant's Workbook ¢

\

Decreasing the client’s blind dimension - Dutin\g\;"tﬁe intake process the client needs much
information. Extensive client participation and involvement is desired throughout the rehabili-
tation process but is very crucial during the intake process. The client needs infcrmation about
the rehabilitation agency, its role and function, sevices that are offered, the objectives of those
services, eligibility requirements, efc., to decide if the rehabilitation agency can meet his/her
needs. Your role, andthe client's rights and responsibilities are other areas to be discussed with
the client very eany You are more likely to practice effective information dissemination by
knowing the information needed by the client and the most effective and efficient way to
communicate that information.

Decreasing the hidden dimension - The client has much irformation needed by the
counselor. You are more involved with the task of collecting information during the intake
process than at any other time during the rehabilitation process. The hidden dimension is
more likety to be diminished when you are aware of all the information collection areas that
should be explored and when you are an efective facilitaior of free client expression and seii-
revealing behavior.

Decreasing the unknown dimension - The blind dimension is decreased via effective
information dissemination. The hidden dimension is decreased via effective information
collection. Duiing this information exchange process, additional information known neither
by the client nor the counselor becomes knewn. The unknown dimension is futherdecreased
via information collection from extemal sources, i.e., medical evaluation, psychosocial evalu-
ation, vocational evaluation, etc




Three Basic Ways of Interacting
Page 11 of Participant’s Workbook

Helpful interaction is more likely to be present when destructive interaction is absent and
frendly discussion ts kept to a minimum Destructive interaction consists of hating responses,
»leing games, and on an intemational scale, war. This type of interaction communicates to
...2 o.her person that he/she is no good and you have very litfle regard forhim/her as a person
Destructive interaction has no place in the intake interview. Information exchaniged during
destructive interaction does not facilitate the rehabilitation process and can only resuit in
negative c..nsequences. Meaningful information is blocked and the counselor and the client
enter into ¢ game. Do not make the intake interview a game.

Frnendly discussion consists of sociable conversation or chit-chat. We engage others in
fiendly discussion every day and it serves to structure much of our time with others. Fiendly
discussion certainly hos its place, but it should occupy a limited space in the intake interview
Remember friendly discussion consumes valuable interview time which could be used for
effective information exchange. Therefore, try to avoid introducing extraneous material such
as smali talk, etc. Do not make the intake inferview a social conversction.

While information exchangeis the majorintake infewview focus, it must be achieved in sucha
manner that rapporit also develops. This training is directed at increasing your ability o guide
the intake inferview in such a way that an optimal amount of information exchange and
rapport development occur simultaneously. Stress is placed on the fact that rapport is more
likely to develop when helpful interaction occurs. Helpful interaction consists of goal-oriented
activity Therefore, the maijority of interview interaction should be helpful. Information
exchanged during helpful interaction will serve to move the client through the intake process
in the most effective and efficient manner Do make the infake interview helpful interaction.

ap
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Overview of Components |
Page 12 of Particlpant's Workbook 1
1‘
|

Intake Interviewing Skills involve those counselor preparations for the interview as well as |
interviewing actions The latter involve both verbal and non-verbal responses that enable you
to guide the intenview interaction in a goal directed manner.

This traiming package contains the following components:

1. Systematic Intentew P.ogramming
A Aftracting
B Planning
C Structunng

2 Information Exchange
A. Information Dissemination
B. Information Collecton

3 Non-Verbal Interaction Techniques
A. Positioning
B. Observing
C. Listening

4. Verbal Interaction Techniques
A. Continue
B. Restiicted-Focus
C. Exploratory-Focus
D. Check
E. Declarative
F Self-Expressive

5 Interaction Styles
A. The Listener
B: The Interrogator
C The Explorer
D The Reflector
E The Informer
F The Self-Expresser
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Systematic Interview Programming
Page 15 of Parlicipant's Workbook

Introduction to Trainer

This section presents the definition, rationale, and objectives of Systematic Interview
Programming Systematic Interview Programming is then divided into three s'2ps. Aftracting
the client, Planning the interview, and Stiucturing the interview setting. For each step, a
definition. yationale. and guidelines are presented. Trainees are asked to contrast the mpact
of effective and ineffective Systematic Interview Programming activities and are given the
Ppportunity to practice the suggested techniques The objectives of this section are 1o
influence the trainee to.

1 Take actions to facilitate the client's appeaiing for an interview
2 Program the intake inteview systematically.

3 Develop objectives for the intake inteview and develop strategies to achieve those
objecives

4 Stucture the interview setting so as to enhance the information exchange process.

When presenting material from this section utilize only those points under each maijor
categoly you deem appropriate tor your group. Additional space is provided! for you to add
your own points,

Definition of Systematic interview Programming

1 Systematic interview Programming refers to those pre-interview actions directed at.
A Encouraging the client to amive for an inteview,
B. Planning the intake interview,
C Structuring the interview setting

< Hence. the locus of Systematic Interview Programming 1s on actions described as
Attracting, Pianning, and Structuring.

Importance of Systematic Interview Programming

1 There 1s an infinite vanety of "Wrong” ways to conduct an interview and only a few "Right”
ways
Systematic Inteview Programming enhances your chances of employ:ng "Right”
strategies and conducting an interview the “Right” way

2 There is no needfor aninterview without the client Muchtime s wasted in prepanngforan
interview with a "no show client” Attracting actions help motivate the client to show

(81
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. It1s easy to become bogged down ininteview interaction ....d {ose sight ofthe objectives
of the intake interview. Planning activities can help prevent this by yielding a goal-
directed “game plan” that serves to give direction to ihe interview. That “game plan” will
aid you in knowing whereyou are, where you have beer:, and where voustillneedto go in
the information exchange process.

. In the absence of a property structured interview setting, negatve environmeantal factors
could present a barier to effective intake intenviewing. These factors would include
unnecessary interruptions from telephone calls or cotieag’ies stopping by, lack of
privacy. and inappropriately aranged fumiture. Such foctore coutci interfere with rapport
development, and thereby, patially inhibit information ~:xchange.

Objectives of Systematic Interview Programming Training

1. To leam how to motivate the client to appear for an interview.
2. To leam how to develop an intake internview plarn.
2. To leamn how to create an ervironment conducive to effective information exchange




Step 1 - Affracting the Client
Page 13 of Participant's Workbook

Definition of Attracting

Attracting refers to counselor activities intended to motivate orinduce the client to keep
the intake interview appointment.

Aftracting includes informing the client of the who, what, when, where, why, and how of the
interview in such a way that it encourages or motivates the client to keep the
appointment.

Rationale or Importance of Atiracting

Clients must appear for sewvice before they can be effectively served by a rehabilitation
agency or organization.

. The client’s appearance is not an automatic event regardiess of needs. There is some
evidence to suggest that you must do mora than just simply make appointments and
expect your client to appear. A study done of clients refered from one psychiatric
hospital to a community-based rehabilitation center indicated that approximately two-
thirds failed to appear.”

Objectives of Affracting Training

To incroase your effectiveress at motivating clients to app=ar for the intake interview.

‘Wolkon. G W Charocteristics of Cilents and Continutty of Care in o the Communilty Communhy Mental
Heolth Joumal, 1970, 6, 215-224




Guidelines for Effective Aftracting®
Page 17 of Particlpant's Workbook

1 Decide your mode of communication

Elaboration by Tralner:

% How do you usually make your interview appointments? it may be by ptione,
wiitten, or in person. This may depend on your agency's/organization's
general practice and on the particular client you are making the appointment
for. Take into consideration all varables in deciding on how to extend your
invi.ation. .

2 Decide to whom the invitation will be extended

Elaboration by Tralner:
In most cases this will be to the client, but in some cases it may be to achent's
parents, guardian,spouse. etc

3 Be sure the person knows exactly who the interview is with.

Elaboration by Tralner:
Identity yourself and your agency/organization clearty.

4. Inform the person of what will happen.

Elaboration by Tralner:
For example this is an initial screening interview

5 Inform the person of where the interview will take place.

Elaboration by Trainer:

For example, 2631 South Elm Street, the Dyer Building, Room 33. Sometimes a
more precise location might be required, especially if there is no receptionist,
such as third foor, fourth door on the right at the end of the hall after you get off
the elevator.

6 Inform the person of how to get to the interview.

Elaboration by Tralner:

You may send a map outlining how to get to your office. More specific
instructions about what to do upon amival might be called for such as “Report
to Mrs. Hamis at the front desk and tell her you have an appointment with me.
She will direct you fo my office.”

7 Inform the person of when the interview will take place

Elaboration by Tralner:
The time and date of the Interview. For example, 10 a.m., Thursday, February 16.

8. Inform the person of the general purpose or the why of the Interview.

Elaboration by Tralner:
For example. " To talk about how this agency may help you.”

\

‘Adapted from Anthony, W, Pleice, R, Cohen. M The $kllis of Diagnostic Planning. Amherst, MA, Carkhuft
institute of Human Technology, 1979




9. Present the person with a personal reason to gppear.

Elaboration by Tralner:

Emphasize the specific benefits that the appearance may bring.
Communicate the advantages of corning to the interview. The general format
for doing this is: “I understand thar (information regarding the client's possible
interest in Your agency/organization). I (personal expression of yourinterest in
client). For example: Mr. Jones, | unaerstand that you have been refemed to us
by the Select Half-Way Agency. They inform me you might be interested in the
services we havldo offer. | will look forward to seeing you and talking with you
about our agency/organization and some of the things we might by able to
do.”

10. Some referrals may need extra encouragement.

Elaboration by Trainer:

For example, SSI-SSDI referals may fear loss of their support checks. A special
letter may be necessary to allay such fears. At times it may be necessary to go
to the home of a $SI-88DI referral in order to extend a personal invitation and
respond to any initial client concems about seeking rehabilitation services.
(Encourage trainees to discuss this guideline by discussing types of clients that
need extra encouragement and methods used to ericourage them to show
for an interview.)

14. Obtain a personal commitment from the client.

Elaboration by Tralner:
Be sure thct the client has clearly indicated that he or she pwans to keep the
appointment.

12. Follow-up if necessaty.

Etlaboration by Trainer:

Sometimes it may be necessary to follow-up your initial invitalion with a
reminder, especially if your initial invitation was issued several weeks ormonths
before the scheduled interview.

Ask trainees to suggest other guidelines for attracting the client. Discuss each.
13.
14.
15.
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Affracting

Denionstrate Ineffective Attracting

Ask trainees to tum to page 18 oftheirworkbook and complete the exercise. Tell trainees that
Sam Jones is a new referal.

The group is likely to reactto the way the clientwas notified by indicating thattwo-thirds of the
clients contacted in that manner will nat show up for the interview.

Demonstrate Effe< ive Aftracting
Ask trainees to tum to page 19 of their workbook and complete Exercise 2.

The group will respond more positively to the way that this client was notified (comparedto
Exercise 1). However, they may indicate that language such as “initial individual screening
interview” is too technicalforthe client. They may also indicate that *State Rehab Agency” after
John Smith should be replaced with theword Ccunselor Theterm State Rehab Agency maybe
threatening to the ciient.

Practice Aftracting

Ask trainees to tum to page 20 of their warkbook and complete Exercise 3. After every trainee
has written an invitation for Joan Jackson, ask forvolunteers toread therr invitation to the group.

Summaury of Attracting

Page 21 of Participant's Workbook

1. Attracting cction may seem like such ¢ simple skill that if nced not be addressed But
remember, there are many “no shows” for interviews

Attracting will maximize the possibility that the clhient will "show” for the Inieviews
Inforn the client of the who, what, when, where, how, and why of the interview
. Aod a personal note to communicate the possible benefits cé&he interview for the chent

oW N

5> Watch your “no shows” decrease.

Self-Assessment

Ask trainees to turn to page 22 of their workbook and complete the self-assessment guide

()/}
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Step 1l - Planning the Interview
Page 23 of Participant’s Workbook

Definition of Pianning

4. Planning refers to formulating a program of action for the interview.

2 Planning involves determining objectives and developing strategies to achieve those
objectives. <

3. The result of Planning is the development of one or more of the following types of
objectives:

. Al General objectives - objectives that you would want to achieve with every client.

'B. Specific objectives - objectives developed for a specific client. These are
individualized objectives that may not be appropriate for everyone. Page 23 of
Participant's Workbook presents examples of possible specific objectives.

C. Moment-to-Moment objectives - general and specific objectives are established
prior to the interview. Moment-to-Moment objectives are those objectives that arise
as a result of interaction during the interview. They are not planned for beforehand.
As a result of interaction during the interview you may become aware of a very
important topic that should be explored. Hence, your objective becomes to explore
such topics in.depth and in a systemclic fashion. The exploration of personal
adjustment problems often becomes a Momentto-Moment objective. Page 23 of

- Participant's Workbook presents examples of possible Moment-to-Moment
" objectives. .

Rationale or Importance of Pianning
Present the following:

1 Planning facilitates the information exchange process during the mteQnew whereas the
absence of Planning retards that process. .

2 absence of effective Planning actions results in wasted time, inadequate information,
and nossible damage to rapport.
or ask:

1 Why is Planning important? What would you hope to accompiish by Planning? List the
results of Planning.

2 What would you expect to happen in the absence of Planning? List the results of poor
Ptanning

Objectives of Interview Planning Training
1 To increase your effectiveness at planning the intake internview””’

V‘
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Guideiines for Effective Planning
" Page 24 of Parficipant's Workbook

1 Develop a general “game plan” which will guide your activties no matter what client is
being interviewed.

Elaboration by Trainer:

There are certain topics that need to be discussed with every client during the
inRial interview. There are also objectives that are appropriate for every client
Be aware of these objectives and discussion topics and develop your “game
plan” accordingly. A set of general objectives for a "game plan” can be seen
on the top of page 25 ofthe Participant's Workbook. Examples ofthose general
objectives further defined can be seen o, the same page.

2. Develop specific objectives for each client as appropiiate.

Elaboration by Trainer:

Oftentimes you may have information about the client prior to the initial
interview (e.g.. from refemal cource, oid files, personalknowledge, etc.). Hence,
you may be able to deve'op specific objectives for that individual client that
would not be an objective that you would hope to achieve with every client.

3 Allow your general and specific interview objectives to be moderated by moment-to-
moment objectives that develop during the intake interview.

Elaboration by Trainer:

Stay attuned to what the client 1s experiencing. A moment-to-moment
objective may take precedence over a genera! or specific objective. The
discussion of personal adjustment problems may arise during the course of
the interview. Explore them in depth even though not planned for.

v

4. Do not become so involved in the content of forms that you miss what is really being
communicated. Be aware of what is happening with the client and respond
appropriately.

Elaborotion by 'I’mlnerff

This guideline is very much related fo the preceding one. Oftentimes there are
many forms to be completed during the initial interview. In fact, your primary
"game plan” may consist of only fhe objective to complete forms. Hence, you
can get so involved in achieving that goalthatyouforgetyou havea "person”
there. Respond first to the person.

5. Develop interview objectives and strategies inwritten fom. Do not rely onyournsmemory for
all topics that should be discussed.

Eiaboration by Traine::

Experienced interviewers may scoff at this guideline byt itis stilla principle worth
considering. It is very easy to forget arelevant topic in e absence of a writt
step-by-step plan. That is why most people have a shopping list before goihg
grocery shopping. They may know exactly what they want, what they after,
but how many of you have forgotten a ve y important itemin the absenceofa
grocery list? Also airine pilots utilize a "checklist” when preparing thé plane for
take-off. Imagine the consequences of forgefting to cover an important item
there. Most of you may know exactlywhat needs to be discussed withthe client
during the Initial interview. Writing it down ensures that it will be covered.




6. Review objectives prior to the client contact.

Elaboration by Trainer:

Areview of interview objectives prior to the client amival should provide purpose
and direction for the subsequent inteview interaction. This will help you know
exacty what you want to accomplish and the topics to discuss to accomplish
your objectives.

7. Inform the client of the interview objectives.

Elaboration by Trainer:

By reviewing your "game plan” prior fo the interview, you become aware of al!
the topics you want to discuss. When you inform the client of those objectives,
the client becomes aware of what needs to be covered during the interview.
The result may be thatthe client also leams to approachthe interviewin a goal-
oriented systematic manner. The chances that all topics will be covered will
thus be enhanced.

