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Preface

Intake Interview Ekills for Rehabilitation Counselors:
A BPatticipant's Workbook. ‘

!

What is it? )

‘e 4 A
This Manual contains all of the forms and training aids that would typically be distributed by
the trainer during the training session, It includes material needed for the various training
exercises that will be done during the session and provides space for note taking

Intake Interview Skills fpr Rehabilitation Counselors: ™
| ; A Participant's Workbook. - '
What is ifs‘,purpose? : ¥
1. To provide a record of‘the training session éxperience for you to 1cké with you
2 'To help vou organize the information you will be getting and make note taking easier.

3 To provide you with information and response forms you will need in traininj

Intake interview Skills for Rehabglﬂaﬁon Counseiors:

A Parficipant's Workbook. )
How de | use it? : . g
’ The trainer will direct you as to what page to turn to as material is presented and framning
exercises are performed. / .

The w0|,<book is yours. Use it to facilitate your leaming of intake ir)terview skills.

Intake Interview Skills Training for Rehabilitation Counselors:

The Process.

The training approach used during this training ses§ion is based on a model that requires
the trainer to ftell -!——b demonstrate ~—3 elicit action ——» summarize — assess, which
draws on the leaming models of leaming by listening. leaming by obseming, or@leoming by
doing This will require you to listen » watch——3 discuss ~—¥ do —3 assess.

The components of the training will be covered utilizing the following outline, as cpprppricte

. Definition
Il. Rationale
L ll. Objectives _
IV 1 Guidelines
\ i Demanstration of Non-Facilitative Techniques*®

VI. Results of Non-Facilitative Techniques®
VII. Demonstration of Facilitative Techniques
VIl Results of Facilitative Techniques
IX. Discrimination Exercises
¢ X Practice
XI. Summaty

Ihe demonstrahion of Faciitatve and Non-faciffative Techriques involves the demonstiation uf multiple counselor
pehaviors although the focus will be on 8@ spectic technigue at a time




Group Discussion

/G(oup discussion is an, Jintegral element in the success of the training session. Leaming will
be facilitated by you freely expressing your reactions, ideas, etc. .

{1,

Have A Leaming Experience! ;

Ry




Section Il
Introduction to Intake Interview Skills
for Rehabilitaiion Counselors
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Interviews ‘
Major Types and Examples

-

Type 1 -Thefocusison..____ . — e e
Examples include .-

_ fype 2 - The focus is on

.4‘?&

Examples include

-

\ | | f

. Q ' .
\ The Rehabilitation Counseling Intake interview is an example of type -where
the major-focus is on _ : ' )
. N
Objectives of The Rehabilitation Intake.
. interview Skills Training Package .
» o . :
’ -
v *

7
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Information

Known to
Clienf

7

Informoﬂor{

Not Known*

o Client

Known DiRnension - Information known by
Blind-Dimension = Information<«ngwn by

Information Awareness Matrix

,

Information Information
Known to Not Known to
Counselor Counselor
Known Dimension Hidden Dimension
(Collection Area)

N

Unknown Dimension

‘3lind Dimension (Both Collection &
(Dissemingation Area) Dissemination)
¢

but not by

Hidden Dimension - Information known by

but not by

" Unknown Dimension - Information not known by
Fal
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Information Distribution at Initiation

of Client/Counselor Interaction
Informatlon Information
Known to Not Known to
- Counselor Counselor
Information Known Dimension ~
Known to ’ Hidden
Client Dimension
Information Biind
Not Known Dimension Unknown
1o Client Dimension
N
- - Q9

—
1
Fa
.
/
]




Information Distribution Following Effeclive '
Information Exchange

Information Information
Known to Not Known to
* Counselor Counselor
Infoimation Known Hidden _
> Known to Dimension Dimensicon
Client :
<
. Information Blind Unknowng
Not Known Dimension Dimension
to Client -

Decreasing the client's blind dimension: This is achieved thiough effective __

Decreasing the hidden ‘dimension: This is achieved fhrough effective

Derreasing the unknown dimensidn; This is achieved through

-‘\
Y
~

s
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Interacting

o
[ S

Three basic ways of interacting with others: —
’ 1. . 22
¢
2 -~
r
! :
\' ! 1 Vs s -
1. Playing games is an example of interaction.
2. Talking about the weathey is an example of ~ —
3. Helping ottiers obtain desired objectives is bn example of___________ intei&chon.
. . 3 '
1]
2
Do Not Make The Intake interview A Game.\
Do Not Make The intake Interview A Sociable Conversation.
Do Make The Intake Interview Helpfut Interaction.
<« =

41
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- Overview of the Training éomponents

(Y , w .

/
I Systematic Inteview Progrimming - /

r Step 1. Aﬂrocting the cjient .
Step 2. Planning the intewview . s
Step 3. Structuring the interview setting

~

LN <&
Il. Information Exchange Effectiveness
~ Step 1 Information dissemination
Step 2. Information colleclion .
' Il Non-Verbal Interaction Teehniques
Step 1. Positioning <
Step 2. Obsewing ) N ,
Step 3. Listening v
IV Verbal Responding
Step 4-. Moment-tomqment responses-

CH

‘o

A. Continue ~
B Restricted-Focus
C Exploratory-Focus e
D Check
. E Declarative .
) _~" F. Self-Expressive :

Step 2. Interaction styles within the intgiview ° 4

7 " A The Listener 4 ;’* § 2 .
\ B. The Intemogator H
C The Explorer
D. The Reflector -
E. The Declarer (
\

F The Self-Expresser

o

.-
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Systematic Interview Programming
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Systematic interview Progrc;n\:ming

. Definition of Systematic Interview Programming
| #

/ -
. . .
N \
LN /
3 s \
Major steps in programming an irterview include:

» , 4. Aftracting the client
2. Planning the interview
3. Structuring the interview setting

\3
; o -
The Importance of Systematic Interview Programming

There is an infinite variety of “Wrong” ways to éonduct an interview and only a few “Qighf"
ways. - .

Systematic Interview Programming enhances your chances of employing “Right” strategies
and conducting an infenview the “Right” way. )

¢

Objectivés of Systemadtic Interview Programming Training
1. Leam how to motivate the client to appear for an interview.
2. Leam how fo plan_an interview. }

(I

3. Leam howto stfucture the interview séﬁing to insure the effective exchange of nion™ation.

/
/
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- Step |- Aftracting the Client

{
Definition of Afiracting Actions

!

Importance of Aftracting Actions

Objectives of Attracting Training
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N
=

13.
14.
15,
16. .
17.

T . )
Guidelines for Effective Attracting”™

~

Decide on your mode of communication.
Decide to-whom the invitation Wwill be extended.

. Be sure the person knows exactly who the interviéw is with.

. Inform the person of what will happen.

. Inform the person of whefe the interview will take place. 8

. Inform the person of how to get to the intetview.

. Inform the person of when the interview will take place. ’

. Inform the person of the genteral purpose or the why of the interview.
. Present the péerson with a personal reason to appear. .

. Some referrals may need extra encouragement.

. Obtain a personal commitment from the client.

. Follow-up if necessary. |

b
Cther Guldelines

3
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P




Afiracting :
Exercise 1

Mr/Mrs./Miss/  samJones _ has an appointment with  John Smith .
) ) ) T
at 100 dm/pman  Juyé ¢

Please be an time.

Jahn Smith

State Rehab Agency
4621 So. Oak Drive
Temytawn, CA

1. Is all the infarmatian that answers the who, what, when, where and haw included in the
appointment slip? ) .

A Who is the client ta see? b _ R
B. What kind of interview is it?

C. When is the interview?

D. Where is the interview?

E. How will client get ta interview?

/ 2. 1Is th'e general purpose af the interview described?
3. Have the specific benefits af the apgointment far tAe client been identified?

4. What might be the cansequences ar results of this kind af attracting action? 4 o

5. What can be dane ta impf5ve the attracting actians of this interview?
i ’ Group Reactions:

.

L.

&~

\

”




Afiracting
Exercise 2

Name: Mr Sam Jones Today's Date: June 16. 1980
! Appointment: inttial individual screening interview

Purpose: 1o talk about your interests and how the rehab pgency might be of sevice to you
Appointment Date: Thursday, July 6.1980  Timé: 10:00cm

With: Mr John Smith, State Rehab Agency

Location: State Rehab Agency My office i§ on the 3rd floor, room 116. The
1621 So. Oak Drive ¢ receptionist will direct you to my office when
Tenytown, CA™ you anive. Enclosed is 2 map outlining the best

. Phone: 511-3232 route to the buu}ding. ’

Note: Mr. Jones, 'l understand you have been refened to us by Jack Daily of the Mimy Y
Chnic. He informs me you are interested in the kinds of services we might provide to
eligible persons. | will look forward to seeing you and discussing with you what we
might be able to do. Call me if you have any questions

~

-

1. Is all the information that answers the who, whct, when, whelre and how included in
the appointment slip? -

\
A. Who is the client fo see?* . '}"(
B. Wha: kind of interview is it?
C. When is the interview?
D. Where is the interview?
E. How wvill the client get to the interview? -

2. Is the general purpose of the interview described?

3. Have the specific beneﬁts‘of the appointment for the client been identified?

4. What might be the consequences of results of this kind of aftracting action? _
5. What can be done to improve the attracting actions of this interviewer?

- Group Reactions:

o

[

19
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- \ Attracting . ‘
Exercise 3 _ ‘

Below is a brief sketch of a client Assume that this client has been set up fo see you foran
initial interview two weeks from now. Wrte an irvitation for an appointmerit to the client

Joan Jacksonis a 17 yearoldfemate Sneisin s« .cial edUcation atthe local
high school She was refered to your agency/ntganization by the high school
counselor, Mr. Sam Littie. Someone called fer an appointment and your
receptionist made one for hei at 8:30 a.m. two veeks from today

~




Summary of Attracting

4

1 Aﬂro;hr;g action may seem like such a stmple skill that it need not be addressed But
remember, there are many “no shows” for interviews

Attracting will maximize the possibility that the client will "show" for the inteview
Inform the client of the who, what, when, where, how, and why of the intetview /

Add a personal note to communicate the possible benefits of the inteview for the client

o b W N

Waltch your “no shows” decrease




Affracting the Client Self-Assessment Check List

When making an appointment for a person to come for an interview, | perform the
follow..g behaviors

Yes

No

N/A

Consider carefully the mode of communication (whether phone,

written, or in person) that.s most appropnate for the person*being
innted.

Consider carefully to whom the invitation is extended (nntemewee
parents, guardian, spouse etc.). .

Make sure the person knows exactly who the interniew 1s with. |
identify myself and my*tigency/organization clearty. ,

Inform the person ofwhat will happen. | state the type of inteview the

person is being requr.sted to come for (i e.thisis aninitial screening
interview).

5 Anform the person of where the inteview will take place | am very

6

10

precise in stating the inferview location

Inform the person of how fo get to the inferview | give precise
directions of how to get to my location

Inform the person of when the inferview will take place Time and
date are included in tha invitation

. Inform the person of the general purpose or the why of the interview |

state exactly why the person is being extended an invitation (e "To
talk about how this agency may help you."). ¢

Encourage the person to appear by presenting a personalreason |
stress the benefits or advantages to the person of attending the
inferview,

.

Follow-up | remind the person of 1he mtemew just before the
scheduled date.




Step Il - Pianning the Interview

Definition of Planning

\
Three types of objectives include:

1 General
2. Specifc . i
3 Momernit-to-moment
Examples of General Objecges for the Initial Interview )
1 Establish Rapport ¢

2 Determine appropriaténess of referal
3 Obtain client expectations and identfy needs ]
4. Complete neces'scry interview forms. -

5 Describe your and your agency’s purpose

Examples of Specific Objectives for the Ifltial intervi
1 Explore client’s history of previous suicide aftempt
2 Give client information about a known interest he/she has

3 Complete forms that are specific for the client.

Examples of Moment-to-Moment op]ecﬂves in an Initial Interview
1. Exploration of client's fear of work.
2 ‘E«xplorcﬁon of client's hostility toward authority figures

3 Exploration of the joys client finds in some event

The Importance of Planning

Objectives of interview Plarining:Training

f,-
P

23 -




Guidelines for Eifective Planning

\

Develop a general game plan’ which wilt guide your actviies no matter what client is
being inferviewed

Develop specific objectives for each client as appropnate . \

Allow your pre-interview objectives to be moderated by moment-to-moment objectives
thet develdp during the intake inferview

Do not become $o'involved In the content of forms that you miss what 1s really being
communicated Be aware of what 1s hoppening-with the chent and respond
appropnately '

-

Develop interview objectives and strategies in written torm Do notrely on ycurmemory for
all topics that should be discussed .

Review objectives pror to the client contact

7 Inform the chient of the inferview objectives

Be fiexiblel! Do not ngidly and inflexibly impose your "game plan” on the clieft

Other Guldelines
“ \

3
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General Objectives for a “Game Plan”
A What are my objectives for thys.interview”?

B What information does the client need fidm me to, achieve those objectves?

C Wnhat information do | need from the client to cchleve;!hose objectives?

D What s the most efficient and effectve way facollect and disseminate that information?

General Objectives for a “Game Plan” Further Defined
A What are my objectives for this interview?

1 Detemmine appropriateness of refemal

2. Estaplish rapport.

-3--€Complete intake interview forms

B What information does the client need from me to achieve those objectves?

1. Counselor's role and function.

2. Description of agency and its role and function

3. Client's rights and responsibilities.

4 Confidentiality.

C What information do | need from the client to achieve those objectves?

1

. Refemal source.

2 Reason for refemal.

3 Client's expectations

~

AN

"

4 Client's feelings about being refemed /

5 Information necessary to complete forms. \

D What s the most efficient and effective way to collect and dlsselmlncte that information?

1
2
3
4

(81}

o

. Ask chent to complete part of intake interview form as cépropricte
Give client a lot of freedent and expression \
) \
Ask open-ended instead of closed-\e.;d\ed\quesﬁons ;
Attend to and respond to client's feelings \ .

Talk at client’s level of comprehension. /—/*T

Be a good listener.

j
i
I
( s

N

25




Planning
Exercise 1

4. Did the counselor appear to have a systematic inteview plan?

2. What do you think his objectves were?

3. What topics were discussed?

4 Was each topic discussed in depth?

5 Did he inform the client of his objectives?

6 Did the counselor respond more to the fomns or to the client?

a‘ﬁ"r"‘

7 Was he flexible?
8 What were the counselor's strong points?

4
.

