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Preface

!ntake interview Skills for Rehabilitation Counselors:
. A Participant's Workbook.

What is It? ,

4
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 its purpose? -1

1. To provide a record of the training session experience for you to take with you

2 To help you 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 training

Intake interview
s
Skills for Rehabilitation lottation Cdunsers:

A Participant's Workbook.

How do I use it?

The trainer will direct you as to what page to turn to as material is presented and training
exercises are performed. /

The woi,:book is yours. Use it to facilitate your learning of intake interview skills.
. .

Intake Interview Skills Training for RehabiliktiOn Counselors:

The Process. ...-
The training approach used during this training session is based on a model that requires

the trainer to tell -1-4 demonstrate 4 elicit action * summarize *assess, which
draws on the learning models of learning by listening, learning by obseivhg, and learning by
doing This will require you to listen ---4 watch ---) discuss ) da 4 assess.

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

I. Definition
II. Rationale
III. Objectives
IV t Guidelines
V i Demonstration of Non-Facilitative Techniques*
Vi. Results of Non-Facilitative Techniques'

VII. Demonstration of Facilitative Techniques
VIII Results of Facilitative Techniques

IX. Discrimination Exercises
e X Practice

Xl. Summary

I he demonstration of Facititatrve and Non-FacValive Techniques involves the demonstration Qf multiple counselor
behaviors although the focus will be on trclkopecrfic technique at a time

t-,



Group Discussion

group discussion is an,integral element in the success of the training session. Learriing will
be facilitated by you freely expressing your reactions, ideas, etc.

S

4

Have A Learning Experience!

iv*



.

Section 11

Introduction to Intake hiterview skills
for Rehabilitation Counselors



4

I.

Type 1 - The focus is on

Interviews
Major Types crd Examples

Examples include

TWie 2 The focus is on

Examples include

i

- ..

The Rehabilitation Counseling Intake interview is an example of type where

the major. locus is on

Objectives of TheRetiabilitation Intake.
Interview SkillsTraining Package

a

V'
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Information
Known to
Clienf

Information
Not Known
to Client

Information Awareness Matrix

Information
Known to
Counselor

Information
Not Known to
Counselor

Known Dimension

. ,

HIdden,Dknension
(Collection Area)

Nina Dimension
(Dissemination Area)

Unknown Dimension
(Both Collection &

Dissemination)

Known Drension - Information known by

Blind-Dime nst6r=Information4knawn by

but not by

Hidden Dimension - Information known by

but not by

Unknown Dimension - Information not known by __I._

rl

1



Information Distribution at Initiation
of Client/Counselor Interaction

Information
Known to
Client

Information
Not Known
to Client

(

Information
Knaim to
Counselor

information
Not Known to
Counselor

Known Dimension
Hidden .

Dimension

.

Blind
Dimension Unknown

Dimension

1 ti
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Information Distribution Following Effective

information Exchange

Information
Known to
Client

Information
Not Known
to Client

Information
Known to
Counselor

Information
Not Known to
Counselor

. -

Known Hidden
Dimension Dimension

Unknown*Blind
Dimension Dimension

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

Decreasing the hidden 'dimension: This is achieved through effective

Decreasing the unknown dimension; This is achieved through

or'

sp



A,

Interacting

Three basic ways of interacting with others:

1.

2.

3.

4

1. Playing games is an example of interaction.

2. Talking about the weather is an example of

3. Helping Otners obtain desired objectives is bn example of interaction.

c )
Do Not Make The Intake Interview A Game.

Do Not Make The Intake Interview A Sociable Conversation.

Do Make The Intake Interview Helpfut Interaction.

