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. part of a fife-ggrt package (see note) of-training
aterials to teach intervieving 5kills to human services personnel, %
his' trainer's workbook serves as a guidé for the trainer while-.

conducting a training ‘sessioni It provjdes a step-by-step set of

procedures for presenting the activitie® for increasing; trainee

skills in applying the concepts. It also explains the trainiag

approachy, partfcipang,Selection,“time schedules, the training

setting, and-equipment needed. The training program defines -the

skills that interviewers need to ensure that as much reievant

information as possible is exchanged during interviews, and it helps
turn these skills into lasting habits. -Hajor topics covered in the

fArst seven sections of this workbook include how: to motivate clieats

to show up for interviewvs, how to prepare for initial interviess, how

“to listen actively and use body language effectively, and how to -use .o

different types of verbal responses to achieve objectives and-to

ancourage self-exploratiog. The last section of.the Trainer's Guide

contains proceédures for’ leading participants through their . :

self-assessment forms. A trainer's outl%ne is contained in the t\\

anument appendix. (KC) ¢ :
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- ' Preface
L] J ‘ -
- . This training package is intended for those individuals charged with the responsibility of

+ = intenviewing whether in the fields of rehabilitation, mental heatth, counseling, education,
medicine, orsociology. The primary focus is onthe interview in which the inteiviewee’s concems
are of major importance and the exchange of mforog’ahon is required to attend to those

s “concems.

4 The development of this package was no simpletask. A tremendous amoynt of support and
consultation 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 pariculary indebted to a numberof
Region VI rehabilitation-personnel who seved on “user review teams” and provuded input and
suggestions from the trainer's vuewpount as weII as the practitioner's vlewpount Arhong those
were: @ _

AJ. Baker, Arkansas . . \
Bilty Brookshire, Texds : )
Linda Doehne, Texas °
Laura Ferrary, New Mexico A
John Garland Flowers HlI, Texas \ '
Clyde Mdftin, Oklahoma
Harold Skinner, Oklahoma )
Altqn.Toms, Louisiana . ) ’ ! ¢
Lewis Urton, Arkansas : -
Atton Wachtendorf, Arfkansas
Tom White, Arkansas '
Myma Breeden, New Mexico
Steve Cumnock, Arkansas
Lonnie Cument, Oklahoma
Jorge Garcia, Texas )
Leslie Palmer, Louisiana ‘ - .
Karen Sandini, Oklahoma . .
"~ T AnitaWooley, touisiana - e -
. George Wynne, Texas . . L

RT-13 personnel also provided help. Among those include: Robert Akridge, Bob Means and
Tim Milligan.

A tremendous amount of support was rovnded bythe RT-13 medua section. So o] b|g thanks
is extended to David Sigman and his entite crew.

. Also, thanks te Jay Binns and Nancy Millard for the tremendous amount of 1yp|ng and -
- retyping ‘that was involved in this produchon ) °

]

) . . 'Roy C. Farley »-
~ ) . Stanford E. Rybin
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o Instructions to Trainer

The Systematic Interviewing Skills Training Package
The Systematic Inteviewing-Skills kaining Package consists of the following:”

1. Systematic Interview Skills: Trainer's Guide S
2. Systematic Inteview skills: Participant's Workbook
3 Systematié Interv!ew Skills: Typescript Manual ¢ L
4. Tape/slide demonstrations of intéview interdction. '

Systemdtic interview Skills: Trainer's Guide

This woskbook serves as a guide for the trainer while conducting a fraining sedsion It provides
a step-by-step set of procedures for presenting the skills to be taught which include “mini*
lectures, demonstrations, and activities for increasing trainee skiIIs in applying the concepts

Systemadtic Interview Skills: Participant’s Workbook: |

This workbook contains all of the forms and training aids that would typically be, dnstnbuted to
the pcmmpams dunng the fraining session. It includes material needed for the varjous
trannmg exercises found in the Trainer's Guide and should be used in conjunction with the
Gurde

* -
! 124

_Systematic Interview Skills: Typescript Manuai

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 easy reference.

Tape/Slide Demonstrations of Interview Interaction.
These aids are included for use when contrasting effective and meffecti\/e interview interaction
and for dgmon_strahng how to qpply the concepts taught.

4




) ‘The demonstration of Non-Facilitative and.Facilitative Techniques include éxamples of
multiple béhaviors. However the focus is'on one spetific technique at a time’

/

.~ The I@ning Program - .

- Patticipant Selection )

Skills taught in the Systematic Interviewing Skills Training Péckage are appropnate foy any-
one responsible for conducting helping interviews. This-would inelude counselors, case-
workers, social workers, p$ ogists, evaluators, supemisors, placement specialists, inde-
pendent living specialists, etc. T is intended for the general practitioner both experienced and
inexperienced. . ;

.

Number of Parhcupcmfs

Because of the ‘nature of some of the activities, and the training approach, the prog

does nat lend itself wellto large group instruction. With one trainer, group suze should be resifict-
ed to a maximum of 412 pamcupants

/ - _
How to Use the Package '

The package is intendgd to provide the trainer with all necessary information and materials
for conducting a training session. Bowever, the Training Package should serve the traineras a
“working” package The trdiner is encouraged to substitute and/or add examples and
training aids which are appropriate for the trainees i may be necessary for the trainer to

. modify some of the activities to fit his training style and/or time considerations. The Trainer's

Guide includes space to add points and additional or altemate activities. A trainer's outline is
included in the appendix Once you become familiar with the content of the program, you

be able to do the training using only the outline supplemented with other training aids
Lf\i/\ as overheads, charts, etc. ’

an,

The Training Approach

The tralnlng approach is based upon a training model of tell > demonstrate >
elicit description > elicit action > summarize —e—> assess which draws from the
leaming models of leaming by listening, leaming by obseing, and leaming by doing. The
trainer, in foIIowwfg the Guide, will cover each component of the model with the followmg
outline as_apprdpriate:

‘
) . _ - e
- )

I. Definition

il. Rationale ' :

JIl.- Objectives . + ’ .
IV. Guidelines ’
V. Demonstration of Nen-Facilitative Technlques - IN

VI. Results of Non-Facilitative Techniques
Vil. Demonstration of Facilitative Techniques
VIIl. Results of Facilitative Technlques

IX. Practice

X. Summary

! - A )
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. " Training Time Schedule A
The traunmg program is flexibly structured. The training program can be presented in ‘its

] enhrety that is, the trainer and trainees can meet for consecutive hours, with appropnate

heaks, unhl allthe material is covered. Or the material can be covered in a series of s€parate
training sessions. It is recommended, however, that the material be presented in orderand as
close together timewise as possible. The program may be presented as is or |n conjunction
with other trammg packages ‘ N

D [ [}

\ " Training Setting ¥

Freedom from outsude dlstfachon and participant comfort are pgmary considerations in
selecnng a training room. T:f training room should bq aranged to allow free interaction
among participants. The room should be large enough for tiads to interact without distraction
from others However, guard agalnsth ingan oversized training room since listeningto tapes
is, requnred and an excesswely Iarge room may make this difficult * = L

. .

. Equlpmem Needed" ’
. If the Tralnlng Guude is followed, the folfowmg equipment is necessarny’
Cdaseﬁe Tape Recorder/Programmer
. Slide Prolectgr

Partump nis will beJeQuured to respond in wiiting dunng the program and will need penculs
orpens. ‘i, .

N
v

.

-

»
.

‘ P~ Groupblscusswn _ . b

Because of the training approach used, group discussion is an mtegral element in the -
success of the training program. The trainer should make everyeffortto facilitate the expression

of paricipant reaction, ideas, etc« o ' o

P

R Opﬁ&nal Activities .
Day1 Opening Activity . , )

1. Instructions to Participants - S~ '
a\ Sysfematic Intenviewing Skills Tra|n|ng i$ about interacting wnh others with the ma;or
focus on exchanging mformatlon l

b. Fmd onhe person in the room you den’t know welI (or tumn’ to the person next to you)

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. Aﬂer 5 minutes, call the group together and go around with introductions

3. Insirucfions fo Participants < £’
Return to pairs and determine-what the two of you would like to gain from this work-
shop.Come up wuth oné statement for the two ofyou gnd write it down.Negotiate your
differences so that you can amve at one statement.

4. After awhile, call the group together and collect each pair's statement. Eithertape these to
the wall or write on chalkboard.

5. Look for trends and address any issues.

4




Day % Openlng Activity
Q. Presenf brief summairy of points covered the previous day. RN

b. Ask patticipants to sit quueﬂy and think about the points. Ask them to think abouthow
the previous day's activities relate to their jobs,

“c. After about two minutes, ask paricipants to break mto pairs and share one reachon
and/or one leaming from the prevnous day.

Day 1 - Wind-Up - Feedback to Trainer
* Ask pamcupcnts to complete the sentence stem:

| appreciate . \
___and/or
| especially like .-. .
B and/or
v | resent . .. .
and/ar —, - . ' N
| need more of . ..
and/or - '
’ ) | reed from this training more . . .
and/or’
| would like t& see more of
— and/or
| would like to see less of . . .

—_— —— s .
[

. Ordering Materials S 1
Ordey forms for all materials of the Systematic Intervuewmg Skills Training Package may be
obtained gywmmg R
- N Director of Training
T - Arkansas Rehabilitation Research and Tralning Center
. P.O.Box 1358
—- B Hot Sp'rings.AR 71901
SN E . - . .
S J ‘
Ve
\ ' .
(1)
\ )
— -
ﬁ
i . !
10 -




O

’
’
)
.
-
.
.
i
L
‘
\
"
’
.
.
N
(l
'
' »
?
a
-
‘
»
-
a
- -

ERIC

Aruitoxt provided by Eic:

~

.

 Systematic Infervi

.
.
*
.
A
.
n
.
RN
.
< a
|

Seéﬂon li

»
A
.
.
e
4.

t
L .
B
[
\ ,
’
. . \
. ¢
.
v
'
. .
N
. '
.
&
.
«
N -
B y v ..
-
K

Infroductionto |

s

ewin

g Skills

9
’
/A "
' ,
4 ~
¢
[ L
.
-~
Y
.
~
+
.
¢ B
.
:
.
‘
’
*
.
. . -




_~ "Introduction to Systematic Interviewing Skills

Introduction to Trainer o,

This,section presents the définition, ratioriale, and philosophy of Systemcnc Intervuewung
Skills and an overview of the training components, and the oblecnves ofthe trcmmg program
The abjecfives of this section are:

1. To introduce 'trainees to the Systefnctic Interviewing Skills model. 1 e,
2 To introduce and define the concepts of Systematic Interviewing Skills. '
3 To present the rationale for the training progrcm )

4 'To present the philosophy of Systematic Intervuewmg Skills. ’

5' To present an overiew of the trommg components.

6. To identify the objectives of the trclnlng program. P S

a2t

In presenting materal from this section unluze as desired the points mcde undereach mcjor '

category. You may use all the points listed or you may only use a few depending upon your
audience. Also blank space is provided so that you may add points of your own.

.
. . .
. N
' «

- . . . . RN -
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1.
2. There is the inferview where the pnmory focus is on the interviewer and his/ heNagenty/

=,

-

/s

)

General Introdyction to Trainees
! Page 7 otWorkbook

~

Generolly speaking there qre two types of interviews.
<r

_organization. Information is given fo the interviewee and collected from the intéyiewee
pnmunly to help the mtervuewer and his/her orgonuzdtlon/ agency, Examples of this type
of interview include: .

a. The research interview where the researcher wants mformohon to cany on his/her ~
project. .

b. The journglistic interview where the reporter wants,o stotry. ~ .

¢ The personnel mterwew where the personnel manager wants the nght person for
ajob vacancy. .

3 The second type of interview is where the primary focus is on the mtervuewee Inforrrlgnon

is given to and cdllected from the mtervuewee primanly to help him, her. Exomples of this
type include

a The social work interview where the social worker exchanges information wnh the
inferviewee so that he/she can Rrovide assistance to the mtervnewee ’

b The rehobnlutahon counseling mterwew where the counselor hos as his, her pnmory
funchon providing services to the client.

The employment counselor interview where the cou nselor,placement spemollst seeks
to place the client in the most appropriate position.

People who conduct the second fype of inteniew include psychalogists, social \'~orkers.
rehabilifation workers, counselors of all types, placenyent people.‘etc..lyddition to inter-
view skills, these people need many other types of skills. . .

.Jhe focus of thig training program is on the second type of mtervuew

We recognize that you will be collecting bnd disseminating some informationin yourinter-
views that is infended to benefit only you anayor your agency/organization/section. This
includes informationthat is requued but does not directly benefit the'interviewee. However,
tRe primary focus of your interviews will be on helping the interviewee.

-

7 Therefore, this training focuses on the helping internview. N

N
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Definition of Systematic Interviewing Skills f '
Page’7 of Workbook .

A Systemdﬁc Inteniewing Skills are those skills required of the Intervlewer{o exchangeinfor- .

mation with dnother person in the most helpful manner during an interview.

2. Systemoﬂb IntervleWIng Skills Involve those actions of pl’eporing for the interview ond
actually conducting.an interview.

3. Systematic Interviewing Skills involve both verbal and non-verbal responses that enable

one'to facilitate the Information exchange process and guide the interaction within the '

Interview so ¢s to keep it goal directed.
4. The major components of Systematic Intervlewlng Skills include: (Page 7 of Workbook)
a. Systematic Inteview Programming :
" b. Information Exchange i ’ g,
-¢. Ex¢éhanging Information Non-Verbally
" d. .Exchanging Irformation via Verbal Responding | (\

Rationale or Imporlance of Systematic Infewlewlng Skills
Page 7 of Workbook .

1. Information exchange Is the major focus of most Intervlews Hence, you need to beable to
guide the direction of the discussion in an effective, yet unobtrusive manner.

2. Since information exchange Is the major focus within the interview you must be a skilled _
interactionist. Systerriatic Intervlewlng Skills should enable you to become a skilled inter-
- actionist.

3 You and the intenviewee are resources forgone another during the Intervlew You are avail-
able to use each other as resources;only through interaction. Asydu and the otherperson
exchange verbal and non-verbal regponses, those responses allow or resfrict yourusage
of each other as resources. Systemiatic Internviewing Skills allow you to use each other
as resources. -

4. Research reveds That many beginning. Intérvlewers do not generally possess a stable
repertoire of behaviors or techniques. They spend too much time talking, interrupting the
interviewee, asking closed-ended’questions, making long awkward speeches, and laps-
ing into long unplanned silences. Training in spetific interview techniques can resultin you
spending less time talking, interrupting the ‘Inferviewee less asking more open-ended
questions, and making fewer Irrelevont comments

5 -

14
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A. The Information Exchango Process

, - Philosophy
- Page 7 of Workbook s A

. The major focus of your interviews Is on the exchange of mformaﬁon with the purpose
of helping the person you are Intervlewlng

. Exchanging information to help another person can be visualized from the lllustration
on page & of yous workbook.

. In terms of refevant infoifnationtheteis a known dimension whichincludesinformation
known by both you'and the person you are interviewing. The blind dimenston includes
information that is not known by thg,other person but is known by you. The hidden
dimension includes informatlonqknown by the other person but not by you. Then there
is an unknown dimension that includes information that is re‘evant but is not known by
you or the other person. ¢ .

. In early inteviews, in comparisonto allthe reIevbnt information to be known, that which
is known by both you and the other person (known dimension) would be relatively
srhall. Information needed by, the person you are inteviewing but is unknown (blind
dimension) is relgtively large. The information that is known by the person you are
interviewing and needed by you but is unknown to you (hidden dimension by person
you are inteniewing) is also large, 615 the amount of information not known by both
(unknown dimension). The information awareness matrix as it initially emerges during
ecrly interviews is presented on page 9 of your workbook.

: The overall objective of- the/bformatlon exchange process would be to expand the
known dlmenslon that is to make known all the relevant information needed by both
you and the person you are intenviewing. This would involve decreasing the blind,
hidden, and unknown dimensions. Page 10 of your workbook indicates how the infor-
mation awareness matrix would look following eftective information exchange.

. Decreasing the inferviewee’s blind dimension.

Early irrthe interview process the inteviewee needs much information. Extensive inter-
" viewee participation and involvement is desired throughout the helping process but s
vely crucial during the early phasesqlhe interviewee needs much information about
your agency/organization/section, it's role and function, senvices that are offered, the
objectives of those sewvices, any eligibility requirements, etc. justto make the decision
of whether or not your agency/organizdtien/section is the one that canmeet his/her
needs. Your role, and the intervlewee s rights and responsibilities are other areas to be
discussed very eary. This Is information needed by the inteviewee to paricipateinthe
decision making process and requires you to practice effective information dissemi-
nation by knowing what information is needed by the interviewee and the.most effec-
tive, efficient and helpful way to give that information. '

. Decreasing the hidden dimension. .

- The interviewee has much Information that & needed by you. You will probably be
more involved with the task of collecting information“during the eary phases of the
helping process than at any other time. Hence, you need fo know what information is
important and the most effective and helpful way to go about coflecting that infor,
mation. The hidden dimenslon Is decreased through the facilitation of interviewee free
expression and self-revecllng behdvlor across allrelevant Informatlon collectlon areas.

-

<5




8. Decreasing the unknown dimension. -
The blind dimension is decreaséd via effective information dissemination. The hidden
dimension is decreased via effective information collection. During this information
exchange process, additional information known by neither you nor the person you
are inteviewing becomes known. The unknown dimension is further decreased via
information collection from external sources, i.e., medical evaluation, psychosocial
evaluation, vocational evaluation, etc. . :

B. Engaging others in Interaction (Page 14 of Workbook) - ' -

1. Information exchange only occurs by interaction between you and the intevierwee.
However, you will not achieve your objectives through just any type of interaction.

2. Interaction can serve many purposes and can be canied out onrmany levels. It can
/ function to structure our time with others in social conversatipn, helpful.work, or even
destructive actions. - ,

3. Hence, three basic ways of interacting with others are identified. Théy are:

a. Destructive inferaction . ,
b. Friendly discussion
? c. Helpful interaction

4. A definition of each is: X : ’ N

o a. Destructive interaction - consists of hating responses, playing games, and on an

,% intemational scale, war. This type of interaction communicates to the otherperson

that he/she is ne good and you have very little regard for himi/her as a person.

Avoid v%estrucﬁve interaction. It has no place in the helping.interview. Information

exchanged-during destructive interaction does noffacilitate the achievement of

o your goals and can only resut in negative consequences. Meaningfulinformation
‘ “is blocked and game playing may Ttesult: Do not make the inferview a game.——

b. Friendly discussion - consists of s\ociable conversation or chit-chat. We engage
others in fiendly discussion everyday and it senves to structure a great deal of our
time with others. Friendly discussion certainly has its place, but it should occupy a
limited space in the helping intenview..Infermation exchanged during friendly:
discussion does not seive to help the intewviewee very much. Thetefore, try to avoid
infroducing extraneous material such as smalltalk, etc. Dofiotmake the inferview
a social oonvorsatjon. ¢ . :

- C. Helpfu.l interaction - consists of gocl-oriented activity that seves to assist others in
- i obtaining desired objectives. Therefore, the majority of ifterview interaction during
" the helping interview should consist of this type. Information exchanged during
helpful Iriteraction will seve the purpose of moving the interviewee through the
process in the most effective and efficient manner. Do make the inferview helpful
Interaction. , . » .

13
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C. Furictions of an Inferviewer (Pagé 11 of Workbook)

1. The focus of Systematic Interviewing SKills is based on the assumption that the most
successful interviewer is an effective:

a. Rappor builder *  ~ S ’ -
b. Information collector Tl
¢. Information dissemindtor -

' } " d. Information processor
e. Efficiency expernt

\
/7 2. Functions: . ) .
- o a. An _effective rapport builder - If you are helpful you will develop and maintain a
: relationship /hct facilitates the information exchange process. Interact with the
interviewee in such a way that it engourages him/her to explore and dishcb\
meaningful topics and allows the utilization of information given.

b. An effective information collector- an effective information colleétoryou must
collect sufficient information from the interviewee in a facilitative fashion. Knowing
how to do so is important.

c. An effective information disseminator - Not only is information needed from the

" intendéyee, but the interviewee needs information from you to patticipate in the
helbiné‘ process. Therefore, if you are helpful, you will know not only whgl infor-
mation the inteviewee needs but how to communicate thotTr'_\formctlon the most
\he:lpful way. - .

% d. An effective information processor- A Icrgé‘cmount ofdata is collected duringthe
« interview. Process that information In such a manner that it becomes useful for
, assisting the interviewee. :

e. An efficiency exper - There are certain reality factors that-cannot be avoided in
N . helping. The [imited amount of time one has to spend with the otherperson,many
people to sx demand for your fime, etc. are but a few. Hence, effective inter-
- viewers will cany out the above roles in an efficient manner. They will collect, dis-
seminate, and process information, within a facilitative climate; with little or no.
« © wasted effort. '

3. g S
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Overview of Components

Page 12 of Workbook

~

o

The following training components of Syste matic Intewviewing Skllls have been developedto
help you cany out ‘the functions listed on the precedlng page in the most effective and efficient

manner

1. Systematic Interview Programmlng

« a. “Attracfing
b. Planning
c. Structuring

2. Information Exchange

a. Information Dissemination

b. \Infon'nation-Collection

3 Non-Verbal Interaction Techniques

a. Positioning
b. Obseing
c. listenin

d. Organi?mg

4 Verbul Intetaction Techniques

Continue
Restricted-Focus

Check
Declarative
Self-Expressive
Interpretive

Q@ ~®Q000.0

5. Interaction Profiles

The Listener

The Interrogator
The Explorer__
The Reflector

. The Informer

The Self-Expresser
g.- The Interpreter

~® 0000

Exploratory-Focus -

o

¢

15




Objectives of Systematic Interviewing Skills Training
Page 13 of Workbook

- To define and.teach those basic interviewing skills which mﬂuence the quality of infor-
~ mation exchange within the interview.

. Toexpand yourtresponse options enabling you to become askilled interactionist in caiy-
ing out your major function of exchanging mformanon within the interview.

Identify moment-to-moment responses uSed to collect and disseminate mformanon.
. Identify response modes/styles and interaction profiles.

Suggest a response style that will facilitate the most self- expre55|on thus enhancung the
information exchange process.

6 Provide a set of tools which will allow you to evaluate your ir;terview behavior.

(4 . \
The purpose of this training is not fo teach personal adjustment counseling skills. Personal
adjustment counseling requires additional skills beyond those taught in this program. The
focus here is on mtervuewung not counsellng
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Systematic Infervnew Programmlng -

!nh'oducﬂon to Trainer . ‘

This -section presents the definition, ranqnale and objectives of Systematic Interwew Pro- ., '’
gramming. “Systématic Interview Programming is then broken into three stages: attracting the
inteviewee, planning the interview, and structuring the interview sefting. the definition,
rationale, and guidelines for canying out each step are presented. Trainees are asked to
contrast the'impact of effective and meffechve Systematic Interview Programming activities

and'are given the Opponunny to practi¢esthe suggested techmques The objecnves of this .
sechon are to influence the trainee to:

1 Progrom interviews systematically.” .

\ 2. Take actions that increase the likelihood of a: perso}\ appearing for an m{ervlew
3 Develop interview objectives and strategies to achieve those ob;echves -
4. Structure the interview setting so as to enhance the information exchange process -

When presenting matenal from this section utilize only those points under each major
category you deem appropriate for your group. Additional space is provided for you to add
your own points.. ) ¢ . »

-~ ‘ .

4

" Deﬂniﬁon of Wsiemaﬂc Interview Programming L
. . Page 17 of WOrkbook ’

. . N § £
<-
1. Systematic Interview Programming refers to,those actions tgken prior to the intefview to:

q. Aftract the interviewee and encourage hié/her amivirig for an intefview.*
b. Plan the interview by developinDobjectjves and stratégies to achieve thosé objectivés
c. Structure the inteview setting so as to faainate the information exchange process s

2. Hence, the focus of Systematic Interview Programming is &Rachons directed atAﬁracnng
Plannlng and Structuring.

-




=

Rationale or Importance of Systematic InL‘lgle\\_r P!og;gg\ming

Page 17 of Workbook ™

1%

[y

R

. . ™ o .

1. There Is an Iinfinite variety of “Wrong” strategies and only a few “Right” strategies. There
is an infinite variety of "Wrong” ways to conduct an infeview and -only a few “Right”
ways. Systematic Interview Programming.enfiances your chances of employlngg"Right"
strategies and conducting an interview the “Right” way. .

. Much time is wasted In preparing an intenview if the inferviewee t;ecomes a "no~show
Affracting actions help induce and motivalg the Intervlewee to show.