9 in whc)aoreos was he weak? List mistakes in effeciive planning:

10 How would you descrie the counsalor,/client relationship at this point?

41 What would you do differently during this interview?




. 2
J%
3.
cif .
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40
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'

Planning
Exercis_.e 2

Did the counselor appear to have a systematic inteview plan?
{

. What do you think his obje‘ctives were?

-~
~

What topics were discussed? -
i

-

. Was each topic discussed in depth?

. Did he inform the client of his objectives?

~

Did the counselor respond more to the forms or to the client?

. Was he flexibie?

. What were the counselor's strong points?

. In what areas was he weak? List mistakes in effective planning:

. How would you describe the counselor/client relationship at this point?

What would you do diffeggntly during this interview?

Fyry
LAV

»

27




Planning
Exercise 3

4

List objectives you would want to achieve with every client during the Initial Interview.

O ® N O s W~

)

/
A
o

*
Exercise 4

- List majortopics youwouldwant to discuss with every client during the initial interview in‘order
‘ to achieve the objectives you have listed above. Place them underthe hgading “Information

to Give to Client” and “Information to Get from Client.” . «
Infoormation to Give to Cli/ent Information to Get from Client
4 ” 1.
2. ’ ) 2
3. 3.
4. 4,
5 5.
6. 6.
7 v 7-
8 8.
A Q.
10 10. B
Exercise 5
What is the most effective and efficient way to' exchange information and achleve my
Qbiectives? :
1. -
2
3.
4
N 5
6
; —_
8
9.
10

~

J ‘/}




Planning the Interview Self-Assessment Check List

| Perform the following behaviors

*

Yes

No

NIIA

4

2

® N OO b

10

Develop a general "game plan” which guides my activities durnng
the interview. ' ’

Have a systematic format which | follow when developing my
generol ‘game plan”.

When formulating my plan, | focus both on the content of the
interview, such as topics that need to be discussed, and process or
how | will go about discussing those topics

Develop specific objectives for the client .

. Develop my interview objectives and strategies in written form

Review those objectives prior to the interview.

. Inform the client of the interview objectives.

Allow my genera) and specific pre-interview objectives to be
moderated by moment to-moment objectives that develop during
the course of the interview.

Do not become so involved in the content of forms that I misswhat is
really being communicated during theftdview. | am aware orwhat
is happening wi'th the client and respondiappropriately.

Am flexible. | do not rigidly and inflexibly impose r.ny “game plan” on

the client.
£,
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Step il - Structuring The Inferview Setting

Definition of Structuring

S

Importance of Structusing ‘ \\———’

K.Y

~

]




1

2
3
4
5
6.
7
8
9

10

11

12.
* 13.

14

‘Guidelines for Stucturing the Interview Setting

Anmange furniture so as not to have physical barniers between you and the client Place
chairs opposite each otper.

. Whenever possible have ch_cirs of same or similar type and of equal height.
. Assure that fumiture is comforiable.

Control noise or distracting variables, phone calls, knocki atthedoor, outside noise, etc

. Provide a meeting place where confidentiality can be assured.

Put away thingg you do not wish the client to see.

. Control temperature within the interview setting.
. Control lighting within the interview sefting.

. Be sure the intewiew setting is accessible. ?

Structure the inteview time.
Other Guidelines
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/ Structuring |

Exercise 1

+ Belowis an interview room where you will be meeting a client for an initial nterview List the
things that might be done to prepare the room to facilitote an effecnve exchange of

inforrmation.
s
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Structuring
Ex_ercise 2

Below is on inferview room thatis prepared to recewve chents Compaie and ccntrastthisone
with the room on page 32 of your workbook
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same size chairs
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. Stucturing

Exercise 3
1
! 2
’ 3
e
4
(i
5
P Structuring
Exercise 4
1.
2.
3.
4
5.
)
A
Structuring
Exercise 5

List five things you can do to change or improve your present interview sefting to moke 1t
' mor® conducive to information exchonge effectiveness
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. T Structuring The Interview Setting
Seif-Assessment Check List

Prior to an interview, 1 perform the following behawors

Yes No N/A

1 Anange furniture so as not to have physical bamers between me
and the person I'm inferviewing

2 Have chaus of same or similar type and of equal height

- 3 Make sure the furniture 1s as comfortable as possible

1=

Control noise or distracting vanables such as phone cails, knocks at
) " the door, outside noise, etc

Provide a meeiing place where confidentiality can be assured

Put away }hings 1 do not wish the person to see

Control lighting within the inteview setting.

5
6
— €7 Control temperature within the interview sefing
8
9 Make sure the interview seiting is accessible
0

Structure the interview time so that sufficient time s allowed to
achieve my objectives

35




Systematic Interview Programminé

1) Aftracting the Client 2) Planning the Interview

Mode of communication General "game plan”

o Whorn Systematic format

Whom the intenview is with Content & process

What will happen Specific objectives

Where the interview is Wniten plan

How to get there Review

When the interview is Inform Client ;
Why or pumpose of interview Moment-to-moment objectives -
Personal reason o come Client-Focus vs Form Focus
Follow-up Flexible

3) Structuring the interview Setting

Barriers

Chairs

Distracting variabies
Confidentiality
Neatness
Temperature
Lighting
Accessibility

Time

pe

o




4

Systematic Interview Programming Format

.

t

1 What are my objectives for this interview?

2 What information does the interviewee need from me to achieve those ob)e'cﬁves5
3 What information do | need‘from the inteviewee to-achieve those objectives?

4 What 1s the most effectve and efficient way to exchange that information?

A) Attractthe inteviewee in a tacilitative manner so that he. she comes o thenteview
with a positive attitude

B) Carry out all the guidelnes for eficctive planning

" C) Strueture the interview sethng making it conducive to the exchange of information

s
2
w ./




Section IV
i Information Exchange During
the Intake Interview
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\ - Information Exchange

* Purpose of Section I'/

. Leam'the importance of information dissemination.

. Lleam the types of information helpful to clients during the Intake Interview

Leam an effective style of disseminating information.

Leam the types of information necessary to collect fror)‘n the client dunng the Intake
interview.

. Leam an effective information collection style.

Definition of information Exchange

A ? {/
2 Importance of information Exchange

b4

>

Objectives of Information Exchange

41
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Step | - information Dissemination Y

-

Definition of Information Dissemination

[V

Major information Dissemination Categories v

Role & function of Rehab. Agency
Role & function of Rehab. Counselor
Client Rights
5 Ciient Responsibilities

}
importance of information Dissemination

Objectives of information Dissemination Training




Summary Of Meeting With Dr. Fairface

Dr Famtace oppebred to be an extremely efficient and intelligent person He literally whisked

me through the interview. Heused a lot of words | did not understand, but Iwas afraidtoaskhim

what he meant as | aidn't want to appear stupid. What bothered me the most was that he kept
referring to me as being in "refraction status” - | gotta look that up when | get home. Aithough
Dr. Farface was quite friendly he wasn't a real human kind of person That was kind of a relief
though, him being an analyst and alt. | was a little concemed that he would putme on the

couch and start asking about my sex life. After talking to him I'm not sure heis aregularkind of .

analyst it may just be some type of title. On the other hand Re did ask alot of questions that
you wouldn't ask Just anyone. Things like my financial situation, relationshigs with my family,
boss, what my interests were and all. | may have told him some things | shouldn't have about
my finances. I'm in frouble if he is affiliated with IRS.

He told me what his agency. The Govemment Emptoyees Restoration and Growth Agency,
was about ih general terms. He said basically their goal was to get professional goverqment
people into situations where they can make their greatest contribution and more fully r e
therr intellectual, emotional, and physical potential. That sounds fine, but 'm nof real sure what
he means in more practical ters. He more or less suggested that this was a voluntary iype of
thing-didn't come nght out and say it-but then he told me He had made an appointment for
me with the State Heatth and Fitness Department for a complete work-up | guess I willgo along
with him for a wt;nle until | can find out just how much influence this guy has.

He covered some of the things it was possible for him to provide for me if | am selected,
bdsed on his work-up of my profile. He talked about being able to place me in a profession
most suted to my talents and being able to provide education to that end. 'mnot sureifhe
meant a short-course, night school, or what. He also mentioned “supportive serices” such as
encounter groups, a jogging program, and heatth foods and their contriibution to overall
effectiveness and independence. | think ne is a heaith food nut.

Basically those are the main points | got out of it | may have missed some things as | was
kind of up-tight about the whole thing. He said he hoped we would have more time the next
meeting and he would answer my questions | really need to make a list

Lst any queshons or reactions you might have had as a resutt of your first meeting with Dr
Fairface

1




_ Guidelines for Effective Information Dissemination
During the intake Interview

Explain the purpose of the rehabllitation agency

. Explain the eligibjlity criteria for your rehabilitation agency semvices.

Provide thg client with a general picture of the sewvices that might be available to an

_eligible client from the rehabilitation agency.

4 Explain why the person was referred to the rehabilitation agency if oppropricte.'

10

1

12.

13
14

15
16
17
18
19

20
24
22

Explain your role as an aranger and/or coordinator of services

Explain your role as a direc: provider of sewvices (e.g. persdnal counseling, ;omt
Xocotlonol plcmnmg)

Explain your role as a client advocate.

. Explain your role.as a member of a treatment team

Provide the clients with information on the confidential nqture of the counseloi/client
relationship.

Provide clients with informatior regarding their rights (e.g, 1) nghté;o appeal, 2) right fo
administrative review, 3) civil ngms)

Ensure thot client has a general understarding (what, why, when, where, how) of those
acfions and responsibilities required of them during the early part cf the rehabilitation
process (eg. 1) general medical exam, 2) specialist exam, 3) work evaluation).

Explain the contents of any form the client is asked to sign.

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

Ensure that information dissemination is a vehicle for promoting client independence
and client involvement ¢

Communicgffe information to the client at the client’s leve! ff understanding.

Avoid presenting the client with 1oo much information at “éne shot” in the interview
Present information to clients dunng the intake inferview in & fimely fashion

Do not rely solely on a standardized information dlsgemmoﬁc;n vehicle

Make sure that the client has understood the inforrﬁcﬁon provided.

Other Guidelines .

A
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Information Dissemination Assessment Form

Client Responsibilities

Directions  The Information Dissemination Assessment Form includes topics which may be
discussed during the initial rehabilitation counseling interview in categories I-IV.
Use the form to check the topics you hear discussed with the client CategoryV
allows you to assess the mganner ig which information was disseminated Placea
check by each behavior you think was performed. :
|. Roler& Function of the .
Rehabilitation Agency \ 1

1. Purpose of agency

2 What the agency is not

3 tligibility criteria (

4 Fact that an eligibility
decisiun will be made

— 5 Sewices provided

— 6 Obijectives of cettain
semvices

7 Why the person was referred

. Role & Function of the

Rehabliltaiion Counselor

Amranger of sewvices
Provider of services
. Client advocate /
. Team member
. Joint approach with client
Actions in specific
situgtions
7 Lack of action in soecific
situations
8 Intenview information
utilizotlbn
9 Extemal information
utilization

Client Rights

Obijectives of interview
Confidentiality

Right to appeal ineligibility
Appeal process

Right t6 administrative review
of sewice dissatisfaction

Cwml nghts

OO bW

LT

T
O bW >

o

V.

o b WwWwN

o]

10

Regarding general
medical exam

Why exam is needed 1
What the exam consists of
Regarding specialist exam
What specialist exams are
needed

. Why specialist exams are

needed

Explanation of forms

Why forms are to be signed
Responsibilities beyond
eligibility determination

Specific responsibilities in
relation to specific services
beyond eligibility determinaiion

Communicated information
at the client’s level of under-
standing.

Avoided presenting too
much information in “one
shot.”

Provided 'g\fonnoﬁon in-a
well timed fashion

Made sure client under-
stood information provided

45




]
Information Dissemincation Effectiveness
Exercise 1

1 Did the counselor appear to have a systematic inferview plan in regard to information ’ J
dissemination?

2 How adequately did the counselor explain.

A. His agency’s role and function
B His role and function

C Client Rights

oD Client Responsibilities

3 Was injormation disseminated in a manner that promoted client involvement and
independence? .
-~ v

4 How gppropriate was the counselor's language level when disseminating information?

5 How well timed was-the information provided by the counselor?

6 Did the counselor avoid presenting too much information in “one shot”?

7 Did the counselor make suie the client understood the information provided?

8 How did the counselor's information disseminghon affect the counselor, client
relahonship?

9 List the strong and weak points in regard to how the counselor handled this interview

Strong Points Weak Points




’

10 What might be the consequences of this type of information dissemination?

11 In what ways might you have handled this interview differently in regard to information
dissemination?

47
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Dlirections  The Information Dissemination Assessment Form includes topics which may be
discussed during the Initial rehabillitation counseling interview in categofies |-V,
Use the form to check the topics you hear discussed with the client. Category V
allows you to assess the manner in which information was disseminated. Place a
check by each behavior you think was perfformed.
l. Role & Function of the IV. Client Resporsibiiities
Rehabliitation Agency —— 1. Regarding general
—— 1. Purpose of agency medical exam
——— 2 What the agency is not — 2. Why exam is needead
—— 3. ElNglbility criteria — 3. What the exam consists of
——— 4. Fact that an ellgibility — 4 Regarding specialist exam
decislon will be made — 5. What specialist exams are
——— 5. Services provided needed
—— 6. Objectives of certain — 6. Why specialist exams are
sewices needed
——— 7. Why the person was refered — 7. Explanation of forms
. Role & Function of the _ g Whyforms_cre to be signed
Rehablitation Counsel _— 9 Rgsponsibﬂiﬁps peyond
eligibiiity determination
—— 1. Aanger of serices —— 10. Specific respondMies in
—— 2. Provider of services relation to specific sewices .
——— 3. Client advocate beyond eligibility determincgion
——— 4. Team member
—— 5. Joint approach with client V. Style
——— 6. Actions in specific —— 1 Communicated information
situations at the client's level of Lnder-
——— 7. Lack of action in specific standing.
situations — 2. Avoided presenting too
—— 8. Interview information much information in “one
utilization - shot.”
— 9. Extemal information —— 3. Provided infcrmation in a
utilization well timed fashion.
'm. Cllent Rights — 4 Made sure client under-

|

Information Dissemination Assessment Form

stood information provided
1 Objectives of interview ‘e
z. Confidentiality
3 Right to appeal ineligibility
4. Appeal process
5 Right to administrative review
of service dissatistaction
6 Civil righis
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‘ - Information Dissemination Effectiveness ~
' . Exercise 2
|
|
|
|

1 Did the counselor appear fo have a systematic interview plan in regard to information
dissemination?
2 How adequately did the counselor explain
A. His agency's role and function

B His role and funchon

C. Client Rights

D Client Responsibilities

3  Was informiation disseminated in a manner 1hat promoted client invoivement and
independence?

“ e
t

4 How appropnate was the counselor's language level when disseminating information?

L,

5. How well timed was the information provided by the counselor?

6 Did the counselor avoid presenting oo much information in “one shot”?

7 Did the counselor make sure the client understood the information provided?

8 How did the counselor's information dnssemincﬁo'n offect the counselor chent
telationship?

9 List the strong and weak points in regard to how the counselor handled this interview

Strong Points Weak Points

49




10 What mighi* be the consequences of this type of information dissemination?
¢

.
11 In what ways might you have handled this inteview differently in regard to information -
dissemination?