0

11
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I

Overview of the Training Components

I Systematic Interview Programming

Step 1. Attracting the c)ient
Step 2. Planning the interview
Step 3. Structuring the interview setting

II. Information Exchange Effectiveness

Step 1 Information dissemination
Step 2. Information collection

III Non-Verbal Interaction Techniques

Step 1. Positioning
Step 2. Observing
Step 3. Listeniqg

IV Verbal Responding

Step 1. Moment-to-moment responses--

A. Continue
B Restricted-Focus

C Exploratory-Focus
D Check
E Declarative

_,/* F. Self- Expressive

Step 2. Interaction styles within the interview

A. The Listener 0,\ B. The Interrogator
C The Explorer
D. The Reflector
E. The Declarer
F The Setf-Expresser

C
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Systematic interview Programming
,

Definition of Systematic Interview Programming

e

)

/

)

Major steps in programming an interview include:

1. Attracting the client
2. Planning the interview
3. Structuring the interview setting

4

The Importance, of Systematic Interview Programming
There is an infinite variety of 'Wrong" ways to conduct an interview and only a few "Right"

/ ways. -

Systematic Interview Programming enhances your chances of employing "Right" strategies

and conducting an interview the "Right" way.

Objectives of Systematic interview Programming Training .

1. Learn how to motivate the client to appear for an interview.

2. Learn how to plan,an interview. I
4.:

3. Learn how to structure the interview setting to insure the effective exchange of inionatic.in.

4

4

t

4,

l '

/
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Step L- Attracting the Client

Definition of Attracting Actions

Importance of Attracting Actions

Objectives of Attracting Training



Guidelines for Effective Attracting:-

1. Decide on your mode of communication.

2. Decide to whom the invitation Will be extended.

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

4. Inform the person of what will happen.

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

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

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

8. Inform the person of the geheral purpose or the why of the interview.

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

10. Some referrals may need extra encouragement.

11. Obtain a personal commitment from the client.

1-2. Follow-up if netessary.

t.

Other Guidelines

1

/

17



Attracting
Exercise 1

Mr./Mrs./Miss/ sam Jones has an appointment with John Smtth

at lcroo am/pni on July 6

Please be on time.
John Smith
State Rehab Agency

4621 So. Oak Drive
Tenytown, CA

/

18

1. Is all the information that answers the who, what, when, where and how included in the
appointment slip?

A. Who is the client to see?
B. What kind of Interview is it?
C. When, is the interview? ..

D. Where is the interview?
E. How will client get to interview?

r

2. Is the general purpose of the interview described?/

3. Have the specific benefits of theap6ointment for the client been identifiedl

4. What might be the consequences or results of this kind of attracting action?

5. What can be done to improve the attracting actions of this interview?

. v.

S.

Group Reactions:

...

.,.

1

4.., ' r

4

...0
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Attracting
Exercise 2

Name: Mr Sam Jones Today's Date: June 16. 1980

'Appointment initial individual 'screening interview

Purpose: to talk about your interests and how the rehab Agency might be of service to you

Appointment Date: Thursday, July 6, 1980 Time: 4000a m

With: Mr John Smith, State Rehab Agency

Location: State Rehab Agency My office is on the 3rd floor, room 116. The
1621 So. Oak Drive r receptionist will direct you to my office when
Terrytown, CA" you arrive. Enclosed is a map outlining the best
Phone: 511-3232 route to the buil# ding.

0

Note: Mr. Jones, Ii understand yOu have teen referred to us by Jack Daily of the Mimy
Clinic. He informs me you are interested in the kinds of services we might provide to
eligible persons. I 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, where and how included in
the appointment slip? \,_

A. Who is the client" to see°
B. Who: kind of interview is it?
C. When is the interview?
D. Where is the interview?
E. How will the client get to the interview?

2. Is the general purpose of the interview described?

3. Have the specific benefitshof the appointment for the client been identified?

4. What might be the consequences or results of this kind of attracting action?

5. What can be done to improve the attracting actions of this interviewer?

Group Risoclions:

/

/

,..

,

'19

4



Attracting
Exercise 3

Below is a brief sketch of a client Assume that this client has been set up to sie you for an
initial interview two weeks from now. W:oe an ir Mfation for an appointment to the client

Joan Jackson is a 17 year old female Sne is in s;.,Jcial education at the local
high school She was referred to your agency; organization by the high school
counselor, Mr. Sam Little. Someone called for an appointment and your
receptionist made one for her at 8:30 a.m. two .yeeks from today

Ft
9.

20



Summary of Attracting

Attracting action may seem like such a simple skill that it need not be addressed But
remember, there are many "no shows" for interviews

2 Attracting will maximize the possibility that the client will "show for the interview

3 Inform the client of the who, what, when, where, how, and why of the interview

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

5 Watch your "no shows" decrease



Attracting the Client Self-Assessment Check List

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

Yes No N/A

1 Consider carefully the mode of communication (whether phone,
written, or in person) that ts most appropriate for the person`being
invited.