. You might be overwhelmed'with the massive amqunt of data about a person that "could
be"” related to his/her goals. It is easy to become bogged down in interaction and

sight of productive objectives for guiding the Intervne\«\ﬁs @ K
Planning actions facllitate a goal-directed “game-plan” that will serve to give direction
the interview. it will aid you in knowing where you are, where you have been@nd whereyou
still need to-go in the information exchange process. g

. The information exchange process is facilitated by attending tq env:ronmentalvanobles

4
= interviewee varables, and seif varables in a systematic way. ‘Aﬂracﬂng. Planning, .
and'S?ructuring actions enable one to.aftend to thoseyariabl?
5 . " .
' A
6 9, ; 4
. ( R \ ‘
‘ b ]
LY h M
\ : . . M. “
~ Objectives of Systematic Interview Programming -
’ ' Page 17 of Workbook . -
1..To mictivate the interviewee to come for an inteview. e
2. To enable one to gulde fhe interview systematically. 3 ' . .
3. To create an env:ronment conducive to effective information exchange
v/\ ; -
4. To buiid in success for your inteiview. ,
§.
6. .o
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» Step | - Afiracting the Inferviewee

Definition of Aﬂracﬂng
Pago 18 of Workbook

1, -Athracting refers to activities that are intended to draw forth a desired response from the

L

interviewee.

1

. Attracting is an aftempt to motivate or induce a person to desire an interview.
. Aftfacting refers to the act of appealing to a persoq fo Insure his/her appearance at an

interview,

»

. Attracting includes informing a person of the who, what, when, where, why, and how ofthe

interview in such a way that it encourages or motivates a person’s desire to come.

»

Rationale or Imporfance of Afiracting

People must appear for sevices before they can be effectively sewved by youragency or
organization. . <y

’

. There is some evidence to suggest that you must do more thon-simply make appolnt-

ments and expect a person to appear. The person 's appearance is not ah aufomaﬂc
event regardigss of his/her needs. -~

. In fact a study done of persons referred from one psychlatric hospltal to.a communlty

based rehabilitation center indlcated that approximately tyvo-thlrds fglled to appear.’
- .. I 7 -

P ”
* - - - -

- ’

. ! ’ .
. s Ty ”' 5‘»,/ .

‘Wolkon,GW.’ Chcrocterisﬂcs otCllents und Continulty othrelntothe Communlly* Commulnymmalﬂocnh .

Joumnal, 1970, 6, 245-221.

Objectives of Atiracting -

1. To maximize theé possibllity tat a persen will appear for senvice. \ ) -

. To increase your effectiveness at motivating others.




> Guidelines for Effective Atfracting®
_ ., Page 19 of Workbook

1, De@&up'o\h your mode of communication. RN

Elaboration by Trainer:
‘How do you usually make your interview cppomtments'7 ﬁ may be by phone,
in writing, %r in person. This may depend on your agency’s/organization's
general practice and on the paricular person you are mokmg the appomtment :
for. Take into\consideration all variables in deciding on how to extend your
invitation. \ -

-

2. Decide to whom tHe invitation will be extended. -

- Elaboration by Trainer® ' '
In most cases this will be o the mtervuewee ‘but in ste cases, it maybetoa

. For exampile, this is an initial screening interview.

5. Inform the person of whete the mtervuew will take place. .

. Elaboration. by Trainer: - 7
For example, 2631 South Elm Street, The Dyer Buuldmg, Room 33. Sometimes a
'more precise location might be required, especially ifthere is.no receptionist,
such as third floor, fourth door on the right at the end of the hall aﬁeryou getoftf
' the elevator.

6_Inform the person of how to gét to the interview. " '

- Elaboration'by Trainer: ' -
- = If this is the initial Interview for the intelviewee ryou may send a map outlining
how to get to your office. More specific instructions about what to do upon
arrival might be called'for, such as “Report to Mrs. Haris at the front desk and

tell her'you have an appointment with me. She will diréct you to my office.”

7..Inform the person of when the Interilw will take place ‘

*s

.

*Adapted from Anthony, W.; Plerce, R.; Cohen, M. ThoSklllsolchgnolﬂc Planning. Amherst, MA, Corkhuﬂ Institute of
Human- Technology 1979.

) 3
. - »

person’s parents, gLB’l’dian spouse, eic. "
L 3 Be sure the person knows exacily who the interview is with. ‘ -
. Elabordation by Trainer: * .
Identify yourself and your agency/organization cleary. .
4. Inform the person of wha} will happen. . . S -~
e ‘ Elaboration by Trainer: ¢ '

Eloboraﬂon by Trainer: . /"
o~ The tilne and daterofthe inteview. Forexample 10a.m. Thursdoy, February16.,
8. Inform the person of the general purpose or the why of the Intervfew. .
[ ' . /-"'r/
El,oboruﬂon by Tralner: — ’
» For-example, “To talk about how this agency may help you."
: . B
. A
- ® - .
o . L . ~ .




™

9. Encourage the berson to appear by presenting him/herwitha personcl'reoson to appear

> B - .' Q.

« v - ' »

Elaboraﬂon by Trdiner:

Stress and emphasize the specific benefits that the appearance may bnng
Communicate that it will be to the person’s advantage fo come.to the inter--
view. The general fomrot for doing this Is: “I understand thgt (Information
regordlng the person’s possible interest in your agency/organization). |
(personal expression of your interest in the persdm).” Aexample is found on

page 21 of‘yow Workbook.

%

10 Whenever possible, attempt to get a personal corn(mitment from the person.

Elaboration by Trainer: .

If you are extending an invitation by phone or personol cantact, atampttoget .
°, the pBrson to commit o coming. You may say sdmething like “Will you be

there?" or any question or statement that encourages ! the person to indicate

that they will shiow for the infeview. <, . - \ :
11. Follow-up if necessary. ) . ‘
™ Elaboration by Trainer: ~
Somietimes it may be necessary to follow-up your initlai invitation with are- o~ )
minder, especially if your initial i nohon was issued several weeks or months
before the scheduled interview. e

Ask trainees to suggest other guidelines for Aﬂrocting"rhe Intervnewee Discuss each.
12. ’

13.

14, . B .

~
4®)
g H .
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Demonstrate Ineffective Aﬂracﬁng
Ask troinees to tum to page 20 of their workbook and c\nplete EXercise 1. T

{ Demonstrate Effective Attracﬁng

Ask tfainees to'tum to page 21 of their workbook and comolete Exerci%z

°
o

_Practice Aﬂracﬂng ) ‘ -
1. Ask trornees to turn to page 22 of therr workbook and complete Exercrse 3.
2 Ask trainees to tumn.to poge 23 of therr workbook and complete Exerorse 4 g

Note to'Trainer: For Exercrse 4 you might suggest-half of the group develpp a
statement for an initial rntervrew and holf for a subseqr@nt intemvi (ew

»

~  Additional or Aternate Aﬁracﬁng Exercises

%



A Summary of Afiracting

S 1. Aftracting action may seem like such a simple skill that it need not be addressed. But S
remember, there™are mony ‘no shows for interviews.

. Attracting wiII maximize the possibility that a person will “show" for the mterwew
.llnform the person of the who, what, when, where, how, and why of the interview.
. Adda personol note to communlcote the possible benéfits of the inteiview for the client.
. Watch your “no shows™ decreose

U’lwa-

- ' o

) - Self-Assessment ,
Ask trainees to tum fo page 24 of their workbook and complete the self-assessment guide

-
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" Step Il - Planning the Inferview

/7

> - Definition of Planning.
Page 25 of Workbook

1 Planning refers to formuloting a program of action for the inteniew.

2 Planning involves determunmg abjectives and developing strategies to achieve those
objectives.

-

3 The result of Planningis the development ofone ormore ofthe foIIowmg types of objectives
wuth discussion topics o achieve those objectives:

a. General objectives - objectives thatyouwould wantto achieve with everyperson Page

25 of the Participant's Workbook presents a partial list of some general objectives for
the initial interview. -

- b Specific objectives - objectives developed for a specific person. These are individual-
ized objectives that may not be appropriate for everyone. Page 25 of Participant's
Workbook presents examples of possible specific objectives.

¢ Momentto-Moment objectlves 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 befggehand. As a
result of interaction during the interview you may become aware of a very important
topic that needs to be explored. Hence, your objective becomes to explore such
topics in depth and in a systematic fashion. The exploration of personal adjustment
problems often becomes a Mament-to-Moment objective. Page 25 of Participant’s
Workbook presents examples of possible Moment-to-Mornent objectlves

4. .

LN

-~ Rationale or Imporlclnce of Planning
“ . . Page 25 of Workbook

Present the foIIowIng . ,

1. Planning foclmotes thesinformation exchange process during the intenview, whereas the
absence of Planning retards that process.

2. The absence of effective Planning actions results in wasted time, inadequate information,
and possible domoge to rapport.

’

“or ask:

1. Why s Plonnlng important? Whot would you hope to oct:ompllsh by Planning? List the
,"tesults of Planning.

) What would you expect to happen in the absence of Planning? List the results of poor
Plcnning

»

« | 28
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Guidelines for Effective Planning
Page.26 of Workbook

1. Develop a general “game plan” whlch will guide your activities no matter who Is belng
intenviewed. .

Eiaboration by Tralner: ' .
There are certain topics that need to be discussed with everyoneqduring an
interview, especially an initial interview. There are also objectives that are
appropriate for every inteiview. Be aware of these objectives and discussion

- topics and develop your “game plan” accordingly.-A suggested guide for
developing this plan is found on the top of page 27 ofthe Participant's Work-
book. The rest of page 27 ofthe Paiticipant's Workbook presents an example In» .o
condensed form of how this Is canied out in an initial interview.

2. Develop specific objectives for each person as appropriate.

Elaboration by Trainer:

" Oftentimes you may have information about the person prior to the Interview
- (e.g.. from referal source, old files, personal knowledge). Hence, you may
be able to deveiop specific objectives forthat indeuoI person thatwouid not

be objectives to achieve with e g\a?ﬁone.
!

3. Aliow your general and specific pfe-intetview objectives to be moderated by momentto-

moment objectives that develop ‘during the interview.

Elaboration by Trainer:

Stay attuned to what the person isexperiencing. A Moment to-Moment objec-

tive may take precedence overa generol or spectfic objective. The discussion of

personal adjustment problems may arise during the course of the interview.,

Explore them in depth even though not pianned for. Aftending fo Moment-to-

Moment objectives will have a iot to do with the success you wiII have in
- achieving your general and specific objectives.

4. Do not become so involved in the content of forms that you miss what is reolly being
communicated. Be aware of what is hoppen?me person and respond oppropricnely

E

Eiaboration by Trainer:
This guldeline is'very much related to thg'preceding one. Oftentimes there are. -
many forms to be completed, especially during the initialinterview. Infact, your
primary “game plan” may conslst of only the objective to complete forms,
* Hence,you can get so involved In achievingthat goalthat youforgetyou have
¥*q "person” there. Respond first to the person. Make every effort to keep your .-
interview person-oriented as opposed to form-orienred .

’

5. Develop inteview objectives and strategies in writter form Do not rely on your memory for

. all topics that shouldde dlscussed

Eiaboratfion by Tralner: e

Experienced interviewers may scoff at this guideline but it is still a principle worth
thinking about. It is very easy to forget a relevant topic in the absence of a
wiitten step-by-step plan. That is why most people have a shopping list before =
going grocery shopping. They may know exactly what they want. But how
many of you have forgotten a very important item inthe absence of a grocety list?

Aidine pilots also ufilize a “checklist’ when preparing the plane for take-

_off. Imagine the consequences of forgetting an important item there. .
Most, of you may know ‘exaclly what needs to be discussed during an -
interview, Writing if 3own ensures its coverage. Itvery well may save a great deal
ofﬂme in the long fun. Taking the time to rkord your planisan efﬂc!ency step.

29 .
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6. Review objectives prior to each inteviewee contact.

Elaboration by Trainer: . ~

A _review of Interview objectives prior to the person's amival should provide

purpose. and direction for the subsequent inteiview interaction. This will help

you know exactly what you want to discuss to accomplish your objectives. S

7. Inform the interviewee of the inteview objectives.

Elaboration by Trainer:

. . . By reviewing your “game plan” prior to the interview, you become aware of all
the topics you want to discuss. When you inform the interviewee of those
objectives, the person becomes aware of what needs to be covered duringthe
interview. The result may be that the interviewee leams to approach the inter
view in the same goal-oriented systematic manneras you.The chancesthat all |

-~

topics will be covered will thus be enhanced. -

8. Be flexible. Do not rigidly and inflexibly impose your “game plan” on the interviewee.
Elaboration by Trainer: - , - S . v \
There is a difference between being systematic and being rigid. The best . r
“game plan” in the world may go out the window once the person anives 4

All your.written objectives may have to wait as a result of a fnore important
moment-to-mament objective. Remember, stay attuned to your inferviewee &
and systematically, but fiexibly, achieve your objectives.

Ask trainees to suggest other guidelines for Plapning the inferview. Discuss each.
9.

10.




Demorisirate ineffective Planning

Tell frainees they can tum to page 3 onypéscript Manual and followtypes
an excerpt from one of Tom James' Interviews. At the conclusion ofthe excerpt trainees to
complete Exercise 1 on page 28 of Workbook.

1 . .
Demonstrate Effective Planning .

- Tell trainees they can tumn to page ¢ of their Typescript Manual and follow the typescrpt as
you plan an excerpt from another Tom James interview. At the conclusion ofthe interview ask
trainees to complete Exercise 2 on pcge 29 of Workbook.

Pracﬂce Planning

Trainees will now begin to develop a “general game plan” for an initial intenview. Instruct
them to dq the following exercises:

1. Tum to Workbook, page 30, and complete Exercise 3. FoIIowung completion of that exer-
cise, discuss objectives as a total group.

- 2. Have trainees complete Exercise 4 on page 31. FoIIowIng completion, discuss as a total -

L4

group. -

3. Tum to Workbook, page 32, and complete Exercise 5. Following completion, discyss as a
total group. -

4. Trainees should now have atleast atentative plarfor aninitialinterview. 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 )

objectives based on the Informcmon they have about the particular person they will
be seeing.

5. Inform trainees that the remainder of the program will consist of dlscusslng those things
that will help them cany out the systematic format presented on pages 30. 31, and 32.

5. For Example point out that you have already c\vered 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'inteviewee, motivating him/her to come to the
intenview, and (b) Plan the interview. Knowing whatyou are afterwill certainly enhance your
chances of getting it.

<

Additional or Aemate Planning Exercise

e N

-
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Stimmary of Pl'annlng

4. Planning allows you to develop an interview plan that includes the objectives and strote-
gles forachieving those objectives.

2. Three different types-of objectives were dlscussed - ,
3. Planning allows you to provide direction to the Inthew and ensure effective Interviewing.
4 .
5.
°~<

. Self-Assessment :
Ask trainees to tum to page 33 of thelr workbook and complete the se@ssmnt guide.

.
-




B Step IH - Structuring the Inferview Seffing - |
- - Definition of Structuring
S “Page 34 of Workbook

4. Structuring refers to arranglng contextual variables so that they faclmate ratherthan refard
the Information exchange process.

2. Aranging the Immediate sefting of the Interview so that it will be most conducive to the
exchange of Information.

3. Aranging the environment In such a way that Interest In the Inteviewee Is communicated.
~ 4

Rationale or Imporiance of Structuring
Page 34 of Workbogk

Present the following:

4. Physlcal cmangement of the Inferview setting can facliitate or retard the exchange of )

Information.

2. Physical dimensions of the helping setting are reiated to whether the Inteviewee Initiates
and Invests him/herself In the Information exchange process.

or ask: ¢

" 4. whikis Structuring Important? What can be achieved by Structuring activities?Listthe results
of effective Shucturing.

2. What would be the consequences of poor Structunng? List the results of Ineffective Structur-_
ing actions. S .

~

:ﬁ‘
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Guldelines for Facilltative Sinicturing
. ' Page 35 of Workbook
1. Arange fumiture so as not to have physlcal bamiers befween you and the interviewee.
Place chairs opposite each other 7
Elaboration by Trainer: )

A desk is helpful when completing forms, but ty to arange your chalr the
inferviewee’s chalr, and the desk so as not to have the other person sitting
across from you on the other slde of the desk. Bamers between you and the
person you're infeviewing may become a barmier o open communication
and retard the information exchange process. Baniers most often communi-
cate negative rather than positive things. Along with eliminating a possible
barnierto open communication, this will allow you to observe the person more

fully, a topic that will be discussed in depth Iater. <
2. Whenever possible have chairs of same or similar fype and of equal height.
Elaboration by Tralner:

Have you ever noticed the difference in chairs in most helplng professions?
Usually the interviewer has a large, padded, swivel ¢hair and the interviewee
has a small straight-backed unpadded one. What do you suppose might get
communicated to the intenvewee with that kind of chair arangement? To
avoid negative communication try to have your chairs of similar type and
equal height. This communicates a sense of equality and pcrtnershlp and-will
enhance the achievement of objectives. )

3. at fumiture is comfortable. i \\ )

Elaboration by Tralner: ) 5 :
If the interviewee Is very uncomfortable, he/she may be more intent on gstting
the interview over with than exchanging information. Whenever it is in your
power, see fo It that yourfumlture facilitates the information exchange process

and does not retard it. .o
4. Control nolise or distracting varables, phone cdills, knocks at the door, odtside nolse, etc.
Elaboration by Tralner:

Try to prevent the information exchange process from being Interrupted Utilize
“DO NOT DISTURB" signs, have secretary hold calls, etc. Also close windows if
necessary to control outslde noise. Do not have the interviewee competing -
with dlstracﬂons

5. Provide a meeﬂng place wggre confidentiality can be assured.

Elaboration by Trainer:: 1 s
Do nat expect the inteviewee to provide a great deal of meaningful and

relevant personal infomation in a meeting place where confidentiality is

lacking. Since much information of a personal nature is often needed inyour .
interviews fo achleve objectives, Intervlew the person in a setting conducive to

conﬁdenﬂalﬂy .o
6. Put away things you dp not wish the ifterviewee fo see. “
Elaboration by Trainer: ' -

s, medical and psychological repo?fs.your
uld be put away prior to the intenviewee enter-

Files of other persons, papers,
lunch, Playboy, Playgid, etc. s

ing your office if you do not want him/herto see them. Keep your desk clear of °
an\aﬂng that might distrgét the person and interfere with the information
exch - ’ ’

nge process.
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7. Control temperature within the inferview seiﬂng‘. . ..
Elaboration by Trainer: ) R

The intenviewee should be made as comfoncble as posslble An interview I
sefting that istoo hot ortoo cold is not conducive to exchcnglng Informction

8. Control lighting within the Intervlew seﬁlng . S .

* Elaboration by Trainer:
The interiew setting should be as pleasant os possible. Proper lighting can-
faciitate the infomation exchange process whereas poor lighting may not. ' °

3

9. Be sure the Intervlew sefting is cccesslble ‘.

Elaboration by Trainer: : AL T
" Check to be sure the interviewee can get into your office. Look for obstacles in . .-
the aisle. Remove boxes, arrange file cabinets, etc. so thatthe interviewee will : Lt
< not be bothered with furining an obstocle course. y R

10. Personalize the inferview seﬂlng

> Elaboration by Trainet: i o
Attempt to creafe a wam setting as opposedto Q cold-hcrd one.Decoration . :
is one way you might do that. if you usually infetview people with similar
backgrounds and taste your degorations might reflect the person's frame of

°

. reference and make him/her feel welcome and relcxed . .
11. Structure the inteview time. ) - .
Elaboration by Trainer: - s B N

Be sure sufficient time is ailowed to achieve your lntervlew objectives. Be aware
> pfscheduling, and avald scheduling too many people fortéo shorta period

Ask frainees to suggest other guidelines for Siiucturing the interview seﬂlng. Discuss each.

12. . A o ® ° ¥
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. Demonsirate Ineffective Structuring -,
Ask trainees to tum to page 36 of thelr workbook and complete Exercise 4..
’ : Demonsirate Effective Structuring” o .
Ask ﬁolnees to tum to poge 37 Qt their workbook and complete Exerclse 2. o
oemonsrrarron Ineffective Stmcturing Cn
Play tape of structuring Exerclse3demonstrcttng ineffective structuring anéxcemtfomcne . L
°. OofTom James' inteviews. Ask trainees totumtopoge38otworkbookondIlstexomplesotpom vt
structuring. Trainees will probably note the following: .. . N .|
4. Outside nolse . ) ’ R -~
‘ - 2. Phone ringing e e ‘ ’ Ly e i -
3. Interruptions N ) .. e "
‘ Demonstration Effective Structuring R |
: Play tape of structuring Exercise 4 demonstrating effective structurlng another excerpt from l
’ Tom James' infeview. Ask trainees to tum to page 38 of their workbook and compare and
contrast this intéiview segment with the preceding-one. Tralnees will probcbty note the
toIIowtgrg about the Igtest interview segment: .
~ 4. No Quiside noise ] }
. 2. Phong does not ring , ) .
3. No inteqruptions / . ) ’
" 4. Information exchange is not impeded ‘ T
¢ % i s
a Pracnle,srrucrurrng : E )
. °Direct trainees to Exercls%on page 38 of thieir workbook. ' l ‘
. " . . Addiional or Atemdle Structuring Exercises . c
(V4 . &
Lo A ‘ ) . L
. A B . ’ ‘
L] 0 -
- ; A . *
L] X ‘Q .
Cee S T Seli-Assessment -
D Ask tralnees to tum fo poge&39 of their workbook and complete the self-assessment guide.
el M ) * . ) N ‘ -~




Summary of Systematic Interview Prégrammlng ' :
5 Page 40 of Workbook .
4. Systematic Interview Programming refers to Aﬂrocﬁng the lqtervlewee, Planning the
interview, and Structuring the intenview setting. .

2. This allows you to engage the interviewee, create a climate that fosters the Informoﬁon
exchange process, and guide the intenview in a systematic fashion.

3. if you do this effectively, the chances of the interviewee showing are enhanced, direction .
will be provided to the intenview, and time will not be wasted. Ob]ecﬁves will be achieved
and the interviewee will feel ct ease and want to exchange information.

4. The absence of erpoor Intervlew programming may result in: (1) the interviewee not
showing, (2) wasted time, (3) the interviewee being “tumed off,” (4) many distractions, -
:(5) the Information exchange process being rétarded, arid (6) failure to achieve your
objectives. .

+ - .

- - . .
*

. Polnt .
This section’has presented-some of the important Ingredlents for eﬁechve Intemewlng A

'format for programming an interview for success has been offered.-Thaf format is:  *

1. What are my ob]ecﬂves fort this interview? -
2. What information does the mte&lewee need to achieve those ob}echves?

The remainder of the training progrem is designéd to assist you inimplementing the cbo%g
format. The next section, on information exchange, well help you detemine the topics that :
shouid be discussed during an inteiview. Subsequent section, exchange information via . &
non-verbal interaction techniques and verbal responding, will focus oh how to go about that
process in.the most effective and efficient way.

5. You now have one more answer to the question on page 32 of your workbook. Whatlisthe
- most effective and efficient way to exchange information? That cnswelrls—Structure the
interview seﬂlng .

. 6. Page 41 of your workbook IndiCctes how the Wstemcﬂc Interviewing format has been  *

Implemented thus far. . s -

7. Let's tumn our attention to Questions 2 & 3—What information does the iptervleweéneed
and what Information do-you need? .

. i
- . v

3. What information do | need to achieve those objectives? \" e
_ 4. Whatisthe mo§! effective-and'efficient way fo go about exchanging this mformcnon %nd ) v
achieving my gb;eetweﬁ . .
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Information Exchange During the Interview Process -

infroduction to fralner

This section provides an extenslon of the planning discussion and focuses on the two
aspects of information exchange—information dissemination and information collection.The
definttions, ratibnale, and objectives of information exchange are presented and then infor-
mation exchange Is divided into: Step I, information dissemination and Step I, information

_ collection. Each step is defined and-the rationaie and objectives presented. Effective and
" ineffective application of those guidelifes are demonstrated and contrasted, and trainees
receive the opportunity to practice each step. The objectives of this section are:

1. To emphasize the Irpportdnce of information dissemination.

2. To teach the types of information that are helpful during the IrjteNlew.

3. To teach a helpful style of dIssemIncﬂnQ information. .

4. To'teach the types of information nec‘ésscry to collect during an inferview.
5. 16 teach a helpful information collection style, B

When présentlng material from this section, utilize ohly those points under each major
category that you deem-appropriate for your group. ) : "

®




Definition of Informétion Exchange -

‘Page 45 of Workbook \
1. Information exchange refers to the procgéss of collecting information from the Intetviewee '
and disseminating information to the interviewee. ' .

2. 1tis the process of reducing the blind, hidden, and unknown dlmenslons of information
“awareness and Increoslng the known dimension leading to the achievement of
-objectives. .

3.

.- . .
" ’ & ¥

Rationale or Importance of Information Exchange
Page 45 of Workisook

1. The exchonge of information piays a major role in the interview. Only through effecnve
information eéxchange can you achieve your goals.

2. Ifyou are to help the interviewee, you wili need a great deal of ifformation frorqthexime_r-
viewee. .

+

3. In order o become fully Involved in the helping p\ocess. theaternviewee wiII'need a great

deal of information from you.