8. Be fiexible. Do not rigidly and inflexibly impose your “game plan” on that client.

Elaboration by Trainer:

There is a difference between being systematic and being rigid. By systematic.
Avoid being rigid. The best “game plan” in the world may go out the window
once the client amrives. All your written objectives may have to wait as aresutt of
a more important moment-to-moment objective. Remember stay attuned to
your client and systematically, but fiexibly achieve your objectives.

Ask trainees to suggest other guidelines for Planning the interview. Discuss each.
9
10.
11.
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Planning

Demonsirate Ineffective Planning

Ask trainees to tum to page 3 of their typescript manual and follow typescript asyou playthe
recorded “mini” interview. At the conclusion of the “mini” interview ask trainees to respend to
the questions found in Exercise 1 on page 26 of the Participant's Workbook.

Demonstrate Eifective Planning

Ask trainees to tum to page 9 of their typescript manual andfollowthe typesc ript asyouplay
the recorded "mini” interview. At the conclusion of the "mini” interview ask trainees to respond
to the questions found on page 27 of the Participant’s Workbook.

Practice Planning

Trainees will now develop a "general game plan” for an inttial interview. Instructthem to do

the following exercises:
1.

Tum to Participant's Workbook ‘page 28 and complete Planning Exercise 3. After all
trainees have completed their list, discuss the responses in total group.

. Complete Exercise 4 on the bottom of page 28 of the Participant’s Workbook. Following

completion, discuss in total group.

. Tum to page 28 in the Particicant's Workbook and complete Exercise 5. Following

completion, discuss in total group.

_ Trainees should now have at least a tentative plan for an initial interview. Point out that

what they have in their plans are general objectives. They may develop some additional,
specific objectives and additional topics to discuss in order to achieve those specific
cbijectives based on the information they have about the particular client fo be seen.

_ Inform frainees that the remainder of the program will consist of discussing those things

that will help them cany out the systematic format presented on pages 27 and 28,

. For example, point out that you have already covered two important areas under the

heading “What is the most effective and efficient way to exchange information and
achieve objectives?” Those are A. Aftract the client, motivating him/her to come to the
interview and B. Plan the interview. Knowing what you are afterwill cedainly enhance your
chances of getting it. .

Additional or Alternate Planning Exercise




Summary of Planning "

1. Planning allows you to develop an interview plan that includes the objectives and
strategies for achieving those objectives.

2. Three different types of objectives were discussed.

3 Planning allows you to provide direction to the interview and insure effective interviewing.
4

5.

6.

Self-Assessment

Ask trainees fo tum to page 29 of their workbook and complete the self-assessment guide.




Step Il Structuring the Interview Setting
Page 30 of Paricipant’'s Workbook

Definition of Structuring

1. Structunng refers to amanging the immediate interview sefting so that it will be most
conducive to the exchange of information.

2. Structuring refers to amanging the interview seftingin such awaythatinterestin the client s
communicated.

.

Rationale or importance of Structuring
Present the following:

1. The physical armangement of the interview setting can facilitate or retard the exchange of
information.

2. Tihe physical dimensions of the interview setting are related to whether the client initiates
and invests him/herself in the information exchange process.

or ask:

1. Why is Structuring important? What can be achieved by the Struch*ng activities? List the
results of effective Structuring.

2. What woulid be the consequences of pcor Structuring? List the results of ineffective

Structuring actions.

Objectives of Structuring Training

1. To increase your effectiveness at structuring the interview setting.

l)l}
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Guidelines for Facilitative Structuring
Page 31 of Parficipant's Workbook

1 Amange fumiture so as not to have physical barmiers between you and the client Place

chairs opposite each other
Elaboration by Trainer:
A desk is helpful when completing forms, out try to amenge your chair, the
client’s chair, and the desk so as not to have the client sitting across from you
onthe otherside of the desk. Physical objects between youandthe client may
become a bamier to open communication and retard the information
exchange process. Such bamiers can communicate a desire to keeptheclient
at a distance Eliminating a possible bamier can facilitate open
communication, as well as allow you to observe the ciient more fully, a topic
that will be discussed in depth Iater.

2 Whenever possible have chairs of same or similar type and of equal height.

Elaboration by Trainer:

Have you ever noticed the ditference in chairs in most helping professions?
Usually the helper hos alarge, padded, swivel chair and thehelpee hasa small
straight-backed unpadded one. What gets communicated to the helpee with
thatkind of chair amrangement? To avoid negative communication try to have
your chairs of similar type and equal height. This communicates a sense cf
equality and partnership and will enhance the achievement of objectives.

3. Assure that fumniture is comfortable.

Elaboration by Trainer:

A very uncomfortable client may be more intent on getting the interview over
with than exchanging information. Whenever it is in your power, see to it that
your fumniture facilitates rather than retards the information exchange process.

4 Control noise ordistractingvariables, phone calls, knocks atthe door. outside noises, etc.

Eiaboration by Trainer:

Try to prevent the information exchange process from being interupted. Utilize
"DO NOT DISTURB" signs, have secretary hold calls, etc. Also. close windows if
necessary to control outside noise. .

5. Provide a meeting place where confidentiality can be assured.

Elaboration by Trainer:

Do not expect the client to provide much meaningful and relevant personal
information in a meeting place where confidentiality is lacking. Since much
information of a personal nature is needed to determine eligibility, program
planning, etc., interview the client sornewnere conducive 1o confidentiality.

6. Put away things you do not wish the client to see.

Elaboration by Trainer:

Files of other clients, papers, forms, medical and psychological reports, your
lunch, efc. should be put away prior to the client entering your office ifyou do
not wish the client to see them. Do not have anything on your desk that may
distract the client and interfere with the information exchange process.

l'r\
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7. Control temperature within the interview setting.

Elaboration by Trainer:
The client should be made as comfortatle as possible. An interview seftingthat
is too hot or too cold is not conducive to exchanging information.

8. Control lighting-within the interview setting.

Elaboration by Trainer:
The interview setting should be as pleasant as possible. Proper lighting can
tacilitate the information exchange process whereas poor lighting may not.

9. Be sure the interview sefting is accessible.

Elaboration by Trainer:

Check to be sure the client can enteryour office. Keep aisles free of obstacles.
Remove boxes, arange file cabinets, efc., so that the client will not encounter
an obstacle course.

40. Structure the interview time.

Elaboration by Trainer:
Allow sufficient time to achieve your interview objectives. Avoid scheduling too
many clients for too short of a period.

Ask frainees to suggest other guidelines for Structuring the interview sefting. Discuss each.
11.

12.

13.
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Structuring

Demonsirate Ineffective Structuring

Ask trainees to tum to page 32 of their workbook and co'mplete Exercise 1.

Demonsfrate Facilitative Struchiring

Exercise 2 on page 33 of the workbook shows an interview room that is prepared to receive
clients. In what ways is that room more eflectively structured fo; the intake interview than the
room depicted on page 32? FACILITATE DISCUSSION.

Demonsirate Inaffective Structuring

Fay tape for Structuring Exercise 3 demonstrating ineffective structuring (Continuation of

Case of Ted Johnson - A, page 17 in typescript manual). Ask trainees to tum to page 34 of their
workbook and list examples of poor structuring.

Demonstrate Facilitative Structuring

Play tape for Structuring Exercise 4 demonstrating effective structuring (Continuation of Case
of Ted Johnson - B, page 24 in typescript manual). Ask trainees to tum to page 34 of their ﬁ
workbook and compare and contrast this interview with the preceeding one. After the tape

ends, FACILITATE DISCUSSION.

Self Analysis
Ask trainees to complete Exercise 5 on page 34 of their workbook, FACIUTATE DISCUSSION.

Additional or Aternative Structuring Exercises

Self-Assessment

Ask fraine-  to turn to page 35 of their workbook and compiete the seif assessment guide.

o
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Summary of Systematic Interview Programming
Page 36 of Participant's Workbook

®
Systematic Interview Programming refers to Attracting tre client, Plarning the inteview,
and Structuring the interview setting.

. This allows the counselor to engage the client, create a climate that fosters the
information exchange process, and to guide the interview in a systematic fashion

. lIfthe counselor does this effectively, the chances of the client showing up areenhanced.
direction will be provided to the interview, and interview time will be efficiently utilized. As a
result the client will feel at ease, want to exchange-information, with the result being the
achievement of interview objectives. N

\ '

. The absence of or pbor interview programming may result in client not showing, wasted
time, client being "tumed off,* many distractions. and the counselor failing to achieve his
information exchdnge objectives.

»
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Systematic Interview Programming Format
Page 37 of Participant's Workbook

This section has presented some of the important ingredients for effective interviewing A
format for programming an interview for success has been offered. That format is.

1 What are my obijectives for this interview?
2 What is the information my client needs for achievement of those ijectfves'l
3 What information do | need to achieve those objectives? s

4" Whatis the most effectrve and efficient way to go about exchanging this informotion and
achieving my objectives?

The remainder of the fraining program is designed to assistyou in implementing that format
The next section. on information exchange. will help you determine the topics that should be
discussed during the intake interview. Subsequent sections on exchanging information via
non-verbal techniques and verbal interaction techniques will focus on negotiating that
process in the most effective and efficient way :

) -




Section IV

Information Exchange During
the Intake Interview
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A

Information Exchange During the Intake Interview
Page 41 of Particlpant's Workbook

Infroduction to Trainer

This section provides an extension of the planning discussion and focuses on the two
aspects of information exchange- -information dissemination and information collection The
defintions, rationale, and objectives of information exchange are presented and then
information exchange is dvided into. Step 1. information dissemination and Step 2,
information collection Each step is defined and the rationale and objectives presented
Guidelines for camying out each step are discussed Effective and ineffective application of
those guidelines are demonstrated and contrasted followed by an opportunity for trainees to
practice each step The objectives of this section are-

1
2

5

To emphasize the importance of information dissemination

To identity the types of information that should be prowided to chents dunng the intake
interview

To teach an effective information dissemination style

To identify the types of information necessary to collect from the client dunng an intake
interview

To teach an effective information collection style

When presenting matenal from this section. utilize only those points under each major
category that you deem appropriate for your group

Definition of information Exchange

Information exchange refers to the process of collechng information from the chent cnd
disseminating information to the client

I1s the process of reducing the blind, hidden, and unknown information dimensions and
suficiently increasing the known dimension for elgibilily determination and joint
program planning

s

Rationale or Importance of Information Exchange

The exchange of information plays the major role in the inteview. Only through effective
informaiion exchange can the counselor achieve his/her goals

itthe counselor is to help the client, he she will need a great deal of information from the
client

lfthe client is to get involved in the rehabilitation process, he, she will need a great deal of
informaton from the counselor.

Elgibility and program planning can only be achieved through effective information
exchange.




Objectives of information Exchange
1. To leam how to achieve one's information exchange objectives for the intake intenview.

2. To ‘eam which information is necessary to provide fo clients for achieving those
objectives.

3. To leam which information is necessary to obtain from the client for achieving those
objectives.




Step | - Information Dissemination
Page 42 in Participant's Workbook

Definition of Information Dissemination

1 Information dissemination refers to I e process of giving the client information not readily
ovailable to him/her.

~

2 Information dissemination includes both the types of information useful fo the clientand
the style and manner in which .he counselor gives the information. Examples of fypes of
information useful to the client include the following:

a A description of your agency/organization/section and its role and function as it
relates to the client.

b. A description of yodr role and function.
c. The client's rights.
d. The client's responslbilities.

Information dissemination style refersto gvinginformationin amannerthat encourcges client
paticipation and involvement. . s

‘A

Raiionale or Importance of Information Dissemination Training

To demonstrate the importance of information dissemination and the impact it may have
on client motivation and the counselor/client relationship, | would like for you to really get
yourself intc the following situation. Just sit back, relax, and listen to the following:

You are in your office and you receive a call from the State Capitol, Office of
Mr. Smith, Director of all Agency Personnel Transposition. Mr. Smith informs you
that you have been selected, based onyour profile, for referral to anew Federal
Agency. You are toreportto a Dr. Faiface, who is the agency’s local restoration
analyst. You try to get a little more information, but Mr. Smith maintains he’s not
entirely familiar with the new agency. He does assure you that working with
them is in your best interest. He says that basically they are concemed with
placement and replacement of state cmployees such as yourselfin an efort
to help people realize social gain and their maximal human potential.

You meet with Dr. Faiface the following day for an initial interview. On page
42 of yourworkbookis a summary of what youfound out and were instructed to
do during your first meeting. REVIEW PAGE 43 of your workbook and then USE
PAGE 43 to write down additional questions you mighthave o sucha meeting

o
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Instruction fo Trainen:

Allow time for patticipant’s to review the Summarty of Meeting Fom andto
write down the questions they might have.

Request that the participants report the questions they would have and
their reactions to such a situation-facilitate discussion and identfy
parallels with their initial client interviews.

Possibie points that might be made-

1 There are many paraliels between this stuation and the rehab. initial
interview.

" a. Being selected for refenal to arf unknown agency;
organization;/section

b The confusing agency terminology “refenal status ”
¢ Your title -
d "Helping” agency

Objechves of Information Dissemination Training

1 Yo leam the types of information necessary to provide to the chient dunng the intake
intevew - ’

2 To team how to disseminate information to the client in a imely and effective fashion

3 To .eam how to most effectivety reduce the client’s " blind” dimension

~




Guidelines for Effective Information Dissemination
Page 44 of Pardicipant's Workbook

Note o trainer:

You might want to divide the group into four tiads. After you have covered
the first four guidelines, assign one fo each group with the task of developing
an exercise on how fo apply the guidelines Continue this practice untitthe first
ten guidelines are covered. )

& 1 Explain the purpose of the rehabilitation agency
Elaboration by Trainer:

Describe the general purpose of the rehabilitation agency A general
descripton of purpose that inciudes the agency’s goals and objectives can
increase the client's general understanding of the rehabilitation agency. A
general statement about what the rehabilitation agency does and does not
do, may help them determine whether they are atthe right office. Forexample,
much time can be saved through such a statement if all the client needs is
food stamps

2 Explain the eligibility ciitena for your rehabilitation agency services
Elaboration by Trainer:

Word your statement on eligibility criteria in away that makes it specific o the
paricular client applying for senvices.

3. Provide the client with a general picture of the semices that might be avaiiable to an
eligible client from the rehabilitation agency.

Elaboration by Trainer:

Once the counselor explains the eligibility process, a statement ihat lists or
describes the services that might be provided to an eligible person would also
help the client decide # his/her particulor needs can be met by the
rehabilitation agency

Through the information collection process client expectation and
objectives are leamec An explanation by the counselor that describes how a
specific service could help the client achieve an objective might be helptul. For
example, vocational evaluation sewices might help the client make a
satisfactory vocational choice. The counselor might say. . "Vocational
evaluation will help us to better understar.d your interests and abilities so that
together we can arnive at a suitable vocational objective ”

4 Explain why the person was refened to the rehabilitation agency if appropnate
Eiabordtion by Trainar:

Ofientimes individuals are refered to the VR agency by other agencies,
doctors. friends, or other interested parties Any statement that explains to the

client why he/she was refered might be helpful. Remember your experience
with Dr Fairface




5. Explain your tole as an amanger and/or coordinator of services.

Elaboration by Trainer:

Oftentimes you function as an amanger or coordinator of sewices for the
clientfrom other agencies orIndividuals. You then become involved in making
the amangements necessary for the client to receive such sewices and
coordinate the different services provided by the interested parties. Hence, any
statement that includes a description of this function might help the client to
better understand your role. For axample, any statement outlining to the client
what you will do in any specific service aranging sttuation might helpthe client
to understand what you do arzd what he can expect of you.

6. Explain Your role as a direct provider of senices (e.g., personal counseling, joint
vocational planning).

£laboration by Trainer:

You provide some services directly; the most important are counseling and
guidance. Any statement that described your role as a direct provider of
sevices could clarfy further your role and function to the client.