22

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

3 Make sure the person knows exactly who the interview is with. I
identify myself and myligency/organi2ation clearly. ,

4 Inform the person ofwhat will happen. I state the type of interview the
person is being requested to come for (i e. this is an initial screening
interview).

5 Inform the person of where the interview will take place I am very
precise in stating the interview location

6 Inform the person of how to get to the inteew I give precise
directions of how to get to my location

7 Inform the person of when the interview will take place Time and
date are included in the invitation

8 Inform the person of the general purpose or the why of the interview I
state exactly why the person is being extended an invitation (i.e "To
talk about how this agency may help you.").

9 Encourage the person to appear by presenting a personal reason I
stress the benefits or advantages to the person of attending the
interview.

10 Follow-up I remind the person of the interview just before the
scheduled date.

I t
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Step II - Planning the Interview

Definition of Planning

Three types of objectives include.

1 General
2. Specific ,
3 Moment-to-moment

Examples of General Objecttes for the Initial Interview
r

1 Establish Rapport

2 Determine appropriateness of referral

3 Obtain client expectations and identify needs

4. Complete necessary interview forms.

5 Describe your and your agency's purpose

Examples of Specific Objectives for the Initial Intervie

1 Explore client's history of previous suicide attempt

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 Objectives in an Initial Interview

1. Exploration of client's fear of work.

2

E-f"'
xploration of client's hostility toward authority figures

3 Exploration of the joys client finds in some event

The Importance of Planning

Objectives of Interview Planning,Training

23
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Guidelines for EffeCtive Planning

1 Develop a general game plan which will guide your actrvittes no matter what client is
being interviewed

2 Develop specific objectives for each client as apptopnate

3 Allow your pre-interview objectrves to be moderated by moment-to-moment objectrves
thct develop during the intake interview .

4 Do not become So' involved in the content of forms that you miss what is realty being
communicated Be aware of what is happening . with the client and respond
appropnatety

5 Develop interview objectives and strategies in written corm Do not rely on your memory for
all topics that should be discussed .

6 Review objectives pnor to the client contact

7 Inform the client of the interview objectrves

8 Be flexiblell Do not ngidly and inflexibly impose your game plan" on the c i

Other Guidelines

9

10

11

1 ) 1/ /

Q



General Objectives for a "Game Plan"

A. What are my objectives forinterview?

B What intofmetion does the client need tram me to. achieve those objectives?

C What information do I need from the client to achieve )lose objectKles9

D What is the most efficient and effectrve way collect and disseminate that information'?

General Objectives for a "Game Plan" Further Defined

A What are my objectives for this interview?

1 Determine appropriateness of referral

2. Establish rapport.

-3,-Complete intake interview forms

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

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 I need from the client to achieve those objectrves'?

1. Referral source.

2 Reason for referral.

3 Client's expectations

4 Client's feefiggs about being referred

5 Information necessary to complete forms.

D What is the most efficient and effective way to collect and disseminate that Information?

1 Ask chent to complete part of intake interview form as 4propriate

2 Give client a lot of freederrrelnd expression

3 Ask open-ended instead of closed -ende

4 Attend to and respond to client's feelings

5 Talk at client's level of comprehension.

6 Be a good listener.

r) ,

25



Planning
Exercise 1

1. Did the counselor appear to have a systematic interview plan?

2. What do you think his objectrves 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 forms or to the client?

7 Was he flexibte?

8 What were the counselor's Strong points?

9 In wha,,oreas was he weak? List mistakes in effeciive planning:

10 How would you descritie the counselor; client relationship at this point?

11 What would you do differently during this interview?

26



Planning
Exercise 2

-ig Did the counselor appear to have a systematic interview Ian?

2. What do you think his objectives 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 forms or to the client?

7. Was he flexible?

8. What were the counselor's strong points/

9. In what areas was he weak') List mistakes in effective planning:

10. Ho\ 7v would you describe the counselor/client relationship at this point?

11 What would you do diffeNntly during this interview')

27
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Planning
Exercise 3

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

1

2.

