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ABSTRACT

This study investigated the use of feedback and
encouragement in improving counselor effectiveness. Clients judged
their counselors significantly higher than d4id expert raters.
However, a significant correlation occured between the client and
rater opinions concerning helpful counselors. Counselors receiving
feedback based cn client-rater evaluations and also obtaining
encourageaent to plan and implement alternative behaviors improved
significantly more on their pre-post total scores than did a matched
control group of coumselors. All counselors isproved their
client-rater scores as a result of a supervised practicum experience.
Iuplicafions and suggestions for counselor supervisors are included.
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IMPROVING COUNSELOR EFFECTIVENESS BY

MEANS OF FEEDBACK AND ENCOURGEMENT

Defining and measuring the characteristics of effective
counselors is an ongoing task for counseling psychologists, The
Graduate Record Exanination and other neasures of acadenic ability
such as grade point averages appear to be of little value in pre=
dicting counselor success. In fact, several studies (Carkhuff and
Berenson, 1967; Carkhuff, 1969; Berenson, Carkhuff, and Myrus, 1966;
and Carkhuff and Truas, 1965) hsve shown that the counselors who
are functioning at the highest levels of understanding nay receive
the lowest prades in their training programs, In seeking more valid
criteria, meay rating scales have been employed, but such instruments

have been criticized due to problems including the halo effect, rater

leniency, and rater bias,

The relevance of client satisfacticn ratinps has also been
debated by counselors, Rngers (1951) stressed that elients alone
have the potential of knowing fully thier perceptisng and hehavior,
Jorgensen and Jurst (1972) foundi a hiph derree of conpruence between
counszlor and client perceptions of both their own and each nthers
capcbility. Conversely, professional criticism of clfent ratinps
include a tendency towari subjectivity and bias (Pohlman, 19643
Patterason, 1956; and Doaen, 1967), MeAlvaine (1972) reported
favorable results in utilizing conched elfants and? patd clients ao

sources of uvvaluating counselnrs, However, Whitely (1967) warns
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that the results clitaine! from coachud clients do not advance lnow
ladge of what actious a crunselor may take to help their clionts,

lMany stulies have demonstrated the usefulness of feelback in
idbrovin: counsclor effactiveness. Basic learning theories develnpe:!
by Skinner (1938) indicate that bBehavior may be modified or shaped by
reinforcing appropriate Lehavior. In order that an association bhe
nade between the Jesirabie hehavior and the reinforcement, Skinner
strassed immediacy in obtaining maximum effect. Carlson (1974) found
that immediate verbal feclback sisnificantly increased the gqualitative
levels of empathic verbal performance of counselsar trainees, Verhal
conditioning studies (Greenspoon, 12553 Krasner 1958, Dotr! and Blocher,
1574) and the use of such equipment as liphts ani nodified hearing atds
(Goff, 1968; Redly, 1969) have yielded mixed results in elininating
the tine differential hetween counseling bchavior and supervision feed-
back. Jacobs (1974), et. al., have also shown that ancnymous feedlack
increases the credihility and desirability of positive and necative
structured feedtack.

Ruble (1974) has {dentified at least four distinct types of
teedback: (a) informal verbal and (%) informal writtenm feedback,
Plus (¢) formal verbal and (1) formel written feedback, Informal werbal
feedback utilizes general discussions of counselinp situations using
the trainee as a model, with an attempt to tie counseling behavior to
client respenses by incluling hehaviursl alternatives, Types of
infornal written feedtack include weekly loss of counsc’ing experiences
that are sharc! with the supervisor as well as written critiques of
taped interviews, Formal written feedlack occurs when individual
rating scales are usel with specific behavior or attitude character~-

istics heins cnployed. Finally, formal varbal feedback consists of
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coutinual, consistent feedback, incluling the rodeling of effective
counseling skills, Althourh stulies cited praviously have investisated
ingtant, ongoing feeldback durinp the actual counseling sassinns by
neans of lights, carphones, etc., the present study includes 2 com=
zination of informal and formal written sal vartal feetback shared.
with trainces one to five lays after each ccuns }ins sessson, Because
the study was conducted durinr an oagofng counselt e practicun, the
control group veceivad infarmel vertal an? written feaihack, The
expurinental group hat the alditional Lemefit of formal written and

verhal feedback.