7 Explain your role as a cljent advocate.

Elaboration by Tmlné\r:

The concept of client advocacy has received increased emphasis in the
past few years. The counselor should atways serve as the client’s advocate
both within and outside the counseling interview. Any statement thatindicates
that you are for the client and everything you do will be for the client’s benefit
can enhance the counselor/client relationship.

8. Explain your role as a member of a treatrr.ent team.

Elaboration by Traines:

You oftentimes function in the role of ateam member and rely upon others in
making decisions conceming the client's program. Any statement that reflects
the fact that others may be called upon to assist you in making decisions
would clarify that function.

9 Provide the ciient with informatior. on the confidential nature of the counselor/client
relationship.

Elaboration by Tralner:

The client should be made aware of the confidential nature of the
counselor/client relationship =nd the limits of confidentiality regarding
information collected in the interview. Failure to provide the client with such
information can result in much information of a personal nature being denied.




10. Provide clients with information regarding their rights (e.g.. 1) right to appeal, 2) right to
administrative review, 3) civil rights).

Elaboration by Trainer:
A. Inform clients of their ight to appeal a decision of ineligibility for semvices.

B. Infom clients that if found eligible and senices are provided, they have
-the right to an administrative review oftheir case when dissatisfied with the
senices provided or the results of those senvices.

C. Inform clients of their civil rights. To comply with Title VI of the Civil Rights Act
of 1964, sevices are to be rendered on a non-disciminatory basis without
regard to race, creed, color, or national origin. Some states have added
age, sex, and religion. Any statement that includes any of the above .
would meet this obligation. ¢

11 Ensure that clients have a general understanding (what, why, when, where, how) ofthose
actions and responsibilities required of them during the eary part of the rehabilitation
process (e.g. 1) general medical exam, 2) specialist exam, 3) work evaluation).

Elaboration by Trainer:

Explain to the client the importance of any requested patticipation in an
evaluation activity and also provide a brief description of whatthose activities
would consist of. Whento doit, where to go, why he needsto do it and how it will
be done. Such information makes the action more purposeful, and reduces
client fc-;:cr or anxiety about what is invotved in the exam.

12. Expiain the contents of any form the client is asked to sign.
' +
Elaboration by Trainer:

infarm the client of the purpose of each form and why his/her signature is
necessaty. ;

13 Summarize the significant content of the intake interview discussion as the interview
approaches its end.

Elabordiion by Trainer:

Via this summary, it should be made clearto the clientthose steps which they
. had agreed thatthe counselorwould take and that the clientwould take prior
to the next intervisw, The purmose of subsequent intenviews can also be

touched upon in this summary.




14. Ensure that information dissemination is a vehicle for promoting client independence
and client invovement.

Elaboration by Trainsr:

The client always has a choice and information should be provided within
that context. When providing information to the client, your prmary
responsibliity Is to better prepare the clienf to make appropriate decisions.
Avoid providing inaczurate or incomplete In{onnaﬂon and being selective or
biased in your presentation of attematives. To do sc allows the counselor to
maintain contro! over client and fosters dependency and non-involvement as
opposed to client independence and client involvement.

15. Communicate information to the client at the client's level of understanding.
Elaboration by Trainer:

When communicating infomation to a client, utllize language that
comesponds with the client's background. The use of confusing terminology,
jargon, etc., should be avolded. !

®

16. Avoid presenting the client with too much information at “one shot” in the interview.
Elaboration by Trainer:

Too much information presented to the client al once can overwhelm
him/her. Too much would be considered that amountwhich exceeds whatthe
particular client can assimilate at one shot.

17. Present information to clients during the intake interview in a timely fashion.
Elaboration by Tralner:
Information will be inappropriate if not given at the right time.
18. Do not rely solely on a standardized information disseminalion vehicle.
Elaboration by Trainer:

Some agencles have printed brochures that describe the agency. its
pumpgse, sewvices, etc., as well as client rights, etc. Tape/slide presentations
have been used to give clients information. However, when relying solely on
these methods, guidelines 15, 16, and 417 can be easily overdooked. Verbal
presentation by you allows more flexibility and can ensure communlication at
the client's level of understanding, the avoidance of too much information in
one shot, and good fiming. .,




19 Make sure that the client has understood the information provided.
Elaboration by Trainer:

Regardless of presentation mode used, printed, audio, visual, verbal
presentations, etc., ask the client to "“teedback” his/her interpretation of the
information provided oruse some otherapproach to determine client's level of
comprehension.

Ask frainees to suggest other guidelines for effective information dissemination
20
21,
22,
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Information Dissemination

Demonstrate Non-Facilitative informiation Dissemination

. Play tape/slide presentation of non-iacilitative information dissemination (Case of Jed
Pierce - A, Page 29 in typescript manual).

_ Ask trainees to use the information dissemination rating form on page 45 of their
workbook and check topics discusced by the counselor as they listen to the tape.

. Following intewview, ask frainees to do Exercise 1 on pages 46-47 of their workbook
Discuss each question on Exercise 1 as a total group.

»

Demonstrate Facilitative Information Dissemination
. Play tape/slide presentation of facilitative information dissemination.

. Ask frainees to use the Information Dissemination Rating Form on page 48 of their
workbock and check the topics discussed by the counselor as they listen to the tape.

. Following interview, ask trainees fo do Exercise 2 on pages 49-50 of their workbook

Practice Informculion Dissemination
Expanding Game Plan

1 Ask trainees to reexamine the plan they developedforan initialinterview on page 28
of their workbook. Instruct them to add any topics to the “information to give to
client” that were not included and they now see as necessaty. Ask them to review
and compare their list with the one on page 51 of their workbooks. That list was
compiled by asking counselors, supervisors,and counselor trainers to list topics that
should be discussed with every client during the initial interview.

. Role Play .

1 Ask frainees to pick one or two topics to practice disseminating in pairs
2 Pair trainees and allow about 2-3 minutes for prachce.

3 Switch roles and reneat.

Summary of Information Dissemination

Direct rainees to pages 52-53 of their workbook




Review of Guidelines for Information Dissemination
Page 54 of Participant's Workbook
In summary, the following information dissemination guidelines would be considered when
disseminating information to the client during the intake and subsequent interviews.

1 Information should be provided to the client to promote client independence and to
involve the client in the decision making process. Clients become better prepared to
make approgriate decisions when they have sufficient information with which to make
those decisions

2 Specffic information needed by the client might include:
I The role and function of your agency/organization/section
A What it s
B What it is not
C Eligibilty critena, if any
D Eligibility process
E Semices provided
F Potential contribution of services for reaching objectives
G The referral process
Il Your role and function
A As an arranger/coordinator of seices
B As a direct provider of services
C As aclient advocate
D As ateam member
Il Confidentiality
tv Chent nghts
A Clhent's nght of appeal
B8 The appeal process
C Cihent's right to adminisirative review
D Cuil nghts
V Client Responsibilities

3 The manner in which informahon 1s disseminated is important Hence, judgement 1s
called upon to consider such things as

A Language level used
B Amount of information
C Timing of information
D Pre-programmed matenal

4 Fnally, summarization of the significant content of the interview discussion might prove
helpful o both you and client
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Information Dissemination Summary
Page 55 of Participant’s Workbook

What it Is: Providing client with information or data that are not readily
available to him/her

What it Does: Enhances client's decision making ability and facilitates effec-
tive joint program planning.

Why It Works: Reduces the blind dimension of client's knowledge and facili-
rates positive relationship.

How o Do it Know the type of information needed by the client and pro-

vide it while attending to: Language used, afnount given, tim-
ing. and presentation method.

When and Where To Do t:  Throughout your contact with client with specialempt s on
the earty phase and especially the initial interview.

”SeIf-Assessm;m

Ask trainees to complete the Information Dissemination Self-Assessment Form on page 56 of
their workbooks. "




Research Data on Rehabilitation Counselor
information Dissemination Behavior During the Intake Interview

-

After trainees have completed self-assessment, ask if they think most of the topics are
discussed by most counselors during the intake internview.

4
2. Direct trainees to data on pages 57-58 of their workbook. i
3. Facilitate Discussion. ‘
4 |

Point out weakest areas such as client rights, confidentiality. etc




integrating the Components

Utilize the Information awareness matrix and the Systematic Interview Programming Format
to discuss where ycu have veen and where you are going in the training program

A. Systematic interview Programming Format - (From the Counselor's Perspective)

1.

A review of the component just covered has helped you focus on question number
two: What information does the client need to achieve objectives and to some
degree question number 4: What is the most effective and efficient way to exchcnge
information (See page 59 of workbook).

. When we talked about specific types of information such as role and function of your

agency. your role and function, the client’s rights and responsibilities and the various
topics and subjects that provide the client with information needed for him/her to
paticipate in the decision making process and become an octive involved partner
in the rehabilitation process, we helped answer question number 2. Hopefully, you
have realized the importance of effective information dissemination and have
expanded the plan you began developing on page 28 of your workbook.

when we talked about types of disseminating information we helped answer
question number 4. By attending to language level used, amount of information in
one shot, timing of information, making sure clients understand information, and
sumimarizing toward the end of the interview, you insure that your information
dissemination is a venicle for promoting client involvement and independence

4 Let's see what effect this has on the information awareness matrix.

8 Information Awareness - (From the Client's Perspective)

1

Explain Your objective for the interview is to expand the known dimension of
information awareness. That is done by decreasingthe blind, higden, and unknown
dimensions.

Information-dissemination effectveness will facilitate the reduction of the person’s
blind dimenston by making known that information that has been blind to him, her
pror to the interview

Following effective information dissemination, the information awareness matrix
mught look like the one on page 60 of your workbook

It 15 now time to turn our attention to reducing the hidden dimension of relevant
information awareness The client hos a great deal of information hidden from us at
the stait of the intake interview

That process 1< facilitated by focusing on question number 3 of the Systematic
Interview Programming Format - What information do | need from the ctient to
achieve objectives?




Step il - information Collection
Page 64 of the Participant’s Workbook

Definition of information Collection

' information coliection is the process of gathering information from the client to help

achieve objectives.

Emphasis is placed or: the quality and not just quantity of information. Quality serves as
the criterion of information collection effectiveness. Quality involves, to some degree.
quantity and style of gathering important information.

Therefore. emphasis will be placed on being selective in the information sought. Aithough
it is rather easy to advocate a process of selective information collection. it is difficult to
implement in practice. It requires a type of “clinical intuition.”

“Clinicat intuition” can be thought of as the ability to sort information, integrate such,
formulate new questions. and proceed with the client on the basis of still existing
informational gaps until you have obtained an optimal intake interview based
understanding of the client.

-

Rationale or Importance of Effective Information Collection

The rehabilitation counselor is responsible for “getting to know the client. In order to do
so, much information must be coilected from the client. The initial interview is a very
important stage for Information Collection, since it is ar iiGt point that clients have an
opportunity to present their problem(s) and to provide the counselor with muchn rejevent

background information necessary for diagnostic and prognostic purposes.

It is stressed that the greater the amount of relevant information acquired from the client
during the intake interview, the better able the counselor will be to Iater detemine client
eligibilty, as well as to determine unanswsred questions which must be answered via
outside evaluations. !

Via effective information coliection during the intake interview, the hidden dimension
(Information Awareness Matix) should be significantly reduced in size To the degree
which that is not the case. unnecessary information gaps about the client will be present
at the end of the intake interview. These gaps can result in a. the failure to realize the
importance of aranging for a certain type of medical. psychological. or educational
evaluation, and b the subsequent development of a less than optimally designed
rehabilitation plan

ot ask:

Why is effective Information Collection important? What would you hope to accomplish
by being on eflective information collector dunng the intake interview? List the possible
results of effective Information Collection.

What would you expect to happenin the absence of effective Information Collection? List
the possible results of peor Information Collection

-

A\
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Objectives of Information Collection Training

1 To leam the types of information necessary fo collect from the client during the intake
interview

2. To leam an effechive intake inteiview information collection style

3 To leam how o most effectively reduce the client’s "hidden” dimension (Information
Awareness Matrix). .




Guidelines for Effective information Collection

1 Be cognizant of what you want to achieve during the intake process (Page 62 of
Participant's Workbook)

Elaboration by Trainer:

This refers back to the planning aspect of systematic interview programming
and simply means know what your objectives are and the topics you need to
discuss in order to achieve those objectives Dunng the rehabilitation intake
process, be aware of the necessity of acquiring an adequate picture of the
client’s: 1) physical functioning, 2) psychosocial functioning, 3) N
educational/vocational skills, and 4) economic situation, and why these
topics need to be covered. Whatdc you hope to achieve by focusing onthese
four major areas? Have trainees review the material found on Table 1 in their
workbook under Guideline 1 Table 1 provides a list of the type of questions
which the rehabilitation counselor n.ust be capable of answering at the
conclusion of the intake process prior to plan development. Capability to
answer most of those questions would suggest that the rehabilitation
counselor has a comprehensive pre-plan development understanding of a
disabled client. The answers to those questions tend to callfor a conclusion on
the counselor'spqrt based on the integration of several pieces of information
collected from eith Qrcliem or other sources during the evaluation process
The totality of the Infofmation Collection demand presented by those
questions provides some idea of the amount of information necessaty for
thoroughly understanding the vocational potential of the client and the
~ rehabilitation semces which should be provided Information can be

collected via 1) the rehabillitation counseling interview, 2) medical evaluation.
3) psychological evaluation, and 4) work evaluation. Table 1 may be viewed
as objectives for the intake process What wouldyou add tothe list? Do yousee
any questions that are unimportant for understanding a client? Guideline 1

" focuses on the enhre intake process from applicant status (02) to plan
development status (10) Now let's look at a guideline that focuses on the
intial interview

2 The majority of the social 'vocational history can be obtained during the intake interview
- (Page 64 of Participant's Workoook)

Elaboration by Trainer:

A) Ask trainees to turn to page 64 of theirrworkbook and hsttopics that shoute
be covered under the four major categories presented during the intake
interview  B) Then direct the trainees to Table 2 on pages 64-64 In thewr
workbook Ask them to compare and contrast therr list and the iist in Table 2
Point out that all of the questions found on Table 2 can be eitherfuily or partially
answered via the intake interview Also, poin! outthat the counselor should aiso
review the chent's tentative vocational goals and pians dunng the intake
interview in terms of the following questions

a Does e client have a specific vocatona! objectve?

b Does the chent have more than one potentiat vocationa! goai?

ERIC |




¢ How optimustic or pessimistic is the chent about his her ability to achieve
each vocational goal?

d Is the client interested in vocational training?
e Is the chent interested in any specific type of vocational training?