Oirections

Information Dissemination Assessment Form

The Information Dissemination Assessment Form inciudes topics which may be
discussed durnng the initial rehabilitation counseling inteiview in categones |-V
Use the form 1o check the topics you hear discussed with the client Category V
allows you to assess the manner in which information was disseminated Place a
check by each behawvior you think was performed

. Role & Function of the

Rehablitation Agency

I

.

2

-
bl

4

5
6

7

Purpose of agency

What the agency 1s not
Eigibiity criteria

Fact that an eligibity
decision will be made
Services pronded
Objectives of certain
sewices

Why the person was refered

. Role & Function of the

Rehablitation Counselor

T

D W~

Aranger of services
Provider of sefvices
Client advocate

Team member

Joint approach with chent
Actions in specific
situations

Lack of action in specific
situations

Interview Information
utihzation -

Extematl information
utihization

Client Rights

T

DW=

Objectives of interview
Confidentialty

Right to appeal ineligibility
Appeal process

Right to admunistrative review
of service dissahsfaction

Cwvit nghts

4

. Cllent Responsibliities

1 Regarding general

medical exam

Why exam 1s needed

What the exam consists of

Regarding spec:alist exam

What specialist exams are

needed o

Why specialist exams are

needed

Explanation of forms

Why forms are 1o be signed

9 Responsibliities beyond

eligibility determination

10 Specific responsibiihes in
relation to specific sewvices
beyond eligibility determinahon

nhHhwhN

@~

T

1 Communicated information
at the client's level of under-
standing

——— 2 Avoided presenting too

much information in “one
shot ™ '

3 Provided information in ©

“well imed fashion

—— 4 Made sure chent under-

stood information provided
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Rehabiiitation Initial interview Guide

Possible Information Dissemination Topics fo Discuss with Client
I. Role and Function of the Rehabilitalion Agency

Lo T - B e % I - S B S

General statement about the purpose of rehabilitation
Expianation of what makes a person eligible for vocational rehabilitation semces
Explangation that an eligibility decision must be made in client's case
General statefnent about what the rehabiliiation agency is.

£

General statement about what the rehabilitation agency is not.

) Informotior} on sewices that can be provided.

Information about the contribution of cerain services to ﬁweeting objectives.

. A statement about the referral process.

1

Feedback to client of any understanding of client's reaction to information about
the role and function of the agency.

i1. Role and Function of the Rehablitation Counselor

O ® N O AW N -

. Counselor's role as an amanger and/or coordinator of sewvices.

Counselors role as a direct provider of senices.

. Client advocacy role.

Role as a team r iember.

. Joint approach with cllent.

Statements about what the counselor will do in specific situations.
Statements cboyl-yhct the counselor will not do in specific situations.
Staternents about how the counselor will utilize information collected from client

Statements about how the counselor will utilize information collected from extemal
sources.

10 feedback to client of any understanding of client's reaction to counselor's
discussion of his role.
lil. Cilent Rights \

1. Statement about the importance of sharing information.

2 Statement about how information collected will be used

3 Statement about confidentiaiity

4 Explanations of client's right to appeal if found ineligible

5 Explangtion of the cpgecl process

@™ N O

Explariation of client’s civil righfs
Explanation of client's assistance projects if these are available to client

Feedback ty cl.ent of any understanding of his reaction to counselor's discussion of
client’s g fus




V. Cliem Responsibiilties |

1
2
3
4
5

o

. Explanation of what client needs to do to get general medical exam.

Explanation of why the general medical exam is needed.

Explanation of any requested client actions reldted to psychological examingtions

. Explandation of other requested client actions.

General statement about client responsibilities throughout the rehabilitation
process.

Statement of specific client responsibilities in relation to specific sewices.

7 Feedbackto client of any understanding of client's reaction to information about his

responsibilities.
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Review of Guidelinas for information Dissemination

. '

disseminating inforrhation to the client during the intake and subsequent interviews.

In summary, the following information dissemindtion guidelines would be considered when

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

2. Specific information needed by the client might include:
-I. The role and function of your agency/organization/section

. What itis

. What it is not

. Eligibility criteriq, if any

. Eligloillty process ,

. Services provided

. Potential contribution of sewices for reaching objectives
. The refemal process

D mON o>

s

Il. Your role and function

A. As an armanger/coordinator of services
B As a dlrect provider of sewvices

~ C. As a client advocate
D As ateam member

Ill. Confidentiality
Iv Client rights

A. Client's right of appeai

B. The appeal process

C. Client's right to administrative review
D. Civil rights

V. Client responsibilities

3 The mannerin which information is disseminated 1s imporant. Hence, iudgement is
culled upon to consider such things as.

A. Language level used

B Amount of information
C. Timing of information

D Pre-programmed material

4 finaily, g summarization of the significant content of the interview discussion might prove
helpful to both you and client

.




What It Is:

What it Does:

Why It Works:

How To Do if:

When and Where To Do th:

Information Dissemination

Providing client with information or data that are not readily
available to him/hes

Enhances client's decision making ability and faciitates effec-
tive joint program planning

Reduces the blind dimension of client's knowledge and facil
tates positive relationship

Know the type of information needec by the client and provide
it while attending to Language used, amount given, hming,
and presentation method.

Throughout your contact with cent with special emphasis on
the eady phase and especially the initial interview
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( Information Dissemination Seii-Assessment Form

In Categones | - IV, check the topics you usually discuss with each chent dunng the intake
Inferview In Categoly V. check each behavior that descrnbes the manner in which you

disseminate information

l. Role & Function of the
Rehabiliiation Agency

— 1 Purpose of agency

—_ 2 What the agency is not

— 3 Eligibility crtena

—— 4 Fact than an engibility
decision will be made

—— & Semices provided

— 6 Objecthves of certain

— — senvices

! ~ 7 Why the person was referred

H. My Role & Functjon

1. Amanger of services
— 2 Prowider of sewvices
——. 3 Client advocate
— 4 Team member
—— 5 Joint approach with chient
— 6 Achonsg in specific
situations

— 7 Lack of action in specffic
stfuations

—— 8 Inteview information
utihzation

— 9 Extemal information
uhblization

111, Client Rights

— 1 Objectives of inteview

— 2 Confidentiahty

—— 3 Right to appeatl ineigibility

— 4 Appeal process

—— 5 Right to administrative review
of seivice dissahstaction

—— 6 Cmilnghts

.

Client Responsibilities

— -1 Regarding general
medical exam

—— 2 Why exam is needed

——— 3 What the exam consists of

—— 4 Regarding specialist exams

——— 5 What speciahst exams are
needed

—— 6 Why specialist exams are
needed

—— 7 Explanation of forms

—— 8 Why forms are to be signed

— 9 Responsibilities beyond
elgibility determination

— 10 Specific responsibilihes in
relation to specific senices
beyond elgibility determination

— 1 Communicated information
at the client’s level of under-
standing.

——— 2 Avoided presenting too
much information at ' one
shot”

——_ 3 Provided information in g
well imed fashion

— 4 Made sure client under-
stood information provided




A

A Study of Rehabilitation Counselor
Information Dissemination Behavior
(N=-114)

'
l. Role And Function Of The Rehabiiitation Agency

Percent

4650
351
2281

3772
4824
3158
3334
1404

L N

@ ~N O O b

Generai statement about the purpose of the rehabilitaton agency
General statement about what the rehabilitahon agency s not

Explanation about what makes a person eligible for vocational rehabil-
tahon sermvices

Explanation that an ehgbﬂﬂ@asson must be made in client's case
Information on sevices that can be provided by the agency
Information regarding the specific objectives of certain services

A statement qbout why the person was referred to the agency

Did the counselorch‘geck to see fthe information provided on the role and
funchon of the rehabllitation agency was reasonably clear to the chent?

11. Role And Function Of The Rehabilitation Counseior

Percent

878

614
1053
1228

1053
4035
1053

965

2983

(W8]
gl
(9]

—a

A

@@ ~u O W

Statement about counseior's role as an aranger and or coordinator of
services

Statement of counselor's role as a direct orovider of services
Statement of counselor's role as a chent advocate

Statement that counseloris member of a team. and cthers might be invol-
ved in decision making

- Statement that counselor and chient make many joint decisions
Statement about what counselor will do 1n specific situations
Statements about what counselor will not do in specific situations

Statements about how the counselor will utihze information coliected In
the interview

talements about how information coliected from external sources wili
be used

Did the counselor check to see if the information provided on role and
funchon of the rehabiitation counselor was reasonably clear to the
clent?
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I, Client Rights
Percent

1579 1

965

614

88

965

AW N

s

1492 6
88

f

A general statement regarding the objectives of the inferview
Statement about confidentialty

Explanation of chent's nght to appeat if found ineligible
Explanation of the appeal process

Explanation of client's nght to administrative review if dissatisfied with ser-
vices provided by the agency

Statement of chent's civit nghts

Oig counselor check to see if the infermatic ~ provided on client's nghts
was reasonably clear?

IV. Cilient Responsibilihes

Percent
40 35 1
2106 2
614 3
2193 4
2106 5
11 44 é
26 32 7
K7W 8
1318 Q
114t 10
175 L

Explanation of client responsibilities regaruing the general medical ex-
am

Explanation of why general medical exam 1s needed
Explanation of vhat the general medical exam wiil consist

explanation of client responsibilities regarding any medical specialist ex-
ams

Explanat:on of what specialist exarns are needed
Explanation of why specialist exams are needed
Explanation of any form chent may be sked to sign
Exoianation of why chent needs to sign any form

Generai statement about chient responsibilities througt.out rehabilitation
process beyond ehgibility determination

Statement of specific client responsibiiities 'ln relaton to the provision of
specific sevices after eiigibibity derermination

Did the counselor check to see if the information provided on clent re-
spons bithes was reasonably clear?




Systematic Interview Programming Fermat

1 What are my objectives for this iytewiew?
2 What information does the client need from me to achieve those objectives?

A Specific topics developed such as role and function of Rehab. agency, my role and
funetion, client’s rights and responsibilities, etc.

3 What information.do | need from the client to achieve those objectives?
4 What is the most effective and efficient way to exchcnge that information?

A. Attract the client in a facilitative manner so that he/she comesto the interview with a
positive attitude.

3. Cany out all the guidelines for effective planning.
C. Structure the interview setting making it conducive to the exchange of information

D. When disseminating information attend to language level used, amount of
information in one shot, timing, and client's comprehension of the information.
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Relevant information Awareness

Known to Not Known to
,, Counselor Counselor
Known to Hidden
Chent < Dimension
Known Dimension,
& .
Unknown
Not Known Dimension
to Client Blind Dimension




Step Il - Information Collection During the intake Interview

(¥4
Definition of Information Collection
/

.

»

The Importance of Effective Information Collection AR
) ~ .

S~

Oﬁ]ecﬁves of Information Collection Training

L4
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Guidelines for Effective Information Collection
During the Intake Interview

1. Be cognizant of what you want to achieve during the intake process.

Table 1
Program Development Information Needs

. Physical Factors
Extent of Disabliity

1 How does the disability handicap employment potential?

2. Is the disability progressive or stable?

3 Can the client's functioning in activities of daily living be improved?

4, How much assistance in activities of daily living will the client always need?
Services

1. Which physical restoration services are needed to reduce ths nandicapping effects of

the disability (e.g.. surgery, orthotic and prosthetic devices, physical therapy, and
occupational therapy)?

2 Can job modifications reduce the extent of the client's physical handicap for
employment?

‘ il. Psychosocial Facters
Psychological reaction to disability
4 fo what degree has the client adjusted to the handicapging aspects of the disability?
a Does the client use “disability” as an excuse for failure?
b. Are any physical symptoms psychologically based?
c Is the client excessively concemed with personai heatth?
d What secondary gains is the client receiving from remaining unemployed?
Vocation Sel-concept
1 Does the client have a realistic perception of cument
a strengths and weaknesses as a worker,
b potental for vocational skil! development, and
¢ reasons for being unemployed? .
Family and friends .

1 What positive or negative role wili the cient's family and fnends play n.the rehabilitative
process. e g . be suoportive, overpretective. or unrealstic regagding chent potential?

Job acquisition
1 Can the ciient independenily locate job openings?
2 Can the'client satisfactornly fill out job application blanks?

3 Can the chent make a good impression on an employer?




Job susfension

1 Can the client satisfactorily meet the demands of compettive work, e g. accepting
supenision, working independently, getling along with co-workers, and maintaining an
‘adequate production rate? '

2. Would the client's present use of leisure fime adversely affect job retention?
Setvices

1 Which personal counseling, family counseling, work adjustment and,’or placement
sevices would be necessary. e g. psychotherapy. work adjustment training, and job
seeking skills fraining?

lil. Educational-Vocational History Factors
Educational History

1. Whizh type of vocational training or jobs does the client’s educational history suggest?

2 Are client vocational aspirations and educational history compatible?

Work history
1. What vocational skills does the client currently possess?

2 What vocational skills can the client develop that could limit the functional impact of the
disability? v

3 Has the client developed avocational skills that have vocational relevance?
4. Are client vocational goals consistent with current vocational interests?
Seorvices

1 Which educational and vocational sewvices are needed (e.g. remedial education
and/or vocational training)?

IV. Economic Factors
Financial Considercations

1 Do disability-related financial benefits (SSI, SSDI, Medicatd, Workmen’s Compensation)
create disincentives to the client's rehabilitation?

2. Could current debts dfiect the completion of the client's rehabilitation program?
3 Can the client manage personal inances?

4 Does the client have sufficient financial support at present?

Services

1 What economic support will the client need dunng and afterthe rehabiltation program
(e g. Sl Food Stamps. Low Rent Housing. etc ?