Other studices have shown that individuals may chanre their hehavinr
through perceived inccnsistescies betwsen self anl others. Bertz (1.97J)
says that people strive to achieve conpruence lLotween the way they
desire to Le perceived and the actual parceptions othersg hold of then.
Comba, et, al,, (1971) otress the need for counselors to observe the
consequences of their acts, Thus, this stuly cvaluated the use of
feedback and enccuragement in improving counselor effcctivencss dy
testin; for sipnificiant mean differencos betweer the followine cnnee
trasting groups:

1. Counsaelors receivine or nnt receiving fornmal feelback.

2, Ratings by professional counselor educators or by the

clients thomselvas <operding thair inpressions of tre
sane covnselnr trainces,

3., Pre anl post-ten: rank-crdey tctal scores of counnrlors

receivinpy or net receiving fornal feedback,

Hethod
The study ware confine! to twenty-four praluste siudents enrolled
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in four initial coumselinm practicum courses at the University of
South Carolina. Twelve of the counselors were male and twelve were
female; one was black., The practicun experience lasted £ifteen (15)
weeks, with counsclor trainees receivine a variety of practicum
experiences in direct supervisien with university clients and indirect
supervision in nore than twenty school and community acencies (1.2,
juvenile and adult corrections, mental health, emnloynent service,

etCo) .

Weekly neetinps of five practicun students with the instructor
and an advanced doctoral student (two hours) werc supplemented by
weekly individual sessiors with each trainee (vme-two hours), Case
notes, summary reports, anl a weckly counseline lop were maintained
for all clients, with esch trainee accumulatine a nininum of 30-35
client contact hours during the semesters Audio tapes of all counseling
sessions were sccured, including at least one video~taped session in
the Guidance Center. All trainees were given the opportunity to view

nodeline of specific counselinp skills by supervisors.

Eight advanced doctoral candilates and doctoral praduates in
counzelor education servet as the raters of counselor effectiveness,
Eipht tapel segnents fron counscling sessions were judged independently
Ly each rater with a Pearson product-monent eorrelation indicatine
the inter-rater relial.ility to ranre from .68 to .91, All of these

correlations were significant teyond the ,001 leval,

The clicents consisted of adolescents and adults requesting
counscling services freom the University Guidance Center, Prior to

their initial secsion with the counseler trainces, the author con~
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tacted all clients, seckine their cooperatinn in evaluatine the
couﬁselore, assuring the clients that their ratinps woull be kept
confidential, plus answering any questions eoncernine the rating
scale itself, Such a Lrief orientation was aimad at receivinpy more
honest responses rather than coachina or training the clients in any
manners The counselor trainees were unawarc that they were beinp

rate! by the clients,

No attenpt was made at contrnlling the age, race, or sex of the
clients requastine counseling services, or at standardizing the total
nunber of counselins sessirna in the eirht seck interval. Thirty-
eight clients attended a total of 108 counseling sessions, Of the
total cliernt population, 58% were white females with a mean are of
21; 32% were white males with a mean age »f 22; 5% were hlack nales,

averape are 243 and 57 were black femalas, average ace 22,

The Perceptual Characteristics Scale consists of twelve Li~polar
variables which previous research (Conbs and Snper, 1963, Conbs ect,
81,, 1969) has shown Jdiscrimipates significantly between successful
and unsuccessful counsalors. The twelve Li-polar variables include
the following areas: A. General perceptual orientation, including:

1. internal-cxternal frane of refcrence, and 2, people~things; B.
Perceptions of other pecple, including: 3, ahle~unable, 4, dependable-
undependable, 5. friendl:=-unfriendly, and 6, worthy rather than un-
wocthy; C, Perceptions of self, including: 7. with people-apart fron
people, 8, encuph~wantinpg, 9., self~revealinp-self-concealing; and

D, Overall purposes, including: 10, freeins~controlline, 11, altruisn-

narcissisn and 12, larper uuaninas-§maller peaninrs. An overall total
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score Lbaged on the sum of the twelve varia®les was also o“tained.

The author developed #*  nunselor Evaluaticn Summary,enahline
clients to rate thelr counselors by transfornming cach variable intoe
# Jdaeclarative sentence, For example, the "people-things" vas-iable
consiste! of: "™y counselor s more concerned wich people and their
reactions than with things or events." Clients rated the counsclors

on a nine~point scale rangine from "always”" (9,0) to "never" (1.0).