It can be recdity realized that with so much potenhally relevant information to
collect, Intemew efficiency becomes highly significant -

3 itis unnecessary fo collect every concevable piece ofinformation about the client esther
directly from him or via the efforts of othermore specialized evaluators in orderto getafull
understanding of him/her (Page 66 of Participant's Workbook)

Elaboration by Trainer: P

The counselor who attempts to collect every conceivable piece of
information about the client directly from him her orviathe efforts.of othermore
specialized evaluators would be operating in an ineficient manner Some
inforrnation about the client from other information Think of each piece of
information as analogous to a piece of ajigsaw puzzle and the distinct piciure
yielded by the completed puzzie as analogous to the accurate diagnosis
sought via the integration of all information available on the client Itis obvious
that not every piece of the jigsaw puzzle is necessary for the puzzie assembler
to draw the picture which the puzzle wili yield. Some puzzle pieces are totally
unnecessary to achieve such atask. some are of minor importance because
sherr content can be fairy accurately inferred from the parhal picture yielded by
the infertocking of several other pieces. This is also the case when it comes to
independent pieces of infsrmation and the development of an accurate
diagnosis necessary for guiding the development of an optimairehabiltation
plan

4 Apiece of informahion 1s important to coliect fitwil helpyou understand the chient (Page
67 of Paicipant's Workbook)

Elaboration by Trainer:

The significance of a piece of information 1s determined by its eftect onthe
rehabiitation counselors or team’s ability to make differenhal predictions
regarding a number of potential rehabiltation plans in respect to

1 Ikelihood of successful completion and client sahisfactio 1.

2 potential dificulties whict, might anse

3. intervention: necessary for overcoming such difficulhes. and

4 probability cf the success of such inferventions overcoming difficuities

Direct trainees to example following Guidehne 4 on page 7 in ther
wOorkbook

"
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5 Review any available pre-intake interview (referal) informaton on a chent prior to the
intake mterview That review of already available information along with a review of the
intake interview questions found on Table 2 in your workbook (pp. 64-66) should provide
a basis for ceveloping an intake interview p'an for a paricular client (Page 67 of
Parigpant’s Workbook)

Eiaboration by Trainer:

In the total absence of a pre-intake interview Information collechion plan,
hime 1s wasted as direction must “develop” during the intake inteview Such a
plan should cue therehabilitation counselor 1) towhat he already knows that
need not be discussed further, 2) to what he already knows that should be
discussed further with the chent, and 3) fo untapped areas of information
which still must be explored with the chent

6 Avoid a “Facts with Minimum Meaning” Information Collection approach (Page 67 of
Paricipant’s Workbook)

Eigboration by Tralner:

Much of the counselor's ime allocated for Information Collection could be
wasted if a "facts with minimum meaning” approach s utiized

Dwect trainees to exampie for Guideline 6 in the Participant’s Workbook on
page 67

7 Facts offen gain in significance through additional exploration of related chient feelings,
actions, and thinking (Page 68 of Paricipant’'s Workbook)

Elaboration by Trainer:

Behaviorally orient your interview by explonng the client's thinking, feeling.
and actions that relate to the facts you are gathenng

8 Syst: notic expioration of relevant topic areas during the wihal interview increases the
ikelihood that you will obtain “factual infermation with maximum meaning ' from the
chient (Page 68 of Participant’s Workbook)

Elaboration by Trainer:

Systematic topical exploration occurs when you tend to focus on a tepic
until ¢ has been optimally discussed or unil the chient inthiates a topical switch
The opposite of systematic topical exploration would be the shotgun
approach charactenzed by frequent jumping from topic totopic An exampie
of the shotgun approach can be found following Guideline 8 in your
workbook A review of your "game plan” prior to the intake nterview should
reduce the liketihood of the shotgun approach occurring and shouid help
prepare you to systematcally guide the client to and through relevant areas of
discussion




9 You will more likely ieam more relevant information about the chent if, while inteviewing,
you often coverly ask yourself questions about the client which tend to guide yourfocus.
(Page 70 of Patticipant’'s Workbock) For example:

a “What do | know, about the client?”
b "What do | need to know about the client?”

Elaboration by Trainer:

when talking with a client, ask yourself questions about the client whose
answers appear necessary for an optimal understanding of the client Those
questions tend to provide direction for guiding the interview interaction. They
aid you in knowing where you are (what you know already and what you still
need to know) in the information colleéﬁpn process and where to proceed
next Covert questions act as a guide to your overt information collection
behavior in such a way that the probability of achieving an optimal
understanding of the client is greatly increased This facilitates the
development of momept—;q;moment objectives mentioned in the section
about planning -

In the total absence of relevant cover questions, relevant topics are more
likely to be discussed in a shotgun approach. That often results in:
1 failure to explore any paricular topic in depth, and
2 difficulty in summarizing and documenting what you know and what you
need to know on any patticular relevant topic

Dwect trainees to examples found under Guideline 9 on page 70 of their
workbook

10 Use questions with moderation dunng the intake inteview (Page 70 of Paricipant's
Workbook)

Elaboration by Trainer:

You need not apologize for asking the chent questions Appropnate
questons can facilitate chent expioration of the significance of past and
present events which might othervise have been ignored by the client. In
addition, questions can helpthe ciienttothinkthathe, she is considered as the
most reliable source of information about him’herself. However, the duect
guestion approach should be used in moderation When questions are used
in moderation, the chent 1s more likely to percewve you as an “interested
partner’ rather than as a “grand inguisitor *

11 when you already have information about the client pretendingto not possess ... can
be counterpreductive (Page 70 of Participant's Workbook)

Eiaboration by Tralner:

Violation of this rule can undermine the interviewer chient relatonship by
creanng a stuaton where client cocperation is reduced as a result of lack of
trust Such behavior can also lead ' the counsclor being perceved by the
chent as a "grand incuisitor” or a type of "government investigator.”

Dwect trainees to .he example follcwing Guideline 11 on page 70 of thewr
wOrkbook




Information Coliection

Demonsirate Non-Facilitative Informaﬁén Collection

1 Play tape shide demonstration of non-facilitative information collection (Case of Jed
Pierce - A page 29 in typescapt manual). (A shorter demonstration, Information
Collection Effactiveness - A, may be found on page 115 in the Appendix of the fypescnpt
manual.)

2 Asktrainees to use Information Collection Assessment Form on page 72 of theirworkbook
and check each topic discussed as they listen to the tape.

3 Following interview ask trainees to do Exercise 1 on page 73 of their workbook.

Demonstrate Facilitative information Collection

1 Playtape, slide demonstration offacilitative information collection (Case of Jed Pierce -8,
page 33 in typescnpt manual) (A shorter demonsthation, Ipformation Collection
Effectrveness - B, may be found on page 117 in the Appendix of the typescript manual )

2 Ask trainees to use the Information Collection Rating Form on page 74 of their workbook
and check each topic discussed as they listen to the tape.

3 Follewing the interview, ask trainees to do Exercise 2 on page 75 of their workbook.
Discuss the questions on Exercise 2 as a total group.

Note to Trainer on Exetcises 2

At the compietion of the intake interview with Jed Pierce the counselor still lacks a picture of
whether Jed is ready and/or willing to accept responsibility for the mess that his previous life
has been He might still believe that it was mostly the fault of others. Is this client really ready to
say that he has a problem that he can work on and resolve in an attempt to break his previous
“mess up” paftem and improve his future life?

Practice information Collection

A Game Plan Expansion

1 Ask trainees to reexamine the plan developed for an initial interview on page 28 of
therr workbook. Instruct them to add any topics to the "information to get from
ciient” that were not included but seen as necessary now

B Roie Play
1 Ask trainees to pick one or two topics to discuss in a role-play situation
2 Pair tranees ond allow about 2-3 minutes for practice
3 Switch roles and repeat
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Summary of Information Collection

Direct trainees to turn to page 76 of their workbook. Go over the Review found there

'

Self-Assessment

Ask trainees to complete self-rating guide on page 77 of their workbook

N




Research Data on'Rghabilﬂaﬁon Counselor
information Coliection Behavior During the Intake Interview

1 Affer trainees have completed self-assessment ask if they think most of those topics are
discussed by most couselors during the nitial interview

2 Direct trainees aftention to data on pages 78-80 and discuss

Stimuiate Trainee Discussions by Asking the Following:
1 What conclusions would you draw from the data?

Be Sure that the Foliowing Points are Made

a Only about % of the topics were discussed by 50% or more of the
counselors.

b. The remaining % of the topics are mainly being ignored during the
initial interview.
¢ The typical intake interview appears fo involve getting the following
information- (see page 81 of Patticipant's Workbook)
Referral information: referral source

Disability/Medical information: disability(ies) reported by client,
duration of disability(ies), and treat-
ment for disability(ies)

Sccial information: client’s marital status and cument living
arangements

Economic inforination: client's primatry source of support

Work History: client's most recent work experience,
length of employment for that job and
present work status

Vocational Godals: does client want either a job or training
and client’s specific vccational goal

Educational History: how far client went in school




integrating The Components

Uhhze the Systematic Interview Programrming Format and the Information Awareness Matrix
to discuss where you have been and where you are going in the training program

A Systematic Interview Programming Format (Direct trainees to page 82 in workbook )

A

The component just completed has helpedyou focus on question number 3andto
continue your focus on question 4.

The development of major informahon collection topic areas and sub-topics to
discuss have hopefully allowed you to expand the plan you are developing on
page 28 of your workbook

Some of the things discussed in this component that have helped you answer
question 4 includes the suggestions to be selective when collecting information,
avoid a facts with minimum meaning information coliection.

4 Let's see how this effects the information awareness matrix

B. information Awareness Matrix

1

Again your objective I1s to expand the known dimension of relevant information
awareness. You have already reduced the blind cimension by giving the client
information needed to involve him/her in the rehabilitation process

By following the guidelines in th 2 Information Collecton Component you reduce
the hidden dimension of relevant information by collecting information from the
client that will help you achieve your objectives.

Following both effective information dissemination ard collection, the information
awareness mainx might now look like the illustration on page 83 of your workbook

Informaton that 1s known by both the client and counselor has now increased a
great deal by decreasing the information that is not known by the client and
counselor This facilitates a joint effort in achieving goals and objectives and aliows
rehabillitation to be a partnership affair. s

It 1s now hme to continue focusing on question 4 of the Systematic Intevew
Programming Format and to examine how we exchange information with the chent
In non-verbal ways




Section V

Exchanging Information Via
Non-Verbal interaction Techniques




Exchanging information Via Non-Verbal
Interaction Techniques

introduction to Trainer

This section presents the definition, rationale, and objectives of Non-Verbal Interaction
Techniques which facilitate informaton exchanged during the intenview. Non-Verbal
Interaction Techniques are presented in three steps. Positioning, Observing, and Listening.
Each step is presented by defining each concept, stating its rationale and objectives, and
suggesting pnnciples for canying out each step in an effective manner. Trainees are given the
opporunity to practice and receive feedback on their use of the techniques within each siep.
Facilitative and non-facilitative use of the techniques are contrasted and discussed following
the completion of Step Ill.

The objectives of this section are:

1 Tointroduce and define a set of helper Non-Verbal Interaction Techniques that serve to
facilitate the exchange of information and the heiping process

2 To teach trainees the skills of exchanging information in a non-verbal fashion.
3 To demonstrate the effective use of Non-Verbal Interaction Techniques.

o

To contrast the impact of effective and non-effective use of Non-Verbal Interaction
Techniques

To allow trainees the oppontunily to practice Non-Verbal Interaction Techniques

To increcse trainees’s skills for facilitating the information exchange process.

O ® ~u O !

Ask frainees to read the material on page 87 of thelr workbooks.

When presenting the material from this section, utilize as desired those points under each
majcr category to achieve your own objectives with your particular group. Add points that will
help you achieve your objectives Utilize only those exercises for each step that seem most

appropriate for your group Beginning counselors may benefit rom all exercises whereas
expenenced counselors may need less practice

Definition of Non-Verbal Interaction Techniques

1 Non-Verbal Interaction Techniques are a group of behaviors that facilitate in the most
helpful way the information exchange process within an interview

2 For taning purposes, Non-Verbatl Interaction Techniques are divided into three steps
A Positioning - posturing the body
8 Obsemving - seeing the client
C Ustening - hearing the client

o




Rationale or Importance of Non-Verbal Interaction Techniques

The client’s perception of your basic attitude can be somewhat determined by your non-
verbal behavior. The aftitude peiceived can influence level of rapport deveioped with your
client. Since effective Information exchange s likely to be inhibited in an atmosphere devoid of
good rappott, it is important that the counselor's non-verbal interview behavior be facilitative
Therefore, it is important foryou to be aware of what you are communicating non-verbally and
how it can faciitale or retard the information exchange process Clients willtend to get more
involved if they think you are concemed and really care forthem Whenyouare perceivedasa
carng and nterested person, the client will provide perinent and meaningful information
more freely and be more able to assimilate information given Non-verbal communication is
also a rich source of data about clients. Much information is collected via this means

Objectives of Non-Verbal Interaction Techniques Training
1 To leam effective positioning.
2. To leom to be a more effective listener
3 To learn to be a more effective obsener

{*=
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Step 1 - Positioning Techniques
Page 88 of Participant's Workbook

Definition of Positioning
Positioning means assuming the best position possible for exchanging information
Positioning refers to the way you hold your body during the interview.

Posttioning is the act of aranging the different parts of the body into a posture that
facilitates the information exchange process.

Positioning is the act of communicating the message to the client - You have my fotai
attention.

Rationale or importance of Positioning

Facillitative Positioning will put you in a position that 1s most conducive to exchanging
information

Facilitative Positioning enables you to communicate to the client your interest and
concem and that he/she has your tota; aftention.

Through facilitative positioning you communicate your sense of involvement, and
thereby your interest, concem, and a desire to heip.

When clients perceive you as minimaily involved, they will share less information about
themselves with you.

5 Positioning says “I am fully available to you.”

9
10

Clients who think you are concemed and care about them will be more apt to share
information and listen more to what you say. You will have more influence.

The first few minutes of contact with the client can be criticai siice it can greatly infiuence
the pattem of interaction that will characterize your relationship. Positioning heips set a
positive pattem of interaction.

Facllitative positioning puts you in the best position to collect information from the chent
It prepares you to camy out Steps 2 and 3. Observingand Listening, in an e“ective manner

Ask trainees what they think will be accomplished by effective postioning. Make sure the
follomng points are covered

1
2
3
4

5
6
7
8

o communicate interest and concem to cuent.

To promote client’s involvement by modeling basic stance
To develop positive relationships with client

To more effectively see and hear client

To assume the best positionto coliectinformation through the sense of sight and heanng




Objectives of Positioning Trainring
1 To leam an effective postuie while initemewing.
2 To lecm the significance of “proper distance.” eye confact, etc

3 To become more aware of your own postioning style and its potential effects on your
chents

(-

[N




Guidelines for Facilitative Positioning
Page 89 of Particlpant's Workbook

1 Put aside wha! you are doing and give the client yous full attention
Elaboration by Trainer:

You want clients to percenve you as being interested iri them To focus your
totai aitention on the client requires you to put aside other things you may be
doing This communicates to the chent your readiness to get involved

2 tstabhsh a oroper distance between you and ihe chient
Elaberation by Tralner:

Proper distance can only be determined by you The key s for it to be a
comfortable distance for both of you You vsant to be ds close as you can
without making the chent too anxious Each indmvidual has her, his own “life
space ' Be careful not to invade the client’s Effective obseming techniques. to
be discussed under Step Il will help you detemine i you have the proper
distance or not

3 Face the client squarely

Elaboration by Tralner:

This means your nght shoulder is opposite the client's left shoulder and your
left shouider 1s opposite the chent's nght shoulder Again this places you in the
best position for Step Il, Obseving, and communicates to the client full
attentivenass

4 lean or rotate your body toward the chient
Elaboration by Tralner:

Invoivement 1s communicated by leaning toward the client In general,
leaning toward can communicate interest while leaning away can
communicate disinterest to a chent

5 Develop eye-contact
Elaboration by Tralner:

Look toward. Lut not stare, at the chent Eye-contact accomphishes many
things Among them it establishes contact between you and the chient, it says
! minterested in you, etc However, always be aware of cultural aspects of eye-
contact in scme cultures eye-confact 1s a hostile move, so be aware of this

6 Assume and mamtain an “open” posture

Elaboraticn by Tralner:

Do not fold arms, cross legs. etc This may serve as a block to
communication Research indicates the ‘open-body -- open-mind” might be
an apt siogan Not only do peopie seem to like an ndmvidual with an "open”
body position, they also are mcre likely to allow that person to have more
influence in changing therr cpinions than someone with a "closed” body
position
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7 Maintain a relaxed manner
Elaboraticn by Trainer:

Avoid a ngid posture. Don't be a ~tatue. Sit aled, facing your client, and
inchning your body toward him/her but be relaxed.

8 Refrain from distracting movements.

Elaboration by Trainer:

Avoid fidgeting thereby distracting the client. This may communicate
impahence and impede the client's free expression. Use gestures, etc. fo
communicate your point when you are talking but be still when the client is
talking.

9 Be aware of special positioning constderations for certain types of clients.
Elaboration by Trainer:

For example, when talking to deaf persons, do not put your hands in front of
your mouth. They may be reading your lips. Can you think of others?
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Positioning

Demonstrate Ineffective Positioning

1 Ask atrainee to come up fiont. Perform the following behaviors-

A

B
Cc
D

E

F

Busy yourself with something such as completing a form, drinking coffee, answenng
the telephone, eifc.

