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Chapter 1: What Goes Into hiterviewin

Definition gat turves, Interviewina

All interviewing may be defined as a two way conversation for the

purpose of giving and receiving informetion. The specific purpose of inter-

viewing in an I 4 R meter is to obtain whatever information is necessary

about the persoe'e problems in order to link hie to the community provision

most relevant to it.

People wbo seek information are mot always sure aboux what they want to

know, nor are they always sure what is really bothering them. In addition, it

is difficult for sissy people to put their thoughts into words and to face their

probleem straight on. Por older people particularly, this nay be especially

difficult, given the nature of some of their problems. This means that if you

are going to fulfill the purpose of interviewing in en information and referral

(I & I) center for the elderly, It is not enough to know what interviewing is,

but also what is involved in it. What follows will try to deal with just this

what i involved in interviewing and information-giving in en I & R center.

In addition, It is recommended that you do some reading on your own for a

deeper &ad tali.: understanding of what is eutailed la interviewing and in-

formation-giving, generally. (See Appendix for list of suggested readings.)

AdiumardWahmadde

liellbiANOLAWULAWIML

Basic to good interviewing is an understanding of human behavior.

This will enable you to tune in and be sensitive to what people are

sayin$ and not saying. Up important to recognise that people are

alike in*very basic ways and different in significant other ways. We

are all alike in our need for food, clothing, and shelter; our need for

safety and security; our need to love and be loved; our need to be cared
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for; our need to be recognised as persons in our own right; our need

for 'Pelf-esteem; and our need to find some meaning in life. These are

needs common to all of us. Some people call them common human needs.

Row lit cre All Different

While all of us have many of the same needr, we differ from one

another in the degree or intensity with which each of us feels these

needs. For example, it Aay be more important to some people to work

among people they like than it Ls for others who consider salary and

status more Lmportant. Similarly, it may be sore important to some

older people to live independently in their own households than it is

for others who may not object to being cared Ior by their Children or

other relatives, and, in fact, feel somewhat relieeved to be free of

the responsibility for their own care. In between these extremes, of

course, there are ail degrees of shading., depending on the person and

the situation. This is why each interview is uniqueco person is .

just the same as any other.

The Lmportance of Teelinek

Also tmportant to understandtig hmmmn behavior is an awareness

and understanding of the part Chat feelings play in each of our lives.

Indeed, if you are really Observant, you will find that feeling aud

emotion often seem to predominate over reason and logic in much of our

everyday discourse and activities. We are all much more likely, for

example, to accept euggestions or criticisms from someone we like and

respect than from someone we don't. Often we will be spontaneously

attracted to or repulsed by people we hardly know for reasons that may

5
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be unknown to us. This is not to say that thought and reason do not

count, or influence the way we feel; often a piece of information or

new knowledge does help to Change our feelings. It is to say, however,

that neither we e^r anyone else can rationally determine how we should

feel. Vs feel the wmy we feel.

.ftLIg& a Times of Closet and Chaos.

Not only can we not determin, or will our feelings, but feelings

that we arm able to control in normal circumstances can become more

difficult to manage during times of change and upset. This is especially

important to remember in interviewing at an I 6 A center. By its very

nature, it is designed to serve people in changing or upse-Aing Situations:

people wbo may be suddenly faced with retirement; entry into a nursing

home; giving up hoses they had lived in all their married lives; death

of a husband, wife)and/or other close relatives and friends. These

are all significant events in a person's life, and particularly for the

older persot5who may tend to view time backwards in terms of his own

death, these events 'say fill him with uncontrollable feelings of fear,

grief, loneliness, being deserted, and of having "no way out."