Sources For The Above Information
1 The Counseling Interview 4 Work Evaluation
2 Medical Evaluation 5 Other

3 Psychological Evaluahion
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2. The majority of the social/vocational history can be obtained during the
intake interview.

List topics that can be covered dunng the intake intemew under each of the four major
categornes below

I. Physical Faclors

Il. Psychosocial Factors

lil. Educational-Vocational Skilis Development '(

IV. Economic Faclors

Table 2
A Topical Information Collection Guide
for the Intake Interview

I. Physical Factors
1 What specific physical impairments are present?
2 What caused the disability?,
3 How long has the chient been disabled?

4 Has the client receved any disability related treatment in the past (e g, physicaltherapy.
occupational therapy, prosthetics, or orthotics)?

5 Has the client’s disobillng condition become worse over the last year?

6 Is the client curently receiving any disability related treatrnent?

7 Is the client taking any medication with potential side effects?

8 Do any recent medicc}i test results clanfy extent of physical impairment?
9 How does the client'y physical disability handicap daily functioning?

/
s
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4. Personal Adjustment

Il. Psychosociai Factors

a Do recent psychological test results pertain to the question of client psychological

adjustment?

b Is there any agency or professional from whom the client is presently recemng

psychological sewices?

¢ “Has the client vver receved professional treatment for a personal adjustment
'

d

e

problem?
Is the client taking any tranquilizers or steeping pills?

Does theclient report unnecessary avoidance of work and, or social situations since
disabled?

2. Reiationships with Family and Friends

a

b
c
d

What is the client's marital, stotus?
Is the client living with his/her family?
Does the client have any dependent-age children?

Will the most significant family members (|e spouse) be supporive of the
rehabilitation plan?

How does the client feel about his/her homegenvironment?
How does the client get along with other members of thgjamlm

. Does the client have any close friends?’ -

Is the client satisfied with his/her social lite?
How does the client fili the hours of the day?

Would the client's family be willing to relocate geographically forhim,'herto acquire
work?

Ill. Educational—Vocational Skills Development Factors

4. Educational History

Q

b
c
d

How far did the client go in school?
what did the client like or dislike about school?
Wry did the client leave school (graduate, other)?

If the client did not complete high school, has he, she pcssed a high school
equivalency exam?

Has the ‘ient recenved vocational training which prepored him her to enter @
paricular occupation?




2. Work History
a Whar were the'last 3 Jobs held by the client?
b For each of those jobs, detemine:
i Weekly eamings
i Length of employment (Was it long enough to agquire specific skills?)

i Time since job held (Has suffizient time passed for slgnificant skill 1oss to take
place?) :

" v Aspects of the job pefformed well and poory by the client
- v Aspects of the job liked most and least why?
Vi Reasons for iemination of employment

¢ Pror tc onset of disability, were there any significant infemuptions in work history?
Why?

d Is the client presently unemployed? if yes, how long?
e Has the clent been employed since he/she was disabled?

IV. Economic Factors
What is the client’s primary source of support?
Does the client have other sources of support?
Does the client have any unpaid debts of significant size?
What fixed living expenses such as medication costs cannot be reduced?
Does the client have a workmen's compensation case pending?
Is the client receiving or has the client cppg‘ed for Welfare or SSI benefits?
Does the client have any medical insurance?

Is the client concemed about his/her economic situation?

O O N O B W -

What minimal level of eamings from work must the chent receive?

3. itis unneces;gryto collect every conce!. able piece ofinformation about
the client efther directly from him or via the efforts of other more

specialized evaluators in order to get a full understanding of him/her.
r gl
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4. A ploﬁ:nc;f information Is Importantto collect it itwill help you understand
thec .

Exampie . . -

John Smith teils the VR counsalor that he would like to enter a‘one yedr
training program to become a draftsman. All evaluation data suggest that
such an occupational choice would be appropriate from both a clientinterest
and aptitude standpoint. However, the ¢ alor does not inquire about the
client's wite's attitude toward the reh ation plan. The client drops out ofthe
training pjogram two months iater The counselor wonders why. The counselor
chécks with the client and finds out:

1 That the client's wife resented the poverly lifestyle for a year She
threatened to feave him if he remained in the program.

In retrospect, the counselor realized that he missed a significant piece of
information durng the evaluation phase.

2 Had he knev ha could have amanged for tarily counseling or switched
the clsnt to an OM objective.

The counselor resolves to obtain that information from future clients who are
maoirted

5.. Review any available pre-intake interview (referal) information on a
client prior to the infake interview. That review of already available
information along with a review of the intake interview questions found
on Tabie 2 in your werkbook (pp. 65-66) should provide a basis for
developing an intake interview plan for a particular client.

6. Avold a “Facts With ‘Minimum Meaning” Informaiion Collection
approach.

Example
"Facts With Minimum Meoning”

An example of “Facts with Minimum Meaning” interviewing style used witha
26 year old divorced woman with an alcoholism-psychoneurotic disorder
disability that yielded information for agency forms but provided lithe
information for purposes of rehabillitation plan development follows.

Co. What was the last job you had?
C! | worked as o waitress at Joe's Diner

Co How long did you work there?
Cl! About a year

Co How much did you eam?

Cl' 5400 a week.

Co Have yo'i had any other jobs?
Cl i worked as an orderfiller in a shoe factory for nine months

67




Co: How much cid you eam?
Cl: About $90.00 a week.

Co. Have you had any other jobs?
Cl: No.

Co* Who Is your family doctor?

The work history information yielded by the above excmmg‘hcs little
meaning becauce the foliowing questions cannot be answered:

’/ 1 What the client liked and did not like about thi two jobs.
2 The reason for the temmination of ecch employment situation -

o

3 The client's personal adjustment in the two work situations (i.e. howdoes
she respond o cuthority?) -

4. How well the client could meet the skill demands of the jobs.

7. Facts often gain In significance through additional "exploration of
related client feelings, actions, and thinking.

8. Systematic exploration of relevant fopic areas during the inltial interview
increases the likelihood that you will obtain “factual information with
maximum meaning” from the client. )

Example
"Shotgun Approach™

An example of "Shotgun Approach™ intenviewing style 1s observable in part of the intake
intemew with a 27 year-old woman that follows

1 Co You're how old now?
- CI 27
2 Co Have you been trained for any jobs?
Cl  Yeah. I had secretarial tramning throughithe WIN pro-
gram .
3 Co Isee Have you had contactwith vocationalrehabil-

itation before, uh?
Cl  Yes. in Springfield

4 Co Oh. and how long ago was that?
Cl  Oh, boy, 62.°63?
& Co What type of medical probiem do you have?
Cl  Diabetes | have to take insulin
6 Co Okay: how many units. uh, do you take?
ClI 50, once a day )
7 Co Do you have ariy restnctions of any kind? )
Cl No.no
8 Co Above the normal ones?

Ci Well, 'm on a diet
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Uh-huh
An 1800 calorie diet

Okay Are you able to camry on your dady routine a-
round the home?

Uh, yeah, most ofthe time Sometimes| getreactions
depending cn how much | do

Uh-huh. Is your husband from this area?
He was born here

| see

He hasn't lived here in years though

Are you renting now?

Uh-huh,

Okay Have you worked since you moved here?
Yeah, | worked for Kelly Girls for about G month

Ub-huh Did you work for anybody before that?
Not since we moved here

| see And before you moved here?
S-ales-clerked for the Goodwill

Uh-huh

I imagine that was around '65

Did you do this for a long penod of ime?
No. just a short time

Alright Are you receming any welfare aid now?
Just, uh, stepfather aid for my daughter
How much is that a month?

$83 a month

This 1s through welfare?

Yeah. if's through welfare

Did you complete high schooi?

| took the GED test in '69

How far did you go in format education?
I quit school in the 9th grade

Alnght. did you work at that point?
NO just dropped our of school

You were hving with your parents?
Uh-huh

Both parents?

Right

Did you have a large famiiy?

Seven of us not counting Mom and Dad

What were your reasons for guitting schoct”?
Ijust didn't like ot | couldn't get anywhere | wasreal
slow at learming nothing would shck with me

who s your family doctor?
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9. You will more likely lsam more relevant information about the client if,
while interviewing, you often covertly ask yourself questions about the
client which hnci fo guide your iocus.

For example:

a "“What do | know about the client?”
b "What do | need to know about the client?”
Examples of Covert Questions that Guide Further Exploration

1 Knowing that a client has recently been fitted for a functional hand prosthesis to
replace his nonfunctional cosmetic hand is an important fact that gains in
significance through additional relevant exploration.

For example: .

. How does the client feel about wearing the functional prosthesis in public, e.g,
does the client feel too self-conscious to wear it in many social situations?

2 Knowing that a client has been receiving psychotherapy for adjustment problems
tor the last year is another important fact that gains in significance through
additional relevant exploration.

For example:

Does the client think that he has been helped by the psychotherapist? In what
wQys?
10. Use questions with moderation during the intake interview.

14. When you aiready have informdtion about the client, pretending to not

possess such can be counterpr e.
For example: ~
' 1, Co Come in.Joe How are you doing?
C!  Ah.I'm okay
2 Co Gilaed you came In today | see that you
were aftending Allstar High Schoot unhl re-
cently
Cl Yes. sir
3 Co That nght?
Cl  Yes, s
4 Co How old are you?
Cl  Eighteen
5 Co Ahh whats the highest grcde youve com-
pleted?

Ci Uh well the highest arade that | hove com-
ple‘ea is the tenth

5 Co You were in the tenth at Alistar uh  when
you dropped oui”
Ct Yes sir
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14
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Co
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So vou actually completed the ninin grade
then?
Yes, &r

Comgleted”?
Yes, sw

You're ' you were taking all tenth grade
subjects?
Yes, si

At Alistar?
Yes. sir

What sublects were you making your low-
est grades In?

To tell you ihe truth, | was making mylowest
grades 1n ali four of my subjects except
PE

Uh-huh According to the, uh, school rec-
ords. | have here. uh, you ‘were actually
failing English and History and Mgath, and
uh, Science Is that nght?

Yes, sir.

How many people are there in your family?
Ah it's four

Okay And. uh. s your father, uh, in the
home?

Uh. no. sr My real father's not in the home,
but mv stepfather lives there

Okay What kind of work does he do?
Uhh. | really don't know

Your stepfatrer?
Yes sir?

Uh, does your mother work?
Yes Uh, no sir She isnt working nght now
but she will be going back-pretty soon

Uh. was i your mother that said that your
stepfather works at a. uh. as a construction
worker at Perfect Construchon Company?
Is that nght?

Yes sir. thats nght

\/
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ERIC

Aruitoxt provided by Eic:

Intormaﬁon Coliection Assessment Form

Qi hions

The Informotion Collection Assessment Form includes topics which moy be dis-

cussed dunngthe iniha, hobilitohon counseling intemiew Use the form to check
the topiCs you heor discussed with the chent dunng the inteview

. Referral

Retenol source
Client expectations
Chient feelings
Previous conioct
Previous semvices
Cument contoct with
other ogencies
——_ 7 Sewices from other
cgencies

Il. Disabliity/Medicai

1 Cisobiity  ~

Muinple disobiiity™
Durotion

Stobility

Previous of curreni
treotment
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Daiv functioning
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@ ~3 O
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Montol stotus

Lving omongement
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Fomily members

cttitude

Support from
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. .~ 5 Sahsfoction vath
imng onongements

e 7 Sofistoction with
sociol ife

e B Leisure gectrvhies
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V.

VH.

Woik History

i Mos! recent work
— 2 Weekly eomnings
from obove
— 3 Length of employment
from obove
Sohsfochion with work
Performonce on job
Feelings ossocioted
with obove
Reoson for temminohon
2-7 for previous employment
— 9 Abilty to g%t olong
with supenisor(s)
10 Abilty to get olong with co-workers
—— 11 Present employment
stotus
—— 12 Length of present
status .
- 13 Job seeking behavior

O U

|
|
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. Vocational Goals

1 Vocohono! motvotion
2 Yocohono!l objectve
3 Reoson for vocotonci
objective
4 Chent's perception
of obiity to ochieve
vccohonol objective
—— 5 Other vocohonol gools
—— 6 longronge vocghongt
planning

Ecucation

- ' Highest grode completec
——. 2 'not high school
Jraguotre why”?
- 3 i ~ot high schooi
groduote hos ciient
possed high schoo!
egunvotency exom”™
Drsiikes obout schcot
faovonte sublec’s
Nan-favonte subjects
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Information Collection Effectiveness
Exercise 1

1 Did the counselor apnear to have a systematic plan?

2 What major topics did the counselor and chent discuss?

3 What major topics did the counselor ignore that you would have covered?

4 To what degree do you think the counselor "knows" his client based on his information
collechon effectiveness? v

5. List the strong and weak points In regard fo how the counselor handled this intake
inferview

Strong Points . Weak Points

6 What might be the consequences of this type of information collection?

7 tnwhat ways might you have handled this interview differently?
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Directions

: Information Collection Assessment Form

The information Coilection Assessment Form includes topics which may be dis-

cussed dunng the initialrehabilitation counselinginterview Use the formto check
the topics you hear discussed with the client dunng the inteview

. Referral

Retenal source
Client expectations
Chent feelings
Previous contact
Previous sewvices
Curent contact with
other agencies

7 Sewvices from other
agencies

Disabiity/Medlicai

Disabulity

Multiple disability?
Dutaton

Stabiiity

Previous or current
freatment

Employment imitations
Daily functioning

8 Cuent feelings

[ NG, IF SN SR 6 BN

O oW -

~N O

Mantal status

Lvmng arange ment

Dependents

Lamily members

athtude

— 5 Support from
non-family

_____ 6 Sahsfachon with

iMng arangemenis

7 Satstacton with i

& w N >

3
social hfe /
8 Leisure actwities

Economic

1 Pnmary source
of support
2 Other sources
of support
—— 3 YUnpaid debts
4 Addhoral sources
of suppor in the
future
—_ 5 Medical insurcnce
— & Chent feehngs

V.

Vil

Work History

1

[ N &,

o <]

11

RN

12

— 13

1

2
3

-

|

Most recent work

2 Weekly earnings

from above

Length of employment
from above
Satisfaction with work
Performance on job
Feelings associated
with above

Reason for terminahon
2-7 tor previous employment
ADillty to get along
with supemisor(s)

0 Abilty to get along with co-workers

Present employment
status

Length of present
status

Job seeking benhavior

. Vocational Goals

Vocational motivation
Vocational objective
Reason for vocational
objectve

Client's perception

of ability to achieve
vocational objective
Other vocational goais
Long range voc sional
planning

Educdticn

]

i

Highest grade completed
If not high schoot
graduate, why?