Do not face trainee sqiarely

Ny
Lean away from trainee, if &w is close by, prop your feet up
Do not establish eye contact.
At some point get too close or too far away from trainee.
Fold your arms and cross your legs.
-or-

Show slide of Non-Facilitative Positioning

2 Telltrainees they have just observed some of the common mistakes made in Posthoning
You just demonstrated what not to do. Ask them to label the ineffective Positioning
techniques you just periormed Be surethey name all of the behaviors you demonstrated

Possible Resulls of ineffective Positioning
ask trainees to tum to page 90 of their workbook

Ask trainees to discuss the possible re: ults of ineffective Positioning. If aperopnate, include
feedbcck from the trainee in your demonstiation as to howyour Positioning made him. her feel
and what he she thought about it Be sure the following points are covered

1 The client will be "tumned off’ by poor positioning

oW N

~N O W

The client will not feel comfortable

The client will think you do nct care.

'You will not be in the best position to coliect information from chent
The client may withhold information.

What you say will not have as much impact

Information exchange will most likely cover surface topics Nothing will be deatt with in

depth, especially affective topics

8 Objectives of Positioning will not be achieved

10
14




Demons*ate Facilitative Positioning
1 Ask {rainee to come up front so as 10 be seen by everyone
2 Assume the correct position and holid for 41520 seconds
3 Facifate discussion
-or-

Show shide of Faciiitative Positioning

Possible Results of Facilitative Positioning

Ask trainees to discuss posstble results of facilitative Positioning Following are points that
might be covered. Also if appropnate, ask trainée in demonstration what he ‘she thought and
fett

1 The client will teel at ease, accepted, etc

The chent will think you are concemed for im her and interested in him, her as a person
You will be able to collect information more effectivaly

Infogncnon disseminated by you will have more impact

You will have more influence

The client will get more involved

w ~ O v AW N

Practice Positioning
A Discnminahon

Ask trainees to tum o pages 90 and 94 in workbook and cetermine which postions are
faciirative and which are not ond why

B Roie-Play

1 Ack tramnees to turn to the person next to them Verballv guide them through the
achons of facilitative Positioning

Put osice your workbook. pcperi/ etc
Assume a comfortable distcnze between you and your partner
Face your partner squarely

Lean or rotate your body toward person

®o a o O QO

Look toward the person

—

Moke sure you have an open posture




g Remain relaxed
h Refrain from distracting movements

1 Hold tor 15 seconds

2 Say "now you are ready for the next step-Observing. But before we move on, let's
review and clear up any loose ends you may have aboui Positioning ™

Additionatl or Alternate Training Exercises

Summary of Positioning

1 Entenain questions, comments, and reachons, etc about Positioning.

2 Summanze mqg_.gomts

bl J
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Step il - Observing Techniques
Page 92 of Participant’s Workbook

Definition of Observing
1 The collection of information through the sense of sight

2 Observing means to watch, look at, take notice of, and examine

<

Observing 1s more than eye-contact It involves using the sense of sight to take in
everything that i1s going on with the client

E-S

The abtlity 1o notice and understand client behavior and appearance

Rationale or importance of Observing

Actions speak iouderthan words Seeingthings and understandingwhatthey mean cantell
you a lot about the client Therefore, obseving enables you to receive non-vert.al clues from
the client which con help you respond to the client at the most facilitative level.

in helping interviews it 1s important to pay as much attention to what the client is doing asto
what he is saying Such non-verbal communication from the client is very relevant forreducing
the counseler's Hidden Dimension

Objectives of Observing Training

1 To become aware of the significance of client non-verbal behavior as a source of
information potentially helpful for understanding the client

2 To become a better observer of client non-verbal hehavior

-y
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Guidelines for Faciiitative Observing
Page 93 in Paricipant's Workbook

Look at the client’s Positioning.
Elaboration by Tralner:

Look at the way the client 1s holding his/her body. C onsider the information
that can be collected through that observation. How is the client sitting in the
éhair Is the client slumping? Sitting on the edge of the chair? Does the client
have an “open” or“closed” posture? is this client's body inclining toward or

.away from you? Does the client have a relaxed or rigid position?

Look at the client's grooming.
Elaboration by Trainer:

This includes both mode of dress and personal hygiene. Consider the
information that can be collected through this observation. Is the client's dress
neat or sloppy? Is he/she neat in appearance? What information might you
get by obsening the client's grooming?

Look at the client's level of activity
Elaboration by Tralner:

Observe such things as how the client walks into the interview room. Is it
brskly? Does the client appearto be alert or drowsy? What can you leam about
the client by obsering this area?

Look at the client’s gestures
Elaboration by Trainer:

Observe such things as hand and foot gestures Does the client tap fingers
on th. desk? Does the client swing his/her foot? Does the client swing his/her
arms wildly? What can you leam about the client by obsernving gestures?

Look at facial expressions
Elaboration by Trainer:

Look to see ifthe client frowns. smiles, wrinkles face, etc Look fornervous tics
Is the facial expression bnght and animated or dull and lifeless? What can you
infer from the client's expressions?

Lcok for feelings
Elaboration by Trainer:

How the client feels will have a lot to do with how much he, she will invest of
himsetf ‘herself in the information exchange process A client may feel good.
bad, or indifferent Sometimes it might be necessary to deal with the client's
feelings before attempting to achieve your planned for interview objectives




¢
7 Look for pattems in the client’s non-verbal behavior 1
i

Elaboration by Trainer:

Patterns of movements can sometimes indicate much about what a person
is feeling and thinking. But be cautious. Different people express themselves in |
different ways. For example, nodding the head up and down means 7
agreement to most people in our society, butin some Eastem cultures itmeans |
the opposite. People often respond to certain shmuli with pattems ofbehavior }
If they don't hlke what you are saying they may lean back in their chair away
from you. They might cross their legs and arms. Sometimes when puzzled or
confused people rub their neck or scratch their heads Squirming in the chair |
may indicate uneasiness, anxiety, etc
|
|
|
\
|
|
1
|
|

8. Non-Verbal cues should present you with hypotheses tc be checked out
with client

Elaboration by Trainer:

Non-Verbal communication i1s a rich source of data But you are only
tormulating hypotheses about the client when utilizing non-verbal cues. Verify s
your hypotheses by checking them out with the client. You may hypothesize
that a client is closed and very defensive when you observe him/her with
crossed legs and am and leaning back in his/her chair when in fact he/she
only needs to use the bathroom You will also be utilizing verbal sources cfdata
along with your non-verbai cues to verify hypotheses.

Lt ad
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Step 1l - Listening Techniques
Page 94 of Participant’s Workbook

Definition of Listening

Listening refers to the act of closely attending to what the client is saying

2 Theeffective listenerhears, understands, and recalls allimportant verbal responses made

by the client.

659

Rationale or importance of Listening

Like non-verbal communication, the client's verbal communication is a rich source of
informaticn Effective listening is essential for obtaining information from the client unavailable
through Obsening. Most of the information collected from a client is a function of what you
obsewve and hear in the the client's expressions.

Ask trairees what they think will be accornplished by Listening. Make sure the following
points are covered.

1.
2
3.
4. To collect meaningful verbal information which will assist chient's movement through the

w

The = 1in objective of Listening is to hear the client.
To hear and recall client's verbal responses.
To better understand client

heiping process

Objectives of Listening
To become more aware of what to fisten for during the intake interview

To become a more effective listener during the intake interview




Guidelines for Effective Listening
Page 95 of Participant’'s Workbook

4 Resist internal distractions
Elaboration by Tralner:

Most people are capable of comprehending speech at arate three to four
times faster than normal conversation Thus, you have plenty of time to think
which means you have plenty of time for disiractions to arise. The key .0
effective listening appears to be how you use the availabie thinking time This
guideline cautions you against thinking about extraneous things such as how
hungry you are, the next client you will be seeing, the client that just left, all the
paper work you have to do, the party you are going to tonight, etc

2 Intially suspend judgement.
Elaboration by Trainer:

Listen to the chent with an open mind. Hear what the client 1s saying before
making a decision about it The following would be indicative of your failure to
suspend judgement

For exampie

a Do you let the client finish what he/she I1s saying without interrupting? If
you find yourself cutting in you are probably making a judgement

b Do you find yourselfsometimes thinking things like “he/she doesn’'t mean
that,” "how can he be sofoolish,” etc while the client is talking? If so, you
are making a judgement

¢ Do you sometimes have an affective reaction to what the client says, like
anger, fear, etc.? If so, you have made a judgement.

d Do you sometimes have a physiological reaction like feeling your
muscles tighten, your body tensing, your stomachtighten, etc ? If so, you
have made a judgement.

. Ifyou hearthe chent’s words and continue to look at him/her without any of
the above cues. you are probably suspending judgement Remember,
judgements may preventyou from really hearing whatthe client is saying. Soto
really hear him;her intially suspend judgement

N 3 Have goals for Listening
Elaborgtion by Trainer:

Know what you are listeningfor You will be more effective if you have goals
The frllowing five guidelines suggest a few goais

4 Listen 'or the chient’s description of his:her situation
Elaboration by Trainer:

The situcition described by the client may include many different aspects
Listen for all aspects of the chent's situation




5 Listen for the client's feeling.
Elaboration by Trainer:

Listen for the client’s expressions offeeling about his/her situation. Counselor
awareness of these feelings will provide significant cues for what the client
might or might not be willing to do to resolve his/her situation.

6. Listen for client’s description of his/her behavioral response to asituation.
Elaboration by Trainer:

Counselor knowledge of those responses is important for predicting client
behavior since the best predictor of future behavior is past behavior.

-

7. Listen for the client's major area of concem.

Elaboration by Trainer:

The client could have multiple concems. The client may be concemed
about a physical condition, or leaming dificulty, and/or a personal
adjustment problem. Listen for all such concems so that you will be better
prepared to respind to the client in the most helpful manner.

8. Listen for common themes.
Elaboration by Trainer:

Reoccuring themes may keey, coming up in client's communication that
will assist you in determining not only the client's major area of concem, but
also the major type of concem-intiq, inter, or extra personal.

9. Listen to the client’s tone of voice.

Elaboration by Trainer:

Tone of voice includes volume and rate of speech.Volume orintensity and
rapidity of client's speech are important areas to help you achieve your
objectives Speaking very softly and slowly or loudly and quickly gives you
additional information that can help you determine the client's energy level,
teeling state, etc.

10 Be aware of any inconsistencies in the client's communication

Elaboration by Trainer:

Look for inconsistencies, especiaily between verbal and non-verbal
communication Relate what you hear the client saying to what you see the
chent doing.

14 Communicate your attentiveness
Elaboration by Trainer:

Communicate your aftentiveness both verbally and non-verbally Non-
verbally use varied facial expressions, smiling, nodding head, hand gestures,
efc that say | hearwhat you are saying You communicate your attentiveness
verbally by responding 1o what the client has actuolly said and not by a
missing-the-point response
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Observing - Listening Exercise 1:

Demonstrate Ineffective Observing and Listening
Ask a trainee to come up front sO as fo be seen by everyone

Ask trainee to talk for thirty seconds about any topic (You might suggest a topic such as
the descnption of a dream, the trainee’s goais for this training, how they feel about and
what they think about therr jobs, etc )

Demonstrate ineffective obsen ing and listening by performing such behaviors as
a Turn away from trainee
b Busy yourself with something eise
¢ Intenupt trainee.
d Make a value judgement about something he/she has sad
e Assume a closed position (crossed legs and arms).
Cali time after approximately thity seconds.

Tell trainees they have observed sc..:¢ of the common mistakes made in observing and
listening.

Ask frainees to complete exercise 1 on page 96.
-or do-
Ask trainees fo turn to page 96 of therr workbook

Play tape, slide demonstration for Case of Melinda - A, page 59 intypescriptmanual Ask
trainees to respond te the questons on page 96 of their workbook

Possible Results of ineffective Observing and Listening

Ask trainees to discuss possible results of ineffective obsewning and listening Include
teedback from trainee in demonstration. Be sure the following points are made

1
2
3
4
5
6

~

You wili be unable to really see the client

You will not truty hear the client.

You will miss a lot of meaningful informaton

You will not be atle to understand the client fully
You wil' ~ommunicate lack oi interest and concemn

Youw >f be able to recall what client said since you did not hear all of what the client
sad

Obiectives of facilitative obsenving and listening will not be achieved.




Observing - Listening Exercise 2

Demonstrate Effective Observing and Listening
1 Ask a trainee to come up front so as to be seen by eveiycne

2 Assume proper position. (Be sure you apply. as appropriate, all the principles of
facilitative positioning)

a Put aside your workbook, papers, etc
b Assume a comfortable distance between you and your partner.
¢. Face your paitner squarely
d Lean or rotate your body toward your partner.
e Make sure you have an “open" postpre.
f. Maintain a relaxed position.
g Look at your partner.

3. Ask trainee to talk for thirty seconds about any topic. (You might suggest a topic such as
the description of a dream, the trainee’s goals for this training, how they feel about and
what they think about their jobs, etc.)

4. Observe and listen attentively, practicing the principles of facilitative listening.
5 Ask trainces to complete Exercise 2 on page 96 of their workbook.

-or do-
1 Ask trainees to turn to page 96 of their workbook.

2 Play tape/slide demonstration for Case of Melinda Bracken - B, page 65 in typesciript
manual of facilitative obsewing and listening and ask trainees to respond to the
questions under Exercise 2 on page 96 in their won‘(book.

L

Y
Possible Resulis of Facliiitative Observing and Listening

Ask traineesto discuss possible results of facilitative listening. Be sure the following points are
covered.

You will collsct additional information

You will be able to understand the client better.

You will be able to respond to the client in a more facilitative manner.
You will truly hear what the client is saying.

You will be able to recail what the client has saic

You will communicate a caring attitude which will facilitate client exploration of topic

O B N Db W N




Observing - Listening Exercise 3:

Practice Observing and Listening

1 Ask frainees to form pairs Each person of the pair will assume the role of counselor cnd
chent

2. Chent 1s to talk for approximately one minute Counseloristo practice allthe principles of
facilitative obsening and listening. When client finishes, counselor should summarize
what the client said and any significant non-verbal behavior observed.

3 Suggest the topics for discussion found on page 97 of ther workbook.
4 Star, call time after approximately one minute.

5 Ask members to discuss client’s reaction and counselors summanzation and reaction to
the guestions found on page 97 of their workbook

6 Rotate roles and reneat untl every member has assumed counselor and client roles

Additional or Altermate Training Exercises

Summary of Observing - Listening
1 Entertain questions, comments, and reachons

2 Sumrnarize major points

3 Close out discussion of obsening and hstening by saying “We have said to observe to
see and hsten to hear Whenwe have done both effectively during the intake inteview, the
result will be to significantly reduce the hidden dimension of information awareness ™




Puiting It Together
Summary of Section V

Suggested Points that Might Be Made

A set of Non-Verbal Interactior: Techniques have been introduced that serve to intiate ine
helping process and facilitate the exchange of information within the interview Page 98
of your workbook illustrates those techniques

tfiective and noneflective practice of the techniques have been contrasted and the
consequences of each discussed

An opportunity o apply those techniques in a role-play situation has been afforded.

You have had the opportunity to receive feedback from others as to your application of
the techniques.

And you have had the opportunity to evaluate yourself in the application of the
techniques.

You now know how to apply Non-Verbal Interaction Techniques It is up to you to do it
"back home” in your interviews

Remember you can exchange a great deal of information without every saying a word
You collect much information through the Obsering and Listening techniques
discussed previously You disseminate much information to the client by the way you
posttion, observe, and listen.

The outcomes of Non-Verbal Interaction Techniques are obvious. You canrespond tothe
client, non-verbally, in a helpful or non-helpful way. You can facilitate or retard the
information exchange process without saying anything.