4. Your goals dnd objectives can only be occomplisheq_hrough effective mformotion-
exchonge

- -

Objectives of Information Exchange o .
Page 45 of Workbook "

1. Io achieve one’s ‘objecﬂves for the interview,

2. To give the intenviewee the information necésséry’tor achieving those®Bjectives.

3. To get infomation from the IntevYé’wee that Is necessary for ochlevirp those 'objecnve .

1 B T

Sl




.. * b. A description.of your role and function.

& ’ \

.

Step | - Infprmaﬂon’ Dissemination

‘ Defirfition of Information Dissemination
Page 46 of W ‘

1. Information dissemination refers to the process of giving fhe petson you crelntervlewlng
Information that is not readity available to him/her.

2. Information dissemination includes both the kinds or types of information useful to that *

person and the style and manner In which t is given.

3. Types of information that may prove useful to the interviewee wili vary depending.on the
specific 'interview involved. However, during the initial contact with the- lntervlewee the
following major categories of information might prove helpful.

. A description of your agency/organization/section and fts role and function as it
rekates to the inteiviewee. . -

he interviewee's rights. c
d. Thé Inferviewee!s responsibilities. e
“4. Information dissemination style refers o @ manner of giing information that encourages
the other person’s paricipation and invoivement.

Rationale or importance of Infformation Dissemination
Page 46 of Workbook

1. Infomation dissemination effectiveness will have a lot to do with the degree to which the
inferviewee Invests him/herself in your program.

2. Informatioh dissemination effectiveness should positively influence inferviewee motivation.

3. Information dissemination effectiveness helps to humanize the inferview process by
invoiving the interviewee more in that process.

4. The deéree of information dissemination effectiveness can retard or faciiitate yourrapport

with the interviewee. v
. . » - o ~ x *

?

Do Following.Exercise fo Demonsticis the Importance of Information Dissemination

To demonstrate the importance of information dissemination and the impact it may have
on Interviewee motivation and the interviewer/interviewee reiationship, | would like for you to
really get yourseif Info the following situation. Just sit back, relax, and listen to the following:

You are in your office and you receive a cali from the State Capitol, Office of

Mr. Smith, Director of all Agenc? Personnel Transportation. Mr. Smith informs

you that you have been selected, based on your profile, for referral fo a new

: ral Agency. You are to report to a Dr. Faiface, who Is the agency’s local
restorafion analyst. You try to get allitle more information, but Mr. Smith main- -

tains 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 con-

cemed with placement and replacement of state employees such asyourself

in an effort to help people reollze social gain and their maxlmal human

potenﬂol son

-




You meet with Dr. Faiface thafollowing day for an Initial interview. On page
47 of your workbook is a summaty of what you found out and were instructed
to do during yourfirst meeting. Review page 47 ofyourworkbook andthenuse
page 47 to write down additional questions youwould have and any personal
reactions you mlght have fo such a meeting.

“

.’ Instruction fo Tralner:
- - Alow time for paticlpants to revlewthe Summary of Meeting Form and towrite
down the questions they might have. <
* P
Request that the paricipants report the questions they would have and thelr ‘

reactions to such a sltuoﬂon—facllltate discussion and identify parallels with ~

their initlal Interviews. v
Possible Points that mlght be made: = .-

1. There are many parallels between this situation and your inifial inferviews.

a. Belng selected for referal to an unknown agency/organization/
section.

b. The.confusing agency teminology “refemal status.”
c. Your title (e.g., social worker, evaluator, counselor, psychologist)
d. “Helping” agency

2. Knowing "how much” and “whét kind" of control any interveningforce has
over you Is very important. K .

3. Any security Is better than no security. .
4. Another person'sidea of self-improvement may not appeal to you.

.

* _ Objectives of Information Dlsspmlnaﬂoh
Pago 47 of Workbook -

1. To give the intenviewee infoimation thait may not be readlly!ﬁvallable fo him/her from

othersources. .

® @875 invoive the Infeviewee In the decision making process.
3. To profhote independence. B .

4. To encourage motivation. , ‘ .
+ 5. To enhance rappon. ) .




in a specific situation.
The first 5 guldellnes pertain specifically to your Inﬂ‘lval\contact with-the, Intervlewee The‘
remaining guidelines pertain not only to the first interview but to all subsequent interviews.

1. Expiain the role and function of your agency/organization/section.

Elaboration by Trainer:

The purpose of this guideline is to ensure-that.the person you are interviewing
has a general understanding of your agency/organization/section and can
make an adequat® decision as to whether or not he/she can be best served
by your agency/organization/section. This might include discussing, as
Jappropriate, such topics as: .

a. Your agency/organization/section’s goals and objectives.

b. Any eligiblity criteria required of your agency/organization/
section. ] N

c¢. The senices offered by your agency/organization/section and
how they might benefit the person.

2. Explain how or why the person was refemed to your agency/organlzaﬂon/secﬁon lf
appropriate. . .

Elaboration by Trainer:

Remember your experiencewith Dr. Faiface, and when appropriate explainto
the interviewee how/why they were refereéd to your agency/organization/
section. -

3. Explaintyour role and function.

Elaboration by Trainer:
You very well may play many roles and perforn many funcﬁons that relate to
_the person you are interviewing. Examples of possible roles.you might play
" include: . ,

Q. Advocate o '

b. Provlderofservlces
c. Aranger of sewvices
d. Team member_ .

Whatever your roles and functions are, facllﬂoie the person’s understandlng of
what you do that relates to him/her. .

4, Explcln the confidential nature of your relationship wlfh the person

Elaboration by Trainer: .

Confidentiality may be an important issue to the Interviewee. lt Is lmppnont for
- the person to know the limits of confidentiality regardlng information collected

during the interview. Fallure to provide this lnformaﬂon can result in much

information of a personal nature belng wifhheld -

-




5. Provide the Inteviewee with Informoﬂpﬁ'” regarding ﬁls/her rights.

_Elaboration by Trainer:
This information may have a iot to do with how' much the person gets invoived
) in yaur program. if he/she has rights such as the foliowing, expiain them tothe
¢ * person.
. a..Right to appeai and the appeal process
b. Right to administrative review angd the review process

* ¢. Grievance procedures

d. Civil righs ' . -
- e. Other . )
' 6. Explain the contents of any form the intenviewee is asked to sign.
Elaboration by Trainer: '
inform the person of the purpose of each form and why their signature is
~ necessary. . ) ‘
7. Explain any actions and responsibilities required of the- mtemewee by your agency/
organization/section. - . .
- *  Elaboration by Trainer:

This'inciudes the what, why, when, where, and how of any actions or responsi-
biities ofthe person. Such information makesthe actions more purposefuiand
may enhance the chances of the person camnying out those actions.

8. Ensure that your information dissemlnatlon is a vehicle for promoting iIndependence and
involvement. .o —

Elaboration by Trainer:

When providing information, your primary responslblllty isto beﬂerprepcre the
person 1o make appropriate decisions. Theréfore, avoid providing inaccurate
orincompiete information and being selective or biased in your presentation
of information. Remember the person has a cholce so provide Information

within a choice context. \
9. Communicate information at the Infeviewee's level of understanding. *
Elaboration by Tralner: . :

When communicating information to the petson utilize ianguage that cor-
responds with his/ herbackground Avoid using confusing terminology, jargon,

- efe.
10. Avoid presenting too much Informaﬂon at “"one shot” during the intenview.
} Eiaboration by Trainer:

Too much information presented at one time can overwheim a person. Ioo
much would be considered that amount which exceeds what the pcrﬂcular
person can assimilate at one shot. .

14. Provide information in a welltimed fashion.
Elaboration by Trainer:

Informaﬂon will be inappropriate if not gtven at the fignt fime. . ~N
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" 42. Make sure that the Interviewee has.understood the information provided

Elaboration by Trainer: - . . .
You may ask the person to “feedback” his/her Interpretation of lnformaﬂon _
provided or use some other approach to determine the interviewes's leve} of - ,
comprehension.

13. Summarize the significant content of the inteiview dlscusslon as the lntetvlew opproaches
‘ its end.

Elcboraﬂon by Trulnor
Vig this summaty, it should be made clear to the perso /ou are lnterviewlng
those steps which you have agreed that you will take angfthat he/she wilitake
prior to your next inteview. The purpose of subsequent lnteMews shouid also
be touched upon In this summary.

Ask frainees to suggest other guldelines for effective iInformation dlssemlnoﬂon Discuss
each. A

T4,

.
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m Non-Facilitative Information Dlisomlnaﬁon

' { 1. Play tape/éllde presentation of non-faciiitative information dissemination.
27 Askrainees to do Exercise 1 on page 49 of their workbook.

“ Demonshate Facliiitative Information Dissemination.
4. Play tape/slide presentation df facliitative infgmation dlsserﬁf'ﬁaﬂon. )
2. Ask trainees to do Exercise 2 on page 50 of their workbook. »
N .

Practice Information Dissemination -

A. Bxpanding Game Plan ‘
4. Ask holﬁees to retum to the plan they are developing for an initial interview on page 30

of their workbook. Instruct them to add any topics to the “Iinformation fo give to

+ Intenviewse” that were not included and they now see as necessatry.

B- Role-Play ' N _ .
1. Ask frainees to pick one or fwo topics to practice disseminating in*pairs.

2. Pair trainess and allow about 2-3 minutes for practice.
. Pl

3. Switch roles \and fepeat.

A,




“Summary of Information Dissemingation

Direct Trainees to page 51 of their workbook

Review of Guidelines for Information Dissemination

In summaty, the following information dissemination guldelines can be considered when
disseminating information to the interviewee during the initial and subsequent interviews.

4. Information Is to be provided to the person to promote independence and to involve the
person in the decision making process. The inteviewee becomes better prepared to make
appropriate decisions when he/she has sufﬁclent information with which to make those

decisions. - )
2. Specific information needed by the person you"cre infeviewing might include:
. The role and function of your agency/organization/section >
a. What it s .
b. What it is not : ' '

c. Eligibility criteria,Jf any . -
d. Eligibility process
e. Senices provided
+ {. Potential contribution of services for recchlng ob]ecﬁves
g. The referral process
-« |l. Your role gnd function
a. As an orronger/coordlnqtor of sewices
N b. As a ditect provider of services
_C. As an advocate ' . . i
d. As a feam-member , . o -
lll. Confidentiality * ' ,
IV. Rights of the person being inteviewed - .
a. Right of appeal
b. The appeal process : ad
CL c. Right to adminlstrative review : /
d. Civl rights
*+ ' _ V. Responsiblities of the person belng Interviewed
—, V. -Other

_ __ 3. The manner Inwhich Information Is disseminated is iImportant. Hence, judgement s called
upon to consider such things as:

a. Language level used

v w0

<

b. Amount of information !
. €. Timing of Information -
o 4. Finally, a summarizaﬂon of the significant content of the Interview dlscusslon might prove

helpful to both you and the person interviewed.

’
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Infomaﬂon Dlsseminaﬂon I -
Tum fo page 52 of Workbook , ) o
What it Is: Providing interviewee with information or doto that are not
- readily available to him/her. .
~ What It Does: . Enhances inteviewee's decision making ability and facilitates
. o . .effective joint plonnlng
) - Why i Works: Reduces the blind dimension of infenviewee's knowledge and
_ facllitates a positive relationship. _
MowTo Do i Know the type of information needed by\he person ond pro-
vide it while aftending to: Language used, amount gwen and
¢ timing.

When and Where To Do it:  Throughout your contact with the interviewee, with special
. emphasis on the early phase and especially the initial inferview.

~ ‘ ' . &

. , ~ Self-Assessment _
Ask trainees to complete self-rating guide on page 53 of their workbooks.

%
’
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: Integrating the COmpé‘nents
) ' Page 54 of WOrkbook K

Uhllze the relevant informiation awareness matrix and the Systematic intenvuew Programming
Format to discuss where you have been and where you are geing in the training program.

A. Sysiemutic Interview Programming Format— From the Interviewer's Perspective,

1. A review of the component just covered has helped you focus on question number -

two: What infermation does the mtewlewee need toBchiéve objectivds and to some
degree question number 4: What is the most effective and efﬁment way fo exchange
information. See page 54 of workbook. . S

“s 2. When we talked about specific types of information such as role and function of your

. agency, yaur role and function, the interviewee’s rights and responsibilities and the
various fopics ad subjects that provide the interviewee with mformahon needed.for
him/herto pammpcte inthe decisionmaking process and become anactive |nvo|ved
partner in your infélview, we' helped answer question number 2. Hopefully you have

your plan you are developing on page 30 of your workbook.

-\

3 When we talked about styles of disseminating information we helped answer question
numbes4. By attending to language level used, amount of information in one shot,

timing of information, making sure interviewees understand information, and

. summarizing toward .the end of the interview, you ensure that, your information
dissemination is a vehicle for promoting mtervlewee involverent and mdependence

4. Lef's see what effect thus has on the mformahon awareness matrix.

*

. B. Relevant Informaﬂoﬁ'Awareness—From the Interviewee's Perspective . 4

1 Explain- Your objective for the inteniew is to expand the known dimension of
information awareness. That is done by decreasing the blind, hidden, and unknown
dimension. . ; ’

2. Information_dissemination effectiveness will facmtate the reduchon of the persons .
blind dimension by making known that information that has been blind to him prior

to the interview. - Y

3. Following effective information dissemindtion the information awareneéss matrix might
look like the, on#on page 55 of your workbook. .

4 1t is now time to turn our attention’ to reducing ihe hidden dimension of relevcunt
information awareness. The interviewee has a greatdeal ofinformation hidden from us
at the onstar of the interview. ~ .

- ». Thatprocess is facilitated by focusmg onquestion number 3 of the Systematic Interview
Programming Formot—What information do | need from the inferviewee to achieve
objectives? - +

°

redlized the importance of effective information dissemination and have expanded

49- .
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step Il - Information Coltegtion Effectiveness ..

P . -3
e ] . .Q

Definition of Information Collection Effectiveness .
Page ofWorkbook -

1. Information collecﬁon effectiveness ls defined as the process of gathering Informgﬂon
from the interviewee to help achieve objectives. ~

-

2. Emphasis is placed on the quality cnd% not just quantity of information. It is the qucmy that
seives as the criterion of information collection effectiveness. Quality involves, to some

degree, quantity and style of gcnhenng important information. .

3. Therefore, emphcsls will be plcced on being selective in the Informctlon sought.Although
it is rather easy to advocate a process.of selective |nformcmon collection, it is difficult to “

", implement in practice. It requires a Iype of “gclinical Intuition.”

4. “Clinical intuition” can be thought of as the ability fo sort informohon integrate such,

formulate new questions, and proceed with the intbrviewee on the biasis of still existing

- informational gaps until you think that you have obtcmed an optimal inteiew-based
. understonglng of the mtervigwee

~

’ T I /’ e L W ’
&y Sl P00
Raﬁomle SFT“Doﬂanoe of Infonﬁi:ﬁéh (;ollecﬁon Effgcﬁveness
e i’ageséofWorkBook sy ol
Present the following: - I ToEe *’fﬁ'.} v

4. You are responsible for “geﬂmg#o knogv' the n?quéremfemew&ﬁ'g In ord&?o do s0,
much infermation. must be gollected from Ft)\%g/
stages for information collection, since at these po!
. fo present his/her problem(s)/expeclcions and provlde\much relevant background
‘informatign necessdy for the cchlevement of your goals cmd oﬁjecﬂves

2. 1tis sgﬁ(ssed that the greater the amount of relevant informbhon. in 'dunng the
interview, the better you will be dble to determine ur;cnsWered quést s dater, which
must be answered fo achieve your goals and Sbjectives.

3. Unnecessary information gaps about the interviewee at the end ofthe interview can result
in (a) the failure to realize the importance’of afranging for cerfcln types of senices you

have cvcllcble and (b) the subsequent failure to meet gdals cnd ob]ectives

/ LJ
or ask: * : -

1. Why is Information lCoIlecﬁon Effectiveness important? What would y&} hope to.

/cccémpllsh by being an effective information collector during the Bervlem List the
possible results f effective Information Gollection. .

tht would you expect to happen in the absence of effective Infon'naﬂon Collection? List
the possible results of poor Information qulecﬁon ’

~ °

- - . o
, Ve

h‘%r Earysinferews ‘aré very important
ts the, |nte|v€!ewee ‘fas an opportunity *,




Guidelines for fdcilitaﬂve;lntormaﬁon Collection

. Page 57 of Workbook . _ N
1.Know what you‘wcnt to achieve during the interview.
' Elaboration by Trainer: ) .
This refers back to the planning aspect of systematic inteview programmin
and simply means, know what your objectives are and theYopics you needto™~ N

. discuss in order o achieve those objectives. - -

2. Review any available pre-interview information on a person prior to the intenview. That
review of already available information can’ provide a basis for developing an interview
/ plan for a paricular person. ¢

Elaboration by Trainer: -
- Pre-interview information can facilitate the development of specific objectives.
Such a review will cue the inteviewer: (1) to what he/she already knows that .
need not be discussed further, (2) to what he/she already knows that should
be diseussed further with the persoh, and (3) to untapped areas of information
which stillmustbe explored. From this information, a plan can be developed. In
the total absence of an intenview plan, time is wasted as direction will
“develop” during the inteniew. «

3. It is unnecessary to cojlect every conceWable piece of information about the interviewee
in order to get a full-understanding of him/her.

Elaboration by Trainer:

You would be operatingin an inefficient manner and creating an unnecessary
burden for yourself if you attempted to collect every conceiyable piece of
information about the person. Some information will simply be irelevant and
some can be inferred from other information. Think of each piece of infor-
mation as analogous to a piece of a jigsaw puzzle and the distinct picture
vielded by the completed puzzle as analogous to an accurate understanding
soughtviathe integration of el information available to the person. It is obvious -
that not every piece of the jigsaw puzzle is necessary for the puzzle assembler
to draw the picture whichthe puzzle will yield. Some puzzle pieces are totally
unnecessary 1o achieve such a task, some are of minorimporance hecause
their content can befairly accurately inferred from the partial picture yielded by
the interlocking of several other puzzle pieces. This is also the case when it
comes to independent pieces of information and the devélopmentof an
accurate understanding of the intenviewee. )

'Y
4. A piece of information is important to collect if it will help you understand the inteviewee.
Elaboration by Trainer: t S
The significance- of a piece of information is determined by its effect on your .
ability to make differential predictions regcrdung . . —
1. likelihood of successful completion- of your progrcm and interniewee 7
satisfaction, .

°

2. potential difficulties which might arise,
3. inferventions necessary for overcoming such difficulties, and
4. probability of the success of such interventions overcoming difficulties.

-

- * ‘
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5. Avoid .a “facts ‘with minimum meaning” information collection appreach.

Elaboroﬁon by Trainer:
Much of your time allocated for information collection could bewcsted ifa
* “facts with minimym meaning” approach is utilized. Amajor probleminherent
in the "facts with minimum’meaning” approach is that you obtain a partial
picture of the inferviewee in a significant fopic area, As a result, emoneous
.. deductions can lead to a failure in your program. Guideline number 6 can -
- -_help you avoid a “facts with minimum meaning” approach.

Note to Trainer: Solicit a topic area from trcinées OI:\d demonstrate a “facts with minimum .
mecning approach. -

6. Facts often gain in significance through additional explorohon of related intenviewee
feelings, actions, and thinking.

Eiaboyation by Trainer:

Behaviorally orient your intenview by exploring the person’s thinking. feeling
- and actions that relate to the facts being gathered. Regardiless of the topic
. Qrea being explored, if fou attend to how the person feels, what he/she
thinks, and the attions he/she is petformlng,gr not performing those facts will
gain in significance. -

-

<

" Note to Trainer: Using an example from 5, demonstrate how to explore the person's feelings, -
thoughts,- cnd actions as they relcte to the topic area.

- 7. Systematic exploration of relevcnt topic areas duringthe m;ervuemncrecses the likelihood

as du e

— that you will obtain “factual information with maximum meaning.’

Elaboration by Trainer: ' -
Systematic topuccl exploration occurswhenyoutendto focus on a topic unnl it )
- has been optimailly dlscussed oruntil the interviewed'initiates a topical switch.

The opposite of systemchc topical exploration would be the shotgun ) :
vt cpprocch chcrcctenzed byfrequent jumping from topic to topic. A review of ¢

your "game plan” prior o the interview can reduce the likelihood of the

shotgun approach occuring and_can help prepare you to systematically | i

guide the inteviewee to.and thro\ih relevant areas of discussion. .

e,




8. You will more likely leam more relevant information about the Interviewee'ff, while Inter-
viewing, you often cgvertly ask yourself questions obout the person which tend fo guide
~ your focus. For example: /

a. “What do | know about the interviewee?" s- .
b “What d€J need fo know about the infenviewee?” ]

Elaboration by Tralnor,/ - - i
P When talking with a person, ask yourself questions about hlm/her who J
< . answers appear necessary for an optimal understanding ofthe person. Thdse
. questions tend to ‘provide direction for guiding fhe interview interaction, They ‘
\‘ aid you in knowing where you are (what you know already- -and what you still
. need to know) in the information collection process-and where to proceed -
next. Covert questions act’as a guide to your overt information qulection
behavior In such a way that the probability of achieving on qoptimal dnder
- standing of the interviewee is greatly increased. This facilitates the develop-
4 ment of moment-to-moment objectives menhoned in the sechon about
nning. -~ . -

In thetotal obse‘nce ofrelevant coverf questions, relevanttopics are more ||kely -
to be discussed in a shotgun approach..That often results |n
4. failure to explore any particular topic in depth, and

2. difficulty in summarizing and doc;umenting what you know oﬁd whatyou ; e
need fo know on any particular gelevant topic. N f) !

9. Use questions with moderation during the interview.

Elabcration by Trainer: .

YQu need not apologize for asking the interviewee ques1|ons Appropriate -
\ questiops can fc facilitate exploration of the significance of-past and present

) events which mlght otherwise have been glgg ored by the inferviewee. In

Y

addition, questions,can help the person to think that he/she is considered as -
.- the most reliable source of inforidtion abdyt him/herself. However, use the
e direct question approach in moderation. When questions are used in’ &
moderation, the inferviewee is more: Ilkely to percelve you as an “interested

\ partner” rather than a “grand mquusltor -

10. When you already have mformohon about théwntervlewee pretendlng nottopossess such
can be counter-productive. .

Elaboration by Trainer: !
Violation ofthis rule cafundermine the interviewer/inteviewee relationship by
creating a situation where interviewee coa/perohon is reduced as a-result of
lack of trust. Such behavior can also léad to you being perceived by the - - ; .
interviewee as a grond inguisitor” or a type of “govemment investigator.” e -

. - Ask4rainees to suggest other guidelines for Effective Information Collection. Discuss each.

v M \c Co- ;\},/
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v
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~ 2. Pair trcune‘es and allow about 3-4 minutes for pracnce

Cow .
1 .

. Demonstrate Non-Facilitative Information Collection
" 4. Play tape/slide demonstraﬁoh ‘of non-facilitative infprmcﬁon coIIecﬁ_qn.

2. Ask trainees to do Exercise 1 on page @ of thejr workbook. . AR

Demdnsirate Facilitative Information Collection
1. Play tape/slide de[n_onstrcﬁon of facititative information collection.
2. Ask trainees to do Exercise 2 on page 59 of their workbook.

Practice Information Collection
A. Developing Information Coflection Topic Areas - K

» 4, Trainee discussions: Tum to page 60 of your \ork‘book and develop major Information
Collection Categories and sub-topics to dcuss for your initial inteview. )

2. An example of a Rehabilitation Counseling initial inteview is iIIustrcted on'pcgé 61

3. Following completion of exercise, 3 allow traineés toshare their toplcs with other traunees
who have similar job roles. ¢

B. Expanding Game Plan " .ot

Ask tramees to reexcmune the plan developed for an initial interview on page 30oftheir -

workbook. Instruct them to add any topics to the “information to getfrominterviewee”
that were not included but seen as necessary now.

" C. Role-Play
1. Ask trainees to pick one or two topics to duscuss in a role-play snucnon oA

3. Switch roles and repeat.

PN




. - Summary of Information Collection | “

i ' . Dire¢t frainees to tum to page 62 of-their workbook.  * .

Review of Guldelines for Informdhog,Collecﬂon

Often it is helpful to obtoln a compréhensive understanding of the interviewee dyring the *
interview. Wrstandmg is greotly a function of your ability to achieve the objectives
found in your interview plan. Aithough, you do not have to collect every conceivable piece of Al
information about a person, obtaj _st much |nformoh6n as possible relevant to the achieve-
ment of your objectives. AN ’

~

-

More relevant information will be yielded through your interviews if you:

. Can dlscnmmate between relevant and imelevant information to collect,
. Have a pre-lntake mtervuew plan

. Systematically explore relevant topic areqs, -
. Ask relevant questions at appropriate tfmes but do not act like a “grand inquisitor,”
. Avoid a “facts wi}h minimum meaning information collection approach,

. Facilitgte the development‘of rapport by allowing the interviewee sufficient freedom to
express hlm/herselfwutlm alogicaqlly structuredinternview. How to do that will be the focus of
our next two sectians—Nonh Verbal and Verbal Interaction Techniques.

oy . T . .

o NEE T T R R RS

5 \ - o Self-Assessmeni
\ Ask trainees to corﬁplete'setf-rating guide on page 63 of their workbooks.