If not high school
graduate. has chent
passed high schoof
equwnalency exam?

Dislikes about school
Favorite subjects
Non-favonte subjects
Grades

Previous vocahonai traiming
Reachon to vocatonal training
Cuent feelings




information Collection Effectiveness
Exercise 2

4. Did the counselor appear to have a systematic plan?

\

2. What major topics did the counselor and client discuss?

3. What major topics did the counselor ignore that you would have covered?

4. To what degree do you think the counselor “knows" his client based on his information
collection effectiveness?

rd

- 5. List the strong and weak points in regard to how the counselor handled this intake
interview.

Strong Points Weak Points

6. What rhight be the consequences of this type of information collection?

7 In what ways might you have handied this interview differently?

C"\.}
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Review of Guidelines for Information Collection

Often it is helpful 16 obtain a comprehensive understanding of the client during the initial
interview. That understanding is greatly a function of your ability to achieve the objectives
found in your interview plan. Aihough, you do not have to collect every conceh able piece of

information about a client, you must obtain as much information as possible relevant to the
achieverment of your objectives.

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

. Can discriminate between relevént' and imelevant information to collect,

. Have a pre-intake interview plan,

. Systematically explore relevant topic areas,

Ask rele\;ont.quesﬁons at oppropriofe times but do not act like a “grand inquisitor,”
Avoid a “facts with minimum meaning” information collection approach.

Facilitate the development of rupport by allowing the client sufficient freedom of
expression within a logically structured interview. How to do that will be the focus of our
next two sections~-Non-Verbal and Verbal Interaction Techniques.

oM A W
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information Collection Topics

Check the topics that you usually discuss
with each client during an intake. interview

other agencies
7. Services from other

1. Refoat . V. Work History
— 4. Refenal source 1. Most recent work
—_ 2. Client expectations 2. Weekly eamings ! f
—_ 3. Client feelings from above '
— 4. Previous contact 3. Length of employment
—— 5. Previous sewices from above
— 6. Cument contact with . Satisfaction with work

4
5. Performancé on job”
6. Feelings associated

T

]

agencies with above
7. Reason for termination
II. Disabiltty/Medical 8. 2-7 for previous employment
1. Disability 9. Ability to get along
— 2. Muttiple disability? with supervisor(s)
~ ——— 3. Duration 10. Ability to get along with co-workers
—_ 4. Stability ———11. Present employment
—— 5. Previous or cument status .
treatment ———12. Length of present
— 6. Employment limitations status
—__ 7 Daily functioning —13. Job seeking behavior
8 Client feelings V1. Vocational Goals
. Soclal —___ 1. Vocational motivation .
— 1. Mariai status — 2. Vocational objective !
— 2. Living amangement ——— 3. Reason for vocational -
——— 3. Dependents objective
— 4. Family members’ —___ 4. Client's perception
attitude of ability to achieve
— 5. Support from vocational objective
non-family —— 5. Other vocational goals
— 6 Sdtisfaction with — 6. Long range vocational
living amangements planning
—— 7. Satistaction with
social life Vil. Education
— 8. Leisure activities i 1. Highest grade completed
2 If not high school
V. Economlc

graduacte, why?

— 1 Pnmary source 3. If not high school
of support graduate, has client
—— 2 Ofher sources passed high school
of support equivalency exam?
— 3 Unpaqid debt: . Dislikes about school

4 Additional sources
of support in the
future

Medical insurance
Client feelings

4

5. Favorite subjects

6. Non-favorite subjects
7. Grades
8
9
0

. Previousyocational training
Reacti tional fraining
Client feelings

|
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A Decade of Rehabillitation Counselor

information Collection Behavior
(N=-114)
l. Referral information
Percent »

50.88 1 Referal source.
4123 2 Client expectations from Vocatiorial Rehabilitation Agency.

11 441 3 Client's feelings associated with being referred or seeking vocational re-
habilitation sewices.

4474 4 Amount of previous coniact with a state vocational rehabilitation agen-
cy

12 28 5 Previous sewvices received by client from a state vocational rehabilitation
agency .

3772 6 Amount of current contaci with other agencies or professionals

2544 7 Sewices beingreceived by client from other agencies and professionals.

il. Disability/Medical Information

Percent )
8509 1 Disability reported by client.
5614 2. Are there multiple disabilities?
61 41 3 Duration of disabilitv(ies).
4386 4 Stability of disability(ies).
7544 5 Previous or cunent treatment of disability(ies).
4386 6 Disability-caused limitations to employment.
3597 7 Inwhatmannerandtowhat extenthas the client's disability affected him,

her in regard to non-employment related-daily functioning?
421 8 Client's feelings associated with his/her disability

I1Il. Social information

Percent

6579 1 Client's marital status

7544 3 Client's current living arrangements -
5088 /3 Number of dependents ‘

965 4 Atfitude offamily members toward client's seeking of vocational rehabili-

tation sewices

439 5 Support from non-family associates
2018 6 Client's satisfaction with current ving arangements
11 44 7 Chent's satisfachon with social hfe
1579 8 Clent's leisure ime activities




Percent
6579
45 62

1930
1316
3772
22 81

Percent
74 57
3421
5351
1843

965
1755

4386

527
351
5176
1316
1053

Perc ¢

6755
47 37
2720

2544
614
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IV. Economic Information

Client's pnmary source of support

in addition to client's pnmary source of support, does he she have other
sources of support?

Does the chient have any unpaid debits of significant size?
Will the client have any additional sources of income 1n the futura?
Does the client have medical insurance”?

Clent's feelings associated with his/her economic situation

V. Work Hisfory
The client’'s most recent work experience
How much was client’s weekly eamings on that job?
Length of emplcy nent for the job
How did the client.hike ihe‘ job?
How well d!d the client perform the job? =

What are the client's feelings about his, her most recent employment situ-
ation?
Reason for termination of that job ¢

information on the majonty of above pertaining to earlier jobs. or deter-
mination of no earlier jobs ‘

How well did client get along with previous work supemmisor(s)?
How well did client get along with previous workers?

Is the client presently unemployed?

How long has the cliert teen unemployed?

Has the chent sought work recently?

Vi. Vocational Goals
$
Does the client want either a job or training?
Does the client have a specific vocational goal?
if yes why 1s the <hen! interested in that vocational gocl?

How ophimistic or pessimistic 1s the client about his her ability to achieve
a vocational goal?

Does the client have more than one potential vocational goal?

what d<es the cmmrself doing. vocationally, five years from
now?

a
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5 Percent
7018

16 67

1316

1492
1667
702
2369

878
1755

Percent
965

8178

2895

Vil.

Educational Information

1 How far did the client go in school?

2 Mfchent did not complete his, 'her last school expenence, why?

3 Ifclient did not complete high school, has he she passed a high school
equivalency exam?

4 What did (does) the client iike or dislike about school?
5 What were.(ore) the clent's fcvome:sub;ects in school’;
6 What subjects did (does) the client dislike most?

7 What kind of grades did (does) the client make?

8. Amount of previous vocatonal training?

9 » Chent's reacton to previous vocational training

10 Client's feelings associated with his her eaucational expenenceand ed-
ucational status ,

-

Vill. Miscellaneous

1 Clent's percephon or understanding of what has transpired dunng inter-
view

2 Chent's plans between now and next ‘nterview




Topics usually dissussed by the Majoiity of RehabiihaﬁonQounselors_duﬁng
the Intake Interview ‘

| Information Collection Topics

eferral

. Referral source

. Client expectations

. Client feelings
Previous contact
Previous serices

. Cument contact with
other agencies

7. Sewices from other

agencies

Disabliity/Medical
1. Disability

2. Multiple disability?
3. Duration
4
5

OB LN~

T

. Stability

. Previous or current
freatment

. Employment limitations

. Daily functioning

. Client feelings *

o N O

Soclal

Mantal status
Living amangement
Dependents
Fomily members’
attitude :
5 Support from
non-family

6. Satisfaction with
living amangements
Satisfaction with
social life

8. Leisure activities

[
Bow N~

-7
<
Economic

®__ 1 Primary source

of support
— 2 Ofther sources
of support
— 3 Unpaid debis
— 5 4 Additional sources
of support in the
future '
Medical insurance
Client feelings

|

V.

Vil.

Work History

1

— 12

—13

. Vocdational Goals

-® 1
-2 2
3

-

oo

Education

2

3.
4
5.
6
7
8.
9

10.
-9 1.

2. If not high school

3 If not high school .

COPNO O

‘\ﬁmﬁ.

.y
-

Most recent work
Weekly eamings
from above
Lendth of employment
from above
. Satistaction with work
Performance on job
. Feelings associated
with above
. Reason for termination
2-7 for previous employment
. Ability to get along
with. supervisor(s)
Ability to get along with co-workers
Present employment
status
. Length of present
status
. Job seeking behavior

. Vocational motivation

. Vocational objective

. Reason for vocational
objective

. Client’'s perception ;
of ability to achieve
vocational objective

. Other vocational goals

. Long range vocational
planning

iy

. Highest grade completed

graduate, why?

graduate, has client

passed high school
equivalency exam?

Dislikes about schoo!

Favorite subjects

Non-favorite subjects

Grades

Previous vocational training
Reaction to vocational training
Client feelings




(8]

Systematic Interview Programming Format

What are my objactives for this iflenview?

What information does the client need from me to achieve those objectives? Specific

topics developed in Section lll, such as role & function of agency, my role & functon,
client rights, & responsibilities.

What information do I need from the client to achieve those objectives? Specific topics
developed in Section IV under the caregories physical factors, education-voc. skill &
interest factors psychosocialfactors, economic factors, & voc. choice & job accessibility
factors.

. What is the most eftective and efficient way to exchange that information?

A Attractthe client in a facilitative manner so that he,/she comes to the interview with g
pasitive attitude.

8 Cary out all the guidelines for effective planning.
C Structure the interview sefting making it conducive fo the exchange of informatien.

D when disseminating information attend to language level used. amaunt of
information in one shot, timing, and client’s comprehension of the information

E When collectng information. be selective, ayord afacts with minimum meaning ap-
proach, be systematic. anc use questions I moderation




Relevant Information Awareness

¢

Not Known
Known to Counselor fo
Counselor
o
Known . -3* T
to Known Dimension °oQ
28
Chent a
0 3
3
o
Not 35 .
Known 2 x
to Blind Dimension ® g
Clent S

A\
-

VRN
p

83

JE—



SectionV
. Exchanging Information via
Non-Verbal Interaction Techniques
i




Non-Verbal Interaction Te_chnlques

Purpose of Section V

To leam about a set of Non-Verbal Interaction Techniques that seve toinitate the helping
process and facilitate the exchange of irformation.

2. To leam the skills of exchanging information in a non-verbal fashion
3. To leam the skills of facilitating the information exchange process
4 To contrast the impact of effectve and non-effective use of Non-Verbal Interaction

Techniques.
To practice Non-Verbal Interaction Techniques

V4
Definition of Non-Verbal Interaction Techniques

2

Steps
1. Positioning - posturing the body
2. Obsening - seeing the client’s nor-verbal communication
3. Listening - hearing the client’s verbal responses

Importance of NontVerbal Interaction Techniques

Objectives of Non-Verbal Interaction Techniques Training

-

f
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Step | - Positioning Techniques

Deﬁrgtion of Positioning

importance of Facilitative Posttioning
\

AN
N
hY

Objectives of Positioning Training




Guidelines for Facilitative Positioning

.

Put aside what you are doing and give the client your full attention.
Establish a proper distance between you and the client
Face the client squarely ‘
Lean or rotate your body toward the client
Develop eye-contact
Assume and maintain an “open” posture
Maintain a relaxed manner
Refrain ffom distracting movements
Be aware of special positioning considerations for certain types of clients
Dther Guld;!lnes

Pr.ssible Results of Non-Facilltative Positioning

1

® NG s W N

)

Possible Rasults of Facilitative Poslitioning

1

2
3
4
5

~N O

NP 39




Discriminating Between Effective & Non-Effective Positioning

2 Why?

2 Why?




Discriminating Between Effective & Non-Effective Positioning
continued

s S S

51t
4 Is the above position helpful or non-helpfui?
2 Why?

4

o

N

91




Step 1I 7Obse:ving the Client

Definition of Observing

importance of Observing

Obj?‘aives of Observing Training

— p




3

Guidelines for Facilitative Observing

~

Look at the client's Positioning.

Ltook at the cllén"s grooming.

Look at the client's level of activity.

. Look at the client's gé‘stures. | °
. Look at fgcial expressions.

Look for feelings.

Look for pattems in the client’s non-verbal behavior.

® N O AW -

Non-Verbal cues should present you with hypotheses to be checked out with client
Other Guidelines

10
11
12




N2 Step I - Listening Techniques .
Definition of Listening >

7

Iimportance of Listening/

Objectives of Listening Training




—_ = - -
w n

— e
o &

. Have goals for Listening.

> 0 0w ®NO OhA WM >

Guidelines for Effective Listening

Resist intemal distractions.

Initially suspend judgement

Y
. Listen for the client's description of his/her situation.

. Listen for the client’s feeling.

Listen for client's description of his/her behavioral response to a situation
Listen for the client's major area of concem.
Listen for common themes.

Listen to the client's tone of voice.

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

. Communicate your aftentiveness.

Other Guidelines

95



Observing-listening
Exercise 1 ’

1 Did the interviewer practice facilitative obsewing?

LR 8

2 Didthe counselor practice effective listening?

-
»

1 o L4

§
3 What major rpgkes did he make?

4 Which of the guidelines for effective obserning and listening can you be sure he
perdormed?

B

5 What are some things ycu leamed about the client just by obsewing andlisteningto him?

. Possible. Results of Inefiective Observing and Listening

Observing-lListening
Exercise 2

1 Did the inteviewer practice facilitative observing?

2 Did the counselcr practice effebﬁve listening?

3 What were his strong points?

4 Which of the guidelines for effective obseming-listening can you be sure he performed?

I‘

5 What are some things you leamed about the client just by observing and listening to him2

Possible Results of Effective Cbserving and Listening

(11

T,
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L3

| Observing and Listening Practice Exercise

Discussion Toplcs:
A Interqcial momoges\.-good or tad? Why?
Premarttal and extramarital sex Acceptable or not? Why?

Require certification and; or icensure for rehabilitation counselors .«

Double sex standards for men and women For or against? Why?