Ycu retard the information exchange process by:
a Facing away from the client

Trunk lean and rotation of the body would not be toward the client.
Crossing the legs and or folding the ams assuming a closed position
Busying yourself with other things

®© o o O

Not maintaining a proper distance
f Being too tense or too relaxed Extremes
g Not establishing eye contact
h Not even looking toward the client
1 Not knowing what to look for in obseving the chient
) Missing chient’s non-verbal communication
k Not toking precautions against distractions
I Making judgements about what the client is saying before the chent finishes talking
m Interupiing the chent a iot
n Nct having goais or reasons for listening to the client

o Not communicating that you are histening by facial expression, smiling, hand
gestures, head nodding. elc
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10 The conseqguences of these behawviors, of course. are

No involvement /

Disinterest and non-concem communicated to thé chents

You do not reaily see or hear the client

You wili not ur:{derstcnd the client

You will not be prepared to respond verbally to the client

Your verbai response may be non-heipful *

informahon exchange wili be on q:_superﬁcml level

interaction will be either destructwé or fnendly discussion, most likely destructive

The client will see you as ineffective

11 But on the other hand, you faciitate the information exchange process by

Puthng aside what you are doing and gving the client your totai aftention

Fccmg\me chent squarely bt

teaning or rotrting your body toward the chent

Maintaining a relaxed manner

Looking toward the clent

Maintaining a comfortable distance from the client

Ma:ntaining an open pogture

Being aware of the client's non-verbal communication

inhially suspending judgement

Communicating attentiveness by smiling. nodding head. hand gestures efc
:

consecuences of these behaviors and a good indication that you have been

prachcing Faciitative Intzraction Techmiques are -

There will be involvement

Chent will feel free to talkk and exchange information

You wi! understand the client

You will e prepared to respond verbally at a faciitative ievel
interest and concem wall be\ communicated to the chent

The chent will think you are open and not closed to his thinking. feelings, and actions
and will therefore share more

Ine helping process will be set into motion
The client wiil see you as a significgnt other

information exchange will be more meaninc?:l and relevant




14 yvou have plannea the inteview and structured the Interview setting The client has amved
You have posihoned yourself, observed and listened to the client

15 The fo: owing sechon covers the Verbal Interachon Techniques Prior to discussing them
entertain questions and comments

Seif-Assessment

Ask trainees to tum to pages 99-100 of their workbook and complete the Self-Assessment
Guide
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Integrating the Components

utihze the Systematic Interview Programming Format and the Informaton Awareness Matrnx
to integrate the components and make the fransihion to the nexi component

A Systematic intemview Programming
(Drrect trainees to page 102 in the Participant’s Workbook)

1

(o]

3

The component just completed has heiped provide fu*her answers to queshion 4--
what 1s the most effective and efficient way to exchange information

You can exchange information more effectively and efficiently by assuming the best
pos. .on to exchange information, observe the client’s non-verbal communication,
and prachce active listening

How does this relate to the Information Awareness Matnx?

B Relevant InformGhon Awareness Matrix
(Page 102 of the Parhcipant’s Workbook)

A
¥

]

The overall objective of your interview 1s to expand the known dimension of
informaton awareness and reduce the blind, hidden, and unknown dimens:ons

Non-verbal inferaction techniques allow you to disseminate informaton to the
chent that 15 bind to him her at initial contact The kind of information you are
disseminating 1s very :mgortant to the information exchange process

That information s respect. pasitive reqard. concem. attentiveness, invoivement, etc

Etective prachce of the non-verbal intercction techniques communicates your
athitude informahon which 15 unknown at inthial contact

The hidden dimension of information awaieness-that information known by the
ciient but not by you-1s reduced further by effective obsening and iistening
techniques

The unknown dimension is reduced by the collechon of descnptive data. drawing
inferences rom it and then checking them out with the client This process can
provide additional information that was unknown to both you and the clieni atthe
peginning of the interview

Let s turn our attention now to addiional ways (o help you exchange informanon in
the most effective and efficient manner and expand the known dimension of
informahon awareness-Responding verbally to the chent

(S
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Section V2

Exchanging Information Via Verbal
Responding




Exchanging Information Via Verbal Responding
Page 405 of Participant's Workbook

introduction to Trainer

This sectian focuses on the exchange of information via verba; responding 115 divided into
two steps Step 1 focuses on moment to-moment responses used to collect and disseminate
information Responses covered include the conhnue response, the restncied-focus response,
the exploratory-focus response. the check response, the declarative response and the self-
erpressive response Step 2 focuses or response styles that predominate dunng the inihal
interview  Styles covered include the listener, the interrogator, the explorer. the reflector, the
informer. the self-expresser, and the facihtator The definition, rationale, and objectives are
presented tor eorh ofthe moment-to-momentresponsesand exercises are suggested tohelp
trairees discnminate among the vanous responses Each of the response styles 1s defined,
demonstiated. and discussed Guidelines for the faciitative use of responses and response
style are presented and the trainees receive an opportunity to practice a facilitative sryle The
ourposes of this sechon are

Ask frainees to tum to page 105 in thelr workbook

1 Tointroduce and define the momentto-moment responses most frequently used dunng
the invthal interview to collect and disseminate information

&
2 To present guidelines for the faciitative usé of moment-to-moment responses

(¥9)

To teach trainees how fo discaminate among the vanous responses used to exchange
information

Tc teach rrainees how to idenhfy response styles
To demonsirate and contrast the vanous response styles

o O

io present guidelines for a facilitative response style.

~¢

To allow tramees the opportunity 1o practice a facllitative response style

in presenting matenal from this sechion, utihize as desired the points made undereach ragjor
ca.egory You may use all the points suggested. add others, eliminate others, or adapt the
matenal +t any fashion to meet the needs of your particular audience

Definition of Verbal Interaction Technigues

1 verbal interaction techniques refer to .ne moment-to-moment verbol responses and the
-esponse style used by the intemewer to collect and disseminate information dunng the
inthatl intemview

2 Therefore Verbal interaction Technmiques will be presented in two steps Step 1. moment-
to-moment responses. and Step 2, response styles




Step | - Moment-to-Moment Responses

Defining Moment-to-Moment Responses

1 verbalresponses that allow ihe counselor to collect and disseminate information dunng
the inteview in an effective yet unobtrusive manner

2 Six Verbal interaction Techniques are covered They are
The Continue Response

The Restncted-Focus Response

The Exploratory-Focus Response

The Check Response

o o o U Q

The Declarative Response

—

The Sel-Expressive Response

Rationaie or importance of Moment-to-Moment Responses

Since information exchange is the majorfocus of the intake intemiew, you need to be obleto
guide the direction of the discussion in an effectve. yet unobtrusive manner. ach verbal
interachion technique plays a specific role in guiding the direction ofthe interview and keeping
it goal onenied How and when each interaction technique i1s used can determine the type of
interaction during the interview. Will it be destructive interaction, a sociabie conversation, or
helpful interaction? It should also be realized that we train others to verbally respond fo us by
the way we respond to them. Closed-ended questions encourage short answers Open-
ended questions encourage more exploration from the cliem. A lot of information giving
encourages the client to be quiet and listen, efc., etc. Therefore, it is important tc know the
purpose and effect of each verbal interachon technique and to be able to utilize them
effectively




The Continue Response
Page 106 of Participant’s Workbook

Definition

1 The coniinue response is both verbal and non-verbal cues that encourage continued
taiking by the client wvithout interruphios

2 These responses are simple “green lights” for the client to continue the interachon
3 Common examples inciude

A Verbal
Y1 “um-hum”
noyes’
in “nght"
v "yeah”

8 Non-Verbol
i Body posture
W Head nods
ii Smile
v Hand gestures

importance

Oftentimes it is important to allow the client to talk without any intenuption Continue
responses communicate that you are listening and encourages the person to keep talking.
Contnue responses are important in that they allow clients the freedom to say what they wish
with no restrictions placed on them by the interviewer

Uses

1 To indicate to the client that he,/she has your full attention
To communicate interest and involvement
Jo communicate aceceptance

To reinforce and mamiain client's discussion without interruptions

(5 N - S S

To aliow the client to determin 2 the direction of the interview by giving the greatest
amount of freedom to choose the topic of discussion

6 To indicate to the client that more information is wanted and that he siie should keep
takking

or ask

1 Why are continue responses importart? What are some commor: uses of continue
responses? What would you hope to achieve by making continue responses?

\.1 ()I\
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The Restricted-Focus Response
Page 106 of Participant’s Workbook

Definition
1 Closed-ended questions that seek specific bits of information from the client
2 Responses that require short answers thus imiting the client’'s expressions
3 Common examples include

a How old are you?

b What is your name”?

¢ Where do you lve?

d Have you been here before?

importance

Oftentimes in an inferview specific bits of information are needed from the client The
restncted-focus response 1s the most appropriate response for obtaining that type of
information Therefore the restricted focus response is effective for otaining certain facts
necessary fo complete agency forms Forexample, restricted-focus responses are sometimes
the most direct means of gathering needed factual information such as name. age, address,
etc

Uses
1 To ndicate to the chen: that a specific bit of information is needed

2 To gather sinctly factual information
3 To help chent focus attention on centrat issues
or ask

why are restncted-focus responses important? What are some common uses of restricted-
focus responses? What would you hope to achieve by making restricted-focus responses?

()




The Exploratory-Focus Response
Page 107 of Participant's Wekbook

Definition

1 Statements or open-ended questions that encourage the client to talk and expiore
tus her thoughts, feelings, and actions

2 Responses that encourage a narrative statement from the client as opposed to short
answers

3 Responses that allow the client more freedom of expression
4 Common examples include '

a Tell me more about

b What do you think about this plan?
c Teli me about your feelings right now
d Descnbe the situation to me

e How aid it hcppen?

~N O O»

importance

The pnmary goals of the intake interview are information exchange and rapport
development Exploratory-focus responses heip to focus the discussion around the concems
of the client rather than those of the counselor The result 1s rapport development and ¢
significant reduction in the size of the counselor's "Hidden dimension

Uses
1 To faciitate the chient's elaboration of a point
2 To encouiage iurther expioration of important topics
3 To provide them with both direction and freedom of expression
4 To encourage chent discussion of “important’ attitudes and feelings
5
6
J
or ask

why are exb)loratory-focus responses importtant? Wnat are scme common uses of
exploratory-focus responses? What would you hope to achieve by making exploratory-focus
responses?
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The Check Response
Page 107 of Participant's Workbook F4

Definition
1 Statements that serve toindicate to the client that you understand what he, sheis saying

2 Statements that indicate that you want to "check” with the client to see if you are "with
him/her”

3 Common descnptors for check responses inciude
*

a Reflections

b Parapbrasing
¢ Summanzation
d. Clanficahon

e Restatement

f Verification

4 Common examples include

a You mean
b You're sad because.

P ¢ | understand you saying
d Essentially then

5
6

imporiance

It 1s important that the chent know that you understand what he, she 1s sayiny. Check
responses say '| understand what you are saying.” It becomes necessaty at times duting the
interview 10 make sure that you are understanding the client. Check responses allow you to
determine whether or not such is the case Therefore, the effective use ofthe Check response
can greatly contnbute to rapport development as well as facilitate client self-expression The
result should be a greater amount of information shared with you by the client (and a
reduction in the Hidden Dimension).

Uses

1 To convey to the chent that you are with hum her and that you are irying to understand
what he/she is saying they experience

2 To crystalize what the client is saying by repeating what he she said in a more concise
manner

To tell the client that you hear him/her
To check the accuracy of your percepton of what the client is saying
To stmulate further discussion of the same topic

[o SN ¢ IR - S N )

To effectively communicate accurate emphathic understanding atthe interchangeable
level

or ask

Why are check responses important? What are some common uses of check responses”
What would you hope 1o achieve by making check responses? :

O {4y




The Declarative Response
Page 120 of Paricipant's Workbook

Definition
1 The declarative responses ure statements that present factual information

2 These responses serve to inform the client of general and specific information from an
extemal frame of reference such as agency guidelines, rules. and regulations

3 Declarative responses inform the client about objective and factual iniormation

4 Declarative responses are descnptive statements which are neutral in tone or matter-of-
fact

5 Declarative responses supply information or data not readily known ot available to the
clent.

6 Common descnptors for declaratve responses include

a Informing

b Explanaton

¢ information response

d instructions

e Statement-offact responses

7 Common examples include

a Our agency can do this
b His/her office is located

" ¢ You scored at the 95th percentile
d To be eligible you must

10

Iimportance

Dunng the intake intenview the counselor must provde the client with much objective and
factual information such as the iole and funchon of your agency, your role and function,
confidentiality. etc Thatinformation s previded via declarative responses Therefore, through
the effective use of the declarative response, the chent's 8ind Bimension should be reduced
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To introduce objective information into the interview

2 To gwe the client factual information needed to paricipate in the decision making
process )

To increase the client's understanding and knowledge

. To promote client independence

To provide factual, objective information

or ask

. Why are declarative responses important? What are some commaon uses of declarative
responses?

. What might happen if you never made a declarative response during the intake
interview? ’

)
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The Seif-Expressive Response
Paae 408 of Participant's Workbook

Definition

1 Selt-expressive responses are statements thatfunction to give the client informaton from
the counselor's frame of refertence

2 Self-expressive responses inject the counseior s own frame of reference as opposedtoan
extemal frame of reference

3 Any statement by the counselor that is from hus her frame of reference as opposed to an
extemal frame of reference

4 Common descnptors for self-expressive responses include

Support. approval. assurance
Self-disclosure

Personal ilustration
Confrontation

Suggestion

Personal analysis

Cpnion

Advice

tvaluative response
Moralizing

JOC - Q0 00

5 Ccmmon examples include

a | think you should
b I'm really concemed about you
¢ Oh. | think you will do okay
d You shouldn't do that
e You understand what needs to be done. now | think it's hme for you to act
6
7
8
importance

Sometimes dunng the interview you may be called uponto give information fromyour fran ¢
of reference in the form of support, sell-disclosure confrontation, etc The seif-expressive
responses, used approprnately. can facilitate the informaton exchange process

Uses
1 To express assurance and support
2 lo disclose something about self to client
or ask
1 Why are sell-expressive responses important?

2 what are some common uses of self-expressive responses’?

L v
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Discrimination Exercise

Tape

1 Ask trainees 1o turn to page 86 of therr typescnpt manual This 1s @ typescnpt of the
counseior chient interachon on the tape it is part of an intake interview

2 Again form nads

3 Telltrainees you will pencdically stop the recorder and will ask them 1o classify responses
Again therr group shoula attempt 1o amve at a consensus

4 Star tape

5 Stop penodically and ask nads 1o discuss and classify and repcr '~ tolal group then
classification of the response

6 Discuss as needed

Role-Play

1 The purpose of this exercise is to Increase the trainee'’s skili of discnminaling between

vanous verbal responses and to provide data for an exercise on inferacton style 10 be
presented later

2 Gwve the following directions

a fFormm Inads Each person will have the opporunity 1o be interviewer, client and
observer

b As an interviewer your task 1s to gather as much information as you can about th2

client’s 1) hometown (where he she now lives) 2) his her neighbomood (address,
elc) and 3) - resent work

Cc As chentyou 1ask s just 1o resmond 10 the interviewer

d As observer y .ur task is to use the interaction techniques classification sheet on
page 109 of interviewer's workbook and classity each response made by the
mlerviewer into one of the seven categories Important pointforobserver- Be surelo
use the interaction techniques classification sheet thai belongs to the interviewer
since *his will provide data 1o be used In a later exeicise

3 Allow approximately 3 minutes per interview

4 Call ime and rotate roles untit everyone has been inteviewer, client. and observer

<z
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X Guidelines for the Facilitative Use
R of Moment-to-Moment Responses

Page 110 of Participant's Workboock
1 Use exploratory-focus and check responses to open the intake inteview

Elaboration by Trainer:

This focuses the intewview on the concemns of the chent Examples would
include 3

“Let's begin by you teling me what bnngs you here

You look a little anxious today

2 Use exploratory-focus responses to gather information from the client's perspective
Elaboration by Trainer:

This enables you to aveid imposing your own diagnostic biases into the
informaton gathenng process and minimizes categorical and labeling
biases Examples would include-

"What are you thinking right now?”

“Tell me more about.

’ “Can you telt me what you liked and dishked about your iast job?”

3 Utilize exploratory-focus and check responses to break unproductive pauses dunng the
interview

Elaboration by Trainer:

This encourages the client to talk with nany atemctives for self-expression
Examples vouid include

“Tell me what *rou are thinking nght now.”