- - ~
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Integrating the Components

.
.
»

Utllize the Systematic Interview Programming Format and the Relevent Information .
Awareness Matrix to discuss where you have been and where you are going in the training .
program. .

A wdemaﬂc Interview Progromming Format
Direct trainees to page 64 in workbook.

1.

s

The component just completed has helped you focus on question’ number 3 and to
continue your focus on guestion 4. . J

2. The development of major information collection topic areas and sub-topics to

3

4.

disculs have hopefully allowed you to expand the plan you are developing onpage
30 of your workbook. ) S -

Some of the things discussed in this component that have helped you answer
question 4 include the suggestions to be selective when collecting information, avoid
a facts withr minimum meaning information collection approach, be systematic, and
use questloy(s in moderation. .

Let's see how this affects the informdfion cwarenesa matnx

B. Information Awareness Matrix ’ \

1.

2

Again your objective is to expand the known dimenéion of relevant information
awareness. You have already reduced the blind dimension by gMng the interviewee .
information needed tfo involve him/her in the process.

By following the guidelines in the Information Collection Componentyou Teduce the
hidden dimension of relevant information by collecting information from the inter-
viewee that will help yofachleve your objectives. - '

FoIIowung both effective information dissemination and collectlon the information
awareness matrix might now look like the illustration on page 65 of your workbook.

Information that is known by both the inteiviewer and inteviewee has now increased
a grea} deal by decreasingthe information that is not known by the interviewee and
infewviewer. This facilitates a joint effort in achieving goals and objectives and allows
helping to be a partnership affair. . ‘

It is now time to continue focusing on question 4 of the Syst matic Infeew Pre-
gramming Format and fo examine how we exchange inform@gton with the inteviewee*
in non-verbal ways.
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- ‘- SectionV

Exchangmg Information Via
Non-VerbaI Inierachon Techmques
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General Infroduction to Section V

Exchanging Information Via Non-Verbal inferaction Techniques

‘ Infroduction fo Trainer

This section presents the definition, rationale, and objectives of NonVerbal Interaction
Techniques that are used to ekchange information during the interview. Then, for training
purposes, Non-Verbal Interaction Techniques are presented in four steps: Positioning,
Observing, Listening, and Organizing. Each step is presented by defining each coneept,
stating its rationale and objectives, and suggeshng principles for canying out each step inan
effective manner. Facilitative and non-facilitative ‘use of the techniques are contrasted and
discussed and tainees are given the opportunity to practice and receive feedbcck on their

use of the techniques. The objectives of this section are:

1. To introduce and define a set of NonVerbal Interaction Techniques that serve to initiate
the helping process and facilitate the exchange of information,

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

. To contrast the |mpoct of effechvek and non-effective use of Non-Verbal Infercchon
Techniques.

. To allow trainees the opportunity to practice Non-Verbal Ir)terccfion Techniques.

[ 0 <N VR ]

t ' ‘ ' )

When presenting the material from this section, utilize as desired those points under each

ajor categoty to achieve yourown y objectives with your particular group. Add points that will
help you achieve your objectives. Utilize only those exercises for each step that seem most
appropiigte for your group. Beginning interviewers may benefit from all exercises whereas
experienced inIerviewers may need less practice.

3
&, 4 1 s
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Definition of Non-Verbal ln1eracﬁon Techmques

-

Page 69 of Workbook o
1. Non-Verbal Interaction Techniques are a group of helpful behaviors that initiate, in the )
most helpful way, the informotiQn exchange process within an interview. ; \/
2 Techniques of exchanging information in a non-ve~rbo| fashion. ] a
3. For training purposes, Non-Verbal Interaction Techniques are divided into four steps: f\
a. Positioning - posturing the body. ' . -~

" b. Obsening - seeing the interviewee.
c. Listening - hearing the interviewee. : . .

d. Organizing - labeling and describing what you hdve seen and heord and decudmg
and choosmg how to verbally respond to the interyiewee.

-

S | . % o
e r = ,
Rationale or Importance of Non-Verbal Interaction Techniques

4\ Effective information exchange cannot occur unless the ihteviewee is engaged in a
: helpful process. -

2 You and the inferviewee must get involved in the process.

3 People tend to become morg_lnvowed when they perceive you are concemed and really
care forthem. They tend to give pertinent and meaningful information more freely and are
more ready to assimilate information given.

4. Non-Verbal interaction Techniques often communicate one's basic aftitude. A large *
advertisement was once displayedin a major airterminalwhich read “Whatwe are speaks
so loudly people cannot hear what we say.” The same sign may be appropriate foryour

- offices. Your basic attitude may have more to do with facilitating or retarding the infor:
mation exchange process than any method or technique that may be employed.

5. From 60-80 percent of all interpersonal communication is non-verbal. Be aware of what
you are communicating non-verbally and how it can facilitate or retard the information
exchange process.

6. Non-verbal communication i is arich source of data about the personyou are mtervuewmg

Much informdtion is coIIected via this means. -
A ;
8. *
"o, - )
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Objectives of Non-Verbal Interaction Techniques
1..To set the information exchange process in motion in the most hélpful manner.
2. To disseminate information in a non-verbal fashion.
3.To collect information in a non-verbal fashion.
4. To prepare oneself to respond verbally at the most facilitative level.
. 5. To foster or enhance invoivement in the helping and information exchange process.
6. ‘ :

-
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Step | - Positioning Techniques

Definition of Positioning

“Page 70 of Workbook’
. Positioning means assuming the best position possible for exchanging information.
. Positioning refers fo the way you hold your body during the interview.

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

. Positioning is the act of communicating information to the personyou are mtervuewmgthat
says you have my total attention.

~Rationale or Importance of Positioning
~Page 70 of Workbook .

. Facilitative Positioning will put you in a position that is most conducweo’ © exchanging
information.

~

~

. Facilitative Positioning enables you to communicate to the Qﬂviewee that you are

interested in him/her, that you are concemed about him/her, that you are “with him/her,””

and hefshe has your total attention.

. Facilitative Posiﬂénihg puts you in the best position'to collect information from the
interviewee. It prepares you to cany out Steps Il and lll, Obsewing and Llstenlng inan
effective manner. .

. Positioning is the basic stance ofinvolvement. Without involvement, interaction would tend
to be, 'at best friendly, and at worst, destructive.

. Invoh/ement is an attiftude which communlccfes interest, concem, and a desire to help.
. Without mvoh/ement, information exchange will be less effective.
. Positioning_says “I'am fully available to you.”

. If a person thinks you. are concemed and care about hlm/‘ﬁer they will be more apt to
shareﬁgnfonnahon and listen more to what you say. You will have more influence.

. The first few minutes of contact with a person are critical as the 'pah‘em of interaction tends
to become set during this time. Positioning helps set the pah‘em of interactlon in a positive
direction.

L)
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Objectives of Positioning - ~
Page 70 of Workbook ' :

Ask troinee( whot they thmk will be accomplished by Positioning. Make sure,ihe following
points are covered or present the following points. .

To communicate interest and concem to the interviewee.

2. To promote interviewee’s involvement by modeling basic stance.
3. Todevelop a posmve relationship with the intervigwee.

3. To more effectively see and hear the person you are intervlewing
5

6

—

. To assume the best ;}osmon to collect information through the sense of sightand hearing.

: . ‘ N - ——
» . ® -’:‘
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Guidelines for Facilitative Positioning -
Page 71 of Workbook

4. Put aside what you ate doing and give the person you are intenviewing yo‘urfull aftention.

> Elaboration by Tralner: . =

- You want the person, 16 perceivé you as being interested in him/her. To focus
your fotal attention on him/her requires youto put aside other thing®you may N
be dgmg This communicates to the personyourreadinessto get invoived with '
him/her ’

2 Establish a proper distance between you and the inteviewee.

Elaboration by Trainer:

Proper distance can only be determined by you. It should be a comtortable

distance for both of you. You want to be as close as you can without making

the person too anxious. Each individual has theirown “life space.” Be careful not

to invade the inteMewee'%Effecﬁve Obseing techniques, to be discussed ‘
next, will help you determine if you have the proper distance or not.

3. Face the person squarely.
< B a2t Cyp

* Elaboration by Trainer: ’ : ’ '
- This means your right shoulder is 6pposute the person’s left shoulder and yo&r
left shoulderis opposite the person’s nght shoulder. Again this placesyou inthe \
best position for Step I, Observmg and communicates full attentiveness o the
interviewee.,

- -~

4. lean qr rotcte your body toward the person. i ™ »

. Elabordation by Trainer: .. - : . -
‘ Invoivement is ‘communicated’ by leanlng toward the person In general,
whenever we are interestedin something, we tendto incline ourbodytoward it: . V\
- We sometimes tend torotate otirbody away fromthatin whichwe Iack interest.

5. Develop eye-contcct - _ . .- ]

.- Elaboration by Tralner: : : L
. Look toward—but—do not stare, at the inteviewee. Eye-contact accagmplishes, ) .
< many thungs Among them: it establishes contact betweenyou and the inter-, C,
viewee, it says I'm interested in-you, etc. However, always be aware of cuttural .
-~ aspects of eye-contact. In some cultures eye-contachs a hostile move; so be ‘.

aware of this. ;. § ‘ . 4 T N
© 6. Assume and maintain an “open” posture. T - s 3, IR
- " Elaboration by Trainer: *

T Do not fold amns, cross legs, etc. Thls may seve as a blockto communucahon

Research indicatés that “open-body—open mind” might be an apt slogan
Not only do people seem fo llke an individual with an “open body” position,
they dto are more likely to allow that personto have more influencein chang—
+Ing thelir opinions than someone with a “closed” body position

7. Meuntom a relaxed manner. .

Elaboration by Trainer:
Avoid a rigid posture. Don't be a statue. Sit ¢ alert facing the interviewee, and
Inclining your body toward him/her but beT relaxed

A

A}
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10.

»

8. Refrain from distracting movements. & AN ¢

Elaboration by Trainer:

Avoid fidgeting thereby dlstrochng the person you are interviewing. This may
communicate impatience and impede the person’s free expression. Use
gestures, etc. to communicate your point when you are tolking?but ill
when the other person is talking. \

9. There are speciol positionmg considerations for certain types of interviewees.
Elaboration by Trainer:, h

For example, when tolking with deaf persons, do not putyour honds in front of '

your mouth. They may be reading your lips. Can you/ think of any otfiers?
Ask trainees to suggest other guidelines for Posmonlng. Discuss each. \

1.

12. . o o ‘
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. : Demonstiate Ineffective Positioning
1. Ask a trainee to come up front. Perform the following behaviors:

a. Busy yourseh‘ with something such as compleﬂng a form, drinking coffee. answering
. the telephone, etc. N

Al

b. Do'not face trainee squarely.
c. Lean away from tramee if desk 1§ i’ close by. prop your feet up.
d. Do not estabiish eye contact. , .
\ e At some point-get too close or too far away from traunee
1 Fold your ams and crose’ your Iegs ‘ )

2 <
. ]

.

2. Tell trainees they have just obselved some of the common mistakes made in Positioning.
You just demonstrated what not to do. Ask them to label the ineffective Posttioning
tecﬁnlqpe§ you just performed. Be sure they name all of the behaviors you demonstrated.

] .. >

. Possible Results of Ineffective Posifoning
| ' . R Page 71 of Workbook
Ask trainees to discuss the possnble resuits of ineffective Rositioning. |f appropnate include

_feedback from the trainee in your demonstration as to how'your Positioning made him/her

+ 5. The other person may wnhhold formaﬂon

N

1 The oiher parson will be “tumed off" by poor Posﬁ” %nl )
* 2 The'otherperson will not feel comfortable,
3 The other person Wwill think you do not care

e

6. What you say will n6t have as much Impact

7. Information exchange will m031 likely cover surface topics. Nothlng,,will be deaﬂ wnth in

depth; especially affechve emoﬂonal toplcs ~
8. Objectives of Posiﬂoning wiIJ not be achieved. . . 5 ,
9. -, T ) .o
) ' v - ' ! f—.. . : ‘ : K
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- - 65 ‘ ,




- N

)

\.h

“
Demonsiraie Effective Positloning

1. Ask trainee to come up front so as to be seen by everyone.

’ 2. Assume the comect position and hold for 15-20 seconds.

3. Facilitate discussion. »® ¢

Possible Results of Effective Postioning
- .. Pgge 71 of Workiok -

Ask trainees to discuss p®8&sible results of effective Positioning. Fo]lowing\cre'points that
might be covered. Also if appropriate, ask trolnee in demonstrohon what he/she thought

ondfﬂ ——
-4, The other person will feel at ease, accepted, efc. .
2. The other person will thunk you are concemed for him/her and interested in htj:/her as
a person.
* 3. Youwill be able to collect information more effectively.
4. Information disseminated by you will have more impact.

5. You will have more influence.

>

6. The other person will get more involved. ¥
7. ' ' ‘
o . ¥ .
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. Pracﬂce Pcsmoning .
A. Discrimination - -
Ask trainees to tum to pbges 72 and 73 in wqrkbook and detemmine WhICh posmons are
effective and which are not and why. s .
B. Role-Play ' ) - '

~ 1. Asktrainees to tumto the person nexﬂothem Verbollygmdethemthrpughthe actions
e

of effective Positioning.
a. Put Gside your work?ook, papers, elc.
b. Assume a comfortable distance between you and your partner.
(oY Foce\yow partner squarely.
d. Lean or rotate your body toward person.™
e. Look toward the person.
f Make sure you have an “open” postur

Na—

g. Remain relaxed. . o . )
h. Refrain ‘from distracting movements
‘i. Hold for 45 seconds. , ’ - )

2. Say “now you- ‘are regdy for the next step—Obsewing. But before we move
on, lef’'s review and clear up any loose ends you may have about Positioning.”
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« < Summary of Positioning ~
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1. Entertain questians, comments, and reaétions, ete. about Positioning. i .
2. Summarize majorpoints. S ’ . g
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- Step.Ii - om‘erving Téchniques

’ 1 n
" Definition of Observing .
.Page 74 of Workbook

jP The collection of information through the sense of sight. .
2 Obsening means o watch, look at, take notice of and excmme

3. Obsening is more than eye-contact. It involves usmg the sense of sjght to take in every-
thigg that is going on with the person you are interviewing.

* 4. The ability to netice and understand the other's behavior and appearance. . N

.

.
(%

5. . . ‘ - X » .- Mo
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Rationale or Imporlance of Observing

1 Achons speck Ioud\thcn words. Therefore, seemg things and understcndmg what they
.mean can teII you a Iot about the other person.

x Observmg encbles you to receive nonerbal clues from the inferviewee which can help

N

5 ¢

you respond to him/her at the most fcc?mcmve level.

. 3. Body language or non-verbal commumc\lon is a very rich source of data. From 60- 80
, < ~npercent ofall mterpersonal cogmmunication IS non-verbal.

. 4 Inhelping mtervxews itis |mporta\f to pay as much attention to what the person is doing o
to what he/she is scymg . .

-

s - ’ " Objectives ofObserving ‘ ' ' '
- . The most basic and simple objecnve of Observing is to see the other person. ’

* 2. The objgcnve of seemg the person is to collect information, about what he/she is ex-
periencing. -

3. To prepare yourself to respond to the person in the rngst facilitative mcnner“fheﬂhore ni
’ nnfOrmpnon you have, the more hélpful your response can be.

. ,
4 . .e -
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o indlifferent. Sometimes it might be necessary to deal with the person 'sfeelings .
before afteinpting to achieve your prior planned objectives. ) . - O

3 NN °

Gundellnes for Facrlriahve Observmg
. Puge 75 of Workbook

1. Look at rhe person s Positionin
Elaboration by Trainer: f - .

Look at the way the persan is holding his/her body. Consrder the information

that can be-collected by focusing on this obsewvation area. How is he/she

sitting in the chair? Does he/she slump? Is he/she sitting on rhe edge ofthe

chair? Manifesting an “open” qf“closed" posture? Inclining their body toward

or away fromyouy? Manifesting a relaxed or rigid position?

2 Look at the person’s grooming

Elaboration by Trainer: . b

This includés bath mode of dress and personal hygiene. Conslder the .

informationthat can be collected by facusing on this obsevation area. Is the

person’s dress neat or sloppy? Is he/she neor in appearance? What infor-

mation might you get by Obsening a person’ s grooming? - ¢
3 Look for the person's level of activity - -

Elaboration by Trainer: -, '

Observe such things as how the person walks into theanterviewing room. Is it
.\ briskly? Does he,/she oppeor to be alert or drowsy? What can you leam obour
the person by Obsewing this area?,

4 I:ook at the person's gestures. L.,

. °  Elaboration by Trainer: o

Observe such things as hand gndfoot gestures Does the person tap ﬁngers on-
the desk? Swing his/her feet? Swing his/her arms wrldm What can you Ieorn
s about the person by Observung gesture$?

5 Look ot facial expressions. - A

Elabporation by Trainer:

Look to see ifthe person frowns, smrles wrinkles face, etc. Look for nervous rrcs

Is the faciat expression brlght and animated or dull and lifeless? What can 4
you infer from the person's expresslons'7 '

~

o

6. Look for feelrngs v ) -

Elaboraﬂon by Trainer: . -
. * How the pérson feels will'have a lot to do with how much he/she will invest ’
themselves in the information exchange process. They may feel good, bad, or

7. Look for pcmems in the person’'s non-verbal communication.

Elaboration by Trainer: i
Patterns of movéments can somenrqés indicate much obourwhot a person |s

. % feelrng and thinking. But be cautious. Drfferergt people express themselves in

different wdys For example, noddingithe head up and dowr means agree- .

, ment.io ost people in our sogiety, but in someXastem culturesit meansthe ~
* opposite. "People’often respond consistently to certain stimuli. Ifrhey don't like

what you are saying they may lean back in their chair away from you. They

might cross their legs'and ams. Sometrrp’ swhenpuzzled or confused people

rub their-necks ar scratch thelr heads. Squnrming in the chair may indicate

unecsrness anxiely, etc. ) . )

o * s 4 “
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8. Non-Verbal cues should present you wnh hypotheses to be checked out

10.

Elaboration by Trainer: .

Non-Verbal communication is a rich source of data but you are only formu-
lating hypotheses about the person when utilizing non-verbal cues. Verify your
hypotheses by checking them out with the person.You mayhypothesize thata
pefson ds closed and defensive when you observe him/her with crossed
legs and ams and leaning back in a chair when in fact he/she only needs
to use the bathreom. ¥é will also bg,uhlizung verbal sources of dataalongwith
your non-verbal cues to venfy hypotheses. .

-

Ask trainees to suggest other guudelmes for ﬁﬁctwe Opserving. Discuss each.
9. :

&
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Demonstrate Non-Facilitative Observing
1. Show tape/slide demonstration of nonacilitative Observing.  *
2. Ask trainees to tum to page 76 of their workbook and do Exercise 1.

[

' Demonstrate Facilitative Observing
1. Present tape/slide demonstration of facilitative Observing.
2. Ask trainees to complete Exercise 2 on page 76.

Practice Observing

‘A. Exercise 3 . .
Discriminating between descriptive data and hypotheses or inferences.
Instruct trainees to tum to page 77 oftheirworkbook and complete Exercise 3. Allow oppor-
tunity to share answers with neighbors ang discuss in fotal group.Emphasize the point that
while absewving skills allow one.fo collect a great deal of descriptive data from which
inferences can be drawn, such inferences @nd hypotheses should be checked out with the
person being interviewed. This is not a course in mind reading.

B. Exercise 4 -~
1. Tell the trainees they have been watching you as you have been conducnng this
training program. They have seen a number of things about you. Tell them you want
them to tell you what they have observed about you. Ask them to tum to page 77 of
their workbook and list as many observations about you as they can.

2. Ask trainees for their observations and list-them on the chalkboard.-Discriminate

»  between observations and inferences. Emphasize the point about the amount of

- information that can be gathered just by Observing. When one takes the time to
observe people a great deal of information can be collected through the sense of
sight. Observrng techniques make people more aware of therp world. Obsenwing
technrques erI make you more aware of what others are expenencrng

c. Exercise 5 )
1, Ask frainees to tum to thie person next to them and verbally guide them through rhe
- Ol;servrng actions with the foIIowmg instructions: -

)

2 a. Put aside your workbook, popers efc. . ’ -
o b."Assume’ a comfortable drsronce between you and your pgrtner
c. Face your partner squarely, ' e
.d. Lean or rotate your body toward your parner. T
e, Mo_ke sure you have an “open” posture, )
f. Mointoinz relaxed position. )

s
(Q -

. Look at your partner. ' ~ o -
B " h Look’or your pgrtner's posmonrng Descnbe it to yourself in your mind. '
i. Look at your portner’s level of octrvny Does he/she appear alert?

j- Is there any octrvrty going on rhcn you can see7 Any nervoug:rcs? Is he/she
. frowning, smrlrng? ] .

. . . »
[N 4
’" . . N
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k..Look for feelings. (Ask frainees to communicate a feeling Non-verbally)

. Focu%our attention on your partner for the next 10-20 seconds. See if you can

make#it least two additional observations. o
2. Call time. Allow traineesto discuss their obsewvations of one another in pairs..
3. Again, emphasize the amount of énformation that can be gathered by Observing.

Additional or Alternate Training Exercises
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2 Summary of Observing .

1. Entertain questions, comments, and reactions.
2. Summarize major points.

75




Step Il - I.istening Techniques

3

Definition of Listening .- .

. . Page 78 of Workbook
4. listening is the act of heorinﬁég ’

2. Hearing means to listen with attention.

3. The ability to hear, undersioné. and recall all of the imporant verbalresponses made by +
the other-person.

"4 .
f v

5. ®

6.

)
Rationale or Importance of Listening . i
1. Just as non-verbal communication i§ a rich soutce of information, so is verbal com-
munication.

2. Listening enables you to gain additional information about the person—informoiion
unavaildble through Observing.

3. Most of fhe information collected from a person is a function of what you observe and
hear in the person’s expressions.

4. -

’

Objectives of Listening

Ask traihees what they think will be accomplished by Lisienlng Make sure the following
points ore covered. ,

1. The main objective of Listening is to hear the person you are interviewing.
2. To hear and recall the person’s verbal responses.
o 3 To better understand the other person.

4. To collect meaningful verbal informoiier/Jhich will assist the inteviewee's movement
through the helping process.

-




Guidellnes for Fnciliiaﬁve I.isiemng
[ — " Page 79 of Workbook.
1. Resist intemgl distractions.

! T Ela on by Trainer: -
' -You have structured the extemal environment to avoid extraneous stimuli by

initiating facilitative structuring techniques. This guideline suggests you do the, .=
. sanfe foryour intemal environment. Most people aré capable of comprehend- -~

ing speech at a rate three to faur times faster than normal conversation. Thus, -

you have plenty of time to think which means you have plenty of time for

distractions 1o arise. The key to effective listening appears to be how you use

the extra thinking time, and we will-cover that in step 4. This guideline cautions

you against thinking about extraneous things such ashowhungryyou are, the

next person you witt-be seelng the\person that just left, allthe paperwork you

‘have 6 do, the pary you re going to.tonight, efc.

2. Initially suspend |udgemem.

eElaporation by Trainer: .
A maijor internal distraction to effective Listening is making judgements and
desewes a guideline toitself. Listeny to the person with an open mind. Hearwhat
he/she is saying before making a decision about it. There are ways to check
yourself for suspengin judgement. For example: -
a. Do you let the othdr person finish what he/she is saying without interupt-
ing? If you find youtself cutting in, you are probably making a judgement.

o~

b. Do you find yourself sometimes thinking things like “she doesnt mean
a  that” “how can he be so foolish,” etc. while the person is talking? If so,you
are making‘d judgement.

. ¢. Do Wu sometimes have an affective reactionto whbt the person says, like
. N anger, fear, etc.? If so, you have made a judgement.

. TN d."Do’ you sometimes have a physiologicalreactionlikefeeling yourmuscles
o tighten, your body tensing, your stomach tighten, etc.? If $O, you hqve,
made a judgement..

LI e. Ifyou hearthe person’s words and continue to look at him/herwithout any
. of the above cues, you are probably suspending judgement.

Re'member, judgements may prevent you from really hearing what the other
\) person is saying. So, to really hear him/her, initially suspend judgement.
3. Have godis for Listening. : e '
Elaloration by Trainer: '
Know-whatyou are listening for. You will be more effective ifyou have goals. The®
following five guidelines suggest a few goals. ,

‘ 4. Listen to the actual words of the speaker. that describe the srtuanon,Or event he/she is
kY talking about. .

Elaboration By Trainer:
The srtucmon or event described by the person mcy include mdny different
Spects Behaviorally orient your listening by listeningfor the sensory responses
made by the person in that situation. For example, what didhe/she see, hear,
touah, taste, smell, sense, etc. Listen for how the speaker describes the event
in descriptive terms. - .
. , (‘ 76 -

o
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5. Listen foﬁ: desciription of what the speoker said to him/herself'‘about the situation orevent.