B
C
D Merge Rehabilitaton and Welfare and do away with eligibility requirements
£
F

Equal employment opportunities for men and wornen

Discussion Questions:
1 Was it difficult to listen to the other person? If so, why?
2 Did you have ditficulty formulating your thoughts and listening at the same time?
3 Did you experience any of the signs of making judgements? ‘

4 Were you able to feed back to the Speakerwhat you heard without anyinconsistencies?




Non-Verbal Interaction Techniques

Positioning &

attention

distance

face squarely

incline body toward
eye-contact
open-posture

relaxed

no distracting movements

8,

Ustening Observing

no intemal distractions client's positioning
suspend judgernent grooming

goals ) level of activity
actual words gestures

self-talk facial expressions
feelings feelings

actions pafterns

area of concern

themes :

fone of voice
inconsistencies
attentiveness
walt

(4 »
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L interaction Techniques $eif-Assessment Guide
' Part | - NonVerbal Behavior Check List

~

During an interview | perform the following behaviors. . .

Yes No N/A

15

17.

—— 19

’ ~ 20

24

22

23.

. Maintain a relaxed position,

. Observe the client's gestures.
13.
14.

15.

. Put aside what | am doing and give the client my total attention.
a -

. Establish a proper distance between me and the client.

. Face the client squarely.

Lean or rotate my body toward the client. -

5. Develop and maintain eye-contact.

6. Assume and maintain an “open” posture. Do not cross ams and

legs. * .

8. Refrain from distracting movements (fidgeting, etc.).
9. Observe the client's posturing. '
10.
14.

Obsemve the client's personal appearance. -
Observe and determine the client's level of activity.

~u

Obseve the client s facial expressions. e

Look for and detemine the client’s feelings from the client's non-
verbal communication.

Look for pattems in the client's non-verbal communication.
Develop hypotheses based on the client's non-verbal cues.

Resistintemal disﬂcctiong. Focus my total attention on the clientand
not think about extraneous things. .

. Initially suspend judgement. | show none of the ewdence of

judgemental thinking such as interrupting the clieni, obvious
affective reactions, etc.

Have goals for listening. | know exccﬂy what | am listening for and
listen systematically.

Listen to the actual words of the client that describe the situation
he/she is talking about. | hear exactly what the client says he/she
sees, hears, senses, etc.

Listen for g description of what the client says to self about the
situation belng discussed.

Listen for and determine the client's feelings from his/her verbal

expressions.

Listen for the client’s description of his/her behavioral actions in the
situgtion.




26 Llisten to client's tone of voice, volu

27 Am aware of any inconsistencies in the client's communication

~ 28 Communicate my attentiveness by varied facial expressions,

: -
24 Llisten for and focus on the client's major area of concem.
. 25 Listen for coramon themes in the client's vertal expressions.
. intensity, rapidity, etc.

especially between' verbal and non-verbal communication.

smiling, head nods, hand gestures, efc. N\




©?

3, What information do | need from the client to achieve those objectives?

~ information in one shot, timing, and interviewce s compr

. \ ‘
Systematic Interview Programming Format
. !

1(”"&,&;\ - ’

1. What are my objectives for this interview?

2. What Information does the client need from me to achieve those objectives?

A. Specific topics developed in Sedfion IIl.

B. Knowledge of my attitude that demonstrote§ respect, positive regard, concem.
aftentiveness, involvement, etc. |

L4

<«

* A. Specific topics developed in Section iV.
B. Knowledge of client’s attitude and involvement. =

-

4. What is the most effective and éfficient way to exchange that information?

A. Athiact the client in a facilitative manrier so that he/sfie comes to the interview witha
positive attitude. ’ s . .o

N

B. Camy out all the guicelines for effective planning.
C.-Struciure the intenview selting making it conducive fo the exchange of information.

D. When disseminating information atiend to the language level.used, amount of
jon of the

<

information.

E. When =ollecting information, be selective, avoid afacts Wilm minimum meaning ap-

4 proach. « . . -

F. Practice effective positioning, observing, and listening.

- «

-

- 3

+

«®




: \lgeleyom Information Aware
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ness Matrix *
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Section Vi .

Exchanging Information via

- Verbal Responding
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L L
Exchanging information via Verbal Responding -

» Purposes of Secﬁoén Vi
1. Yo leam about Moment-to-Moment Verbal imerckﬂo'n Techniques that are hsed, most
frequently to éollect and dlssemlncte information during the intake mtewlew
. 2 To leam the dlfferem uses of Moment-to-Moment Responses.

3. To lean how to identify Moment- to-Moment Responses that are used to exchcnge
+ information.

4. To4eam how fo identify 'mcjor response modes/styles.
5. To contrast effective and non-effective response modes/styles.

6. To synthesize and integk:te everything leamed up to this point by examining Inferaction
Profiles which include total interviews instead of Moment-to-Moment Responses.

7..To practice a facilitative response sfyle.

v L Definition of Verbal Inferaction Techniques "

~

. . “~ -

Step | - Moment-to—Momem Responses During the Intake Intemew
Deﬂnmon of Moment-to-Moment Responses N '

‘Most common Moment-to-Moment Responses during the Intcke Inteview:

1. The Contirue Response

2. The Restricted-Focus Resporse *

. The Exploratory-Focus Response

. The Check Response .

. The Declarative Response . .

. \ . The Self-Expressive Response ‘ ’
F. 3

importance of Moment-to-Moment Respons\es

OO h W

'. 100 . 105




The Continue Response

s
’

‘Definition

~

J

Common examples
Verbal:  “um-hum”
“yes" -
“right”
“yec”
Non-Verbal: body posture *
" head nods
" smile
_hand gestures

\

Importance

COn'!mon uses

_ The Restricted-Focus Response

-

¢
Common descriptors
" closed-ended questions
binary-focus responses
Common examples

How old are you?
What is your name?
What is your social security number?

Have you been here before?

importance

Common Uses




The Exploratosy-Fééus Response

©

Definition

Common examples
Tell me more about. ..

What do you think dbout this plan?
Describe the situation to me.

How did it happen?
importance

" Common uses

P -

‘Definition

Common descriptors

reflections

+ varifications
paraphrasing
restatement

——

Common examples
You mean. . .

You're happy because you.

I understand you saying. . .
Essentially then. ..

importance

-

Common’uses

4

The Check Response

107 .



' we Declarative Response
/o

Definition b Z

Common descriptors

Informing

Statement-of-fact

Instructions .

Explanation ‘ -

Common examples

Our Agency can dg this. . .
His/her office is located. . .
You scored at the 95th percentile. . .
To be eligible you must. . .

Irrportance

Common uses

- »

The Self-Expressive Response
Definition

Common descriptors
aadvice
suppont-ag.proval-assurance
opinion
self-dlisclosure

Common examples

| think you shouid. . .

I'm really concemed about you.
Oh, | think you wili be okay.

| don't like that.

Imboﬂ97e ' ‘

Common uses

1,’.-
, sy

~J




Interaction Techniques Classification Form: Worksheet

) Type of Response

Continue Restricted Exploratory | Check [Declarative Self . Total
. o Focus Focus Expressive
/
\ -
q

total

percent

o . AT P 109 ‘




15.
16.

17.
18.
19.
20.

. Use declarative responses to present iactual information neéded by the client.

y

Guidelines for the Facilitative Use of Moment-to-Moment
. Responses

. Use expioratory-focus and check responses to open the intake interview.
. Use exploratory-focus responses to gather information from the client's perspective.
. Utilize exploratory-focus and check responses to break unproductive pcusés during the

interview.

. Use exploratory-focus, check, and continue responses frequently to build, strengthen,

and maintain rappon.

. Use exploratory-focus, check, and continue responses when you wart to gather

addiional information about a topic being discussed.

. Use explo@tory-fo'cus'.’check. and continue responses to facilitate client self-exploration.
. Use restricted-focus responses to gather sp®cific bits of information.
. Use restricted-focus responses to narow the area of conversation.

se c tinue responses freely to encourage the client to keep talking without inferruptirig
his/herimomentum. a2

. Utilize check responses 10 communicate your understanding of what the clientis saying

v

. Make your declarative responses as descriptive in character and neutral in tone as

stsibIe. %

. Make your declarative responses in a language the client can understand.
. When you tink the client can benefit rom information from your own frame of reference,

use self-expressive responses. ,

Avoid self-expressive responses in the form of inappropriate advice.

Avoid se'-expressive responses that communicate low levels of respect and negaiiie
regard.

Other Guldellnés

11"\
v




.

When You Want To

Open an interview

Using Moment-to-Moment Responses ‘

.

L Uil the

Following Response

Exploratory-Focus

Check ~

-

Examples of How

“Lef's begin by .

you telling me -
what brings you .
here.”

"You look a litle -
anxious today.”

JWhy ¢
Focuses inter-
view on client
concems

A

Gcthe} infor-

Exploratory-Focus

“What are you

Enables you to

mation from the thinking right avoid imposing >
client's per- now?" your ewn diag-
ception “Tell me more * nosti¢ blases
. about.. " into the infor- ,
-~ mation process
and. minimizes v -
categorical and
i . labeling biases  * s
To break unpro- Exploratory-Focus “Tell me what you Encourage client: -
ductive pauses- ' gre thinking right to talk with
Get client to NOW." many attematives
statt talking Check “You seem to have for self- ,
again after a loss for worc: expression A
lapse in dis- ¥ _fight now.” - ?
- cussion b
Build, strengthen Exploratory-Focus “Tell me what Communicates
and maintain . you are expeti- attentiveness,
. ;rcppo,ﬁ encing right interest, copcem,
now." involvement, and .
Check "It seems that allows client
you think you free expression
ae .." thus focusing:
. Continue . “Um-hum” interview on
*  cliegt concems
. Gather additional Exploratory-Focus “Tell me more Facilitates the
' information about . about. . . client's elabo- "
a topic being ! Check “gssentially ration of a
discussed then you think. . ." point .
Continue , ‘YeQ' *
Facilitate client Exploratory-Focus " “Tell me a little Communicates ’
self-exploration about yourself.” * aftentiveness,
. “Check’ "“You are angry interest, coricem,
X because you. .." involvement, and
Continue “Um-hum” allows client
free expression
! thus focusing
— interview on
) client concems .
) Gather a’specific Restricted-Focus “How old are Most direct means
) bit of infor-’ you?" . ’ of gathering
mation . specific bits o

of information




Utilize the
Following Response

Restricted-Focus

When You Want To
Narow the area
of conversation

.

b

<

Examples of How

“"How old are
you?"

T

Why
Focuses the
client's.atten-
tion on a central
issue

Encourage client - Continue
to keep talking

without inter-

rupting his

momentum

Communicates

oftentiveress,
interest, concem,
and involvement

Communicate
understanding so
as to get addi-
tional infor-
mation

“You're really
tense.”

f

Lets client know
you understand
and encourages
continued talking

Give client Declarative
factual objective >

information )

“"QOur agency will
do this. . ."”

Gives client
information not
readily available
to him

To express
assurance and
support . e

Self-Expressive

1)

“I think you can
doit.”

Sometimes needed
during-helping
inteview

To disclose some- Self-Expressive
thing about self

to client

* "l once had that

same experience,
L.

Sometimes needed-
during helping
interiew

Ghve client Self-Expressive
information from
your own frame of

reference

“This is the way
| see it."

Sometimes needed
during helping
interviéw.

o

‘All%*qmcl Interachan Techniques are used uj conjunchion with Faciitative NonVerbal interaction Techmiques

i




Step 11 - Major Response ‘Sfyles during
the intake Interview
Fd - 3 )
Définition of Résponsé Styles

lmponancexof Response Slyles *
& : *

) !
13

b2

>

.Objectives of Response Style Training ‘, \

~

N




LI

)

interview Pr%ﬂla

t

information Information
Collection - _Dissemination /
@ "¢ hd
( .

2

Continue  Restricled-  Exploralory- Check  Declarative . Shit *_
Focus < Focus Expressive




.

- » The listener

, Definttioni
! (

. [ 4

. \ v

.,  Description of Listener
% 4
flect of Listener on Client : !
. . i

on Client

~ -
\ -
The Interrogator
&
Definition
» l
Description of interrogator |
‘
‘ ‘ N
' ‘ 1
Effect of interrogator ? }
-
i
|
\
|
i
|
|
"
|




) L
Definition ? (9
- L
4
' Description of Explorer P .
Y -
» d Em ) ’
on Client y :
\ [} A \ -*
g LJ/
< ' _/" '
‘A.
. .
i -4
, The Reflector =
prd &
{ ' ' ,
i
}
g
Definition
W
]

c\'.,

/ ) e

_ Description of Reflecior

Effect of Refleclor, .
on Client . - : f

. , )
I .




—

° . . .. The Informer

.

Definition

Description of Informer

!

=,
Etfect of Informer
on Client
E
The Self-Expresser
X y
Definition ) )
- Description of Sel-Expresser
Eftect of Seli-Expresser
on Cllent |

T
b
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Per-
cent

*

K

Interaction Profiles of Rehabilitation Counselors

During Initial Interviews

information
Collection

»

Information
Dissemination

100
90
80
70
60

~50
40
30
20

10

¢

Continue

~

¥

5%

Rosirlcfod-
Focus

13 State Sample - Late 60’s, Eaily 70's
(N=32)

18%

Exploratory-
Fdcus

Check -

o

Declarative

.

Self-
Expressive




i

Interaction Profiles of Rehabilitation céunselors
During the Initial Interview

Per Information . information
cent %llocﬂqn Dissemination
\' 100 \
. {
<~ | % -
80 i
70
60
r ‘ <
< / 50 5‘
40
35%
30
20 _20’; 22%
) 13%
10
7 0 ‘
é 4
Continue Restricted-  Exploratory- Check Declarative
: Focus Focus &
. Self-
Expressive
(. -
1 State Sample - Mid 70's
o (N=56)
kN
Notes:




Per-
cent

Inierocti;:n Proﬁlés of Rehabilitation Counselors
During the Initial Interview
. A

Information
Collection

Information
Dissemination

Continue

Notes:

Resiricted-  Exploratory- Check

‘~Focus

1 State Sample - Late 70's

" Focus

(N=30)

Declarative Self-
Expressive




1
2
3
4
5

6
7
8

~ A

. . . 3 G
Guidelines for a Facllitative Response Style
Behold the Facilitator: *

>

. Assume a position to exchange information in the most effective manner.
. Obseive the client. -

. Listen to your client. _

. Open the inteniew with responses that will focﬁs on 3h€ cr:mcems of the client.