3.

4.

5.

6.

7.

8.

9.

10.

Exercise 4
List majortopics you would want to discuss with every client during the initial interview in order

to achieve the objectives you have listed above. Place them under the heading "Inforniation
to Give to Client" and "Information to Get from Client."

Information to Give to Client Information to Get from Client
1.

2. 2

3. 3.
4. 4.

5 5.

6. 6.

7 7.

8 8.

. 9. s 9.

10 10.

Exercise 5
What is the most effective and efficient way to exchange information and achieve my

objectives?

1.

2.

3.

4

5

6

7

8

9.

10

28
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Planning the Interview Self-Assessment Check List

I Perform the following behaviors

Yes No NIA

1 Develop a general "game plan" which guides my activities during
the interview.

2 Have a systematic format which I follow when developing my
general "game plan".

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

4 Develop specific objectives for the client

5 Develop my inteiview objectives and strategies in written form

Review those objectives prior to the interview.

7 Inform the client of the inteiview objectives.

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

9 Do not become so involved in the cont nt of forms that I miss what is
realt' being communicated during the !view. l am aware orwhat
is happening with the client and respo appropriately.

10 Am flexible. I do not rigidly and inflexibly impose my "game plan" on
the client.

5 29
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Step III - Structuring The Interview Setting

Definition of StruOuring

1

Importance of Structuring

....

Objectives of Structuring Training

\

1,

10

/
)

e



Guidelines for Structuring the Interview Setting

1 Arrange furniture so as not to have physical baniers between you and the client Place

other.chairs opposite each ot

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

3. Assure that furniture is comfortable.

4 Control noise or distracting variables, phone calls, knocks at the door, outside noise, etc

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

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

7. Control temperature within the interview setting,

8. Control lighting within the interview setting.

9. Be sure the interview setting is accessible. t
10 Structure the interview time.

11

12.

13.

14

i

i

Other Guidelines

'1

31



Structuring
Exercise I

Below is an interview room where you will be meeting a client for an initial interview List the
things that might be done to prepare the room to facilitote an effective exchange of
information.

messy desk

,6
.1114

liksmall
chair

1

2

3

4

5

32

open
door

traffic



Structuring
Exercise 2

Below is an interview room that is prepared to receive clients Compare and cc ntrast this one
with the room on page 32 of your workbook

,

0
traffic

1

2

3.

4

-5.

33



>-

/

34

..

1

2

3

I"
4 ,

5

1.

2.

3.

4.

5.

i

Structuring
Exercise 3

Structuring
Exercise 4

Structuring
Exercise 5

List five things you can do to change or improve your present interview setting to make it
more conducive to information exchange effectiveness be

1

2

3

4

5

---" 7/

\ ,}
\\N
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Structuring The interview Setting
Self-Assessment Check List

Prior to an interview, I perform the following behaviors

Yes No N/A

r

Arrange furniture so as not to have physical barriers between me
and the person I'm interviewing

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

3 Make sure the furniture is as comfortable as possible

4 Control noise or distracting vanables such as phone calls, knocks at
the door, outside noise, etc

5 Provide a meeting place where confidentiality can be assured

6 Put away pings I do not wish the person to see

7 Control temperature within the interview setting

8 Control lighting within the interview setting.

9 Make sure the interview setting is accessible

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

35



Systematic Interview Programming

1) Attracting the Client

Mode of communication
To Whom
Whom the interview is with
What will happen
Where the interview is
Now to get there
When the interview is
Why or purpose of interview
Personal reason to come
Follow-up

2) Planning the Interview

General "game plan"
Systematic format
Content & process
Specific objectives
Wntten plan
Review
Inform Client
Moment-to-moment objectives
Client-Focus vs Form Focus
Flexible

3) Structuring the interview Setting

Barriers
Chairs
Distracting variables
Confidentiality
Neatness
Temperature
Lighting
Accessibility
Time

/

36
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Systematic Interview Programming Format

I What are my objectives for this interview'?