. Elaboration by Trainer:
In addition to knowing exactly what the person saw or hecrd knowing what
he/she said to self about what they saw or heardisimportant. Thisincludesthe
inferences, conclusuons assumptions, and beliefs expressed by the speaker.

6. Listen for feelings

Elaboration by Trainer:

Listen for actualfeelingwords used bythe person.Rememberhow a clientfeels
directly influences how he/she will invest him/herself in the information —
exchange process. Obsening for feelings plus listening for feelings will help

you determine the person’s affective state. 3.

7. Listen for a description of the person’s behavioral actions in a situation.

Eiaboration by Trainer:

-The overt movements or performcnce of the person are important aspects to
‘consider, and the person’s description of his/heractions is aworthwhile goalto
have for listening. Listen for what he/sQe is doingornotdoingas it relctes tothe
situation being discussed.

8. Listen for the speakers major area of concem. .

Elaboration by Trainer:
There are many thmgs in lifethe rson may be concemed about orwith. The
person may be concemed about physical things, intellectual things, and
~ cHosocial things or the concems may be intrd, inter, or extra personal.
‘Gs?en for these concems so that yoli will be better preparedto respond to'the
peaker in the most helpful manner. Step IV will deal with guidelines 4, 5, 6, 7,
and 8 more. The next guideline will clso help you with guideline 8.

9. Listen for common themes. -

Elaboration by Trainer: : ’ N
Reoccurming themes in the speakers communication can assist you in
determining not only the person’s major area of concem, butblso the major
type of concem—intra, inter, or extra personal.

10. Listen to the speaker's tone of voice.

- Haboration by Trainer:
" ‘Tone of voice inciudes volume® cnd rate-of speech. VSlume or lntensxty cnd
rapidity of the speaker’s speech are imporant areastoh help you achieve your
_Objectives. Speaking very softly and slowly or loudly qhd quickly gives you
additional information that can help you determine the person\s energy level,
feeling state, gid aftitude. ,

. 411. Be aware of any Rgonsistencies in the speaker’s communicdtion.
Elaboration by Kainer: {
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12. Communicate your oﬂeﬁtiveness. >
) Elabotation by Trainer:
Communicate your oﬂenﬂveness both verbolly and non-verbally. Non-verbally
" -use facial expressions, smiling, nodding head, hand gestures, etc. that say |
hear what you are saying. You communicate your attentiveness verbglly by
. responding to what the person has actually said and not by a missing-the-
point response. < -
/ 43. Wait before responding verbaly. )
. Elaboration by Trainer: ‘

. You have gathered a great deal of information about the speaker by proc-
ticing facilitative positioning, ‘obsering, and listening. You have also com-
municated a great deal to him/her. You must now process the information
gathered before responding verbally. This is what is happening while you "wolt

o . _before responding verbolly" and is the subject of Séep Iv.

Ask trainees to suggest other guidelines for focnmohve lstennr)g. Discuss each.

_ . 14. ’ s
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. Ask a frainee to come up front $©°as to be seen by everyone. Lo " r~,.

2. Ask trainee 1 tak toff thity seconds about any topic. (You rhight suggest oToprc suchas
¥ the description of-a dream, the fainees goals for'this.training, how they feel about and

1. Ask a ‘frainee to come up fiohf'so as to be seen by everyone -

. Ask trainee to talk for thirty seconds about any topic. (You might suggest a topic such as

. Listen oﬁentrvely practicing the principles of facilitative listening.
. Catt hme after approximately. thmy seconds and describe what you heard trainee soy

. Ask trainees to tum to page 80 of rheir workbook and do Exercise'2.-

- y s

Demonsrrure Non-FacIlHdive I.Istening - o

what they.think\ about their jobs, etc.)

. Demonstrate non-facilitative listening by performing such behaviors as: ‘

o Tum away from trainee. . . : L .

0

et

b Busy yourself with somethlng elser
c. Interrupt trornee

d. Make avalue judgement about something he/she has said. ST : _ s
e. Assumea cIosed posifion (Crossed legs and ams). . 't

. Call time dfter approximately thirty seconds and osk trginees to complere Exercrse 1 0n

page 80 of their workbook. . ’ ped N

. Tell trainees they have Sbserved some of the common mistakes made in listening.

or . ‘ o
Play lape/slide demopsrroﬁon and follow with Exercise 1.
- ) d N . ’ ~ )
Demonstrate Facilitative Listening

»

. Assume proper position (Be sure you apply all the pnncrples of facilitative posmonrng

and obseMng) ) -

‘ )

the' description of a drearn, the traineé’s goals for this training, how they feel about and
what they think about theit jobs, etc.) 6 -

Repor, “What | heard you say was

J

. ;7
‘s, - -
or — . , :

-

"Pioy pe demonstration of facilitative listening and ask trainees to do Exercise 2. (“'\

>

N . ) N




Practice Listening ’ : o

1. Ask trainees to form pairs. Each person of the pair wHI assume the roIe of Iustene; anq =

speaker. - -5 .-

d

2. Speaker is to talk for approximately one or two minutes. Listener is to practice all the ;'. T

principles. of facilitative listening. When $peaker finishes, listener should summarize what -
speéakersaid. . .~ &

3. Suggest the following toplcs fos dlscu55|on Pagg 81 of Pcrmcupcnt's Workbook 4 " 3

a. Interacial mamiages—good or bad? Why? S .ot
b. Premarital or extramantal sex relations. Acceptable or not? Why? .- ’ ot

o ¢. -Double sex. standards—male/female For or against? Why? -. . . !
d.- Or.any topic. yéu think will be: controversml h

4. Start, call time aﬂer approximately one or two minutes. ’ ) R
5. Ask members to’ dlsc’uss ‘speaker's reaction, listener's summanzahon and reqcnon to the

discussion questions on page 81 of workbook. ' .

6. Rotate roles and repeat until every member-has assumed speaker and listener roles.

<

o
. “a ’
T _ Additional or Alternate Training Exercises
- . — , . - ;‘ .
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L a ~° Summary of Listening © - ' j

1. Entertain questions, comments, and reactions.

2. Summarize major points. . v
) . 3. Close out discussion of listening by saying: | T . o
; . "We have\scld to listen is to hear, How cccurctely we hear is demonstrcted by how
eﬂecﬂve we are duiing the nexf‘ step of, non-verbal interaction technigues—
- | Organizing.” - . . »
b _One principle we discussed wasto wcﬁ before responding. What is hcppenlng dunng
‘that wait petiod? That's the topic of the next step—Orgcnizmg . s
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. . Step IV - Organizing :
: . P Definition of Organizing* . - .
. : L : Page 82 ofMIorkbook ~ “ .
1 Organlzmg 55 subjecting tbe mformanon that hgs been collected to a special rocess or
X treatment. ‘e

2. Organizing is the ae&-ef labeling or describing, discriminating, focusing, and c_hoos‘ing.
¢ 3 Organizing occurs during the “wait before te§ponding” period and requirés you to: .

a. Formulate a descriptive or |denhly|r1g word or phrase to label what the inteviewee is
- saylng or doing. . - .
Y Determune the dlshrfguushlng or pecullar feature ofthe other person’ scommunucanon .
. c An‘cnge info some order or form what has been seen and heard, ‘ s .
< d,. Concentrate on the center of activity in the person’s communication. )

e Select among a number of altemative responses the most appropriate one to either
collect additional information or disseminate information to the interviewee.

4. Deciding what to respond to and how to réspond.
'y p

i . . ‘
) 6. N . )
L . . . i

— ?

3

Rationale or lmporlance of Organizing ’

’ﬁ . 1. After you have observed what the person is doing and listened to what he/she Is saying,
you must be able to Jranslate what you have seen and heard into descriptive symbols -
which can be fed back to fhe person being Inteviewed. - N

2. Organizing actions allow you to respond facilitatively.
3. Only through organizing can you respond to the other person in such a manner that

~

L understanding is communicated.
4.
° 6 il . ,
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. - Objecﬁves of Orgamzmg o X

inefes whot they think will be ochreved through Qrgonrzrng Make sure the following
pount are covered ® ,

U}
27 drscnmunote beiw,een the pec"ullor feotures of the person’s communrccmon

.. 3 To rgornze interviewee’ s communrcohon into oco‘herent Unity orfunchonol whole. A :

o, R

°

describe to oneself what the person is soyrng doing, expenencung ’ ; .

T 34 To concentrcte on centrol osues‘ T .
o e 5: 1o select oppropnote response to make. -
é Overall, to prepare oneself to respond to the other person at the most facilitative level.

2 T N
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Gurdellnes for Effective Orgamzmg

J

Page 83 of WOrkbook -

~

1, Behaworally orlenf your |nterV|ew

Elakoration by Trainer; '

When rntervuewung aperson be aware ¢f the importance of his/her behgviorin
“*the situanon you are talking about. Regardless of whether you are a social
_warker, -evaluator, instructor, or counsslor, the-person s behavior.is of primary
s ~ includés: work. school, family, etc. Focus your aftention on how he/she
. . behdvesinthose areas. Youmay be interviewing the personforadmlsslon into
.an evaluahon unit. How he/she behaves in the areqas you are gatherrng

\ information about is worthy of attention. - ¢

2 Be aware of the multi-modal aspeéts“of the person’s behavior.

- Elpboraﬂon by Trainer:

- As you focus on the person’s behavior, be aware and recognlze that people
behavei in many different ways. Behavior can be defined asthe responses one
makes in a situation Page 84 of your workbook presents onewayof looking at
the different major response classes. This suggests thatyou organlze datawou
have collected from the inferviewee iffo these four majot. categories. You
would describe what a person sees and hears, what he/she thinks about what
was seen or heard, and the consequent feelings experienced and actlons

. taken asa result. The next four guidelines sUggest just thgt.

3 Descnbe the event about whrch the person is commynicating. N

Elaboration by Trainer: .- ’ -
This involves descnblng the situafion about which the person is talklng It
Seans Iabeﬂng in descriptive terms what he/she sees, hears, touches smells,

-

4 Destribe what the person says to hlm/herse[f about the bveni

. Elahoration by Trainer: . ~
This requires you to focus on the coghitive responses made by theclient. Wha'r

he/she thinks about thie event that he/she has seen, heard, etc. This would

dingtude any assumptions, inferences, efc. made by the person.

’E:b.\Qescn'be any dffective response the person experiences. Cos

.~ Eiaboration by Trainer: .

' The persom may feel happy, sad, mad, scatred, confused, or lndrfferent asa

! result of.what he/she has sdid to self about-what has been seen or heard
- Descnbe those responses

»
% Y

o.rDescnbe the person s overt getions. . o,

Elabofation'by Trainer: ' : -
The overt movements made. by. the person may be ex'rremely lmportant

'

<

-

by%heperson T >

C o
ok
A

. « importance Youmay be |ntervrewrng the person to obtain asocial history that |

rnfqrmaﬁon Label those actions erther obsenved by you or described to you .
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b 7 Focus your attention on the most dominont dimensuons of behavior ond decidewhatto
respond to. .
Elabordtion by Tralner:’

Focus dn what appears to be the most impon‘om ijssue of behaving to the
_person, enherhls/her sensing, thinking, feellng, actling, any combination, or il

© four. liespond to that dimension, * . ) .
8. Chodse the most facilitative verbcl response to make - T
Elaboraﬂon by Trainer: "\ ‘

Decide whether you need additional information from the person or he/she C
needs infomiation fromyou. Pick rom among the different responses cvpiloble
to you. Pick-the one you think will best help achieve your objective. The next
section on verbal responding will assistyou with making that decusmn : k .

Asg trainees to suggest other guudelines for effective Organizing.-Discuss eoch
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R Demonstrate Ineffective Organijzing
1. Ask trcinee fo come up front so as to be seen by everyone.

2. Ask trcunee in demonsgration to talk for o] couple of minutes about somethmg he/she is

unhgopy about.

3. Demonstrgte ineffective Organizing by perforrmng the followung
a. Tum-away from trainee. «
b Busy yourself with ypur manual, papers, etc

, c Assume aclosed posmon (crossed legs cnd crms)

’

d. Interrupt trainee. Introduce extraneous mctencl such as smcll talk, etc

“e. Do hot attend td the topic irainee is talking about. -~
f. Do not attend to the person’s behavior.
4. Ask trainees to do Exercise 1 on page 85 of their workbook.

-

2

5. Discuss. ‘ . )
6. Tell trainegs they have obsenved some ofthe commoh mistakes made dunng Orgcnlzung

They haye seen “what not to do.” b3 o
or '

Play fcpe/s‘lide demonstration and allow trainees to do Exerc?;e\t

{

‘Demonstrate Effective Organizing ] :

1. Ask trainee to come up front so as to be seen by evelyone. -

2. Ask frainee in demonstrction to talk for a couple of minuteg about something he/she is .

unhappy about. " é . SN
3. Assume proper position (Be sure you apply, as cppropncte alithe pnnclples Offcclmctrve
positioning, obseniag, and listening). - ‘

% -
> 2

4. Let trainee talk fpr a while, then call time. -

b. Feeling (é?empt to identify an cffective reaction trainee may-have hcd/

c. Acting (idéntify any description of actions that trainee menhoned he/she had '

performed). - -

y -

d. Thlnklng (cmempt to identify cny assumptions, idegs, dftitudes, vclues efc. commum-'

cated by trainee cpeut the event talked about).
6 Ask frainees to do Exezcise 2on pcge 85 of workbook.
7 D‘ascuss . . . voa e
or . - . ST, G .
Pk;y tapeyslide démonst(gﬁon and-havé trcllnees do same exewrz:is_e Os above.
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> Practice Organizing

Listener s to practice allthe principles of effective otgdnizing and then complete one of the
guides for effective orgonizigg on page 87 of their workbook: )

3. Star, call time dfter a couple of minutes. =~ C .
4. Ask members to discuss.responses to organizing guide and give feedback.
5+Rotate roles until everyone has assumed both roles. ’

Additional or Attemnate Training Exercises
-« * \ . . \

2. Speal.<er is to taik for a couple of minutes choosing a topic frompage 86 oﬁheirworkbodk.'\
f .

1..Ask trainees fo form pairs. Each person will assume role of listener and speaker. .

'w‘%\ . > 7-: "' = ‘ s
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Summary of Organizing
.. 1. Entertain questions, comments oné reactions.
2. Summarize major points.

’
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. «. . Summaty of SectionV
S Puiﬂng it Together
Suggested Poirts That Might Be Made '
Page 88—8? of Workbook ) :

1. A set of Non-Verbal Interaction Techniques has been introduced that serves’to initiate the
helping process and facilitate the exchange of information within the |n1'érvlew Poge 88
of your workbook lllustrates those techniques.

. 2. Effective and noneffective practice of the techniques have been contrgsted ond the
consequences of each discussed.

. 3. An ‘opporunity to apply those techniques in fa roIe-pon situation hos been offorded

4. Yowhave had the opportunity fo receive feedback from others oboufyour application of
the techniques. ¢ .,

5. And you have had the opportunily to evaluate yourself in the application of the
techniques. « .¢

6. You now know how to apply Non-Verbal Inte*rochon Techniques. It i rs up to you to-do it
“back home” in your inteviews. .

7. Rememberyou can exchangea greotdeolofrnfonnotron wnhou1 ewersoyrng oword You
collect #much informgtion through the Obsening and Listening -techniques discussed
previously. You dissemingte much information by the way you structurg the mtemew
sefting, position, and observe “and listen. . .

8. The information, however, mus; be aranged and organized into some fashion fo be
meaningful. Organizing-techniques facilitate that process,

-

9. The outcomes of Non-Verbal Interaction Techniques are obvious. You can respond

non-verbally, in a helpful ornon-helpful way. You can fdcilitate or retard the information ™

exchange precess without saying anything.
10. You retard the informafion exchange process by:

Q. Focrng away-from the person you are- mtervrewrng - r
b. Learting and rotating your body away rdm the person. o
- ¢. Crossing the legs and/or folding the affis=assuming a closed posm,on —
d. Busying yourself with other things. .
e._Not maintaining the proper distance. .
f. Being too tense or tqo relaxed. Extremes. - .
g- Not establishing eye contact. - o
h. Not evén looking toward the person.  ° : -
i Not knowing what to look for when Observrng : ‘ '
\jJ- Missing non-verbal ‘communication. . ~
k."Not taking precautions against disti@ctions. | .
aking judgements ﬂut what'is being sdid before the person finishes talking..
rrupting a lot. : . ]
n. Not having godls or reasons for4rsten|ng ’ C
0. Not ‘communicating’ that you are listening by fadial expresslon;‘ smjling, ond
gestures; héad nodding, etc. _
p. Not hovrng a systematic methad to orgonrze informéation collected.

. . ' '
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11, The consequences of fhese behaviors. of.course, are:

. No inYoveperit,t e 7

. Dismteresfdﬁd’?\on-concem communiccted to fhe person you are Intervlewmg
. You do not feqlly see or hear the person.

. You will not understand the person. ‘

. You will not be prepared.to respond verbclly

. Your verboLresponse may be non-helpful.

. Interaction will b&" enher destructive or fiendly discussion; most like estruchve .
. Information exchange will.be on a superficial level. < Cj
. The inferviewee will see you as ineffective.

. 12. But on the other hand, Vou facilitate the information exchanrge process by:

. Putting aside what you are doing cnd gmng the person your total cﬁenhon .
. Facing him/her squarely. .
. Leaning or rotaﬂng your body toward the person .
. Maintaining @ relaxed manner. . |
Lookmg tov;crd the person. -0 . -
f Maintaining a comfortable distance between you. : ; |

. Maintaining an open poéture. - . *

. Being-aware of non~verbg| communication. ) '’ :
. i. Initially suspending judgement. . - 1 . -
. . . Communitating attentiveness by smiling, nodding head, hand gestures, efc. : |
k. Arrcngmg and organizing collected information into somté sort of systematic fashion . ‘
- “so that helpful feedback cdn be given. . : ' .
|

13. The consequénces of these’behaviors and a good indication that you have been prac- .
ticing Facilitative Non-Verbal Interaction Techniques are: - |

. There will be invoivement. . ' AN
. The interviewee wili feel free to talk and exchange information. - )
. You will understand the person.
. You will be prepared to respond verbally ta fccilﬁcmve level. oy ,
Inferest and concem wiil be communicated. ° (-
The person will think you are open and not closed to hls/heghinking. feellngs and )
actions and will therefore share more. , - Py
g. The heiping process will be set into motion. R
h

i.

NoW 000 FQ

mb.odo

.JQ’,

y
__._m oooOQ

. The-intetviewee wilbeee you as a significant other. - "
‘Information exﬁnge ‘will ke more meaningful and relevant. ~

14. You have plonned the interview and'structured the interview semng The Interviewee has -
“amved. You have positioned yoursef, observed and listened fo the person. You have ©
organized what you hcve seen and heard. It Is now time to verbolly respond to the .
vl -aintefviewee’“ _ T

15. The fofowing section covers bal lnterqcﬂon Technlques Prior to dlscusslng them
entertain quesﬂons and comments)

3 R
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Integrating the Components - o

.

. Utilize the Systbmatic Intenview Programming Format and the Relevant Information
. Awareness Matrix to integrate the components and make the transmcn to the next
g component. : .

g A..Sysfematic Interview Progr mmlng . i . '
Direct trainees to page 92'in Workbook ' : .

1. The component just completed has hélped provide further answers to questian 4—
What is the most effective and efﬁcuent way to exchange |nformat|on’7

2. You can exchange information more effectively and efficiently by cssumlng thé best
position to exchange information, obsewve the inteniewee's non-verbal com-
munication, prachce &ctive listening and organize the data collectedin a systematicd . -
fashion. . -

3. How does this relate to the Information Meness Matrix?

v B. Relevam Information Awareness Matrix -
Page 93 of Workbook . -

1.-The overall objectlve of your inteview is & expand the known dimension ofinformation -
\ . awareness and reduce the blind, hidden, and unknown dimensions.

2. Non-verbal interaction, techniques allow you to disseminate information to the
mtemewee that is blind to him at initial’ gornfact. The kind of mformahon you are
~ * dlssemlnahng_ls very important to the mformahon .exchange process

3. That information is respect, positive regard, concem aftentiveness, |nvt>lvement efc

4 Effective: practlce of the non-verbal interaction techniques communicates your
aftitude; informatiop which is unknown at initial contact.

5. The hidden dimension of information cwarenes's—that’information known by the '
interviewee bu; not by you |s reduced further by effective observing and listening -
R technlques o .

6. The unknown dimension is reduced by the collection of descriptive data drawing

inferences from it and then checking them out with the interviewee. This process can

~ provide additional information that was unknown to both you and the interviewee at
the beginning of the interview. '

7. Lef's tum our allentionnowto addmonalways to helpyou exchange informationinthe
most effective and efficient manner and expand the known dimension of information -
ewe,rerf,s;-,-Responding verbally to the interviewee. el ;-

,
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Exchanging Informiation Vla Verbal Responding

)} L . . : “

| . " *Infroduction to Trainer . ean

. This section focuses on the exachange of information via verbal responding. It is divided |nto
two steps. Step | focuses on moment- moment responses used to collect and dlssemunate .
information. Responses covered incl the continue response, the restn,cted—focusresponse
the exploratory-focus response, the check response, and the inferpretive respense. St
focuses on response styles that predominate during Jhe intenview. Styles covered include th

. listener, the interogator, the explorer, the reflector, the informer, the self-expresser and

s oo . the interpreter. The definition, rationale, and objectives are presented foreach ofthe moment-

‘ . tomoment respenses and exergises are suggested to help trainees discriminate amongthe
various responses. Each~of the response styles is defined, demonstrated, and discussed.

. Guidelines for the facilitative use of respohses and a response style are presented and the -
_ ) ‘trgnnees receive a opportunnytwctlce a facilitative style_The objectues ofthissection are:

' 1. To intfroduce and define the moment-to-moment responses most frequently used during
an interview to collect and dlssemlnote mfon’notlon

é, To present guudelrnes for the facilitative use of moment-to-moment responses .

. To teach trainees how fo discriminate among the various responses used to exchange
information. | . . i

. To mtroduce and dbfine response styles that occur most frequently dunng an |ntervrew
. To teoch trainees how.to |denmy response styles. * °.

. To demonstrate and contrastithe vqnou; response styles. \

.To presen’t guidelines for a fatilitative response.style.

. To dllow trainees the opportunny to practice a facilitative response style

In presenting material from this sectlon utilize as desired the points mode undereach rajor,
i categoyy. You may use all the points suggested, add others, elimingté others, or adapfthe
’ / material in any foshion to meet e needs of your particular oudrence «

w

. .

G!\JO.Ulh

Deﬂniﬂon of Verbal, Inieracﬁon Technlques
\ s o Pogo 97 ofWoﬂ(bOOI( ™

« "7 1. Verbal interactiontechniques refer to the moment-to-moment verbgl fesponses and the
response style used by the mterviewerto collect and dlssemunoieﬁnfognchon dunng the
intervd.w .n .

-~

- .Moment Responses, and Step I, Response Styles. .

.
> N .

2 Therefore,, Verbal Interacﬁoh fechniques will be presenteqdn two steps Stepl Momentto- |

. , e ) <7 . : -%'r
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Step l- Moment-to-Momeni Responses

A ' - ’ Deﬁl(iﬁorr of Momem-to-Moment REsponses
Page 98 of Workbook

1. Verbal responses that allow the interviewerto collect and drssemrnote mformcmon dunng
- ‘f the intetview in an effechve yet ur\obtrusrve manner . (

2..Seven Verbal Intercchon Techniques are cove;ed . . ‘

a. The Confinue Response . ) .
b. The Restricted-Focus Response
¢. The Eprorafory-Focus Response N
d. The Check Response . .
_e..The Declarative Respgnse : ’ - B
f The Self-Expressive Response I
. g The Interpretrvé‘ ReSponse . .

3. There are many othertypes of responses but these sevep seem to be the most commonly
© used during the |ntervrew to exchonge information.

—: '/ 14.. ’ ‘s ) r ’ = * D 5

ot

Y

.
’ . . c
°

> . Rdtionale or Imporiance of Moment-to-Moment Responses

1. Since mformohon exchonge is the mojor focus of an interiew, you need fo be able to
W gurde the drrectgon of the, dlSCUSSIOI’\ in an #ffective, yet unobtrusrve manner.

S Moment—to—momem responses can assist youin gurdrﬁg the drrechon of fiie intenview and
L keeprng it goal-oriented and T\elpful ’

- Interoctron comes in various sizes: from the srngle response to an entire conversatton or,
\) . from an intenview to a total reIctronshrp,A look at the single response is a good ploce
. lostati in analyzing Imgesrzed rnteroctrons

,

-

3 "What response, how and when it Is used can detemmine thetypeofrnterochon duringthe
interview. Will it be c destructiverinteraction; a-sociable conversation, orhelpful inferagtion.