“You seem to have a loss for words nght now ™

4 Use exploratory-focus, check.and continue responses freguently to build. strengthen,
and maintain rapport with chient ’

Elaboration by Trainer:

This communicates attentiveness, concem, involvemeni. and keeps the
interview focused on the client's concems Examples would include

“Tell me what you are experiencing right now
“It seems that you think you are
“Um-hum "

Use exploratory-focus, check, and continue responses when you want to gather
additional information about a topic being discussed

Elaboration by Trainer:

This will facilitaie the client's elaboration of a point by encouraging narrative
type of responding Examples wouid include
“Tell me more about
“Essentially then, you think |
“Yeah "
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6. Use explcratory-focus, check, and contini'e responses to facilitate client self-exploraton

Elaboration by Trainer:

This allows client free expression to encourage him/her to focus on his, her
own concems. Examples would include:

“Tell me a little about yourself”

“You are angry because you. . .”

“Um-hum.”

7 Use restricted-focus responses to gather specific bits of information
Eiaboration by Trainer:

This is the most direct means of gatherng strictly factual information
Examples would include.

“How old are you?”

“Are you a veteran?”

8 Use restricted-focus responses to namrow the area of conversation
Elaboration by Trainer:

Restricted-focus responses may be used when there is a need to namrmow the
area of conversation or to focus the ciient's aftention on a central issue.
Examples would include

“How old are you?”

9 Use continue responses freely to encourage client to keep talking without intemupting
his‘her momentum.

Elaboration by Trainer:

Communicate your aitentiveness, interest, concem, and involvement
Examples would include-
“Um-huh”

10 Uhlize check responses to communicate your under..anding of what the client is saying
tlaboration by Trainer:

This lets him/herknow he. shes understood and encourage continued
exploration of the topic
Examples would include

“You're really tense ”

14 Use declarative responses to present factual information needed by client
Elaboration by Trainer:

This gves the client information that 1s needed to promote his/her
involvement and participation in the decision making process and promotes
his. ’her independence
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12 Make your declarative responses as descriptive in character and neutral in ione as
possible.

Elaboration by Trainer:

Declarative responses are not judgmental in nature. They are strictly for
transmifting factual and objective information. Therefore, a matter-of-fact
aftitude and tone of voice will comimunicate the information as such.

13. Make your declarafive responses in a language ihe client can understand.
Elaboration by Trainer:

Jargon and confusing terminalogy si.ould be avoided if the clieni is o be
aple to utilize information given.

14 When you think the client can benefit from information from your own frame of reference,
use self-expressive responses

Elaboration by Trainer:

Selfexpressive responses In the form of support, self-disclosure, etc. are
sometimes helpful during the iritial inteview When you think the client can
benefit from such, utilize them.

15 Avoid self-expressive responses in the form of inappropriate advice.
Elaboration by Trainer:

Client independence is a goal of information dissemination. When advice Is
given in the form oftellingsomeone howto behave, whatto do, what notto o,
efc. it promotes client dependence and communicates less respect and
regard for the client's ability to make decisions. Presenting clients with
altematives and leftinghim/her make the choice ofhowto behave, whatto do,
what not to do, etc. promotes independence and communicates high
respect.

16 Avoid self-expressive responses that communicate low levels of respect and negatve
regard to the client.

Elaboration by Trainer: t

Preaching, placating, blaming, cajoling, exhorting, demanding,
inteliectualizing, etc are examples of self-expressive responses that con be
hamful during the iritial contact with o client Substitute responses that will
enhance rapport and .acllitate the information exchange process.

Summary of Moment-to-Moment Responses

Direct trainees to pages 111-442 in their workbook for a review of the specific moment-to-
mornent responses

ﬂ/;
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Step li - Response Styles
Page 113 of Participant's Workbook

Definition of Response Slyles

Response style refers to the distibution of counselor response across the six verbal
interaction techniques. it is the verbal style used by the counselor to collect and disseminate
infomation. For example ther are different ways to get and give the same information.
Information can be gathered by basically:-

a Remaining quiet and encouraging the client to continue talking by nodding the heod,
hand gesturing, and saying phrases such as “um-hum,” “right,” etc. (the listener).

b. Reflectir g back to the client what you have heard, thus encouraging the ciient to
continu2 giving information on that topic (the reflector).

c. The most direct way is to ask for the information. This can be done through closed-ended
questions (the interrcgator; or open-endad questions and statements (the explorer).

There are different lypes of information that can be given the client: basic, objective, factuai
information from an extemat frame of reference (the informer) or subjectve information from
an intemal frame of reference (the self-expresser).

A balanced slyle tends 1o bo the most effective.

Rationale or Importance of Response Slyles

The counsetlor's response style will determine the type ofinteraciion duringthe interview. Your
overall response style will determine whether the interaction is destructive interaction, fiendly
discussion, or helpful inferaction. When the counselor uses an effective response style, he/she
is more likely to facilitate comprehensive and relevant information exchange. The result is that
the client’s Blind Dimension and the counselor's Hidden Dimension are oplimally reducedvia
the intake inteview.

Objectives of Response Style Training
4. To leam a facilitative verbal interaction style for the intake interview.

2. To leam how to guide the direction of the intake interview keeping it goal directed so that
objectives can be achieved in the most facilitative and efficient manner.

3. To leam to recognize the following Ineffective verbai response styles

i The Listener
ii The Interrogator
iii. The Explorer
iv. The Reflector
v. The Informer
vi. The Self-Expresser




Response Style - Exercise 1

Prior to defining, demonstrating, and discussing the various response styles, let's
examine the information collection response style that you used to collect informaton
about a person’s hometown, neighborhood, and present job.

Turn to page 114 of your workbook and determine your profile by using the data from
page 109 of your workbook.

3. Total each column to determine how many of each response you made.
4 Then determine your total number of responses by adding across the columns.
5 Determine the percentage for each response. This is done by dividing each response

total by your total number of responses. Fcr example, if you had 5 continue responses
and 40 responses total, divide 5 by 40 and you would get 12 2 which represents the
percentage of continue responses

Do this for all 6 responses.

7. Complete the histogram on page 114 of your workbook.

- The profile indicates your style. Now let's look at how this same information that you

collected can be collected in different ways depending on a person’s response style.

Compare your style with the ones we will now discuss. The following styles indicate "too
much of a good thing.”

1y:
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The Listener
Page 115 of Participant's Workboaok

Definition

1. The listeners style is characterized by gathering information from the chent by
predominately utilizing continue responses

2. Following an intfroduction of a topic, the counselor utilizes mainty non-verbal cues such
as head nods, hand gestures, etc., and verbal cues such as “uh-hvm,” “right,” “yeah,”
etc. to communicateto the client that he/sheis listeningand interested in the topic being
discussed.

Demonsiration of the Listener

1. Play tape/slide demonstration
(Page 79 in Typescript Manual)

or
1. Ask trainee to come forward and role-play client.
2. Demonstrate listener style. Examples of suggesied responses are as follows:
a. Counselor: Tell me a liftle about your hometown.
Ciient Response

b Counseior. Uh-hum. (head nod)
‘Ciient Response

c. Counsetor: And. ..
Client Response

d. Counselor: Uh-hum, (head nod), more please.
Client Response
When you have gotten all the information possible through “uh-hum,” head nods,
hand gestures, etc. go to another topic and continue in same manner.

e. Counselor: Tell me about your job.
Ctent Response

f. Counselor: Uh-hum, (head nod), (hand gestures).
Client Respnnse

g Counselor: And. . .
Ciient Response

h. Counselor: etc., etc.

1y




Description of Listener

1 Ask trainees to describe the person who predominately uses this type ofresponse style to
collect information during an interview.

2. Be sure the following points are made:

. Non-directive

Very pemissive

. Might be indecisive and without self-direction
Would have dificuity achieving objectives

o0 0CQ
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Effect of this Approach on Client
1 Ask trainees io discuss the effect this type of approach might have on clients
2 Be sure the following points are muJde

a. They might view the counselor as incompetent.

b. They may think the interview has no objective.

¢ They might think they were wasting their time.

d They would be unable to use the counselor as a resource.

o
<z
(O
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The Interrogator
Page 115 of Participant's Workbook

Definition

1 The inferogator's style is characterized by gathering information from the client by
predominaiely utihzing restricted-focus responses.

2 The counselor gathers specific bits of information from the client by asking direct or
closed-ended questions rather than open-ended questions and statements.

3. Closed-ended questions that most often begin with “do,” "are,” etc. and can be
answered by the client with only a {few words characterize this response style.

Demonstration of the interrogator

4. Play tape/slide demonstration
(Page 83 in Typescript Manual)

or
1 Ask trainee to come forward and role-play client
2. Demonstrate interrogator style. Examples of suggested responses are as follows.

. What town do you live in?
Is it a big town?
. What is the population?
. Where were you bom?
. How long have you lived there?
. Is it a nice place to live in?
. Is that close to 7
. What street do you live on?
. How long have you lived there?
. Is that on the east side or west side of town?
. Where do you work?
. Do you like your job?
Have you worked there long?
. What is the address of your work?
. Is that far from your house?

JQ 00000
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Description of the interrogater

1 Ask trainees to describe the person who predominately uses this type ofresponse styleto
collect information during an interview.

2. Be sure the following points are made

“Detail man”
Someone after "only the tacts”
. Very directive

oo0O0Q




Etfect of this Approach on Client

1 Ask
a

b

O

Q

trainees to discuss the effect this type approach might have on a clieat.

Client would soon leam that he,'she was there only to provide the counselor with
specific bits of information

. Would not go into any depth with information
. Might get the idea that he/she was on the “firing line.”
A lot of pertinent and relevant information would not be shared.
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The Explorer
Page 116 of Participant’s Workbook

Definition

1. The explorer's style is characterized by gathering information from the client by
predominately utilizing exploratory-focus responses.

2. The counselor gathers information by moinly utilizing open-ended questions or
statements that require the client to use namative responses.

3 Statements such as “Tell me more about. . ..” and open-ended questions that typically
begin with “what,” “how,” “why,” “could,” and “would" which allow the client more room
for exploration and expansion on a topic are the predominate response model/style

Demonstration of thie Explorer

1. Play tape/slide demonstration
(Page 85 in Typescript Manual)

or

1. Ask trainee to come forward and role-play client.

2. Demonstrate explorer style. Examples of suggested responses are as follows:
a. Tell me about your hometown or describe your hometown to me.

. What do you think about your hometown?

. Tell me about where you live there.

. What do you think about where you live now?

o o o U

. Tell me about your job.
f. What do you think atout your job?
g Desciribe your feelings.

Description of the Explorer

1. Ask trainees to describe the person who predominately uses this type of response style to
collect information during an interview.

2. Be sure the foliowing points are made:
a Continues on and on with the topic under discussion.
b. Can't give up on a topic.

¢ Cannot move the chient through allthe topics necessary to obtain a good picture of
the chent.

d. Would fail to provide the client with necessary informaticn
Effect of this Approach on Client
1 Ask trainees to discuss the effect of this type of approach might have on a client
2. Be sure the following points are made-
a. Feels like he/she is being intenogated
b Feels liek he/she can't satisfy the counselor’s thirst for knowledge about him/her
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The Reflector
Page 116 of Participant’s Workbook

Definition

41 The reflector's style 1s characterized by gatharng information from the client by
predominately utilizing check responses.

2 The cou selor gathers information by mainly reflecting back to the client what he, she
hears thus encouraging the client to talk furner about the specific topic
Demonstration of Refieclor

1. Play tape/slide demonstration
(Page 87 in Typescript Manual)

or N
1 Ask trainee to come forward and role-play client.
2 Demorstrate reflector style Examples of suggested responses are as follows
a. Tell me about your hometown

B et

So you live in %

>N
.y .

You appear to be sctisfied/dissatisfied with living there

. So you like/dislike it.

o ¢ 0o O

Continue to reflect content of what client 1s saying and any feeling you may note.
When you can go no further switch to job topic.

¢ f Tell me obout your job
g Soyouworkfor/at __ _______ . .
h Whct do you think about you job?
i S0 you like/dislike it.

j Continue as above

Description of the Reflector

} 1 Ask froinees to describe the person who predominately uses this type of response style o
collect information during an interview

| 2 Be sure the following points are made
|

a
D
c
d
e

f
g

Non-directive

Might be described as a paroter

Might te inefficient

Might fail to collect sufficient information from the chent
Would fail to provide the client with necessary i=formation




Effect of this Approazh on Cllent
1. Ask tra.nees 10 discuss the effect this type of approach might have on a client
2 Be sure the following points are made

a Might view the counselor as having no objectives
b. Might view the counselor as incompetent

¢ Might hesitate to trust and fully utilize counselor
d.

e

f

g

. 1




The Informer .
Page 147 of ?aniclpam's Workbook

<

Definttion

1 The informer profile results from focusing pnmanly upon disseminating informatlon of
factual nature to the client.

2 The predominate style of interaction is characterized by declatalive responses 4

Demonstration of the informer

4 Play tape/slide demonstration
(Page 89 in Typescnpt Manual)

or

1 Ask trainee to come forward and role-play client.

2 Demonstrate informer sryle.l Examples of suggested responses are as follows.
a. Describe in detqil the role and function of your agency.

b Describe in detail your role and function withir the agency. ‘

Description of the Informer

1 Ask frainees to describe the person who predominately interacted during the interview
with this type of response style

2 _Be sure the following .points are made <
a Controller
b. Acts quickly

Cc Lovestotellthe cllem everything he knows about the rehcb agency, possiblyto the
point of descnbing the agency buciget.

d Mighttell the clientabout every training program in the community regcrdless ofthe
obvious inappropriateness of some.

|
f

Effect of this Approach on Client

1 Ask trainees to discuss the effect this type of approach might have on a client

o

2 Be sure the following points are made:
a Client would leam he is to listen, not “alk
b Probably would not feel a part of the process

¢ Chent would feel uninvolved in the decision making process
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The Self-Expresser
Page 147 of Participant's Workbook

Definition

1. The self-expresser profile results from focusing primarily on the communicotion of one’s
own values, opinions, efc.

VAR 2 Information is given only after it has been filtered through your own frame of reference
3 The predominate style of interaction is characterized by self-expressive responses

Demonshration of the Seli-Expresser

4 Play tape/slide demonstration
(Page 94 in typescript manual)

or

2z 1. Den.onstrate self-expresser style. Examples of suggested responses are as follows
a. What do you think about your hometown? -

| think you should move/stay whefe you live now.
Once you have moved/decided fo stay everything will be okay.
Everyone who lives in a town like that likes/dislikes it.

o Q O T

i wouldn't move to cr}other place just like it. | think you would be better offin a town
twice that size. There’s more things to do. Kids are happier, etc . «C.

f What do-you think about your job?

g | think you should tell your supervisor that. He should know exactlyhowyoufeeland
what you think

h. You're a bet,.c: person for it.

i Usually people in jobs like that “bum out” in a few years. So be aware of that You
might want to think about changing jobs before that happens.

J. | feelthe same way you do Everybody does. Ifthey say they don'tthen they're being
dishonest.

Description of the Self-Expresser

1 Ask trainees to describe the person who predeminately interacted during the interview
with this type of response style.

2 Be sure the following points are made.
a Depending on the type of Self-Expressive responses made, he.'she could be
2 labeled:

t the adviser -
i the self-discloser
i the supporner
v the confronter T~
v the moralst ’

b Person with ali the answers

C




Effect of This Approach on Client
1. Ask trainees to discuss the effect of ihis type of approach on chent
2. Be sure the following points are made

a. They would become very dependent

b Leam to listen a lot

c Might feel they were being patronized

d Would tail to gain seif-confidence from his/her interaction with counselor.
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Research Data on Rehabilitation Counselor Response Style
During the intake Interview

Direct trainees to data on page 148 of their workbook

1 The profiles on pages 118-120 of Padicipant's Workbook represent th interaction profile for
rehabilitation counselors dunng inital interviews

2 Duscuss the profiles The following questions and comments may be used to stimulate
discussion

a What do rehabilitahon counselors se¢ asiheir pnmary role dunng the initial interview
as far as information exchange is concerned? (The collechon of informaton.
Majority of responses were information Collection responses)

2
b What s the most dominant mode/style of collecting information? (Restncted-Focus
The majorty of Information Collection responses are Restricted-Focus responses)




Guidelines for a Facilitative Response Style
Page 121 of Participant’'s Workbook

Assume a position to exchange information in the most effective manner.
Eiaborafion by Trainer:

Facilitative positioning action places you in the best positionto observe and
listen thus enhancing the information collection process. It also
communicates the kind of information to the client that will reinforce the
person’s offering informaton and will help them utiize information
disseminated by you

Observe the ciient
" Elaboration by Trainer:

Facilirative observation actions will enable you to take advantage of a very
rich source of data about the client - non-verbal communication

Listen to your client.
Elaboration by Trainer:

Listening enables you to gain additional information about the client that is
unavailable through observing only.