2 What information does the interviewee need from me to achieve those objectives'

3 What information do i need from the interviewee to-achieve those objectives?

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

A) Attract the interviewee in a facilitative manner so that he, she comes to the interview

with a positive attitude

B) Carry out all the guidelines for effective planning

C) Structure the interview setting making it conducive to the exchange of information

1

J
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Section IV

Information Exchange During
the Intake Interview t v

)
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Information Exchange)
4

.,. Purpose of Section iv
l

1. Learn' the importance of information dissemination.

2. Learn the type's of information helpful to clients during the Intake Interview

3. Learn an effective style of disseminating information.

4 Learn the types of information necessary to collect troll the client dunng the Intake
interview.

5. Learn an effective information collection style.

r
Definition of infoimation Exchange -zz

, \
Importance a:Information Exchange

t

Objectives of Information Exchange

4'

t

r

41



Step I information Dissemination

Definition of information Dissemination

Major Information Dissemination Categories
Role & function of Rehab. Agency

Role & function of Rehab. Counselor
Client Rights

Client Responsibilities

Importance of Information Dissemination

Objectives of information Dissemination Training
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Summary Of Meeting Witt:kiDr.Mace

Dr Fairface appeared to be an extremely efficient and intelligent person He literaW whisked
me through the interview. He used a lot of words I did not understand, but I was afraid to ask him
what he meant as I aidn't want to appear stupid. What bothered me the most was that he kept
referring to me as being in "refraction status" - I gotta look that up when I get home.,Although
Dr. Fairface was quite friendly he wasn't a real human kind of person That was kind of a relief
though, him being an analyst and all. I was a little concerned that he would put-me on the
couch and start asking about my sex life. After talking to him I'm not sure he is a regular kind of.
analyst It may just be some type of title. On the other hand tie did ask a lot of questions that
you wouldn't ask just anyone. Things like my financial situation, relationships with my family,
boss, what my interests were and all. I malihave told him some things I shouldn't have about
my finances. I'm in trouble if he is affiliated with IRS.

He told me What his agency, The Government Emptoyees Restoration and Growlh Agency,
was about ih general terms. He said basically their goal was to get professional goveRment
people into situations where they can make their greatest contribution and more fully retie
their intellectual, emotional, and physical potential. That sounds fine, but I'm not real sure what
he means in more practical terms. He more or less suggested that this was a voluntary type of
thing-didn't come nght out and say it-but then he told me tfe had made an appointment for
rite with the State Health and Fitness Department for a complete work-up I guess I will go along
with him for a while until I 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 I am selected,
bdsed on his work-up of my profile. He talked about being able to place me in a profession
most suited to my talents and being able to provide education to that end. I'm not sure if he
meant a short-course, night school, or what. He also mentioned "supportive services" such as
encounter groups, a jogging program, and health foods and their contribution to overall
effectiveness and independence. I think ne is a health food nut.

Basically those are the main points I got out of it I may have missed some things as I 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 I really need to make a list

List any questions or reactions you might have had as a result of your first meeting with Dr
Fairface

2

3

4

5

6

7

8

9

10

11

12

r

4
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Guidelines for Effective Information Dissemination
During the, Intake Interview

1 Explain the purpose of the rehabilitation agency

2. Explain the eligib.i/ lity criteria for your rehabilitation agency services.

3 Provide thiF4 client with a general picture of the services that might be available to an
eligible client from the rehabilitation agency.

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

5 Explain your role as an arranger and/or coordinator of services

6 Explain your role as a direct provider of services (e.g , personal counseling, joint
xocational planning).

7 Explain your role as a client advocate.

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

9 Provide the clients with information on the confidential ncitu're of the counselor/client
relationship.

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

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

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

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

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

15 Communic¢fe information to the client at the client's level f understanding.

16 Avoid presenting the client with too much information at ne shot" in the interview

17 Present information to clients during the intake interview in 1,timely fashion

18 Do not rely solely on a standardized information dissemination vehicle

19 Make sure that the client has understood the information provided.

Other Guidelines
\___----

20

21

22

.. ,
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Information Dissemination Assessment Form

Directions The Information Dissemination Assessment Form includes topics which may be
discussed during the initial rehabilitation counseling interview in categories l -IV.
Use the form to check the topics you hear dtscussed with the client Category V
allows you to assess the Mginner izwhich information was disseminated Place a
check by each behavior you think was performed.