- - 4,.We Train others to verbolly respond to us by the way we respond to-them. Closed-ended,
) questions encourage short answers. Open -ended questlonsencourage'moreexploraﬂon
A lot of information ~giving encourages the person to be quiet and listen, etc.

 Remember. the -first few miinutes of contact with -a, person .ar€¢ ciitical, as.the:

.
s

, o

ey - pattem of Interocﬂon,tends fa be#set during this tﬁ\e Troin the Interviewee D :
+ fo respond ina monnerthot focllitotes helpful imeroctlon. . .
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. The Continue Response
‘ - Page 99 of Workbook .
Definition ' - )

.
« &

N S
1 The conhnue responses are both verbal and non-verbal cues thot encourage contlnued
’ tclkung by the otherperson wuth0ut intenuption.

2 These responses are sumple green lights™ for the person to continue the interaction
3 Common descnptors for continue responses include; _ ST S . '

a. Ah‘endlng behavior \ . ' '
. * b-.Non-directive response D v ) » B
! c. Silehce A P
d. Minimal erﬁcourogement totalk - . D - *) ’ |
4 Common exomples include: . o~ . ) ’
a Verbai s - - ' .
: i “um-hum? R ' ,
o .l tyest . s \ ' . * Lo -
. . in “rightt LT L . . . _ :
. v 'yeq' - I ‘ . . S '
" © .Non-Veibal g . : ' ‘
i Body. posture ' o Co . . R
i Head nods . * - ! . co . - . ‘.
P it Smile " . ’ I T E M
' v. Hand gestures A , At
ot PN . * . B . L '
) N ¢ N ’ '« . ‘a ! o .
s ” - i . i : ¢ . * € R L
o —' A e :
+* i . ) 2 . . - . )
7 -“‘- . L - . R K -3 . ot .
- t ' - . v " * . ) . , i) B L -
2 . - ?’ \ 2 . . - o ¢ - ¢
‘importance ™ R W
T Oﬁenhmesﬁn is |mponont to élfow the mtervnewee tf) tolk wnhouf any mtenupti'on Contlnue b

.responses COmmunfcote :hobyoﬁsore ﬁsfenmg and encourage th% per50n 16 kelep -.. .
"tqlking. .

s L .
k4 ” ! Q' . " > I3 . ° . ) ’ °
2. Contrnue responses cre mgdrfanfl’ n~fthHey olrow people the freedom te sqy what they N = v,
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) 1, Tq lndicoié to anofher person that he/she has your full attention. - o e
.. . 270 commuhiccte intetest and invovement. © » . - Y e I
3. To communicate occepionce A Lo B ., e ‘;
- 4To reinforce and moinioin o) persdn‘s discussion wuihoui mienupiion “ o v e
. .
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_-.i : ,omoqni of freedom to‘choose the iopic&fdiscusslon* " . ‘s-,,"- .
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P The Resmcted-Focus Response
Poge 400 of Workbook ,

Y

1. Closed-ended quesrloms that seek speciﬁc Ers of |nformor|on

2. Responses that require short answers thus limiting the other person s expresslons

3. Common d:escnprors for resrncted-focus responses‘lnclude )

-, a. Closed-ended gueshons
i b. Binary-focus responses
- c. Directive responses ’ L
d. Probing responses < -

r

it -
4. Common e)iomples include: ) -
N ¥
*  a.*Howold are you? 7 L .-
b Wharlrs your name? -
c. Where do you live?
d.'"Have you been here before? .
5. T
Kl § AN \ ”
6. -, .
[ 4 > . . -
* - b
R ] ¥ - -~ ‘
imponanoe . . -

1. Oftentimes in an mterviéw specific bits of mformanon are needed from the interviewee.
The resfricted-focus response is Yhe most oppropnore response to ‘get rhor type of
information., -~ . e

2. Filing out forms moy requrre the use of‘restncréd focus 1esponses.

3. Restricted-focus responses are sometimes the most alrecr means of gorhenng needed .
factual mformohon such as name, oge “address, etc. . .

4. Restricted-focus responses help namow the conve‘r%otron and, help focus aftention on
central issues, This is sometimes needed with some interviewees.

[ d

)

U:e?o mdrcore to the other person that a spacific bit of mformohon is needed. N
2. To gather strictly factual information. !
3. To help others focus cmeruion'on cenrrol issues. T T
or ask: @ ) . . \’\
1. Why are, resfncred-tocus 1espohses important? )
2. Whor are some common uses of resticted-focus responses? c. . o
3. what would you hope to achieve by making restricted-focus responses?

»

—
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. ) _ ' Page 101 of Workbook

<

Definition = . ’ "

his/her thoughts, feelings, and actions. -

answers. o

RN a. Open invitation to talk
b. Exploring responses
c..Incomplete thoughts
- gd. Open-epded questions
e. Facilitative questioning ..
+ £ Non-binaty focus response  *

£, .
5. Common examples include:

o

-~ Q. Tell me more about . . .
b. What do you think about this plan?

c. Jell me about your feelings right now. .
d. Describe the situation to me.

€. How did it happen?

6. !

4 ’
7.
8.
Importance

3.

N . L]

4.
-5.

P " The Exploratory-Focus Response .

1. Statements or opeh'-ended duestions tﬁat encourage the internviewee to talk and explore _
2. Responses that require a namrative statement from the other person as opposed to short .

3. Responses that allow more flexibility in the person’s expressions. .
4. Common descriptors or exploratory-focus responses include: N -~

1. The primary'goal ofthe infonnatiqn exchdngé process in the helping intenview is to help
the interviewee. Exploratory-focus responses help to focus the discdssion around the
‘ concems of the interviewae rather than those of the interviewer.

. 2. Helping occeurs much easTerwhen the person being interviewed has the most altematives
! for seif-expression. Exploratory*focus responses allow oth

ers this freedom.
[ 4




v . .
, -

‘Uses : , . . y v
1. To facilitate the interviewee’s elaboration of a point. . .

. To clarify certain interviewee statements. ’ : -~

. To encgprage further exploration of important topics.

. To offer _th'e person many ajfematives for self-expression.

. T6 help focus the discussion around the, concems of the jnterviewee rather than the -
concems of the intervigwer. : ¢ g

o bh W N

6. To encourage discussion of “important” attitudes, feelings,- arid expression of the | )
interviewee. A '

- orask? - : /- , .
1. Why are exploratory-focus responseé important?

2. What are some common uses of exploratory-focus responses?

.

3. What w‘uld you hope to achieve by making exploratory-focus responses'? !

-

t - °

3
\\

E
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, The Check Response
Page 102 of Workbook' )
Definition T e . .
1. Statements thc¥ serve to indicate?to the other person that you understand what he/shei is
Jsoyrng ; .
2. Stotements that mdrccte thct you want to “check” with the p;on to see if'you are
“with him/ her v\ .

3. Common descnptors fqr check responses mclude

a. Refiections - :
b. Partphrasing

¢. Summarization

d. Clarification

e. Restatement

f. Varification : . -~

4. Common examples include:

a. Youmean. ..

b™You're sad because ... .
¢. | understand you saying . . .
d. Essentially then . .. 4 T~

Importance | N

1.1t is rmporrcnt that the rn'rervrewee know that you understand whct he/she is sayrng
Check responses say “lI'understand what you are saying.” N

2. 1t becomes necessary at times during the interview to make sure that communicafion is
occurming.-Check responses allow you to qetermlne whether or not the communrcchon

process is mtcct .
Z

X4
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e

.+ Uses' . !

1. To convey to a person that you are with him/her and that you are trying to understand
. ‘ what he/sheé is saying and experiencing.

- ) 2 To crystallize what the person is saying by repeating wh\c’xt he/she saidin g more conmse
\ . manner. _ ,
3. To tell the person how you hear him/her.
4. To check the accuracy of your perception of the same topic.
5. To seve as a stimulus for further discussion of the same topic. !
6

To effectivelgecommunicate accurate empathic understanding at\the interchangeable

level. . .
7 To check out your mferencés and hypothesis made as a result of your obseming and
listening.

8 To focus the interviewee's discussion on important issues wuthun a cognitive, affective,
S somatic/motor framework.

9. To indicate whether or not there Is communication.

®

or ask:
1. Why are cheék response; important?
S 2 'Whvakt are some éommon uses of check responses?
. 3. What would you hope to aphieve by mking gheck responses?,

Y e \

.ERIC - : B - _ 103
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The Declarative Risponses
) - Page 103 of Workbook
Definition .
1. The declarative résponses are statements that present factual information. ,

2. These responses sefve to inform the inferviewee of general and speciﬁc information from

an extemal frame of reference such as agency/organizational guidelines, rules, and
. regulations. ) - ‘

3. Declarative responses inform the Inteivigwee'about objective and factual information. - .’
4."Declarative responses are descriptive statements which are neutral in tone or matter-

of-fact.
5 Declarative responses supply information’or data’not readily known or available to the
' interviewee. s .

-

6. Common descriptors for declarative: responses include:
' -~

,

a. Informing , . e
. b. Explanation , . ~

g Directive response -~ : s

d. Information response

e. Instructions *

f. Statement-of-fact responses’

7. Common.examples include: .

a. Ouragency can do this . .. - o .o T

b. His/her office is located . . . .-
cwYou scored at the 95th percentile . . .
~d. To be eligible you must . ..
° 8. . ¢ ( , \ )
9. - ) ‘ ' \
10. T : .

< 3 . . ¢

* 7+ Importance < . .

. .

1. A maijor- objective of the helping Intewview is to involve the interviewee in the decision
miaking process. Information is needgd by the person in order to do this. Declarative
responses pyovide that information.

2. During the helping process, the interviewee will need a great deal ofobjective and factual
information. Information such’as thé role and function of your dgency/organization,
your role and function, confidentiality, etc: are providedVia declarative responses.

3 ¥

- - -
~
.

-~
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ERIC

Aruitoxt provided by Eic:

making

. ¥
. \ Y
~ - 3 . - :
Uses
1. To infroduge objective information into the intendew. LT
2. To give the inteviewee.factual information needed to participate in the decision
.process. - ® , oY
3.To incr&se the infeviewee's understanding and knowledge.

4. To promote independence. ~

5. To provide fo??uol. objective iAformation.
+ orask:

.\

———

v . . ,
1. Why are declarative responses impportant? What are some common uses of declarafive

-~ lesponses? .
2. What might hopben ifyou nevermade a declarative res%onse during the intake in

- . 1
- » .

106

teview?
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. The Self-Expressive Response * -~
Page 104 of WOHrbook ) ’
Defintion = - : X :

- 4. Self-expressive responses are statements thotfunchon to give the Injervrewee mformohon.
from the inferviewer's frame of reference.

2 Setf—expressive respdnses rnjec‘\é interviewer's own frame of reference as opposed toan
extemal frame of reference. -

3. Any statement by the Intervlewer that is from his/her |ntemo| frome of reference as
_ opposed to an extemal frame of reference

" 4. Common descriptors for self-expressive responses inciude:

. Supporf approval, assurance :

. Self-disclosure

. Personal illustration

. Confrontation 4

. Suggestion

. Personal arialysis T

. Opinion . 7

Advice .

. Evaluative response - .
« : j. Moralizing S

- ’ 5. Common examples inelude:
o./ think you should . . .
b.l

—=TJQ _.0Qa0 00

.{I'm really ‘concemed about you. X

¢./Oh, | think you will do okay. ) &

- d. You shouldn't do that. . :
€. You understand what needs to be done; now | think it's time for you to act.

s ’
* ] 6. . ©

L J

-
- -

Importance ' ..
1. Sometimes during the interview you may pe called upon to give inf ion from your
frame of reference in the form of suppdm, self-disclosure, confronkafion, etc. The self-
i ~ expressive’ responses, used appropriately, can facilitate the information exchange
- : process.

Uses ‘ Q ) «
’ 1. To express ossuronce and support.
2. To disclose something about seif to the other person.
or ask: 1 ‘ . “ . —
4. Why dre self-expressive responses important?
2. What are_some. .common uses of seff-expressive responses? :
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- The Interpretive Response

7 ‘ - Page 105 of Workbook - S
4 _ Definition < \

1. Interpretive Responses are statements to exploln the meaning of the interviewee's ex-
penenc‘e or to construe the meaning of the interviewee's statement based on theory.

~ 2. An Jnterpretive Response is a theory-derived response which classifies the person orasserts
a causal relationship Invotving-the person’s thinking, feelings, or actions.

# . 3. Interpretive Responses are statements that link cause and effect.
4, Common descriptors for Interpretive Responses Include

- >

a. Diagnostic resporise
b. Dépth intempretation -

. Cx. Analysis ) . H
d. Additive empathic respons

. < 5. Common exampites include: N e

a. You-feel and act . . . because you think irationally (from rationakemotive theory)
b. That is a result of oroI regression (psychoanalytic theory).
c. Your parent has contaminated your odutt which has upset your child (tronsoctronol

- 2

onolysrs) . N
\ 6' . oW “ e ’ ) . . £
J {. 7 e +a
t NN .
8 ? .
y . » *
Importonoe » P .

: 1. Interpretive Responses become important when the counsellng aspect ot the helping
L interview comes into play.

2: Interpretive Responses can enable the other persoh to develomnsight into his thlnklng,
) feeling, and action so that constructive plans can?be made to correct molodoptive
. .behavior pattems.  *

¢ a3 ¢ -
. R .
, .

1 « . ' 4.To help provide nsight ‘
s . 2. To create meaning ‘ /
3. To’ communicate additive empathic understanding
or ask: v r, . o
-~ o Why are interpretive responses Importont? ) S
2. How would you use them |n your inteviewing?

a~




. ~ .
,

~

Discrimination Exercises
Written
1. Ask fraikees to tum to pages 106-107 of thelr workbook.
2. Fom fnods .

3. Ask triads to discussecch response ond oﬂempt to omve ot a consensus astothe |denmy
of ecch response.

4 Regroup : . . -
5. Spokesperson from ecch tiad repon to total group on how responses were classified.

%

6. Discuss as needed.
. : ‘ . Tape ' ¢

.. 1. Ask trainees to tum to pages 81-84 of their typescript manual. This is a fypesciipt of the
» inteviewer/interviewee interaction on the tape. Page 108 of the workbook provides a quick
* reference for the Interaction Techniques. . .

2. Again form friads. ! . A

3. Tell trolnees you will periodically stop the recorder and will ask them to classify responses. - .
Again their group should oﬂempt to amive at a consensus.

., 4. Starttape. . . . ’

5. Stop periodically and ask triads to dISCUSS and classify and report to total group theur
classification of the response.

6. Discuss as'needed.

!

Role-PIay C |

1. The purpose of this exercuse is fo, mcreose the trainee’s skill for discnmlnohng between
various verbal responses and to provide data for an exercise on Interaction'style to be
‘presented later.__ .

- .

- -

2. Give the following directions: . " -

a. Farm Triads: Each pelﬁm quI have the opporfunify to be Interviewey, int,erwewee and
.. observer.
b. As an interviewer your tosk is to gather as much information as you can about the
inferviewee’s (1) hometown (where he/she now lives), (2) his/her neighborhood
(address, etc.), ond (3) present work o

C. A§ interviewee your task is just to respond to the interviewer. v ' .
d. As observer yourtagkis t® use the interaction techniques classification sheet on page
109 of the workbook and classify each respense made by the interviewer into one of | .
the 'seven categories. important point for observer—Be sure to use the interochoq *
techniques classification sheet that belongs to the interviewer since this will provide
data to be used in a later exercise. .

3. Allow approximately 3 minutes per inteiview. ‘
4. Call time and rotate roles unfil everyone has been interviewer, inferviewee, and observer. '
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. Guldellnes for the Facllﬂaﬂve Use
o4 of Moment-fo-Moment Responses '
) PagNﬂ) of Workbook \
1. Use exploratory-focus and check_responses to open an interview. L ;

s

Elaboration by Tralnen : : ‘ S
" This focuses the interview on the concems of the inteMewee Examples would

include: .

“Lef's begin by you telling me what brings you here ! .

“You look a littl 3 anxious today.” - . .

' 2. Use exploratory-focus responses to gcnher informchon from the inteMewee S perspecnve

" Elabgration by Trainer: ) "\
. This enables you Yo avoid imposing your own diagnostic biases into the
- information gathering process and minimizes cctegonccl and labeling .
biases. Examples would includg: - . . '
“What are you munking nght now?" - . : ot
"TeII me more about . ."" ‘

+ 3. Utilize explorctory-focus and check responses to breclk Unproduchve pauses dunng the
interview. . . -

Elaboration by Traineér: ’ ‘ e
‘~ b *  This encourages fhe person to talk with many attematives for self-expressuon
' Examples would include: . ,
) ' “Tell me what you are thinking right now.” B . ) -
s + ‘You seem to have a loss for words® n'ght now: / .

4. Use explorctory-focus check, and continue, responses frequently to buuld strengthen,
» and maintain rapport.

Elaboration by Trainer: ; o ' C
- » This communicates - attentiveness, concerh, Involvement, and keeps-the
00 interview focused on the interviewee's concems. Excmples would incide:
- { “Tell me what you are experienclng right now.” . —
_"It-seems that you think y0u are . K

““Upn-hum.” - .- o

5. Use eprorofory-focus, check, and continue responses when you wclm to gather addi-
tional information about & topic Gelng discussed. :

’ - Elaboration by Trainer: = .
- This will facilitate the person’s elaboration of ¢ a point by encourclglng ncmcmve
N © type of responding. Excmples would include: . . }
. ot ) “Tell me more about . ) © .
"Essentlclly then, you think . L ;
' "Yea" , . . X

6. Use exploratory-focus, check, and contlnue responses to facilitate interviewee self- .
exploration. . e -

Elaboration by Trainer: ' - - . .
This allows the person free expression gnd encourcges him/her to focus-on . ’ ‘|
his/her owp concems. Examples would include: _ ) :

T ” "Tel'me a litie about yourselt.” : < g oo

: “You'are angry becauseyou .’ " SR o
“"Um-hum.”" , 2

. < . .,

- ~ . '

-
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7. Use restncred-focus responses to gorher specrﬁc brrs of mformo‘non . .:

Elabotation by Trainer: ' - .

Thisis the most direct means ofgorhenng strictly factual |nformor|on Examples

would include: . .
“How old are you?’ . -,

8. Usewestricted-focus responses to narow the area of conversation.

_Elaboration by Trainer: <.

. Restricted-focus responses may be used when there is a need to harmow the
area of conversation or to focus the person s attention on a cenrrol issue
Examples would include: .

“How old areyou?" o

@ Use continue responses freely to encouroge rhe interviewee to kegp rolkrng without”
interrupting his/her momentum.

=~ . Elaboration by Trainer: : ) ~ ’ . .
Communicotes your attentiveness, interest, concern, and involvement
Examples would include: . .o \ .

1

. “Um-huh” v . . . ’
¢« 10. Umrze check respon;es to communrcote your undersrondmg of whor the other person
issaying. . “ . o v e
Eiaboration by Trainer: * ' ~ '
This lets him, her know that hessheis undersfood and enco rages continued
' exploration of rheroprc Examples would rnclude Lt -

¢
«

“You're really tense.” N ..
i1 Use declororrve responses fo presenr focruol mfornéhon needed by rhe rnrervrewee

Elaboration by Trginer. 5 v ¥ L < )

- This gives the person informBtion that i ig needed’to promote his,'her involve-
ment and participation in the decision mokrng process and promotes his, her

mdepen’dence .. . . . .
12. Make your declarative responses as descrrprrve o choroctér or,}d neurrol rn tone as °
possrble o . . b, L ‘
Elaboration by Trainer: . » .

' Declarative responses are not Judgemenrolfun nature. They are strictly for
_transmitting factual and objecnve information. Tnerefore,.a matter-of-fact
.. aftitude and tone of vo|ce will communrcore the mformohon as such. )

-43. Moke your declarative: responses |n a Ionguoge the rntervrewee con undersro_n‘d

< Elaboraﬂon by Trainer: - : . p
Jorgon and canfusing termrno\ogbqﬁould be ovolded if rhe person isto be
.+ able fo utilize information given. \

._,z/ ) . . .

M . ' o
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14 When you think the mtervuewee can benefit from information from your own frame of
teference, use self-expressive responses.

‘

- Elaboration by Trainer: . ' - . ?

J Selfexpressive responses in the form of suppor, self-disclosure, etc. are
sometimes helpful during the inteview. Whenyou think the personcan beneﬁt )
~from such, utilize them. . ~

-

15. Avoid self-expressive responses in the form of inappropriate advice.’

Elaboration by Trainer: N ‘ B
Independence is a.gogl of information dissemination. When advuce is given™

in the form oftelling someone how to behave, what to do, what not to do, efe.,

it promotes dependence and communicates less respect and regardfor the”

person’s ability g make decisions. Presenting altematives and letting a person ~
make the choice of how to behave, what o do, what not to dg, etc. promotes
independéence and communicates high respect

16 Avoid self-expressive responses that oommumcote low levels of respect and negative .
regard -

Elaboration by Trainer: ' _

Preathing, placating, blaming, cajoling, exhorting, demanding, intellectuat

izing, etc.are examples of self-expressive responses that can be ham‘.ful

especially dunng the initial contact with a person. Substitute responses that wil .
enhance rapport and facuhtate the information exchange process. . .

17 When interpretive responses are called for make them at the mtervuewegs)evei of under-
standing. , .

Elaboration by Trainer:

You may soméfimes want to make an m‘terpretahon especuclly in later inter-
« views. When you da, make sure it is at a level which the person can under-

stand. Interpretonons are valueless if they don't increase the person’s under-

$tanding of self. Avoid over-intempretation and overanalyzmg

-

Ask trainees to discuss other guidelines for the facilitative use of Moment-to-Moment verbal

* responses. Discuss each.’

18. . . , S X
. 19. T " ' o~
\
N ?'
. .
-~ ~
° ~
| o -
" se 4
- .
\
s 109 .
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., Use chart as you desire. N

" Summary of Moment-to-Moment Verbal Responses
‘ N

. Direct trainees’ aftention tc; chart on pages 111-112 of workbook which symmarizes

suggested responses to use for specific objectives along with examples and I'»/hy to use
the suggested responses. :

/

-~




Step Il - Response Styles

L4

Definition of Response Styles
Page 113 of Workbook /

ResponSe style refers to the mtelvlewer’s dominant response mode* plus the suppomng
Tesponses. %

~

. -R'esﬁonse slyle refers to gne’s domjnant way of interacting in the intewview. It isthe pérson's
customary way of collecting and disseminating information. . -

Response style ormode can be determined by analyzing afrequencydistribution of single
responses, The most frequent response qbselved while collecting or disseminating
information become’ the “mode” or slyle” of gathering or giving information.

Seven interaction modes/styles are identified based on the inteviewers mteracnon
profile. Four seve to collect information, three to give mformaﬂon They arer

A. Information Collection Response Styles
i. The Listener
ii. The Interrogator
iti. The Explorer
" . The Reflector -~ Lo

B. Information Dissemination Response Styles -
i. The Informer
Jii. The Self-Expresser. - .
ii. The Interpreter » Lo

5 There are different ways to get and gwe the same information. For example, information (
°can be gathered by basucally .

AR

A' Remaining quiet and encouraging a personto continue talking by noddmg the head,
harid gesturing, and saying phrases such as “um-hum,” “right,” etc. (the listener).

B. Reflecting back to d’person what you have heard, thus encouragung him/her to
continue giving information on that topic (the refiector)

C. Asking for the information. This can ba done through closed-ended questions (the  +
interrogator) or open-ended questions and statements (the explorer). . .

6 There are different fypes of information that can be given: Basic, objective, factyal infor-
mation from an external frame Sf reference (theinformer) or subjective informationfroman
intemal frame of reference (the seIf-expresser) or mterpretanons of cause and effect (the
“interpreter).

'S

A3

Rationale or Importance of Inieraclion 81yles

1 _The intefiewer's response slyle will determine the type of interaction during the intewview.
YqQuroverall response style quI determine whetherthe interaction is destructive interaction,
fnendly discussion, or helpful interaction.

2. Agaln the principles of reinfdrcement and shaping are mportantwuth response styles. We ¢ s
shape another person’s response style by our own. - %

s
. . o i
«




Objectives of interaction Styles -
%1‘. To collect information in the most facilitative manner.
2. To disseminate information in the most facilitative manner. @

3. To guide the direction of the interview keeping it goal directed so that objectives canbe |

achieved in the most facilitative and efficient manner.

N
4. -
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6 Interaction. Style - Exercise ) A ‘ ‘
. v e
1 Prior 16 deﬁnung demonstranng and dlscusslng the various interaction styles, let's
' examine the information collection interaction style that you used to collect information

\about a person’s hometown, nelghborhood and present job

2 Tumto page 114 ofyourworkbook and determine your profi ile by using the data from page

109 of your workbook

3 Total each column to determine how many of each response you ade.

4: Then determine your total number of responses by adding across f

5 Determine the percentage for each response. This s done by dnvldlng e
by your total number of responses. For example if y iLhad 5 continue
responses total, divide 5 by 40 and.you would get 12%2%, which represen

of tontinue responses.

columns.

ichrespdnse total
esponses and 40
Isthe percentage

‘ ¢

~\

- 6. Do this for all 7 responses. ¢
7 Cémplete the histogram on page 114 of woikpoak./ - .
8 The profile indicates your style Now let's look at how this same infgmhation that you
- .+ collected can be collected in different ways depending on a person inte(action style.
\é ‘ 9 Compare your profile with the ones we quI now discuss. The following glyles indicate "too .

much of a godd thing.”