310.1.1M21.1111Laat

Iu Addition to the significant part that feelings play in each

person'. life, it is important to remember .:hat feelings are pen

mixed and not of one kind. This is what Is meant when we say a person

is ambivalent or conflicted. H. fee:3 one way at one time and another

way at another time. An older person may say he wants to be independent
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and yet be demanding of other people's time, attentioNand care. We may

like a friend and yet not like certain things about him, or like him

sometimes and not at other times. Most of us know about the close con-

nection between love and hate and have experi...nced the pain and happiness

involved in relationships that are especially meaningful to us. Similarly,

we all know what it is tc want to be recognized for our own individual

selves and personal achievements, and yet still want to be a part of the

lives of other people and connected to them in some way whether through

friendships, church groups, professional or social organizations.or other

kinds of groups and associations. That is the way it is with people.

We often may not know which way we feel. We do and we don't, as the

saying goes.

Learning to Know Yourself

In addition to an understanding of human behavior, another important

part of interviewing is learning to know yourself. This means that

you must take the tine, effort, and pain to observe the way you act and

feel in an interview situation. You mmst become aware of yourself in

ways that perhaps you had not done before. How did you react, for

xample, when Mr. M. shouted at you in anger over the phone to say that

he couldn't get along on his Social Security check? Did your heart

start to pound, and did you begin to panic and offer apologies and

excuses for reasons you were not quite sure about? Or did you quietly

listen to Mk. M., understanding his anger, knowing that it was not

directed at you personally? And then did you try to help him unravel

his problem to find out how and if the center could help him?

4 7



How do you answer the phone when it rings? Do you sound hurried

and rushed, even though this is why you are at the center--to answer

the phone and talk to people? And what do you do when someone comes to

the office when you are on the phone or maybe writing a report or taking

care of the many other things you have to do? Do you let him know by a

mod of the head, a smile,or some other gesture that you have seen him and

will be with him in a moment? Or do you let him wait unnoticed until you

are ready to talk to him?

How did you respond when Mrs. X didn't accept the information you

gave her about other possible living arrangements she could make,after

listening to her complain for so long and so bitterly about her daughter

with whom she was now living? Did you become irritated and impatient

and tell her what you thought would be best for her? What went through

your mind and what did you say when Mr. D told you that the woman with

whom he had lived for many years, but to whom he was not married,has

left him and now he needed a housekeeper? Did you accept Mr. D's state-

ment as a matter of fact, or did you try to pry further and pass judg-

ment about his behavior? It is this kind of looking at yourself that is

essential to develop the kind of self-discipline, objectivity,and sensi-

tivity needed for your job of linking older people to the services they

need, and also for making people feel comfortable in using the center.

The Importance of Each Person

Undergirding all interviewing, of course, is a commitment to people

and to the notion of the dignity, worth,and importance of each individual

person- If you are so committed, much of what goes into good interviewing
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will come naturally. You will almost intuitively sense that what a

person tells you about himself is not to be shared with others unless

he gives you his permission to do so. You will almost intuitively

respect his right to decide for himself what he wants to do, provided

he is not harmful to himself or others, which means, of course, that

you will not impose your views on him. You also will be attentive

and responsive to what he says and asks and take his feelings into

account with a smile, a word, a nod,or a pause to let him know that you

hear his pain, his anger, his grief, his happiness without probipg

into his feelings or necessarily dealing with them directly. Personal

counseling, after all, is nnt the business of an I & R center. It is

the I & R center's business to link people to the services they need,

not to duplicate the services of other agencies. The important point

is that if you truly believe people are important and that each person

is uniquf important this will camethrough in:

. the attentiveness vith which you listen

the sensitivity witb which you ask questions

tite respect with which you treat confidences

. the restraint you use in imposing your views on others

. the care you take to avoid disappointments and uneasiness

based on glib and ill-founded statements and promises.

Conviction about the importance of each and every person coupled

with an understanding of human behavior, self-knowledge,and knowledge

about community resources should go a long way toward helping you

conduct a good interview and enabling you to link people to services they

need.

9
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as pee mete emperiesce is isterviewing, you will probably notice

slot people ettem are esemsy mnd upsurge of themselves, especially at the

hoommiss f so teterview. Mot only may slimy people contacting the

emetor be emperienctma eigmificamt changes in their lives which they

smommtortsolo to admit, but they also do not know you. Many have

45144V wag <retold* their owe fondly or circle of friends to find

ftelluttome to their problems. SOSO may OOL btL ure whether they are tOo

poos r Coo well off co be using the center. And then, of course,

mem say Statile the Ides of using resource that is labeled "for the

sieotli.` Pert of the discomfort is related to the yds of feelings that

wee tsemesod martior.