I. Roksis Function of the
Rehabilitation Agency

1. Purpose of agency
2 What the agency is not/
3 _Eligibility criteria
4 Fact that an eligibility

decision will be made
5 Services provided
6 Objectives of certain

services
7 Why the person was referred

II. Role & Function of the
Rehabilitation Counselor

1 Arranger of services
2 Provider of services
3. Client advocate
4. Team member
5. Joint approach with client
6 Actions in specific

situations
7 Lack of action in specific

situations
8 Interview information

utilizatibn
9 External information

utilization

Ill. Client Rights

1 Objectives of interview
2 Confidentiality
3 Right to appeal ineligibility
4 Appeal process
5 Right to administrative review

of service dissatisfaction
6 Civil rights

1.1

IV. Client Responsibilities

1. Regarding general
medical exam

2 Why exam is needed
3 What the exam consists of
4 Regarding specialist exam
5 What specialist exams are

needed
6. Why specialist exams are

needed
7 Explanation of forms
8 Why forms are to be signed
9 Responsibilities beyond

eligibility determination
10 Specific responsibilities in

relation to specific services
beyond eligibility determinadon

V. Style

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

2 Avoided presenting too
much information in "one
shot."

3 Provided information in-a
well timed fashion

4 Made sure client under-
stood information provided
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Information Dissemination Effectiveness
Exercise 1

I Did the counselor appear to 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 function

C Client Rights

t. D Client Responsibilities

3 Was information disseminated in a manner that promoted client involvement and
independence?

4 How appropriate 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 sure the client understood the information provided?

8 How did the counselor's information dissemination affect the counselor, client
relationship?

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

Strong Points Weak Points

46



,..

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'?

d

7
_)

1

4
2
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information Dissemination Assessment Form

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. Category V
allows you to assess the manner in which information was disseminated. Placea
check by each behavior you think was performed.

I. Role & 'congeal of the IV. Client Responsibilities
Rehab' Mallon Agency

1. Purpose of agency
2 What the agency is not
3. Eligibility criteria
4. Fact that an eligibility

decision will be made
5. Services provided
6. Objectives of certain

services
7. Why the person was referred

H. Role & Function of the
Rehabilitation Counselor

1. Arranger of services
2. Provider of services
3. Client advocate
4. Team member
5. Joint approach with client
6. Actions in specific

situations
7. Lack of action in specific

situations
8. InterView information

utilization
9. External information

utilization

ID. Client Rights

1 Objectives of interview
2. Confidentiality
3 Right to appeal ineligibility
4. Appeal process
5 Right to administrative review

of service dssatisfaction
6 Civil rights

48

1. Regarding general
medical exam

2. Why exam is needed
3. What the exam consists of
4. Regarding specialist exam
5. What specialist exams are

needed
6. Why specialist exams are

needed
7. Explanation of forms
8. Why forms are to be signed
9. Responsibilitips beyond

eligibility determination
10. Specific respon ies inbrxise

relation to specific rvices
beyond eligibility determination

V. Style

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

2. Avoided presenting too
much information in "one
shot."

3. Provided information in a
well timed fashion.

4 Made sure client under-
stood information provided

4
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Information Dissemination Effectiveness
.. Exercise 2

1 Did the counselor appear to 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 function

C. Client Rights

D Client Responsibilities

3 Was information disseminated in a mariner that promoted client involvement and
independence?

I

4 How appropriate was the counselors 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 sure the client understood the information provided?

8 How did the counselor's information disseminatiOn affect the counselor client
telationship?

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

Strong Points Weak Points

49



10 What mighk be the consequences of this type of information dissemination/

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

dissemination/

t.)