Procadure

The initial session hecween each cliont ant counselor was taped
anr! later judged hlindly by the raters., Tn reluce the chance of one
particular germent hiasine the raters' scores, five different throe-
ninute intexvals from the counselinp session were recorded on a separate
tape for the raters. A mean score basad on the five separate ratings
for all varfalles was obtaincd, the total score serving as the overall

neasurc of the trainee's pre-tast counseline effectiveness,

The total nean scores were used in placing all twenty=four
ccunselors in rank order pouitions from hiphest to lowest sum scores,
Three sroups »f cipht trainces cach were oltaine! and laheler high,

nediun, or low rated ccunselors respactively.

Based on the highenediun=low groupines, four enungeler trainees
fron cach affect were then scleccted randorly Zor either an exrerinental
or a enntrol sroup. Counselors in the experimental proup received
written feedback concerning rater and cliont poerceptions at time inter—~

vals of two, five, and eipht weeks.
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In a brief form acconpanyine the chart, counselors receiving formal
feadvack and encousarement were also askad to specify: (a) the behaviors
that went into forminpm such a "perceptual inace}" (h) the specific
types of behavior they weantad to change, (c) the perceptual imapes they
desired to improve; and (1) alternative hchaviors in attemptine to
nodify or inpréva their own perceptual imape to others, Such reaciions
to the ratings coupled wita spacific lLehavinral alternatives were dis-

cussed with the author an! the practicum supervigor,

The pre~tast interview and the concludiae post-test intorview were
juiged by the raters, while continuous client ratinms imncdiately
after each counseling session were alsc obtained throuchout the cight-
week interval. Thus, experimental counselors received their pre-test
avaluations by the raters, plus mean scores from all clt.ent: they had
seen during each ti-ze interval, The control group did not receive any

client or rater fecdhack,

After eipht weeks, all counselors completed a post—test consistine
of an initial incerview with a new client. The raters judped blindly
three pre= and three post-test counseling tapes. Because the clients
and raters twere evaluatine the sane counselors, it was also possible

to compare their scores.

Statistical Analysis

The inlependent fixed affects were (a) counselor trainee ratings
(high, mediun, low); (b) rater and client feedback of counselor
effectiveness (receive!, not reccived); and (e) three time intervals
for rater and client fealback (two, five, and cight weeks), The

dependent variables were: (a) rater mean pre and post=test scores
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based on the Percaptual Characteristics Scale ant (1) cliont mean pre

and past-test scores obtained fram the Counselnr Evaluacisn Surmary,

A2 x2 x 2 analysis of variance tested for sipmificant differences
hatween levels of three contrasted variables (pre~post, experimentale
centrol, and the hipghenedium=-low rated levels of counselor effective~
ness), A chi=square was conputed for the rank ordor finish by hoth

the experimental and comtxnl frougs,

Results

Although an analysis of variance was calculatel for each variable,
only the key findines and rulevant total mean scores hase?! on a maxinum
of 108 total pnints will he presente?!, The results may be summirized
in the following manner:

1. Independent client ratings of all trainecs julrad by pro-
fassional counselor educators as hiph, melium, or low in pre-
practicun effactiveness were sipnificantly (p<(,01) sinilar
(' 82, 78, and 62 resmectively).

2. Prcfessional ratings for all counselors inproved sienificantly
(p<£.05) during the pro=-post eight week traininp interval
Gtz 74 & 79 respectively).

3. Clients judred the same trainees significantly . (p<.0001)
higher than did profesaional counselor educators (x: 87 & 66
respectively),

4. Althouch clients had prcater mean ratings, there was a high
correlation hetween the client-rater opinfons of success—
ful counselors. A Pearson productemonent enrrelation
comparing client and rater nean scores was significant

above the .01 level (*™=- ,78). Thus, both proups appeared
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adept at Jifferentiating verious lavels af emunsales
effectivencas.

5, Both the experinental and control proups inereased on all
client and rater variables resultinp from a superviser
practicum experience, Such changes by all trainees appear
to indicate selfs..ploration, imsipht, anl lehavinrsl chantics
due to training and feedback from clients ani supervisors.

6. Tho exporimental group receiving formal faedlack and encourare~
ment had hipher total post-test mean scoxes (78 & 75 respec~
tively). A chi-square tased on the pre—post rapk=0T ":T 3COYCS
inlicated that the experimental sroup improved giqnificantly
(p £.05) more than did the patched control-group counselors.
Seven of the highest eight post=test scores by the tetal
trainea aroup were emrnad by counselozs receiviny formal feed-

hack and encouragement.