* . Play Yape/slide. dempnstranon whlch provides an exaggerated excmple of an mtemewer

' 4. Ask trainee to come forward and role-play interviewee.

The Listener : T

Deﬂniﬂon'

° . )g

1. The listener's style is characlerized by gathering -information by predommately uhllzmg‘

continue responses.

2. Following an introduction of a topic, theinterviewer utilizes malnly non-verbal cuessuch GS
head nods, hand gestures, etc., and verbal cues such as “uh-hum,” “right,” “vea," etc. fo
communicate to the otherpersomhat he/sheis ||sten|ngond mterested in the toplc bemg
dlscussed

e 2 ’ 3 .
. 2 )

q -7 u,
“

) ‘ HYPtheﬁcaI Profile o (

An interview proﬁle ofthe listener's mterachon responses might Iookllke the oné on page 115 of

yourwogkbook.

\ Demonsfraﬂon of the Listener .. >

~v

who would be cheled asa Llstener .
\ -

- or — - o N

Lh
4

2. Demonstrate ||stener style. Examples of suggested responses are as foIIows

a. Inferviewer: “Tell me o Iuﬂle about -your h@metown.” .
Interviewee Tesponse: o

b. Ihterviewer: “Un-hum.” (Head Nod) :
Interviewee response: * _ Ty

- [d
c. Interviewer: ARd . . .
- Inferviewee Response:

d. Inferviewer: Un-hum, (head nod), more please..
Interviewee Response:
.When you have gotten dll the information possible through “uh-hum,” head nods
hand gestures, etc. go to another topic and continue in same manner. y N

e. Infenviewer: Tell me about your job. .
Interviewee Response: ‘ E

. Interviewer: Uh-hum, (head nod), (hand gestures). ' =
Interviewee Response: : ’ ) .

g. Infeviewer: And ... - ‘ ‘ ' C.
Interviewee Response:

h. Interviewer: etc.; etc.

~ g — . PR
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v : Description of Listener

4. Ask trainees to describe the person whg,predomunotely uses this type of response
style to collect information during an unterv:ew

2 Points that might be made:

"a. Non-directive -

b. Very pemissive

c. Might be indecisive and without self-direction
d. Would have dlfﬁculty achieving objectives
e.
f.

i 4

Effect of this Approach on the Interviewee and the Infeniew Process

1 Ask trainees o ‘discuss the effect this type of approach might have on others ond the
interview process; especially on the ochlevement of objecnves .

2. Points that might be made:
a. They might view the inteviewer as incompetent.
b. They may think the intenview has no.objective.
..¢. They might think they were wasting their fime.
., d They would be unable to use the interv:ewer as a resource.
”, . o .




, \ . o
The Interrogator

T Defin

- \ t
1. The mterrogctors style. is characterized by gcthering information by predor}?gctety t
utilizing restncted-focus responses. N

" 2. The interviewer gcthers specific bits of informction from the intewiewee—bvfsﬁ\g direct

or closed-ended questions rather,than open-ended Guestions and statements.

3. Closed-ended questions that most often begin with “do,” “is,"” “are,” etc. and can be

.

answered by the other person with only a fewwords are the predomincm response style.
Wy ’ . 4 —a-

Hypothetical Profile o ' ' .

An interview profi Ie ofthe mterrogctor s mtercchon responses might look Ilkethe oneonpage
146 of your workbook.

A,

_ Demonstration of the Interrogator
Play tape/slide demonsfration which provid.gs an excggercfed example of an interviewer
who would be labeled as an Interogator.
or 7 N

4. Ask trainee to come forward and role-play interviewee.
2. Demonstrate interrogator styie. Examples of suggested responses are as follows:

-a. What town do you live in? . . -

b. Is it a big town? . ' . |
¢. What is the population? .. '

o

~ d. Where were you bom? '

. e. How long have you lived there?

f, Is it a nice place to live in? ' RN

g Isthatcloseto - ? b . » : T
h. What street'do you.live on? a e . .
i. How long have you lived there? .o . ) <o ’

J. Is that on the east side or west side of town?
k. Where do you work?
I. Do you like your job?
m. Have you worked there long? . ' A
n. What is the address of your work?
o. Is that far from your house?

' R S
A Y v




. : ‘ Descripﬂon of the Interrogator

1. Ask trainees to describe the person who prqdommotely uses this type of response slyle to
cbllect information during an intenview.

2 Points that might be made: v . .

. “Detail Man” o ¢
b. Someone after “only the facts” . - .
c. Very directivei
d. .

- -

e. . - ¢ .

“
@

. \ " Effect of this Approach on Interviewee and Interview Process

4. Ask tromees to discuss the effect this type approach might have on the interviewee and
-

RS

the interview proces(‘
2. Points that might be made: -

a. The person would soon leam that he/she was there ofily to provude1he interviewggwith

specific bits of information.
b. Would not ga into any depth with mformotlon

»

-~

[

E 1)

c. Mlght get the idea that he/she was on the “ﬁnhg line.”
+ d. Alot of pertinent and relevant mformonon would not be shared.

[
- ~

v
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) The Explorer - . ' e,
Yo Vd - - . s : N
[ ® Definitjon . -vf , o'
1. The explorer's style is characterized by gathering information by medommotely unluzing
exploratory-focus responses. A e
2. The interviewer gathers information by mainly utilizing openended questions or
statements that require the other person to use npncnve responses
3. Statements such as “Tell me more about . . " and open-ended quesnons that Typlcally
begin wuth “what,” “how,” "why,” “could,” ond “would” which allow the pérson more room
for explorctlon and expansion on & topic are the predornmote response mode/stqu,u
\ - Hypothetical Profile ) :
. An mtervuew proﬁle of the explorer's interaction responses mb%qk like the one@n page k/
117 of the workbook.
..", Py vt
Demonstration of the Explorer -’
Plcry tope/shde demonstration which provides an exoggeroted example of an mtervuewer
who ®ould be labeled as an Explorer, A
. o’ . ‘ '.‘ PR C
- / 1." Ask trainee to come forward and role-play interviewee. " ¢
2. Demd’nstrote explorer style. Examples of siggested responses are gs follows:
a. Tell me cboutyour hometown or describe your hometown to me. -
b. What do you think aboutfyour hometéwn? . , '
c. Tellme about where you live there. t : W e '
d. What do you think about \\Nhere you live now? h o7
e_Tellme about your job. . . . .
f. What do you think about your job? : . )
g. Describe your feelings. -
., . ' o '
v L Description ofthe Explorer
1. Ask traineés to describe the person who predominately usesthis type o?‘réspgnse style
to collect information during an internview. . . .
U4 L,
2. Points. that might be made: * *
A a~May-continue on and onwith fhe topic under discussion. .
- 7 b. ‘May fail to cover all topics odequcteiy because of excessive time gpent on certoln
topics. -
¢..May fcll to provlde the Intervlewee with necessary Informcﬂon 8
—— 1 1 .
«~ Effect of this Approgph on Interviewee and inferview Process Y
x . 1. Ask trainees to discuss the effect this type . of c%prooch might have on tha intenviewee
% and the intenview process.
‘ 4 R )
¢ - 2 Poinfstat might be made: N X o
a. Feels lige he/she is being inferogated. .
. ‘b Feels like he/she cannot satisfy the interviewer.
¢. Thirst for kn ge about him/her.
. 4 ’ ' »
s . . °




The Reflector -

Definition

1. The reflector's style is characterized by écitheriné information by predominately utilizing
check responses.

2. The intenviewer gathers information by mdinly reflecting back to the person what he/she
hears thus encouraging him/her to talk futher about the specific fopic.

o .Hypothetical Profile  “

Anintewview profile ofthé reﬂeéfdo’r’s interaction responses might look like the one on page 118
of your workbook

Demonstration of the Reflector .

Play tape, shde demonstrchon which provides an excggercted excmple of an inteniewer
who would be labeled as a Reflector.

o \ ' A
1. Ask trclnee o come forward cnd role-play mtervuewee (

2. Demonstrate refleotor style. Examples of suggested responses are as follows:

a. Tell me about your hometown.

b. So you iive in

c. You appear fo be scnsﬁed/dlsscnsﬁed with living there.

d. So you like/dislike it.

e. Continue to reflect content -of what person is saying and any feelmg you miay note.
When you can go no further switch to job topic.

f. Tell me about ygur job. .

.Soyouwork for/at ___ |

. What do you think about your job?

i. So you like/dislike it. _ )

j. Continue as abqve. ’ . «

. TQ

Y ‘Description of the Reflector ¥y ,

1. Ask trainees to describe the person who predominctety uses this type of response styleto
collect information during an interview. :

2. Points that might be.made: T )
a. Non-directive T ) ) ‘
b. Might be described as a pamot’ e
¢, Might be inefficient
d

e f"' \
) v & .
.

-t - .
g . . - ~ "
) :
:
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. 7. :
. Eﬁe‘ of this Approach on Inferviewee if\cuniervlew Process

1. Ask trainees fo discuss the effect this type of approach might have on the inteviewee and
* the inteiview process especially on the achievement of one's ob]ecﬂves
’ 2. Points that might be made: .
a. Might view the inteviewer as having no objectives.

’
b. '
N
i »
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4
d o
/
- - 4 »
. . 6 L3
. . \ 3 .
. J‘ 4
0} - - ~
4
A < K
. ~ - S -
) ~ ~ Ty
, -
| t .
‘ | 8.
s i .
I q nd
é l -
|
: |
4 s ~
'| ’
— >
- E’ -
B
. * <
-~ . -
~r .
. ° '
” ’
/ * -
- . - ” .
’
. - -
- ‘ \
e
- )
" i L ™ ;
~ \
. < o ¥ \ ,
4 \\ .
> N ’ T’ \r I
- "
. |
. - y .\
" —
-~ - * \ ~
¥
' 14
3 - ' . ) - ~ ' .
¢ . - . N ‘
. - -
- 2
i = ~Z




The Informer

‘ = Definition
1. The informer proﬁle resuits from focusind primarily upon disseminating information.of a ) )
' factyal nature. . _ .-
’ 2. The predomunate style of interaction is chcractenzed by declarative responses.
. o |— : 3 @
Hypothetical Profile. ~ = . -

An intewview profile of the informer's interaction techniques (night look like the one found on
page 119 of your workbook.

[Ae -

. : . ' "L v 7 .
fl ' Demonsiration of the Informer ’
/) Play tape/slide demonstrahon which prpvudes an exaggerated example of an inteviewer
. "who would be labeled as an Informer. . .
or . T

1. Ask frainee fo come forward and rple-play infeniewee. .
i ‘ 2. Defonstrdte informer style. Examples of suggested responses are as follows: *

a. Describe in detail the role and function of your agency. , N
b. Describein detail your role and function within that agency. . .
Description of the Informer . .

‘ 1. Ask trainees to describe the person who predominately interacted during the mtelvlew .
¥y -- pwith this type of response style. . ‘ ' : -

2. Points that mlght be-made:” - . . .
a. Controller - . . - ‘ :
b. Acts quickly : : : T - .

Q@.000

4

Effect of this Approach on lniewlewee and IMervIew Prooess

b 1. Ask tralnees to discuss the effect fhis type of approach mlght have on the inteviewee  * ‘

, and the interview process. .

. \
|
|
|

2. Points that might B¢ made: : . LW
«or . a. Person would feam he is 1o Ilsien not talk. , oA

b. Probably would not feel a part of the process.

*
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> . N . \ - B .
- The SelfExpresser ' :
RN . . Definition
1 The seIf-expres‘ser profile results from focusmg pnmcnly o\the comm,unlcaﬁon of one's
own values, opinions, etc. . .
. 2 ﬂnfgrmchon is given only ofter it has been fitered through your own frame of reference.
3. The ;Sredomincte style of interaction is characterized by self-expressive responses.
. . . R . . * .‘I) . . \
X o : Hypotheﬁéal Profile -
An inferview proﬁle of the self-expresser’s |ntercct|on might logk like the one found on page
. .120 of your workbook . L “ g
{ - . s a
Demonstration of the Self-Expresser ' -
Play tape, slide demonstration whith proya‘es an exaggerated Sxample & an infeviewer
: who would be labeled as a Self-Expresser. :
oor . ’
Demonstrate self- expresser style. Examples of suggested responses are as follows:
~ a. What do you think about ypur hometown?
: b. | think you should rnoveg‘stay where you live now. X .
c. Once you have moved/decided to’stay everything wil\ be okay. ‘ ‘
. d Everyone who lives in a town like that likes/dislikes it
. . el wouldnt move to another place just like it. | think you would be better off in a town
) twice that size. There's more things to da. Kids are happier, etc. ~;
{ What do you think about your job’> 1
g | think you should tell your supervisor that He should know exXactly how you feel cnd
what you think. h
~ h. ¥ou're a better- person for it. _ %gg .
i. Usually people in jobs like that burn &ut in afewyears. So be aware ofthat You mught
want to think about changing jobs before that happens.
. j. | feel the same way you do. Evertybody does. If they say they don't then theyre being
dishonest. |
' L
-
- q .
- ' -~
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- . Description of the Self-Expresser

3 + 4. Ask trainees to describe the person who. predomlnotely interacted durMn\ew
Lo~ wuth this type of response style ,

\‘ 2. F’bln?ﬁ?hﬁ? might be made:
a. Dependung on the type of Self-Expressive responses made, could be labeled:
the adviser
ii. the self-discloser
iii. the supporter ‘ 5 .
. iv. the confronter " -~
v. the moralist -
. b. Person with all the answers
o c.
’ d
e -

-_——

-
—
-
Y
.
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F Effect of this Approach on Interviewee and Intfrview Process

1. Ask trainees to discuss the effect this type of style might hove on the interviewee and the
interview process. Possible points to make.

_ 2. Points that might be made:
. a. They would become very dependent
b. Leam to listen a lot.
c. Might think they were being patronized.
d. Would fail to gain self-confidence from his/her mterocnon with interviewer. J

1.

Al




The Interpreter

- i Definition

1. The interpreter profile results from the interviewer focusing pnmerily on giving mformanon
of a cause-and-effect nature based on a theoreticai position.

2. The predominate mode/style of inte#pction is characterized by interpretive responses.

~

Hypoiheﬂcd Profile

An interview proﬂle of the interpreter’s interaction techniques might Iook like the one found on
‘page 121 of your workbook.

Demonstration of the Interpreter

Play tape/slide demonstration which provides an exaggerated example of an interviewer
who would be labeled as an Interpreter.
or - T -

Demonstrate interpreter style Examples of suggested resgonses are as follows:

a. Where do you live?

b. Yea, you most likely live there because as a child you wereraisedin a simulafplcce SO
you naturally look for a place that is similar to your childhood town. You feel more
secure there.

. Continue with cause and effect statements. *

¥
v v

Description of the Interpreter. I

* 1. Ask trainees tQ. describe the person who predominately mteracted during the interview
with this type of response.,

2. Points that might be made:
a. The interviewer would be aggressive. *
'b. The interviewer would lack interpersonal tact.
c. The interviewer would have litfle understandlng of proper nmung in intervuewmg

Eﬂeci of this Approach on lnierviewee and Inierview Process

1. Ask trainees fo dISCUSS the affect this type of approach might have on the interviewee.and
the interview process. .

* 2.*Points that mught be made:
a. lkmight make the interviewee anxious.
b. It might make the interviewee angty.
c. The untervlewee might view the intervlewer as insensitive and somewhat obnoxious.

+
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Guidelines for a Facilitative Response Style
o0 Page 122 of Workbook

¢
1. Encourage the person to appear for the interview by practicing facilitative cﬁrocnng
actions. .

Elaboration by Trainer:

end an invitation to a person that informs him/her of the who, what, when,
why, and how of the interview in such a manner that it will motivate or mduce
hirg/her to desire the interview. Attracting actions can determune whether ornét
you will have an interview.

¢+

2. Plan the interview. A ; L \ s

Elaboration by Trainer: ’ ~

It is difficult to facilitatively guide the exploration or discussion within the
inferview if you don't know what you are trying to accomplish. Develop -
interview objectives and stratagies to achieve those objectives.

3. Structure the interview seﬁfng to facilitate the information exchcnge process

Eiaboration by Tralner: .

The degree to which the interviewee-ihvests him/herself in the information
exchange process may depend a Pt on your structuring actions. Arangerthe
interview environment in such a marnnerthatinterest inthe person is communi-
cated and all obstacles to open communiccﬁon are eliminated.

4. Assume a position to exchange mformcnon in the most effecnve mcnner -

Eiaborafion by Trainer: '

Facilitative positioning action places you in the best position to observe and

listen thus enhancing the inforrpation collection process. It also communi-

cates the kind of information to the interviewee that will reinforce the person's
' offering information and will helpthem utilize information disseminated byyou

5 Obsere the person. '

Elaboration by Trainer: - - '//\ vl
Facilitative observation actions willenable youfo take advantagedfaveryrich ¢~

source of data about the person—non-verbdl communication..
¢. Listen to your inferviewee.

Elaboration by Trainer:
Listening enables you to gain additional mformcnon about the person that is unavail-
able through obsewing only.

7. Orgcmze the information you have collected in a systemctic fcshlon- :

Elaboration by Trainer [N
Organizing the information you have gathered through facilitative observing

and listening actions will enable you to respond to the person in the most
helpful manner.

8. Open the interview with-tesponses that will focus first on the concems of the interviewee.

Elaboration by Trainer:

Ask: What are the most helpfulresponses for achieving this? Make following

point: Exploratory-focus and/or check responses are useful responses to focus

first onthe interviewee’s concems. Then declarative responses may be needed '
oo :o give the®person factuai information or self-expressive responses for support.

1
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9. Continue to facilitate the information exchange process by focusing on the inferviewee’s~ .
concems. .

Elaboration by Trainer:

Ask: What are the most helpful responses for achieving this? Make follawlng

points: The previous guideline was concemed only with opening theinterview.

This guideline emphasizes the importance of continuing to foecus on the

person's concems. Remember, the helping intenview-is to primarily help the
. person. Exploratory-focus, check, and continue responses are useful to keep

v . the focus on the interviewee. .
<53

10. Allow the interviewee as many attematives for selfexpression as possible. -

Elaboration by Trainer:

Ask: What are the most helpful responses for achieving this? Make following )

polints: Continue, exploratory-fogus, and check responses allow the greatest -
amount of freedom. Use these responses whenever you want the person to

have as much room for self-expressron as possrble and avoid the restricted-

focus response. .

[ ; 14. Facilitate the Interviewee's elaboration of topics.

Elaboration by Trainer: - : i .

Ask: What are the most helpful responses for crchrevrng this? Make followlng

polints: Exploratory-focus, check, and continue response\segcourcrge nara- o
tive responding instead of short, quick answers

12. Use responses that tend to widen the Intervrewee s perceptudl field.

Elaboration by Trainer: ~
Ask: What are the most helpful responses for achieving this? Make following
points: Exploratory-focus responses tend to solicit the other person’s views,
opinions, thoughts, feelings, etc. thus widening “his/her perceptual field.
Restricte{focus responses tend td curtail the person’s perceptual field.

43. “Train” the other person to freely express him/herself.

A\l B *, 1

. : Elaboraﬂon by Trainer:
o Ask: What are the most helpful responses for achieving thls? Make following
" points: We can “train” others how to respond by the way we tespond to them.
If you want short, quick answers with very little elaboration, utilize the restricted-
focus response. However, if you want the dther persor to express hlm/herself .
. openly avold the restricted-focus and freely use exploratory-focus responses .
. followed By check and continue responses. )

14, Establish this "“training” process earty.

) Elaboration by Trainer: . - .
If you begin the interview by asking a lot of cIosed-ended questions, you may
be sefting o em of responding that is not helpful, Therefore, eary in the
inteview utilize freely the exploratory-focus, check, and continue respenses so

- that a helpful pattem will be established. ‘ ;

-~ ~
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15. Bulld, strengthen, and maintain a positive reloﬂonshlp.

Elaboration by Tralner:
Ask: What are the most helpful responsestfor achieving this? Make followlng
, polnts: The facilitative non-verbal interaction techniques of positioning,
- observlng and listening along with the verbal responses of continue, check,
and exploratory-focus, tend to facilitate rapport. Whereas, negative and
non-verbal inferaction. fechniques and an excessive use of closed-ended
‘questions tend to retard ppon building. -

“16. Communicate your attentiveness, concem, and involement.

Elaboration by Tralner: ' .
-~ Ask; What are the most helpful responses for achieving this? Make following
. .polnts: Facilitative non-verbal Interaction techniques along with
continue responses will help you communicate your attentiveness, concem, and
involvement. This can facilitate the information exchange process.

[ )

17. Avoid the use of questions as your only tool for gathering information.

Elaboration by Tralner: .

- Ask: What responses will help you avoid excessive question asking? Make
following polnt: Check responses and exploratory-focus responses in the
forms of statements such as “Tellme more about. . .* or “Describe the situation 3
to me” can help you avoid an excessive amount of questions.

18. Let the interviewee know you are hearing him/her cormectly.

Elaboration by Tralner:

Ask: How do you achleve that? Make followlng point: Check responses inthe
R form of reflections enable you to let the | person know that you are hearing

him/her accurately.

19. Communicate your empathic understanding frequently. .

Elaboration by Trainer: ! :
Ask: Which response communicates empcthu&understcndlng? Make ' T
. following points: Organizing the information you have collected in a
systematic'fashion and feeding back your understanding of the person’s
. behavior via check responses in the form of empathic statements communi-

S

A £ cates your understanding and facilitates the information exchange process.
- Interpertive _responses clso communicate empcthlq understandihg at
: - deeper levels.

"20. Do not hesitate to clear up your thinking as to what the interviewee mcy mean in whot
he/she is communicating:

Elaboration by Trainer:
Ask: Which response achieves this? ‘Make following polm-VetbaIIzewhotyou ‘-
think the person is communicating via the check response. This gives the
person a chanceto see how well he/she Is being understood andprovides an
. opportunity for him/her to clarify any misunderstanding. Check responses
allow you to check your hypotheses .

4 0
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.24. Break unproductive pauses during the intenview with responses that keep fhe focus on the

interviewee.

Elaborcation by Traingr: . t

¢ Ask: What are useful responses for doing this? Make following polm-
Exploratory-focus and checkresponses k?p the focus on the Interviewee and
encourage self-expression.

22. When factual information is needed by the inteiewee utilize declarative responses
Qppropriately. .« L.

Elaboration by Trainer: ’ ‘
Make your declarative responses as descripnve in character and neutralin
tone as possible. Utilize a language the person understands. Avoid jargon or
words the interviewee does not understand. Pay attention to timing and the
amount of information given in one shot.

23. When information from yout frame of reference seems appropriate use self-expressive

responses wisely.

. Elaboration by Trainer: § T e
Use when needed for support; self-disclosure, assurance, etc. Avoid blaraing,
exhoring, demanding, advice, etc. Self-expressive responses are likely to be
more helpful when they promote independence and communicate positive
regard than when they promote dependence and communicate negative
regcrd e

24. When mterpretaﬂons appear approprate utilize intempretive responses wisely.

Elaboraﬁon by Trainer: - .

Interpretive responses will most likely occupy a limited spaceinyour Intervlews

‘When you are called upon to make an interpretation avoid over-interpreting

and over analyzing. Be sure th® interviewee understands you and your

interpretation does achieve its objective of increasing the person’s under-
. standing of the cause and effect aspects of his behavior and other interacting

" variables. .
Ask trainees to suggest other gul&elines for a facilitative style. Discuss each.

25. , ' - ~ )
26.

27. o= ! N
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i ) Summary of Interaction Styles- -~

. Mé]or response styles have been Iintroduced, defined, and discussed.

. The dfﬁgrom on pdge 423 ofwyour, workbook summarizes the mo]or response styles.
. You have leamed to identify and discriminate between the major reéponse styles.

. Guidelines for a facilitative response style have been discussed.

. Prior to putting into practice everything leamed up to this ;Solnt, review the chart on pages
124-126 of workbook.

v 6. Discuss as needed.

o bW N>
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Demonstrate Facilltative Response Style . ) v
1. To-demonstrate a focllitohve response style, utilize the audio tape demr 1strcﬂon (Shmey
Steed). .
o

2. Give trainees the following instructions:
a. Tumn to pages 127-128 of workbook and review Interaction Techniques Classification
Form.

b. As you listen to tape, classify each intewviewer response using the Interaction Tech-

niques Classification Form Worksheet.

c. When inteview segment is completed, turn to page 129 of workbook and do an
inferview profile of interviewer in taped segment using your Interaction Techniques
Worksheet. Percent obtained by dividing column totals bytotol number of responses.