. Continue fo facilitate the information ex¢chance process by focusing on the client
concems. ‘

. Allow the client as many altematives for self-expression as possible.
. Faciiitate the client's elaboration of topics.
. Use responses that tend to widen the client's perceptual field.

9. “Train” your clients to freely express themselves.

10
11
12
13
14
15
16
17

18

19

. Establish this “training” process early.
. Build, strengthen, and maintain a positive relationship.
. Communicate you attentiveness, concem, and involvement.

. Avoid the use of questions as your only toogor gathering information. T~

. Let the client know you are hearing him/her comcetly.

. Communicate your empathic understdndlng of the client frequently. .

. D@ not hesitate to clear up your thinking of what the client's communication may mean.

. Break unproductive pauses during the interview with responses that keep thefocus on the
client. ' )
&

. When focfui:l informaticn is needed. by the client, utilize declarative responses
appropriately.

20.
21.
22.

. When Information from your frame of reference seems copropriate, use self-expressive
. responses wisely. .
Other Guidelines
N
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Use What

When You
Want to

“Why

Suggestions for a Facilitative Response Style

How

Positioning

Engage client

.Communicates

attentiveness,
invoivement &
concem

Posture

Observing

.

Collect non-
verbal infor-
mation &
communicate
respect

Enables you

to really

“see” client
“N

A

Look at
client

Listening

, Collect

vetbal
information &
communicate
respect

Enables you
to reqlly
“hear”
client

Active .
Listening
Techniques

Exploratory-
Focus &
Check
Responses

%

\

Open the
interview

;

)

Focuses in-
terview on
client

. concems -

. g -
1

7 “What can |
do for you
today?’
“You look
quite excited
about some-
thing.”

Exploratory-
Focus
Responses -

Gather infor-
mation from
client's
frame of
reference

Avoids impos-
Ing your own
blases into
information
gathering
process

“What do you

think about
"?"

‘Continue,
Check, &

Exploratory-

Focus
Responses

Build,
strengthen, &
maintain a
positive
relationship

Facilitates
rapport

“Uh-hum”
“You seem
down today.”
"Describe
your reaction.”

Continue,
Check, &
Exploratory-
Focus
Responses

Allow client
as many alter-

: natives for

self-
expression
as possible

Ddes not re-
strict ex-
pression.

- Encourages

expression

“Uh-hum”

“So you don't
like it that
way.”
“Desciibe the
situation.”

Exploratory-
Focus
Responses

Widens

. cllent's

perceptual
field

Solicit the
client’s
views,
opinions,
thoughts, &
feelings

“How do you
see it?"




When You

—

Use What Want To Why How
Exploratory- Focus on Allows What do you '
Fcus, Check, client's . client frée- think of it?"

ontinue concems " dom of “You're really
‘Responses ' expresslon angty about
. that.”
. “Uh-hum”
Exploratory- Facilitate Encourages “Tell me more
Focus, Check, elaboration namative about.*
& Continue . of topic type respond- “This is what
Responses ing instead | hear you.
h ot short saying. . ."
C { auick answers “Unh-hum” hel
Exploratgyy- Train your _ Encourages "Describe
Focus client to namative your
Responses respond more statements ction.”
openly instead of aey
\ short quick -
answers
Exploratory- Set a pattem Avoids a "How did you
Focus, Check, that facti- pattem that do/see that?"
&Continue tates free discourages “You seem
Respounses expression - free depressed
expression today.”
“Uh-hum”
Exploratory- Avold ques- Allow alter. “Tell me more
Focus & Check tioning as nate forms of about. . "
Responses only tool for information “Describe the
gathering gathering' stuation.”
information “Then you
really want
. to..."
Non-Verbal Communicate Communicates Position,
Interaction your atten- respect Observe,
Techniques tiveness, Listen, Label,
/7 & Continue concem and “Uh-hum”, head
Responses involvement nods, hand
. gestures
Restricted- Gather Most direct "How old
Focus strictly means are you?”
factual infor-
mation
Check Let the Communicates “What | hear
Responses client know understanding you saying
: how you hear > is. ¢ .
him °
<
~
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. When You /

Use What ¢ WantTo~ Why " How
Check Clear up Provides “Essentially
Responses your thinking opportunity then you

as to what fo clarify want to. . ."
client any mis-
means uncerstanding
Exploratory- Break unpro- Keeps the “What are you
Focus & Check ductive focus on - thinking right
Responses pauses Client & en- now?”
during courages “You seem a
interview self-expres- little con-
sion fused.”
Declarative Give factual Provides "Our agency
Responses information client with can do this.”
R needed infor- (Desciriptive
TN mation not in character,
<O N readily avail- neutral in
able tohim tone & in a
language client
. can understand)
</\Se}-§ Give infor- Sometimes "You can do
Expréssive mation from helpful it
Responses your frame during (Avold advice
of reference interview giving, preach-
ing, blaming,
exhorting,
5 placating, co-
joling, intel-

lectualizing, etc.)




Information Dissemination Assessment Form

check by each behdvior you think was performed. | . .

Drections  The Information Dissemination Assessment Form includes topics whlch may be
discussed during the initial rehabilitation counsellng interview in cotegqnes V.
Use the form to check the fopics you hear discussed with the client. Category V |
allows you to assess the mannerin which information was disseminated. Macea -
I. Role & Function of the ' S \'A

Rehabilitation Agency .

Purpose of agency

. What'the agency is rot *
Eligibility ctteria . -

. Fact that an dligibilfy  ~
decision will bé made

. Sewices provided

. Objectives of certain
semices

7. Why the person was referred

HBW N >

[T

oo

" 1. Role & Function of the
~ Rehabllitotion Counselor

. Aranger of sewvices

. Provic}!fr of sewvices

. Client*advozate

. Team member

. Joint approach with clieft

. Actions in specific
situgtions

. Lack of action in specific
situations

2. Intewiew information

utilization \
9. Extemal information
utilization

lll. Client Rights

]
—

—

——

OO b Wl >

~

——
r——
————
——

Objectives of interview

. Condidentiality

. Right to appeal ineligibility
Appeal process

. Righi to administrative review
of service dissatisfaction

—— 6 Civil rights

|
O awn -

- «

~ V.

Cilent Rosponslbllmes

1.

Obh wN

. Provided information in a

Regcrdmg general
medical exam

. Why exam is needed

. What the exam consists of
. Regarding specialist exam ~
. What specuclust excms are

needed 2
Why specializt exams are
needed *

. Explanation of forms

Why forms are to be signed
Responsibitities beyond g
eligibility detemrination

. Specific responsibilities in

reiation t specific sewices
beyond eligibility determination

£
Communicated information
at the client's level of under-
standing.
Avoided presenting too
much information in “one
shot.”

well timad fashion.
Made sure client under-
stood information provided.

.

N\




Dlrections  The Information Collection Assessment Form includes topics which méy be dis-
cussed during the initial rehabilitation counseling interview. Use the form to check
“the topics youhear discussed with the client during the internview.

)

Information Collection Assessment Form

. Referral -

1 Refenal source

. Client expectations

. Client feelings

. Previous contact

. Previous serices

. Cument contact with
other agencies

. Sewices from other
agencies

oMb wN

~

. Disabilly/Medicai

. Disability

. Multiple disability?

. Duration

. Stability

. Previous or cunent
treatment

. Employment limitatons

. Daily functioning

8. Client feelings

bW >

~N O

Marital status
Living amangement
. Dependents
Family members’
aftitude
Support rom
non-family
. Satisfaction with
living amangements
7 Satisfaction with

B W N >

social life
8 Leisure activities

2 Other sources
of support

3 Unpaid debts

4 Additional sources
of support in the
future

— 5 Medical insurance

— 6 Client feelings

V.

Vil

Work History

1.
2

— N

— 12

_13

. Vocational Goals
1.

2

o O

3.

4
5.
6.

7
8.
9

10.

3.

Most recent work
Weekly eamings
from gbove
Length of employment
from agbove
Satisfaction with work
Perfformance on job
Feelings associated
with above
. Reason for temningation
2-7 for previous employment
. Ability to get along ,
with supevisor(s) ‘
Ability to get along with co-workers
. Present employment
status
. Length of present
status
Job seeking behavior

Vocational motivation
Vocathonal objective
Reason for vocational
objective

. Client's perception

of ability to achieve
vocational objective
Other vocational goals
Long range vocational
planning

Education -

L T

COENOC O

j Sy

A

Highest grade completed

2 If not high school

graduate, why?

3 If not high schiool

graduate, has client

passed high school
equivalency exam?

Dislikes about school

Favorite subjects

Non-favorite subjects

Grades ™

Previous vocational training
Reaction to vocahonal training
Client feelings

J




interaction Techniques Classification Form: Worksheet

Type of gpon'u
_ Exploratory | Check Deciarative
Focus
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interview Profile

" Information

Collection

information
Dissemination

A e

80

70

60

50

40

30

20
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Draw your profile in accordance with how you belleve

Continue

Focus

Focus

would look for one of your typical initfal interviews.

Resfricted-  Exploratory: Check

!

Declarative

Selt-
Expressive

your profile of Interaction Techniques
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Interaction Techniques Self-Assessment Guide
' Part Il - Verbal Responding

During an interview ¥parform the following behaviors. . .

Yes No N/A

1. Open the inteiview with an open-ended question or statement that
N focuses on ine concems of the client.

2. Allow the cliant as many altematives for self-expression as possitle
by making open-ended questions and statements, reflecting my
understanding of what the person is saying, and use short verbal
responses such as “uh-huh”, ‘yes"” etc. that ecourage him/her to
continue talking. .

3. Utilize freely open-ended responses, such as explorc - y-focus, \
check, and continue responses, to build, strengthen, and maintain
a positive reiationship. e 7

4. Avoid excessive use of responses that call for short, quick client
responses that tend to curail his/her perceptual field and
elaboration of t%pics. :

5. Consclously attemptto establish an earty pattem of responding that
~ facilifotes client expression and predominately use the open-
ended responses of exploratory-focus, check, and continue and

. avoid predominately using closed-ended questions.

6. Communicate my ditentiveness, concem, and involvement by
practicing the effective non-verbal techniques of positioning,
obsewing, " listening. and frequently make - verbal continue
responses.

7. Avoid the use of questions as my o‘nlytoolforgamering information.

8. Break unproductive pauses with exploratory-focus and check
responses.

9. Use restricted-focus resconses only to collect specific bits of
required information or to appropriately nanow the area of
discussion.

10. Often communicate my understanding of what the client is saying
FS with check responses.

44. Often communicate my understanding of what the client is
-~ expernencing.




, Frgjuemly verbalize what | think the client is communicating.

Have a matter-offact attitude and\tone o1 voice when giving the
client objective and factual i:f?n i
|

Use language the client umderstapds and avoid jargon+ and
confusing terminology.

15 Avoid presenting too much information 1 the client at “one shot”
\$ Provide information in a welktimed fashioh.
177 Make sure the client understands the information | provide.

18. Use supportive, self-disclosure, etc. responses when called for

’

19. Avoid giving inappropriate advice.

20 Avoid responses that communicate low levels of respect and
negative regard.

-
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Rehabilitation Intake Interview Guide

R} ‘ * R

Possible Information Dlssomlnuﬂon‘TopIcs to Discuss with Client

{. Role and Function of the Rehabllitation Agency

1.

2
3
4
5
6.
7
8
9

. General statement about what the rehabilitation agency is.
. General statement about what the rehabilitation agency is not.

. Feedback to client of any understanding of client's reaction to information about

General statement about the purpose of rehabilitation.

. Explanation of what makes a person eligible for vocational rehabilifation semvices.
. Explanation that an eligibility decision must be made in client's case.

Information,on serv:f'ces that can be provided.

. Information about the contribution of certain sewices to meeting objectives.
. A statement about the referral process.

*

the role and function of the agency.

Il. Role and Function of the Rehablittation Counselor

1.
2.

3.

4.

O 0 N O O

10.

Counselor's role as an aranger and/or coordinator of services.

Counselor's role as a direct provider of services.
Client advocacy role. .
Role as a team member.
.. Joint approach with client.
. Statements about what the counselor will do in specific situations.
. Statements about what the counselor will not do in specific situations. .
. Stcteme}mts about how the counselor will utilize information collected from client.
. 'Stctenqents about how the counselor Will utilize information collected from extemal
sources.
Feedback to client of any understanding of client's reaction to counselor's

discussion of his role.

I11. Client Rights

A

@ N OO0 s W

. Statement about how infqrmction collacted will be used.

. Explandtion of the a

. Feedback fo client of any understanding of his reaction to counselor's discussion of
client's rights. -

Statement about the importance ‘of sharing information.

. Statement about confidentiality.
. Explanations of clierK; right to appeal if found ineligible. ¢

eal process. - ’ g

. Explanation of client's civil fights.
. Explandtion of client assistance projects if these are available to client.

A

131



V. Cilent Resporisibiilties
1. Explanation of what client needs to do to get general medical exam.
2. Explanation of why the general medical exam Is needed.
3. Explanation of any requested client actions relcted?g psychological qxcminctiéns.
4. Explanation of other requested client actions. *
5. General statement about client responsibilities throughout rehabilitation process.
6. Statement of specific client responsibiities in relation to specific sewices.

7

. Feedbackto clientof any understanding of client’s reaction to information about his
responsibilities.

[

o
{
Vad
g
-
©
3 "
13
- 120




{. Refeiral Information

W N

o O A

Possible Information Collection Topics to Explore

a

. Rgtenol source.
. Client expectations iiom Vocational Rehabilitatiori A_gency.
. Client's feelings associated with being refemed or seeking vocational rehabilitation

senices.

. Amount of previous contact with a state vocational rehabillitation agency.

. Previous sewices received by client from a state vocational rehabilitation agency.
. Amount of contact with cther agencies or professionals.

7.

Senices being received by client from other agencies and professionals.

iI. Disabiilty/Medical information

1.
. Are there muttiple disabjlities?
. Duration of disability(les).

. Stability of disability(ies).

N o O h W N

8.

Disability reported by client.

Previous or cument treatment for disability(ies).

. Disability-caused limitations to employment. ]
. In what manner and to what extent has the client's disability affected him/her in

regard to non-employment related daily functioning?
Client's feelings asscciated with his disability.

ill. Social information

® N OO R W N -~

. Client's marital stotus.

. Client's cunrent living arangements. /

. Number of dependents. \

. Attitude of family members toward clignt seeking vocational rehabilitution services.

Support from non-family associates. v/

. Client's satisfaction with cument living anangements.