Wein /ma &a ResS
Ihts totems thin at the beginaing of au interview you may have to

*ow, a coesiderable amount of time putting fears and apprehensions to

feet it pee WO to be sblo to get to the business of providing information

re peep), about services and resources they want or need. In all phases

*t ieterviowing, the warmth of your voice, rho words you use, and the

teceroot you convey are important. This is especially true at the

hegtmaime, bottoms* everything else has to follow. In some cases, you

*tit probably ba.he to explain the purpose of the center, what it is set

sod
op Co dojulho it is for. Give the person a thence to ask questions and

eel* commosts, mad give him time to collect his thoughts. Do not rush

kiss
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In order to avoid misunderstandings, you may also have to clarify

vhat the center cannot do. It cannot counsel on personal problems;

it cannot provide medical services; it cannot provide financial

assistance or determine eligibility for it; nor can it provide homemaker

or transportation service. You can go on to further explain what it

can do--it can provide entry or access to these services and one of

the mechanisms for doing so is information-giving. Then, perhaps you

can explain that this is what you are now prepared to do.

Information-Giving. A Few General COmments

Information-giving is part of the interactional process of

interviewing_ The same general principles apply for information-giving

as for interviewing. The same personal qualities needed for interviewing

are also needed for information-giving. It is all part of the same

package. Nonetheless, a few geueral comments about information-giving

specifically nay be useful within the context of the present discussion.

Knowing Enough About the Person's Problem

Because ti4 purpose of the I & P. center is to link the elderly to

whatever community resources, provisions, services,or facilities they

need, you will have to know enough about the person's problem to know

which of these services is most relevant to it. You already learned in

conducting the community resource survey that there are a number of

provisions in the community for older people, but that each has its own

set of rules and objectives under which it operates. This means that

you must learn enough about the person's problem to know not only which

resource is most likely to be of help to him, but under what circumstances.
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Therefore, when a person calls and says that he cannot make ends

meet, you will have to help him describe his problem in greater detail

in order for you to.know what provision you should tell him about.

Does he mean that he cannot pay his rent and goes without food month

ikter month, or does he mean that since his retirement he has had to

cut back on his former standard of living and can no longer afford to

pay for items such as magazines and organizational membership dues?

Once you have determined the specific nature of his problem, you may

want to probe further to see if he is receiving or might be entitled to

receive a monthly cash payment from any one of a number of income-

granting sources or if he might be interested in post-retirement

counseling.

Take another example. When a middle-aged daughter calls to say tht

she can no longer manage the constant care of her bedridden mother and has

to have help, what is she saying exactly besides conveying the impression

that she is tired and maybe resentful about being burdened with the care

of her mother. What kind of help is she thinking about? Is she thinking

about nursing home care for her mother, visiting nurse services, or home-

maker services? Indeed, she may not know that these various community

provisions exist. Or might she want to talk with someone about her feelings

regarding the responsibility her mother's illness has imposed upon her?

Information from the resource file will be helpful to her in locating the

resource best suited to her and her mother's needs, providing you know what

she is really asking for.

A Person's Right Not to Tell You Everything

In attempting to accurately identify the person's problems in order

to locate the resource most relevant to it, it is always best to accept
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the parson's statement of his problem at face value, even though you

may suspect that he is not telling you the whole story. TO do otherwise

would be to infringe on his privacy and right to decide for himself what

ha wants to tell you in relation to the kind of help he vents. Probing

is the province of the agencies, not the I & R center.

AnowineLthe Resource File

Just a word about the resource file in informatiow-giving. The more

familiar you are with it, the More efficient you will be in exploring

with the person what you need to know in order to find the provision or

provisions most relevant to his problem. This is very important. The

other side of the coin, of course, is that it is almost impossible to

list or to second guess all the questions that you will need to ask in

order to provide a given person the information he needs about any given

resource. The service you provide literally depends on your knowledge

of community resources and your Ability to use the resource file

efficiently. This cannot be emphasized enough.