Information Dissemination Assessment Form

Directions The Information Dissemination Assessment Form includes topics which may be
discussed during the initial rehabilitation counseling interview in categones
Use the form to check the topics you hear discussed with the client Category V
allows you to assess the manner in which infdrmation was disseminated Place a
check by each behavior you think was performed

I. Role & Function of the
Rehabilitation Agency

1 Purpose of agency

IV. Client Responsibilities

1 Regarding general
medical exam

2 Why exam is needed
3 What the exam consists of
4 Regarding specialist exam
5 What specialist exams are

needed
6 Why specialist exams are

needed
7 Explanation of forms
8 Why forms are to be signed
9 Responsibilities beyond

eligibility determination
10 Specific responsibilities in

relation to specific services
beyond eligibility determination

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

2 Avoided presenting too
much information in one
shot

3 Provided information in a
'well timed fashion

4 Made sure client under-
stood information provided

2 What the agency is not
"I Eligibility criteria
4 Fact that an eligibility

decision will be made
5 Services provided
6 Objectives of certain

services
7 Why the person was referred

II. ROle & Function of the
Rehabilitation Counselor

1 Arranger of services
2 Provider of services

V. Style

3 Client advocate
4 Team member
5 Joint approach with client
6 Actions in specific

situations
7 lack of action in specific

situations
8 Interview information

utilization
9 External information

utilization

ID. Client Rights

1 Objectives of interview
2 Confidentiality
3 Right to appeal ineligibility
4 Appeal process
5 Right to administrative review

of service dissatisfaction
6 Crvil rights
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Rehabilitation Inttial Interview Guide

Possible Information Dissemination Topics to Discuss with Client
I. Rol* and Function of the Rehabilitation Agency

1 General statement about the purpose of rehabilitation

2 Explanation of what makes a person eligible for vocational rehabilitation semces

3. Explanation that an eligibility decision must be made in client's case

4 General statement about what the rehabilitation agency is.

5 General statement about what the rehabilitation agency is not.

6. Information on seivices that can be provided.

7 Information about the contribution of certain services to meeting objectives.

8. A statement about the referral process.

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

II. Role and Function of the Rehabilitation Counselor

1. Counselor's role as an arranger and/or coordinator of seivices.

2 Counselor's role as a direct provider of services.

3. Client advocacy role.

4 Role as a team r lember.

5. Joint approach with client.

6. Statements about what the counselor will do in specific situations.

7 Statements about.. ghat the counselor will not do in specific situations.

8 Statements about how the counselor will utilize information collected from client

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

10 Feedback to client of any understanding of client's reaction to counselor's
discussion of his role.

III. Client Rights

1. Statement about the importance of sharing infoirnation.

2 Statement about how information collected will be used

3 Statement about confidentiality

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

5 Explanation of the appeal process

6 Explanation of client's civil rights

7 Explanation of client's assistance projects if these are available to client

8 Feedbadk c.ent of any understanding of his reaction to counselors discussion of
client's ricnis

o-



IV. CI** IlftponsIbilltles

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 related to psychological examinations

4. Explanation of other requested client actions.

5 General statement about client responsibilities throughout the rehabilitation
process.

6 Statement of specific client responsibilities in relation to specific services.

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

e
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Review of Guidelines for Information Dissemination

In summary, the following information dissemincition guidelines would be considered when
disseminating inforrhation to the client during the intake and subsequent interviews.

1 Information should be provided to the client to promote client independence and to
involve the client in the decision making process. Clients become better prepared to
make 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

A. What it is
B. What it is not
C. Eligibility criteria, if any
D. Eligibility process
E. Services provided
F. Potential contribution of services for reaching objectives

G. The referral process

II. Your role and function

A. As an arranger/coordinator of services
B As a direct provider of services
C. As a client advocate
D As a team member

Ill. Confidentiality

IV Client rights

A. Client's right of appeal
B. The appeal process
C. Client's right to administrative review
D. Civil rights

V. Client responsibilities

3 The mannen which information is disseminated is important. Hence, judgement is
called upon to consider such things as.

A. Language level used
B Amount of information
C. Timing of information
D Preprogrammed material

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



Summary
Information Dissemination

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

What It Does: Enhances client's decision making ability and facilitates effec-
trve joint program planning

Why It Works: Reduces the.blind dimension of client's knowledge and foci!'