Client satisfaction with social Iife.

Factors In the client’s sociql life that might interfere orfacilitate client's rehabilitation
plan. '

. Client's feisure time activitles.

i

37)
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IV. Economic Information

1. £lient’s primary source of support.
2. In addition to his ptimaiy source of suppor, does the client have other sources of
support?
3. Dpes the client have any unpaid debts of significant size? -
4. Will the client r.wove any addifional sources of income in the future?
5. Does the client have medical insurgnce?
6. Client's feelings associated with his economic situation.
V. Work History '

1. The client's most recerit work experience.
2. How much was client’s weekly eaming on that job?
3. Legth of employment for that job.
4. Time passed since that jqb held. .

. How did client like the job? AN - _

* 6. How well did the client perform the job?
@ 7. What are client's feelings about his most recent employment situation?

" 8. Reason for termination of that job.

9. information on the majority of above pertaining to eardier jobs, or determination of )
; no eatdier jobs.

10. How well did client get along with previous work supetvisor(s)?

14. How well did client get along with previous workers?

12. If the client is presently unemployed, how long?

13.

Has the client sought work recently?

V1. Vocdational Goals

1.

2.

3.
4.

5
6.

Does the client want either a job or fraining?
Does the client have a“specific vocational goal?
If yes, why is the client interested in that vocational goal?

How optimistic or pessimistic is the client about his ability to achiev cational
goal? , -

Does the client have more than one potential vocational goal?

What doas the client see himself doing vocationally, five years from now? '




VIi. Educational information
1.
2.

. If client did not complete high school, has he passed a high school equivolency.

O 0N OO S

4.

-

How far did the client go in school?
if client did not complete\is last school experience, why?

exam? -

. What did thee client like or dislike about séhool?

. What were his favorite subjects in school?

. What subjects did the client dislike most?

. What kind of grodes‘did the client make?

. Amount of previous vocational training. :
. Client’s reaction to previous training.

10.

Client's feelings associoted with his educational exdperience and educational
status. ’

Major factors about client's educational situation that will interfere with or facilitate
his rehabilitation plan.

Vili. Miscsélianeous

1.

Client's percaption or understanding of what has transpired during the interview.

2. Client's plans between now and next interview.

132
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: ,lnieracﬁon Techniques Classification Form: Worksheet

Type of Response
Continue Restricted Expioratory | Check {Deciarative Self Total
Focus Focus ., Exprassive
r

total

percent
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Interaction Techniques Self-Assessment Guide
Part | - Non-Verbal Behavior Check List

During the interview just completed. | performed the following behaviors.

Yes No N/A <

the interviewee.

shoulder and left shoulder opposite the person’s right.
4. Leaned or rotated my body toward the person.

5. Developed and maintained eye contdct.

my legs, folding my crms etc. - PV

PO
» PR

9. Looked at the inteniewee's positioning.

10. Looked at the infeviewee's grooming.

11. Looked at the interviewee's level of activily.

12. Looked at the intelviewee's facial expressions.

13. Looked for feelings expressed by the interviewee.

out with the interviewee.

and did not think about extraneous things.
17. Initiclly suspended judgement.

7. Maintained a relaxed mcnner while cvouding ngldpostune )
8. Refrdined from making dlstrcctm‘g movements such as fidgeting:

44. Looked ?or pattems in the person's non-verbal communication

18. Hod géols for listening. | knew exactly what | was listening for.

1. Put aside what | was doing and gave the person my full attention.
2. Eslablished a proper and comfortable distance between me and

"

3. Facedthe person squarely. Right shoulder opposite the person’s left

-

6. Assumed and maintained an open f)osture by ovou;ilng crossung ,‘

I

15. Devéloped hypotheses based on my obseivations to be checked

46..Resisted intemal distractions. | listened wn‘h a clear and open mind

19. Listened to'the actual words of the person that described the

situation he/she was talking about, what he/she actually saw,

heard, sensed, etc. ’

about the situation.

21. Listened for the way the person felt.

20. Listened for a description of what the person said to him/herself

22. Listened for the person’s description of his/her behavioral actionsin

the situation; what overt ccnon he/she actually did or did not

perfforrn.

24 Llistened for the person's major area of concem

25. Listened for common themes expressed by the person

23. Listened for the persor'; motives or intentions in Yhe situation

>~ -
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Yeos

No

N/A
26.

27.

28.

29.

30

y

\

Listened to the person's tone of voice, volume, inténsity. rapidity, etc.

Listened for any inconsistencies in the person's communication.

Communicated my aftentiveness with varied facial expressions,
smiling, nodding head, hand gestures, etc.

Waited before responding verbally. During this “wait period” |
systematically labeled, organized and described to inyself what |
had observed and hecrd. Forexample, | described in my own mind,
the event the person was talking about, what he/she said to
him/herself about that event, any feelings experienced, and the
overt actions peformed by the person whule focusing on the
person’s major area of concem.

| thought atout the verbal response to make to the parson and
chose the most facilitative one that would best help me achieve my
objectives for the mtervlew

125
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: Interaction Techniques Self-Assessment Guide
[ Part Il - Verbal Responding Check List

During the interview just completed, | performed the following behaviors. . .

Yos No N/A

10.

11.

i2.

13.

14.

. Opened the Interview with an open-ended question or statement

that focused on the concems of the interviewee.

. Allowed the person as many altematives for self-expression as

possible by making open-ended questions and statements,
reflecting my understanding of what he/she was saying, and used
shot verbal responses such as “uh-huh”, “yes”, efc. that
encouraged person to continue talking.

. Utilized freely open-ended responses, such as exploratory-focus,

check, and continue responses, to build, strengthen, and maintain
a positive relationship.

. Avoided excessive use of respcnses that called for shot, quick

interviewee responses that tend to curtail his/her perceptual field
and elaboration of topics.

Consciously attempted to establish an earty pattem of responding
that facilitated interviewee expression and predominately,used the
open-ended responses of exploratory-focus, check, and continue
and avoided predominately using closed-ended responses.

. Communicated my attentiver ess, concem, and involvement by

practicing the effective nonwerbal techniques of positioning,
obsering, listening, and frequently made verbal continue
responses.

. Avoided the use of questions as my only tool for gathering

information.

. Broke unproductive pauses with exploratory-focus and check

responses.

. Used restricted-focus responses only to collect specific bits of

required information or to oppropiiately: naow the area of
discussion.

Often communicaied my understanding of what tha person was
saying with check responses.

Often communicated my understanding of what the person was
experiencing.

Frequently verbalized what | thought the person was
communicating.

Had a moﬁer-of-f/acf affitude and tone of voice when giving the
person objectwek::d factual information.

Used language the-person understood and avoided jargon and
confusing terminology.’

1 ’) (&)
tr 2
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15

16.

17

18.

19

20.

Avoided preseriting toco much information to the person at “one
shot”.

Provided information in a well timed fashion

Made sure the interviewee understood the information | provided
Used supportive, self-disclosure, etc responses when called for
Avoided giving inappropriate advice.

Avoided responses that communicatea low levels of respect and
negative regard. .




Iinformation Dissemination Assessment Form

v

in Categones | - IV, check the topics that were discussed with the client during the just com-
pleted inteview In Category V, check each behavior that described the manner in which

information was disseminated

i. Role & Function of the
Rehabliitation Agency

Purpose of agency

What the agency is not
Eligibility criteria

Fact that an eligibility
decision will be made
Sewvices provided
Obijectives of certain
semvices

7 Why the person was referred

1
2
3
4

i.

Arranger of sewvices
Provider of semices
Client advocate
Team member
Joint approach with clhient
Actions in specific
situations
7 Lack of action in specific
situations
. Interniew information
utilization
External information
utilization

Client Rights

1 Obijectives of interview
Confidentiality

Right to appeal ineligibility
Appeal process

Right to administrative review
of serice dissatistaction

Civil rights

N b WwhN

o

iv.

Client Responsibilities

1

O bW

o

O 0~

10

Regarding general
medical exam
Why exam is needed

. What the exam consists of

Regarding specialist exam

What specialist exams are

needed

Why specialist exams are .
needed |
Explangtion of forms

Why forms are to be signed
Responsibilities beyond

eligibility determination

Specific responsibilties in

relation to specific services

beyond eligibility determination

Communicated information
at the client's level of under-
standing.

Avoided presenting too
much information in “one
shot.”

Provided information in a
well timed fashion.

Made sure client under-
stood information provided.
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Information Collection Assessment Form

Check the topics that were discussfed with the client in the just completed interview.

~

1. Refemal source

2 Client expectdtions

3. Client.feelings

4. Prewvious contact

5. Previous services

6. Cumrent contact with
other agencies

7. Sewices from other
agencies

Disability/Medical

1. Disability

2. Multiple disability?

3. Duration

4. Stability

5. Previous or cument
treatment

6. Employment limitations

7. Daily functioning

8. Client feelings

. Marital status
Living amangement

. Dependents
Family members'

attitude

5. Support from

non-family

6. Satisfaction with

IMNg arangements

Satisfaction with

social life

8. Leisure activities

B WA >

—_—

. Economic

Primary source
of support
2. Other sources
of support
3 Unpaid debts
4 Additional sources
of support in the
future
Medical insurance

—_ 1

—— 6 Client feelings 7

VH.

. Work History -
——— 1. Most recent work

T

2.

3.

7.
8.
9.

10.

— 1.

—12

— 13

1.
2

3

|

Weekly eamings

from above

Length of employment
from above

4. Sdtistaction with work
5.
6. Feelings associated

Performance on job

with above
Reason for temination
2-7 for previous employment

“Ability to get along

"with supervisor(s)

Ability to get along with co-workers
Present employment

status

Length of present

status

Job seeking behavior

. Vocationa! Goals

Vocdational motivation
Vocational objective
Reason for vocational
objective

. Client's perception

of ability to achieve
vocational objective

. Other vocational goals
. Long range vocational

planning

Educdtion

1

,.'
.
4

OvVvooO~nNOO;A

Highest grade completed
If not high school
graduate, why?

If not high school
graduate, has client 3
passed high school i
equivalency exam?

. Dislikes about school

Favorite subjects
Non-favorite subjects
Grades

. Previous vocational training

Reaction to vocational training
Client feelings

"D




Per

interview Profile

>
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100

90

80

60

40

20

10

CO|Ioct'ion

70

~ 30 :

!
Ve

Continue

Restricted-
Focus

My Interview Proflie In a
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Focus
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Systemadtic inferview Programming Format )

3

1. What are my oblectives for this interview? e
2. what information does the client need from me to achieve those objectives?
Q. Specific topics developed in Section M.

b. Knowledge of my attitude that demonstrates respect, posmve regard, concem,
* aftentiveness, involvement, etc.

3. What information do | need from the client to achieve those objectives?
Q. Specific topics developed in Section V.
b. Knowledge of interviewee's aftitude and involvement.

4. What is the most effective and efficient way to exchange that information?

a Attract the client in a facilitative manner so that he/she comesto the interviewwith a
positive aftitude.

b. Cany out all the guidelines for effective planning.
c. Structure the interview setting making it conducive to the exchange of information.

d. When disseminating information attend to language level used, amount of

information in one shot, tirming, and inteniewee’s comprehension oi the
information.

e. When collecting information, be selective, avoid a facts with minimum meaning
approach, be systematic, and use questions in moderation.

f. Practice effective positioning, observing, and listening.

g. Utilize a facilitative response style by making moment-to-momept responses in @
manner that encourages free expression, openness, topic elaboration, etc.

X ’
\

\

F—_




Relevant Information Awareness Matrix

Known
to
Client

Not
Known
to
Client

Not Known
to
Counselor

Known to[CounseIor
\

Known Dimension

N\

uoisuaiulg USPPIH

3lind Dimension

Unknown
Dimension

N

e,
~a
{

S
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The Rehabilitation Intake Interview

-

The Skills

~

I Systemdtic interview Programming

A. Afiracting the Client

B. Planning the Interview

1. Mode of Communication 1. General “Game Plan”
2. Tg Whom 2. Systematic Format
3. Who the interviéw is with 3. Content and Process
4. What will happen - 4. Specific objectives
. 5. Where the interview is 5. Written Plan
6. How to get there 6. Review
7. When the inteview is 7. Inform Client
8. Why or purpose of the 8. Moment-to-Moment
interview Obfectives
9. Personal reason to com 9. Client Focus vs
40. Follow-up . Fom Focus
N 10. Fiexible
C. Structuring the Interview
Sefting
4. Bamiers
2. Chairs
3. Client Comfort
4. Distracting Variables K
5. Confidentiality
6. Neatness
7. Temperature
8. Lighting
9. Accessibility
) 10. Time

Il. Information Exchange

A. Information Dissemination
Eﬂocﬂvoqm .

1. Role and Function of Agency
2. Role and Function of Counselor

3. Client Rights

4. Client Responsibilities

5 Counselor Slyle
Ltanguage used
Amount of information
Timing
Fomat

¢

. Referal

. Disability/Medical
Social
€conomic

. Work History

. Vocational Goals
. Education

. Counselor Style
Systematic
Selective
Shot-gun
Open-ended

ONO D WN

B. Information Collection Effectiveness



iil. Non-Verbal interaction Techniques

A. Positioning B. Observing
4. Attention 1. Client's positioning
2. Distance 2. Personal appearance
3. Face squarely 3. Levels of activily
4. Body inglination 4. Gestures
5. Eye-comntact 5. Faclal expressions
6. Open-posture - 6. Feelings
7. Relaxed 7. Pattems
8. Distracting movements

C. Ustening

4. Intemal distractions
2. Suspend judgement
3. Goals -

4. Actual words

5. Self-talk

6. Feelings

7. Actions i
8. Areq of concem

9. Themes

10. Tone of voice

441. inconsistencies

42. Altentiveness

13. Watt _
V. Verbal Responding

A. Moment-to-Moment Responses B. Response Styles
4. Continue Response 4. The Listener
2. Restricted-Focus Response 2. The Intenogator
3. Exploratory-Focus Response 3. The Explorer
4. Check Response 4. The Reflector
5. Declarative Response 5. The Informer
6. Self-Expressive Response 6. The Self-Expresser
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. The Facliitator.

. Open the interview

. Gather information from client's perspective

. Break unproductive pauses . >
. Build and maintain rapport ! »
. Gather additional information

- Facilitate client exploration

. Gather specific bits of information

. Narrow the area of conversation

. Encourage client talk without interruptions

. Comimunicate understanding

. Present objective factual information

- Information from one’s own frame of reference .
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