Letting People Tell You in Their Own wax: Good LiPtening, Pays Off

As you gain experience in information-giving, you will find that

people often will provide information that you need without your having

to ask for it. They will simply tell you in their own way what you need

to know with only an occasional question from you to help clarify what

they are saying. This is where good listening pays off. It saves the

person who is seeking help from unnecessary questioning and facilitates

the skill with which you do your job.

13

10



cbriag Information gat is Wilful gsd Relevant to LAI Person_

In addition to learning enough about the person's problem to enable
you to provide hip with information about a particular community resource,
it is also important to keep in mind that you should provide the person
with only that information about the resource that is useful ard relevant
to him. In other words, if a person calls with what seems to be a health

pilblem, it is not necessary or even helpful, after exploring the problem
in greater detail with him and then telling him about a health t.limic in

his neighborhood, to also tell him about the difficulties the clinic has
had with its advisory committee or medical director. All he needs and

probably wants to know is where he can go to get the medical attention
he needs. Additional, irrelevant information may only confuse or

frighten him. If the clinic near his home can provide the service, that

is all that he needs to know. The rest is just so much conversation that
benefits no one.

Making Sure People Understand

Again, as you gain experience in information-giving and interviewing,

you may sometimes find that you are not getting your point across to the

person with whom you are talking. This may occur for a number of reasons.

The information may be new to him. Sone of it may be complicated. He

may be preoccupied or disturbed about something and not really be listening

to you. He could easily be hard-of-hearing, yet embarrassed to tell you.

Perhaps he cannot understand English well or there way be too much noise

in the room or stattc on the phone. Whatever the case, it is important for

you to find veys to.help the person understand what you are trying to tell him.

14



Sometimes you may have to rephrase your words, finding words that

ring a ball 2r have meaning to particular person. If you suspect that

the person is hard-of-hearing, you say have to taka special pains to

speak slowly, distinctly, and directly to him or 'sato the phone. layover,

if the person is so hard-of-bearing that you are unable to communicate

with him, even after taking those measures, you maw have to write or

print what you vent to say to his in a face-to-face interview. If the

center is to fulfill its mission of linking people to services, it is

not enough simply to give information. You cangt be sure that people

also understand it.

When !wolf' Get

You should also be able to deal with anger, fruatration, and

annoyance when you encounter them. These are common reactions whiCh

you are likely to meet. Often you will not be at fault, but sometimes

you may be. When you are not at fault, it is important for you to listen

to the person to hear what he is saying. Sometimes he may not have.

understood what you told him, or he may have been mistaken about a

particular agency's policy. Maybe he was rebuffed; perhaps he is in a

mood or is always difficult. Whatever the reason, he is unhappy. If

the error vas yours, the only Ching you can do is acknowledge it and

try to correct it. If the error was his, the only thing you can do ill

to explain and help him correct his mistake, but in a way that does not

embarrass or degrade him. If the problem seems to rest with another

agency, either because of its policy or the person offering the service,

you may want to consider twice before taking sides at that particular

15
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mrment. You should certainly take the opportunity to explore the

validity of the inquirer's anger and complaint. The important point

is Chat you will have to deal with angst., annoyance, and frustration

as part of your daily pi). This can be emotions ly exhausting. You

should be prepared to meet sit& encounters armed with an understanding

of human behavior and knowledge about how sueh situations affect you.

Als will help to lessen the strain that these kinds of aiituations

impose upon you.

lags' the Interview

Like all interviews, the interview Fri an I & R center comes to an

end when the purpose of the interview has been fulfilled for both

parties. This is when you have explored the details of a person's

problem fully enough to be able to provide him with the information

he needs about the community provision most relevant to his problem.