. Discuss in relation to principles for a Facllitative Response Style. 8
e. Also discuss interviewer's information collection and dissemination effectiveness.

Q

Resuﬂs\of Facllﬂaﬂve Response Style <

Ask trainees to discuss possible results of the above response style Be sure the following
paints are made.

-

. Interviewee will feel free to express his/her experience. _ L
. Indepth exploration of topics. . ° .
Interviewee will not feel restricted or limited in his/her experience.

. Positive relationship established.

. Interviewee will bg invotved In process. .

. Inteviewee concems will be discussed. : oo
The communication process will be open. .

. Infeviewee will be involved in ;:froééss.‘

P '
a O VO N0 O0h 0N

7 ’ . r o

... Practice Response Slyles

Ask trainees:to tum to page 130 of workbook and complete exercise of their interaction o
profile during an nterview and the self-rating guide on pages 131-132,

Following completion of exercise do imagery exercise. Eitier play tape orverbally, guldethe
trainees through the exercise yourself using the following script: |

s, ' ¢

130 .




Give following directions after frainees have assumed a comfortable position.

1. In one slow but continuous motion, take in"a deep breath and force it out. As you are
breathing out, think just one word: “Relax.” P

2. At the end of breathing 'opt. hold your breathfor approximately ten seconds (you ma
estimate seconds by counting one-thousand one, one-thousand two, etc.) :

3. Keep repeating steps 1 and 2 for two to three minutes or as long as it takes foryou to feel
calm. "o ¥ "o .

4 Now that you are_totally relaxed, feeling' calm, and comfortable, picture orfantasize
yourself, as vividly and intensely as you can. preparing for an intenview. See yourself first,
sifting at your desk planning your interview. You are in the process of developing a “‘game
plan” which will guide and the interviewee's interaction during the interview.

5. You are writing down your objectives. See yourself doing this. Go ahead. Keep wiiting
your objectives. Youwantto estdblish rappen. You want to determine the appropriateness
of this Teferral . . . keep listing your objectives . . .- ‘ Y )

6. Have you finished? Now you are thinking to yourse'lf. What information willthe inteviewee -

need from me to achieve those objectives? You start to list topics of information to give to
the person. You are listing such things as your role and function, your agency’s role and
function, the interviewee's rights and responsibilities, confidentiality, etc. Go ahead listyour

topics as you continue to be relaxed and calm. Can you do this? ... Have you donethat?

7. Now you begin to think about information you will need from the interviewee to ccﬁieveﬂ
~ your objegfives. You think aboutthat awhile . ... Now see yourself beginning to list iggics of,
information you will need to get from the person you are integviewing. You are probably
listing-things like interviewee's expectations, his/her feelings about being refemred fo your
.agency, etc. Go ahead continue to list your topics . . . ! .

“ 8. Nowthatyou havedevelopedyourobjective&,pnaIisted topicsto’discussthctwill helpyou

-——achieve your objectives, you begin to think about the most efficient and effective wayto go
about collecting and disseminating that pformation. Listen-to your thoughts. You are

A  thinking, 'm going to structuredfe environment to enhance this process before the
interviewee gets here. When the person gets here, | will give hii/her a lot of freedom of

expression. | will be very flexible. Athough I have a plan, | will not imposethat plan on the
. person because | will attend’ first to the concems’of the persop. | realize moment-to-
moment objectives may arise that will take precedent overrfiygeneral o'bjeétives. I willnot
become so involved in forms, gaper work, etc.that | forget | have a person with me. | will

communicate at the interviewee's level of understanding and avoid jargon, etc. | will give

him/her information in a well timgd fashion and not “overdoad” the person with foo much
at ohe time. ! will make every atfempt to make sure the interviewee understands the

" informatione| give. When' coftecting information, | will use mostly, open-ended questions

and staternents restricting the use of closed-ended questions to only when it is necessary
to get specific bits of informatid. .

9. |.am g¢ognizant of exdcﬂy what | want to dchieve. Butol know ft E unnecessary fo collect
evety concelvable piece of information about the interviewee in‘swder to geta full under-
standing of him/her. | will only collectthose things that areimportantto my understandirg

of the person: Therefore, | will avoid g “facts with ho_meaning” or “facts with minimum .

meaning” approach. | will explore each topic in a systematic fashion and indepth and
avoid.jumping from topic to topic in a shotgun fashion. . S
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Can you hear yohrself thinking thesethoughts? Listen. Co;itlnue o relax . ..

Now | would like far you to imagine yourself preparing your office to receive the inter-
viewee. You have planned the intenview and thought about how you will cany that plan
out. Now see yourself structuring the inteview setting to tacilitate the information exchange
‘process. A .

-

N

12. As you‘éontinue to relax and feel calm, see yourself.arranging the fumiture so as not to* .

9

*.There is no outside noise.The tem

L. 13

14.

16.
17.

18.

have physical'bariers between you gnd the person you are intewviewing. You are checking
to see that the fumiture is comfortable. Now you are clearing your desk of.things you
dori't want the person to seg. The iptenviewee is to amive in 6 minutes so you arange forall
incoming calls to be held. You ggeyou‘r “do not dlstu?"\sig’n ready to put on the ddor.

rature-and lightings controlled. Now you sit downin
your chair to review your objectives one more time before the intetviewee (_iuives:° >~

Relax. You are feeling cclmﬂ'oﬁq@do’r‘nfoncble: It is time for the personto amive and for

Ld

you to conduct an interview. But for a few moments just enjoy being relaxed’and caim®...

Now picture to yourself or fantasize, as vividly and as intensely as ydu can, cénducting
an interview. Really see yourself performing posttive attending behaviorand respondingfo.-
the person in an open-ended fashion. : ~

15,See yourself very,vividly leaning your body towhrd the person, obsenving everything the

person is doing, ligtening intently to what is being said. . .
Imagine yourself asking open-ended questions, making open-endéd statements while
avoiding a closed-ended style. Really hear yo:rselt and see yourself doing this.

Imagine iNeeling very natural to act this way ih your interview. Feel y}ourself bging cglfn
but determined to be effective. Can you do that? Have you done that? )

Really see yourself canying out your plan and doing 'tge things you thohght about earliet
when you were thinking about how to conduct your inteview. c
see yourself focusing on the_ inferviewee as a person :

o2 4

- hear yourself communlcotin.gﬁ the person’s; level of understanding
" see yourself sittingfacing the

rson squarely ~ ] z

+

see your body incline®4oward the person

see yourself maintgining eye contact ' . "

see yqur open posture d «

«

' . 19.¢Can you do this? Continue™to rélax, . . and really see yourself obsening the in;erviewee .

-
o

looking at the person's fevel of activity \ ) 9,
looking at the person's gestures, facial expressions, efc. . :
obsewing paftems in the person's behavior © -

-

- kY

* suspending judgements about the person
"26: Continue 1o be relaxed, calm, but defermined

21.

hear yourself utilizing an open-ended style of responding . . ;
hear yourself letting the Interviewee know how you understand—— L.
see and hear yourself communicating your attentiveness, concem, and involvemént

v

-Continue to be relaxed. You are enjoying your performance. You ar§ pledsed with your

performance. ) '

* . . S
» . . ’ \
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< ‘B - Role-Play Practice
Il
. 1. Form groups of three. .
2. Each rpember of the group will have the opportunity to assume role of interviewer, inter
_ viewee, and obsener. : . ' :
3. Intenviewer is to conduct an initial interview utilizing the interview plan on poge 30 of
* workbook. (Moy also use intake interview forms brought by trainee)
4. Intenviewee is to respond to interviewer.
‘ »
5. Observer is to use page 133 of interviewer's workbook to classify each response made by
interviewer. e
“ .6 start Scall time after approximately thiry minufes. S

" 7. Following the inténview, the interviewer is to utilize the seff-rating guudes on poges 135138

~of workbook to rate his/Her performance. -

: Interviewee, Sbsemver, and- |ntemewer complete profile on poge 134 of mtemewer’s

workbook.

. Dlscuss profile, self ronng and interviewee and obselver give mtervuewer feedbock
) Rotote roles until everyone has been intérnviewer, interviewee, ond observer

* s

Additional or Alternate Training Exercises
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lMeg}ating ﬂie Components

4

Utilize the Systematic Interview-Programming Fomnat and Relevant Information Awareness
Matkix to summarize total training up td this point.

A. Systematic IMeMew‘Programmlng Format
1. We have now provided additional answers to questlon 4—What is'the most effective
and efficient way to exchange information. See page 139 of workbook. ~

2. Frequent use of the open-ended responses,-contifue, exploratory-focus, and check
responses facilitate the collection of relevant information while developing and
maintaining a positive.relationship with the interviewee.

3 The use of declarative, self-expressive, and interpretive responses allow you to give
different types of information.

4 How does this affe'ct the Relevant Information Awareness Mat}iﬁ?

3
B. Relevant Information Awareness Matrix )
1 The diagram on page 140 of workbook reveals how thg information awareness matrix
mnght look after applying the guudelmes that have been discussed. -

2. Most of the relevant information that was originally unknown by the mtervuewer orthé
interviewee but was known bythe otheris now known.What remains is furtherredu
of the unknown dimension—that area where information is known by neith

"~ intenviewer or interviewee. Extemal sources of information as well ds continue
action between the intervieWsr and interviewee will-reduce this dimension fupther

3 The Result. All information that is felevant o the achievernent ofyour objectivesis now .
“known. ttence the cr)ances of accomplishing your goals and objectives are very
good. : .

E
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~Where To.Now y
’ infroduction To Trainer J

This section Is divided into Sienl - Skill Assessment and Step |1 - Skill Developmént Step |
< alfows the trainees to review where they are now by analyzing their skill levels and attitude
toward implementing what they have leamed. Step |l Is Intended to extend the skill develop-

development back home. The objectives of this section are fo influence the tiainee to:
4. Assess their present skill levet , R

-

2. Assess their cmltud‘e toward applying their skills
3. Continue the development of skills beyond the workshop

J

: . )

ment beyend the worksHop and encourage trainees to practice and monitor their skill -
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_ Step 1 - Skill Assessment

|

-,

Skill Assessment

Instruct trainees to tum to page 147 of workbook apcddido Exercise 1 They are asked to
compare the results on pages 130-132 of their worktbook with the data on pages 133-138 of
their workbook to analyze their skilll_jl_evels and discuss the questions in Exércise 1.

Attitude Assessment
1 Trainees are asked to examine their aftitude about applying the skills learned back home.

Instruct them to do Exercise 2 on page 147 of workbook in small groups.
2. Allow time for discussion, then discuss in a total group.

14
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Step 11 - $kill Development

Skill Development
Page 148 of Workbook

1. The devéiopment of your skills as an mtervlewer has been the primary objectrve of-this
- jtraining program.

2. The goal has been to impact you in the greas of cognitive leaming, attitudinal reaction,
and overt behavior change. «

3. Howdver this impact which is related to yo(ir skill development is a continuing process.
Your development of skills as an interviewer is not complew of finishing this
workshop. Your skill development is an ongoing process and go ond this trcining
program.

4. Therefore, Systematic Interviewing Skulls Training is not over foryou. This program has been
your first step in producing job performance change.

5. Job peformance change implies ‘that you change your typical way of performing that
job.Research has indicated that many interviewers do vety little planning of theirinterview,
do'not disseminate a majority of information to interviewees to effectively involve themiin
the decision making process, do not collect sufficient information to gain a-complete

- understanding of the interviewee, and utilize closed-ended questions. :

6. If this has been your typical pattem of interviewing, it most likely is cihcbit with you and
will be a-pattem not easily broken.

\7. Changing habits requires time and conslstent prcchce Usually more time and practice™
than you have hod\unng this program. _ -

*~8. To change your old way of interviewing will reqwre you to,.engage inrepeated, conscious,
and purposeful action to replace your old habitual way aof behaving.

9. It will require self-observatich or sel-monitoring, self-evaluation and criticism, aftention
to details of each performance, and persistent and extensive practice on your part.

10. Are you willing to develop your skills as an effective mterviewer? If so, the remainder of
this training program will focus on information and techmques that will facilitate your skill
development.

1. : J

-



’ The Stages of Skill Development ™
~ Page 149 of Workbook

1. Skill development can be conceptuallzed as a reeducational or retraining process.
You are reeducating or refraining yourself to do something different rom the way you
have previously been educated or trained to do. -

.

- a .

\
\ 2. There are six stages or steps that you go through to achieve the formation of anew sk|||
\ that will become your habitual way of acting. If it does not become your habitualway of
| acting, we cary say the skill is not fully developed yet. Those six steps/stages of skill develop-
| gent are:

'

|

|

Stage 1 -
Cognitive Understanding This is leaming the basic concepts and principles. Right
2 e now you know what to do during the interview. You have leamed all the principles,
concepts, and guidelines to_ systematically program your interview. You know the
. information you need to give tHe interviewee dnd to get from the interviewee. You know
how to exchange information via non-verbal interaction. You know the moment-to- .
» moment responses and the most facilitative response style fo exchange information.

. Stage 2 .

. . Converting Practice This tefers to acnng on your cognitive understanding. You begin

- to ignore your old habits of inteviewing and start to regularly practice the cognitive

‘ - understanding you have. In other words you start converting your cognitive under-

standingto behcworal actions. You have done some ofthat here. After the introduction -

- of the guidelines in this training you received the opportunity to practice putting
° those guidelines into effect. You will most likely attempt fo practice these guidelines.
when you get back home

-

)

Stage-3
Cognitive-Emotive Dissonance Some of you may& at Stage 3 now—cognitive-
emotive dissonance, where your cognitive understanding, emotianal reaction, and
) overt performance are in discord. If not, you most likely will enter this stage whenyou )
. attempt to implement what you hove leamed back home. Cognitive-emotive
dissonance means performing a behaviorthat is not logical foryour habitual feelings.

. ] Itis what happens when you do something new and it just doesn't feel like you. Youdo
inteviewing conecﬂy orasit has been taught here, but you feel uncomfortable and
strange. It is as ifyou are pretending to bewhatyou are not. The degree ofdissonance

. experienced by you, of course, will be determined by how different your new behavior

\ is from your old behavior. The greate)e dufference the greater the dissonance. -

. This is an extremely important stage in skill development because many people will
«  stop practicing their new behavior because of it and go back to their old pattem of .

. Lo behaving. Because ofthat, we willtalk more about cognmve-em"onvednssonance Iater h ,
) Stade 4: N T o
Persistent and Exitensive Practice This stage is required to overcome emotive :

dissonance and to fully develdp your newsskill. You can practice performing.your new
skill, and you can practice feeling the way you want to feel. If you will persist with
extensive practice, you will eliminate your cognihve-emohve dissonance and fully
develop your skill. s

»

*Adopted from Maxie Maulisby's five stages of emotional reeducation in Maultsby, M Help Yoummo Happiness. New York-institute .
v for Rational LMng. 1975. . ,
. _a, ot -~ " v
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Stage 5 )

Cognitive-Emotive Harmony This stage occurs when you start feeling natural while

performing your new behavior. You begin to perform all the guidelines discussed

during this program, and you no longer feel uncomfortable and strange. Your “gut”
2 reaction'has caught up with your cognitive understanding. <.

. Stage 6 . "
skill Formation  Your new way of behaving has now become as natural, normal and
involuntary as your old way of behaving ysed to be. You new skillhas been developed
fully. You no longer have to think about what to do, you just do it naturally. You have
both the skill plus the aftitude to be effective at performing the new behavior.

. : - 140 - :
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Overcoming Cognitive-Emotive-Dissonance and Developing .
Cognitive-Emotive Harmony by Persistent and Extensive Pracfice

'4. The complete formation of your new skills can be accomp]ished by récegnizing cognitiye-

" emofive dissondnce, persisting with your practice of the skills, thereby eliminating
cognitive-emotive dissonance and developing cognmve-emotwe harmony

2. An example of cognitive-emotive dissonance is found on page 150 ofyour workbook.

(Allow time to review example)

' Cognitive-emotive dissonance is resolved through persistent an
whether releaming to drive a cardifferently orreleamingto conduct

.1

extensive practice
A interview diferently.

. 3. Practice can involve three types. You can rehearse your new behavior mentally and
practice feeling the way you' want to feel and doing the things you want to do.

4. You can practice in a role play situation as you have here, o
5. And finally, yoU can practice your new skills in real-life situations.

6. The following exercises will help you develop your practice session for stage 4 of skill
development, so you can, rehearse your new skills and move on through stage

14

. 3—cognitive-emotive dissonance, into stage 5—cognitive-emotive harmony andendwith -

skill formation—stage 6.

- »
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Stage 4, Persistent & Extensive Practice

"y Step | : ‘
Be eheqrsal - Imagery Practice
THe following is a fechnique you can teach the trainees and instruct them to do every day
fof the next thiee weeks, This activity allows trainees‘to rehearse how they want to feel and

ow they want to act during the interview. Practicing feeling the way you want to feel as you
practice doing what.you want to do facilitates , the elimination .of cognmve-emotrvo
dissonance and speeds cognmve-emotrve hormon\‘ond skill formation.

Page 151 of Workbook N

1. Imagery proctrce requires you to as vividly as possible imagine yourself seeing, hearing,
thinking, feeling and doing the thrngs you want in the interview.

2. A useful approach to use is foIIow instructions on page 151 of yourworkbook ordevelop a
script of what you want to see, hear, think, feel, and do during the inferview and record iton
tape. When recording your script really put yourself into the situation. Intensely and
vividly describe in detail the behavior. Then for at least once a dayforthe nextthreeweeks,
find a place where you will not be disturbed. Get very comfortable and relaxed. Tum on
your recorder and strongly imagine yourself doing the things described on the tape. Really
see yourself performing your script. &

* 3. Asuggested scriptto use can be seenon poges 134- 152 ofyourworkbook Itisto seveasa
guide for you developing your own.

a

4. Instead of trainees developing their own scripts, they may utilize the Inteviewing Skill
-lmagery Rehearsal tape provided with the practice. However, encourage trainees to
develop their own script so.that they may be very specific and .can personalize it'more

than the following general script. . 3 p
; e ‘.
Step2 .
Behavior Rehearsal - Role-Play Practice . R
' Page 152 of Workbook

1. A second way to ensure persistent and extensrve practice of your skills is via role-play.

2. You have olreody done role-play exercises during this trornlng program, but you need
not eliminate this opprooch just because the workshop portion ofthis training is comrngto

an end. -
. 3 Youcan roIe-%on an interview back home and continue to getvaluable practice in asafe
setting. . . -

4. Get someone to roIe-pon an intelviewee for you as you role-play the interviewer. That
someone may be your spouse, friengl, or a co-worker.

- 5. Develop a specific time when you and your role-play partner can be olone forthe period
of time required to conduct g typical.interview.

6. A technique to be escribed later(on page 153 of yoprworkbook)called Behavior Review
wilt help you.to assess your effectiveness of practicing the skills. The use of BehaviorReview
) is highly recommended because you want fo be sure you a applying the skills comrectly

during your practice sessions. This technrque allows you'to ré¢eive this feedbock via self- -

monitoring.

- - -
\)\. /I . 4
- . . N
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_ Step 3- -
Behavior Rehearsal - In Vivo Practice

v

-1

Page 152 of Workbook

. A third way to ensure persistent and extensive proctiee ofyourskills is in vivo or live practice.

2. This means actually performing the skills during a “reql” inferview.
3. Youfncy begin this type of practice immediately on your return home oryou mightwantto

engage in the type of practice described in steps 1 and 2 for a period of time.

4' Since most of you are “required” because of your job function to conduct interviews

regardless of your skill levels, you will probobly be doing this type of practice in con;ungﬁon
with steps 1 ond/or 2.

5. However, look uponyournext severalinterviews as being in vivo practice instedd of expect-

ing yourself to be “perfect” at the application of the things you have Ieomed during this

workshop. Remember you are still leaming the skills. You have not developed them fully
yet. *

6. Utilize Behowor Review withryour in vivo, practice. Monitoring your performance durng?

A

these practice sessions is vety helpful in achieving levels 5 and 6 of skill development.
!
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K The Use of Behavior Review with Role-Play, In Vivo Practice, .
. - and a Sel-Monitoring Program =~

Page 153 of Workbook

1. The following is needed for Behavior Review:
. Tape Recorder

. Microphone .

. Tapes ~ '

. Interview SeIfAssessment Devices -~

. Tape recorder, mike, tapes - When practicing your skills via role-play or in vivo, record
each session so that yoy_can review your performcnce “utilizing Ke intewview self-
assessment devices.This will give you the kind of feedback needed to make cdjust-
ments and indicate specific skill areas to focus on.

b. Interview Selt-Assessment Devices - The following forms are used for behavior review:

i. The Systematic inferview Programming Self-Assessment Guide -This is a form
that allows you o assess your pre-interviéw behavior. It includes the-assessment
areas of attracting, planning, and structuring activities. r S

ii. The Information Dissemination Self-Rating Form - This form mcludes major topics
which might be introduced during the inteview in orderto involve the interviewee
a in the Brocess. As you listen fo your taped intenview, you can check the topics that
were discussed during the interview as well as your styie of dnssemlncmng infor- . 1,
mation. This allows you to see what topics were focused on and which ones you
ignored during the'intewview. v

. " iii. The Info on Collection Self-Rating Form - This form includes topics ‘which
’ are importaMto cover during the interview in order to develop an understanding ‘
©of the interviewee. As you listen to your taped internview, you can checkthetopics
fhat were discussed and assess your collection style This allows you o see which
. topics were focused on and which ones you ignored.

, : o iv. The Interaction Techniques Self-Rating Guide - This ‘guide allows you o assess
- your interaction style immediately following an ‘inteview by evaluating your
performance in the mtewiew of various behaviors covered dunng the training

program.

v. The Interaction Techniques Classification Form - This form enables you to classify
- each response you make during the interview. As you listen to the taped interview,
you determine what each of your moment-to-moment responses is. You can then
develop your mtewiew profile with the next form and funher analyze your inter- .
T action style. ’

| ' *vi. The Inferaction Profile Sheei‘-‘fhis sheet qjlév-s yo# to develop your interaction .
. ) profile based on the results on the Interaction Techniques Classification Form.You
’ . can then determine your interqction style during your interview

0O oooaOa
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3. Procedure
a. Prior to the mtervuew as part of your structunng activities, set up a tape recorder to

b. If you are to record an actual intewiew, include as one of your inférmation disse’mi‘i
nation topics a discussion of the reco@ng process and gbtaln permussuop to make

the recording.
c. Following the mt%ylew (as soon gs possible) rate your performance onthe Systematic
. Intenview Prografmming Self-Assessment Guide and the. Interaction Technique
Self-Rating Guide. Then play the tape and rate your performance on the Information
Dissemination and Collection Rating Forms and classify each of your moment-to-
' n moment responses using the -Interaction Techniques Classification Form. Then "
develop your interaction: prof ile on the Interaction Profile Sheet.

. d. €Gompare your performances. where appropriate, with baseline dataq, your workshop
performances, and any previous evaluations you may have.
A’ . LR}
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Using Self-Relnforeemem ?Facllltale Skill Developmem
Discuss following with trainees: (Page 154 of workbook) . S

"4. Ifyoutrequently avoid doing things thatyou know will improve yourpen‘ormcnce because * . Y -
of any number of reasons (e.g. lack of time, no inferest) you may want to use the . 1
following sel-management methods to erfcourage yourself to do the necessary ﬁrccﬁce -
evelyday. - .

2. Select some activity that you highly enjoy and that you tend to do everydoy—such Fol3
reading, watching 1V, social-activities, eating some choice food; efc. ™~ .

3. Use this activitiy as a reinforcer or reward by only allowing yqurself te engage I it after
yQu have practiced your skills for that day. Othe&wuse no reward. T

4. You may also select some aclivity you find unplecscnt—-such as clecning the bathtub,
washing the car, cleaning all the windows in your hbuse—and penalize yourself by
making yourself petform that activity everyday you do not prccﬁce your skKills.

*5. You might want to also crrcmgawnh someone to monitor you and to help you actually
dany out the pencmes you set for zourself NI .. N
R / . .
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‘Self-Moniioring Program

—

As part of the continuation of Skill Development training, participants are asked to perform
the action on page 155 of the workbook. ‘ ‘

\
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IX. Information Exchange - Step Il - Information Collection
A. Definition of Information CoIIechon
.B. Rationale for Information Collection
+ C. Guidelines for Effective Information Collection
D. Demonstration of ineffective Information Collection
- Exercise 1
E. Demonstration of Effective Information Collection
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= F. Practice Information Collection
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A. Definition of Non-Verbat Interdcfion Techniques
B. Rationale for Non-Verbal Interaction Techniques
~ C. Objectives of Non-Verbal Interaction Techniques
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E. Demonstration of Ineffective Positioning
F. Results of Ineffective Positioning
G
H
|

. Demonstration of Effective Paositioning
. Results of Effective Positioning
. Practice Positioning
4. Discrimination Exercise
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1. Definifion of the Continue Response
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