Inplications

A pajor findinp of the stuly was that a significant correlation
occurrad Yetwaer clients and raters in their perceptions of helpful
counselors. In the current era of accountability, the ionreasions of

both clients and raters should be utilized in agsessing counselor

 effectiveness, Supervisors also have an ethical responsibility of

encouraging counselors consistently receiving low client and. rater
evaluations to modify their counseling bebavior, or, as a laut resort,

to pursue other vocational opportunities,

Rut feecback will be most effective 1f each trainee has the option
of deciding whether or not the client and raters opinions are valide

Such a supervisory attitude can helg gsevent the defensive trainee

v
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reactions of denial, projectizn, or ratisnalization concarning
evaluatisng, Supervisors shoull finc that laheling specific counseling
bYehaviors as "effective or ineffective” rather than "good or had"

often encourages trainees to De more receptive to client-rater feedback.

innther finding was that the overall client »nniniona were nuch
higher than similar rater scores. 6ne possible explanation for such
ratings may be that nost clients inlicated they had formed neprative
images based largely on neer opinions of their high school guidance
counselors. Most clients assumed that such counselors ware selden
involved with perscnal concerns of studentse. Thus, the clients were
pleasantly surprised when the graduate counselor trainees displayad
genuine underatanding, leatling to client insipghts and hehavioral
changes. The counselors also helped modify a common belief that "only
atnormal people seek counseling services," Ly changinp previcus
nepgative attitudes of many clients tcoward the entire counselinfs nrocess,

nost trainees earned nigh client ratinns.

The raters probably usal a different standard in judeing covaselors
than did the clients. Whereas clients nften had no actual counseling
experiences, the raters quite possilly compara! the sane counselors
to such an eninent helping person as Carl Ropers. Thus, most treinees
rrobably exceeded client expectaticns tasel on limited exposure to
high schsol counselors. Cenvarsely, few trainees met rater standards

julred bty constant cemparisons with profcasicnal therapists,

Sincz all feedhack was hased o1 a normal standard distribution,

it can he state! "nLjectively" that the total eroup of trainees received

e h
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equal percentapes of "positive" and "nejative" fecdback. However,
the subjective ﬁinner frane of rofeorcnce” of cach traince made such
foedback difficult to quantify objectively, For example, one
counselor receiving high scores was lisappointed because his scores
were not Egg_highest. Individual value judynents concerninge the
rclative inportance of the twelve different variables also influcnced
personal reactions to hirh or low scores.

Another major finiing was that formal feedback eoupled with
encourapenent can aid counselcrs. Festinger's (1357) theary ~f
esgnitive dissnnance states that individuals strive to naintain
harmony Letween internal and external evaluacioms, Featinsrer
postulates that when a person holds "nonfittin~" cognitions ahout
self, individual “ehavior, and the environment, such inconsistent
*1issonant"” feelinps will te inportant. When individuals hecome
aware that they are acting in a fashion discrepant with an important
attitude, either the attitude or the Lehavior will change., In
this study, posiﬁive facdback and encouragenent probably reinforced
counselors who believed they were effective helpers. For counselors
having a low self concept, positive feedback regarding their coun~
seling behavior could have stimulated an encouraging change in theix

own self-perceptions,

Conversely, negative feedhack may aid beth eompeten. and hesitant
crunselors in re-evaluating their own level of helpfulness, Such nega-
tive feedhack initially may result in liscouragement, but such discre-
pancies nay serve as a neededl catalyst for counselors in nmodifying
their attitudes or hehaviors. Over-confident counselors rcceiving low
ratinrs pay decide they are not destined to be effective counselors

after all (an attitude change); or they may improve their actual

~ s
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coungcling skills (a Lehavier change)s In exther ewnt, such "nepa=
tive" feedback can leal to a "positive" modification in attitudes

and/or behaviors,

For example, one counselonr receiving low pre~test ratings sails
"Initially, I was afraid to counmsel individuals for fear of ruining
their life. But the more I thought about the ratineg, the more I
reaiized I needad to work on sorme thines, I made a plan, follrwed ic,

end now I feel better about nyself and my counseline skills,"