When the purpose of an interview has been Pulfilled, it is time for

you to go on to attend to other people. With some older people, this

may not be easy. A tactful comment to let the person know you were

happy to be of help, if you were helpful, or if you were not, a similar

comment indicating that you were sorry you could not be more helpful,

should be sufiiicient to indicate that the interview is over. You will

find other ways to bring an interview to a close as you gain more

experience.

16
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Chapter 3: Keeping, kecords

Completing the Personal-Record Card

Following each interview, complete the personal-record card as

instructed. The card hat been designed to include all components of

the complete service (see Apperdix B). It should be self-explanatory.

You will note that in cases of simple information-giving, it will not

be necessary to obtain identifying information about the person for

office records. You should routinely note the person's phone number in

the designatz4 space, however. This should be one of the first questions

you ask so that you can return his call in case the line is disconnected.

Then check the subject of the inquiry as specified, and follow it with

brief descriptive details about the inquiry or problem. For example,

if the person's problem was financial, a brief detailed description of

his problem might be that his Old Age Assistance check was late. The

next item pertains to the resource people the person already has or has

had available to him to help him deal with his problem, such as a doctor,

lawyer, social worker, realtor, or clergyman. It is very important that

this item be checked out when and where it is pertinent in order to

avoid duplicated effort and later embarrassment. The next item deals

with identiiying information about the person which may be necessary for

particular kinds of community services, particularly those offered by

some private agencies, churches, or some volunteer groups. Again, the

resource file should give you clues as to what kind of infcrmation you

need to obtain to link the person to the service that can be most helpful

to him. Also note in the space provided whether a provider of the service

14



was found or not found, fully or in part, and what action was taken on the

case if the additional components of referral, follow-up, and advocacy are

added to the center's service. If these additional components are added,

be sure to tag the cards in sone visible way, particularly for follow-up,

so that you have an easy reminder of what you have to do and when you have

to do it. This will be discussed later under follow-up procedures.

Tally Sheet

After you have completed the personal-record form for each person

contacting the center on a particular day, tally the daily activity for

each case on the daily tally sheet provided (see Appendix C). If a case,

which is one contact, seems to present two problems, both should be

included in your count in the appropriate spaces. You will notice that

the tally sheet provides space for a full week's activity. The tally

sheet should be filled out in duplicate (or copied), one to send on to

the state AoA office for planning purposes. The other should be kept

in its own file in the I & R center for community reporting. File the

personal-record cards in their awn file drawer alphabetically. Much of

this record keeping can be done by volunteers once you have shown them

how to do it. If the center goes on to provide referral and follow-up

services, the information on these cards will be indispensible to these

additional services. If the oenter does not go on to provide referral

and follow-up services, however, throw the cards away after a month or

so to make room for newer records.

Record-keeping is an important part of your job and must be done.

It can provide later payoffs to older people as state and Federal

18
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agencies begin to get a better idea of what resources are available to

meet the needs of older people and where they are located across the

country. This is part of the planning function of the I & R service.

Later as the center network develops more fully, the state and Federal

Administration on Aging offices may ask you to gather other data impor-

tant to the planning and provision of services for older people.

is
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'Iltimdmte.r, 4; Condlnaion.

This, in essence, concludes the basic minimum linkage service of

-.any I & R center. By itself, information-giving can be very important.

It will certainly help make many older people in your community more

aware of the services and provisions available to them and it can go a

long way toward making the lives of older people healthier and happier.

In addition, if records are properly kept, the basic I & R service can

provide important statistical information about the kinds of problems

that older people have, the extent of their occurrence, plus valuable

information about the ability of the community to meet these needs.

This, in fact is what an I & R center is all about. It is a two-

way street going from the community to the individual and from the

individual to the community. It is an access point and an entry way

to a large and complicated service network that is designed to help

people in its own cumbersome way.

In some communities the basic information service of the I & R

center may seem sufficient; in others, more may be wanted and expected

in which case, referral, follow-up, and advocacy can be added one by

one as you and the center grow in experience and knowledge, In the

next sections procedures for referral, follow-up, and adIDc.,-..y will be

described for those who can and want to add them to the basiz work they

have already begun in providing a linkage between older people and the

services they need.
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