Open the interview with responses that will focus first on the concems of the chent.
Elaboration by Trainer:

Exploratory-focus and/or check responses are useful responses to focus first
on the client concems. Thendeclarative responses may be neededtogiv .-e
client factual information or self-expressive responses for support.

Continue to facilitate the information exchange process by focusing on the client's
concems

Elaboration by Trainer:

The previous guideline was concemed only with the openinginternview. This
guideline emphasizes the importance of continuing to focus on the client's
concems Remember. the helping intenview 1s to primarily help the client
Exploratory-focus, check, and continue responses are useful to keep the focus
on the client

Allow the client as many aiternatives for self-expression as possible
Elaboration by Trainer:

Continue, exploratory-focus, and check responses allow the greatest
amount of freedom Use these responses whenever you want the clientto have
as much room for self-expression as possible and avoid the restncted-focus
response

Facilitate the client's elaboration of topics
Elaboration by Trainer: ‘

Exploratoly-focus, check, and continue responses encouroge narative
responding instead of short, guick answers

115

113




8. Use responses that tend to widen the client's perceptual field.
Elaberation by Trainer:

Exploratory-focus responses tend to solicit the client's views, opinions,
thoughts, feelings, etc. thus widening his/her.perceptual field. Restricted-focus
responses tend to curail the client's perceptual field.

9 “Train” your clients to freely express themselves.
Elaboration by Trainer:

We can “train” others how to respond by the way we respond to them. Ifyou
want short, guick answers with very little elaboration, utilize the restricted-focus
response. However, if you wantyour clients to express themselves openly avoid
the restrictedfocus response and freely use exploratoryfocus response
followed by check and continue responses.

10. Establish this “training” process early.
Elaboration by Trainer:

If you begin the interview by asking a lot of closed-ended questions, you may
be setting a pattem of responding that is not helpful. Therefore, early in the
interviaw utilize freely the exploratory-focus, check, and continue responses so
that a helpful pattem will be established.

14. Build, strengthen, and maintain a positive relationship.
Elaboration by Trainer:

The facilitative non-verbal interaction techniques of structuring, positioning,
observing, and listening along with the verbal responses of continue, check,
and exploratory-focus, tend to facilitate rapport. Whereas, negative non-verbal
interaction techniques and an excessive use of closed-ended questions tend
to retard rapport building.

12. Communicate your aftentiveness, concem, and involvement
Elaboration by Trainer:

Facilitative non-wverbal interaction techniques along with continue
responses will help you communicate your attentiveness, concern, and
involvement. This can facilitate the information exchange process.

13 Avoid the use of questions as your only tool for gathering information.
Elaboration by Trainer:

Check responses and exploratory-focus responsesin the form of statements
such as "“Tellme more about...” or “Describe the situation to me” can help ygu
avoid an excessive amount of questions.

14 Let the client know you are hearing him/her comectly.

Elaboration by Trainer:

Check responses in the form of reflections enable you to let the client know
that you are hearing him/her accurately.
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15.

16.

17

18.

19.

Communicate your empathic understanding of the ciient frequently.

Elaboration by Trainer:

Organizing the information you have collected in a systematic fashion and
feeding back your understanding of the client's behavior via check responses
in the form of empathic statements communicates your understanding and
facilitates the information exchange process.

Do not hesitate to clear up your thinking of what the client's communicatiors may mean
Elaboration by Trainer:

Verbalize what you think the client is communicating via the check
response This gives the client a chance to see how well he/she is being
understood and provides an opponunity for him/her to clarfy any
misunderstanding. Check responses allow you to check your hypotheses.

Break unproductive pauses duringthe interview with responses that keep the focus onthe
client.

Elaboration by Trainer:

txploratory-focus and check responses keep the focus on the client and
encourages self-expression.

A

when factual information is needed by the client, utilize declarative responses
appropriately.

Elaboration by Trainer:

Make your declarative responses as descriptive in characterand neutralin
tone as possible. Utilize a language the client understands. Avoid jargon or
words the client does not understand. Pay atention to timing and the amount
of information given in one shot.

when information from your frame of reference seems appropriate use self-expressive
responses wisely.

Elaboration by Trainer:

Use when needed support, self-disclosure, assurance, etc. Avoid blaming,
exhoiting, demanding, advice, efc. Self-expressive responses are likeiy to be
more helpful when they promote client independence and communicate
positive regard than when they promote client dependence and
communicate negative regard.

Summary of Guidelines

Following discussion of Guidelines direct trainee attention to chart on pages 122-124 of their
workbock for Review.
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Facilitative Response Style

Demonsivate Facilitative Response Style

To demonstrate a facilitative response style, utilize the tape,/ slide demonstration (Page 97 in
typesciipt manual) As the tape is being played have one-third of the trainees rate the
counselor's interaction style, have one-third of the trainees rate the counselor's information
collection effectiveness, and have one-third of the trainees rate the counselor's information
dissemination effectiveness using the rating forms on pages 125-127 in the Participant's
Workbook. After the tape has finished, lead a group discussion on the effectiveness of the
counselors interview behaviors based on the Guideline for g Facilitative Response Style.

Resulls of Facilitative Response Mode/Style

Ask trainees to discuss possible results of the above response style. Be sure the following
points are made.

1.
. Indepth exploration of topics.

@@ N OO W N

11.
12

Client will feel free to express his/her experience.

. Client will not feel restricted or limited in his/her experience.
. Positive relationship established.

. Client will be involved in process.

. Client concems will be discussed.

. The communication process will be open.

. Client will be involved in process

Practice Facilitative Response Style

Ask trainees to turn to page 128 of Patticipant’s Workbook and complete exercise of their
interaction profile during the initialinterview and the self-rating guide on pages 129-130 of
workbook.

. Following completion of exercises, ask trainees to form groups of three.

. Each member of the group will have the opportunify to assume role of Counselor, Client,

and Observer.

. Counselor is to conduct an inifial interview utilizing the intake inteiview guide on pages

131-135 of workbook.

. Client is to respond to Counselor.

L1z




. Observer is to use page 136 of Counselor's workbook to classify each response made by

Counselor.

7. Start - call time after approximately 30-45 minutes.

10.
11.

Following the interview, the Counselor is o utilize the self-rating guides on pages 137-142
o&&workbook to rate his/her peformance.

. Client, Observer, and Counselor complete profile on page 143 of Counselors

Participant's Workbook.

Discuss profile, self-rating, and Client and Observer give Counselors feedback.
Rotcte roles untii everyone has been Counselor, Client, and Observer.

Additional or Aternate Training Exercises
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integration of Components

Utilize the Systematic Interview Prograrnming Format and Releva.t infunmation Awareness
Matrix to summarize total training up to this point.

A. Systematic Intenview Programming format

4. We have now provided additional answers to question 4 - What is the most efiective
and efficient way to exchange information. See page 144 of workbook.

2. frequent use ofthe open-ended responses, continue, exploratoty-iccus, and check
responses facilitate the collection of relevant information.while : .eveloping and
maintaining a positive relationship with the client.

3. The use of declarative and self-expressive responses allows you to give different
types of information.

4. How does this effect the Relevant Information Awareness Matrix?
B. Relevant Information Awareness Matrix

1 The diagram on page 145 of workbook reveals how the information awareness
matrix might look after applying the guidelines thot have been discussed.

2. Most of the relevant information that was originally unknown bv the counselor orthe
client but was known by the other is now known. What remains is furtherreduction of
the unknown dimension-that area where information is known by neither the
counselor nor client. Extemal sources of information as well as continued interaction
between the counselor and client will reduce this dimension futther.

3. The Resutt. All information that is relevant to the achievement of your objectives is
now known. Hence the chances of accomplishing your goals and objeciives isvery
good
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Program Summary

Utilize chart on pages 146-148 of Participant’'s Workbook to summarize all the skills covered
during the training program. Use as you desire
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Trainer's Outline

I. Infroduction To Intake Interview Skills for Rehabilltation Counselors
ik
A General Introduction

1 Types of Inteviews
2. Examples

B. Objectives of Intake Interview Skills Training
C Rahonale or importance of Systematic Intenviewing Skills
D. Oveniew of Troini@g Components
li. Systematic Interviewing Programming
A. Definition of Systematic Internview Programming
B Rationale for Systematic Interview Programming
C Objectives of Systematic Interview Programming
lll. Systematic Interview Programming - Step | - Aftracting the Interviewee
A. Definition of Attracting
8 Rationale for Attracting
C. Objectves of Attracting
D Guidelines for Effective Attracting
E Demonstration of ineffective Attracting
1. Exercise 1
F. Demonstration of Effective Attracting
1. Exercise 2
G Practice Attracting

4 Exercise 3
2. Exercise 4

H Summary of Attracting

I Seif-Assessment
IV. Systematic Interview Programming - Step Il - Planning the Interview
A. Definition of Planning

1. General Definition ,
2. Types of Objectives

B Rationale for Planning

C. Guidelines for Effective Planning

D Demonstration of Ineffective Planning
1. Exer::ise 1
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E Demonstration of Effective Planning
1 Exercise 2
F Practice Planning

4. Exercise 3
2. Exercise 4
3. Exercise 5

G Summaly of Planning
H. Self-Assessment

A. Definition of Structuring

B. Rationale for Structuring

C. Guidelines for Effective Structuring

D Demonstration of Ineffective Structuring
1. Exercise 4

E. Demonstration of Effective Strictuiing
1. Exercise 2

F. Demonstiation of !neffective Structuring
1. Exercise 3

G Demonstration of Effective Struzturing
1 Exercise 4

H Practice Structuring

4. Exercise 5
| Selt-Assessment

J Summary of Systematic Interview Programming
V1. Informaticn Exchange During the Interview Process

A. Definition of Information Exchange
B Rationale for Information Exchange
C Objectives of Information Exchange

V. Systematic interview Programming - Step Il - Structuring the Interview Setling
|

Vii. information Exchange - Step | - Imormation Dissemination

A. Definition of Information Dissemination
B Rationale for Information Dissamination

1 General Rationale
2 Dr Fairface Exercise




. Objectives of Information Disseminaticn Training

. Guidelines for Effective Information Dissemination

m O 0

. Demonstration of Ineffective Information Dissemination
1. Exercise 4 , '
F. Demonstration of Effective Information: Dissemination
1. Exercise 2
G. Prccticg Information Dissemination

1. Expanding Game Plan
2. Role-Play

H. Summary of Information Dissemination
I Self-Assessment

VIil. integrating the Componenis
A. Systematic Interview Programming Format
B. Information Awareness Matrix

IX. Information Exchange - Step !l - Information Collection
A. Definition of Information Collection
B Rahonale for Information Collection
C. Guidelines for Effective Information Collecﬁdn
D. Demonstration of Ineffective Information Collection

1 Exercise 1 R

1

€. Demonstiation of Effective lnfo}mction Collection
4. Exercise 2
F Practice Information Collection

1 Expanding Game Plan
2 Role-Play

G Summary of Information Collection
H Self-Assessment

X. integrating the Components
N A Systematic Interview Programming Format
8 Information Awareness Matrix
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Xi. Exchanging information via Non-Verbal interaction Techniques

A. Definition of Non-Verbal Interaction Techniques

B Rationale for Non-Verbal Interaction Techniques

C Obijectives of Non-Verbal Interaction Techniques Traning

Xi1. Non-Verbai Interaction Yechniques - Step | - Positioning
A. Definttion of P<sitioning
B Rationale for quitioning
Objectives of Positioning Training
Guidelines for Effective Positioning
. Demonstration of Ineffective Positioning
Results of Ineffective Positioning
Demonstration of Effective Positioning
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Results of Effe_cﬁve Positioning
I Practice Positioning

1 Discrimination Exercise
2 Role-Play

J Summaty

Xlil. Non-Verbal interacticn Techniques - Step i & 1il - Observing and listening
A Definition of Observing

8 Rationale for Ooserning ‘
C Objectives of Obsewving Training k
D Guidelines for Effective Observing

€ Definition of Listening

-~

Rationale for Listening
Obijectives of Listening Training

r ®

. Guidelines for tffective Listening

Demonstration of Ineffective Observing and Listening
1 Exercise 1
J Demonstration of tiiective Gosemng and Lister g
1 Exercise 2
K Practice Llistening
L Summary




Xiv. Summary of Non-Verba! interaction Technlques
A. Points to Make
B. Self-Assessment

XV. Integrating the Components
A. Systematic Inferview Programming Format .

B. Information Awareness Matrix
!

XVi. Exchanging Information via Verbal Responding
A. Definition of Verbal Interaction Techniques

XVil. Verbal Interaction Techniquas - Siep | - Moment-to-Moment Responses
A. Definition of Moment-to-Moment Respenses
B. Rationale for Moment-to-Moment Respcnses
C The Continue Response

1. Definition of the Continue Response
2. Rationadle for the Continue Response
3. Uses of the Continue Response

' D The Restricted-Focus Response

1. Definition of the Restricted-Focus Response
2 Rationale for the Restricted-Focus Response
3. Uses of the Restricted-Focus Response

E The txploratory-Focus Response

1. Definition of the Exploratory-Focus Response
2. Rationale for the Exploratory-Focus Response
3 Uses of the Exploratory-Focus Response

F The Check Response

4 Definition of the Check Response
2 Rdtionale for the Check Response
3 Uses of the Check Response

G. The Declarative Response

1 Definition of the Declarative Response
2. Rationdle for the Declarative Response
3 Uses of the Declarative Response

H The Self-Expressive Response

1 Definition of the Self-Expressive Response
2 Rationale for the Self-Expressive Response
3 Uses of the Self-Expressive Response

O )~ 429

ERIC =




I. Discrimination Exercises

1. Tape
2. Role-Play

J. Guidelines for the Effective Use of Moment-to-Moment Response

K. Summaty

XVIii. Verbal Interaction Techniques - Step I - Response Styies
A. Definition of Response Styles
B. Rationale for Response Styles
C. Objectives of Response Styles .
D. Interaction Style « Exercise 4
E. The Listener

4. Definition of the Listener

2. Demonstration of the Listener

3. Discussion of the Listener

4. Effect of the Listeners approach on the Inteniewee and lmeMew process

f. The Interogator

1. Definition of the Intemogator

2. Demonstration of the Interogator -

3. Discussion of the Interogator

4. Effect of the Intemogator's approach on the interviewee and the
interview procass

G The Explorer

4 Definition of the Explorer

2. Demonstration of the Explorer

3. Discussion of the Expiorer

4. Effect of the Explorer’s approach on the Intenviewee and the
Interview Process

H. The Reflector

4. Definition of the Reflector

2. Demonstration of the Reflector

3. Discussion of the Reflector

4. tffect of the Reflectors approach on the Inteviewee and the
—. Interview Process

I. The Informer

4 Definition of the Informer

2. Demonstration of the Informer

3. Discussion of the Informer

4. Eflect of the Informer's approacn on the interviewee and the
Interview Process
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J. The Self-txpresser

1. Definition of the Self-Expresser

2. Demonstration of the Self-Expresser

3. Discussion of the Self-Expresser

4. tffect of the Seif-Expresser's approach on the Inteviewee and the
Interview Process

. Guidelines for a Facilitative Response Style
Summaty of Interaction Styles

. Demonstration of a Facilitative Style

. Results of a Facilitative Style

. Practice

XIX. Integrating the Components
A. Systematic Interview Programming Format
B. Information Awareness Matrix
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