Thus, heth "positive" and "merative" fesihack can lead vo chanpes
in attitudes and Lehaviors when coupled with superviscr encourasenent

toward improving specific counseling Lahaviors,



[ 2]

BIBLIOGRAPHY

Berenson, B.G., Carkhuff, R.,R, and Myrus, P, The Interpersonal
Functioning and Training of College Students, Journal of
Counseling Psychology, 1966, 13, 441-446,

Bertz, Robert., Counselor Imase in the Secondary Schools of
Ralamazoo, Michigan, University of Western Michizan Press,
Kalamazoo, Michigan, 1970,

Carkhuff, Rohert R. MHelpine and Human Relations, Volune I. New
York: Holt, Rinehart & Winston, Inc., 1969,

Carkhuff, Robert R. and Berenson, R.G, Zeyond Counselinp and
Therapy. New York: Holt, Rinechart, and Winston, 1267,

Carkhuff, R.R, and Truax, C.,3. Traininpg in Counselins and
Psychotherapy: An Evaluation of an Integrated Didactic and

Experiential Approach, Jourpal of Consulting Psycholony,
1965, 22, 333-336.

carlson, Keith, Increasing Verbal Empathy as a Function of
Feedback and Instruction, Counselor Education and
Supervigion, 1974, 13, 3, 208-2132,

Combs, Arthur and Soper, Danfel, The Perceptual Organization of
Effective Counselors, Journal of Counseling Psychology,

Conbs, Arthur W. Florida Studies in the Helping Professions.
Gainesville: University of Florida Press, 1969,

Combs, Arthur W., Avils, Donald L. and Purkey, William W.
Helping Relationships: Dasic Comcepts for the Helpiap
Professions, Doston: Allyn arnd Racen, Inec., 1971.

Dowd, E.T., and Blocher, D.H. Imrediate Reinforcement and
Awareness nf Response on Berinning Counselor Lehavior,
Crunseloxr Education and Supervision, 1974, 13, 3, 190-197,

Festinger, Leon, A Theory of Cognitive Disscnance, Evansten,
Illinoiss Row, Peterson, 1957,

Goff, D.J. Operant Conditioning: A Means of Modifying
Coungelor Verbal Fehavior, Unputlished Doctoral Disserta-
ticn, University of South Daxota, 1968,

Greenspeon, J. The Reinforcinp Effect of Two Spoken Sounds on

the Frequency of Two Respenezs. American Journal of
Psychelopy, 1955, 68, 409-416.



Jacobs, A., et.al. Anonynous Feedlach: Credil:ility and Desirability
of Structured Imotional and Lehavioral Feedback Delivered
in Groups, Journal of Counseline Psycholozy, 1974, 21, 2,

106-111,

Jorgensen, Gerald T. and Hurst, James C. Eopirical Investigations
of Two Presuppositions in Counselins and Psychotherapy,

Journal of Counseling Psyeholor , 1972, 19, 259~261.

Krasner, L. Studics of the Conditioning of Verbal Dehavior.
Psychological Dulletin, 1958, 55, 148-~170,

McAlvaine, Joseph F. Coached Clients as Raters of Counselinn
Effectiveness, Counselor Education and Suservision, 1972, 12,

123-1293.

Client Expcctationa and Sccial Conditioning,

Patterscn, C, H.
Personnel and Guidance Jourmel, 1958, 37, 136-138,

Pohlnan, Edward. Should Clients Tell Chumselors What to Do?
Personnel and Guidance Journal, 1764, 42, 456-438.

The Qualitative Aspects of Feedback in Learning

Reddy, W.3.
Counselor Fducation and Supervision, 1967, 8,

Enpathy,
176~-182,

Ropers, Carl R, (Client-Centercd Therapy.

Conpany, 1951,

Toeatont Houpghton Mif£€1lin

An Overview of the Literature,

Rosen, Alberts Client Preferences:
1967, 45, 785~780,

Personnel and Guidance Journsl,

Ruble, R.A. The Use of Feedback in the Counsaling Practicunm
(progran presented at the 1974 Anerican Tersannel and Guidance

National Convention, New Orleans, La., April 10, 1574).

Skinner, B.T7. ZThe Rehavior of Orranisms., New York: Appleton—
Century, 1338,

Whiteley, John M,, Editor, Research in Counselinpm. Columbus,
Ohic: Charles &, Merrill Pu™lishing Co., 1267.