How To Do It:

When and Where To Do tt:

totes positive relationship

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

Throughout your contact with client with special emphasis on
the early phase and especially the initial interview
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Information Dissemination Self-Assessment Form

In Categones I - IV. check the topics you usually discuss with each client during the intake
interview In Category V. check each behavior that descnbes the manner in which you
disseminate information

I. Role & Function of the
Rehabilitation Agency

_1 Purpose of agency

IV. Client Responsibilities

Regarding general
medical exam

2 What the agency is not 2 Why exam is needed
3 Eligibility critena 3 What the exam consists of
4 Fact than an eligibility 4 Regarding specialist exams

decision will be made
5 Services provided

5 What specialist exams are
needed

6 Objectives of certain 6 Why specialist exams are
neededservices

7 Why the person was referred 7 Explanation of forms
8 Why forms are to be signedII. My Role & Function

I. Arranger of services
9 Responsibilities beyond

eligibility determination
2 F* eider of services 10 Specific responsibilities in

relation to specific services
beyond eligibility determination

3 Client advocate
4 Team member
5 Joint approach with client

V. Style

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

6 Actions in specific
situations

7 Lack of action in specific
situations

8 Interview information 2 Avoided presenting too
much information at one
shot

utilization
9 External information

utilization

III. Client Rights
3 Provided information in a

well timed fashion

1 Objectives of interview
4 Made sure client under-

stood information provided
2 Confidentiality
3 Right to appeal ineligibility
4 Appeal process
5 Right to administrative review

of service dissatisfaction
6 Civil nghts

56,



A Study of Rehabilitation Counselor
Information Dissemination Behavior

(N=114)

I. Role And Function Of The Rehabilitation Agency

Percent

46 50 1 General statement about the purpose of the rehabilitation agency

3 51 2 General statement about what the rehabilitation agency is not

22 81 3 Explanation about what makes a person eligible for vocational rehabili-
tation services

37 72 4 Explanation that an eligibilicision must be made in client's case

48 24 5 Information on services that can be provided by the agency

31 58 6 Information regarding the specific objectives of certain services

33 34 7 A statement about why the person was referred to the agency

14 04 8 Did the counselor check to see if the information prowled on the role and
function of the rehabilitation agency was reasonably clear to the client?

H. Role And Function Of The Rehabilitation Counselor

Percent

8 78

o 14

1

2

Statement about counselor's role as an arranger and or coordinator of
services

Statement of counselor's role as a direct provider of services

10 53 3 Statement of counselor's role as a client advocate

12 28 4 Statement that counselor is member of a team, and others might be invol-
ved in decision making

10 53 5 -Statement that counselor and client make many joint decisions

40 35 6 Statement about what counselor will do in specific situations

10 53 7 Statements about what counselor will not do in specific situations

9 65 8 Statements about how the counselor will utilize information collected in
the interview

29 83 Q Statements about how information collected from external sources will
be used

OC 10 Did the counselor check to see if the information provided on role and
function of the rehabilitation counselor was reasonably clear to the
client')
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III. Client Bights

Percent

15 79 1 A general statement regarding the objectives of the interview

9 65 2 Statement about confidentiality

6 14 3 Explanation of client's right to appeal if found ineligible

88 4 Explanation of the appeal process

9 65 5 Explanation of client's right to administrative review if dissatisfied with ser-
vices provided by the agency

14 92 6 Statement of client s civil rights

88 7 Did counselor check to see if the infcm-naticn provided on client's rights
was reasonably clear?

IV, Client Responsibilities

Percent

40 35 1 Explanation of client responsibilities regaruing the general medical ex-
am

21 06 2 Explanation of why gene,a1 medical exam is needed

6 14 3 Explanation of what the general medical exam will consist

21 93 4 Explanation of client responsibilities regarding any medical specialist ex-
ams

21 06 5 Explanation of what specialist exams are needed

11 41 6 Explanation of why specialist exams are needed

26 32 7 Explanation of any form client may be sked to sign

34 21 8 Explanation of why client needs to sign any form

13 16 9 General statement about client responsibilities throughout rehabilitation
process beyond eligibility determination

11 41 10 Statement of specific client responsibilities in relation to the provision of
soecific services after eligibility delermination

1 76 1 1 Did the counselor check to see if the information provided on client re-
spons bilities was reasonably clear-)



Systematic Interview Programming Format

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 such as role and function of Rehab. agency, my role and
funttion, client's rights and responsibilities, etc.

3 What information .do I need from the client to achieve those objectives?

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 comes to the interview with a
positive attitude.

B. Carry 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
Client

Not Known
to Client

60

Known to
Counselor

Not Known to
Counselor

Hidden
Dimension

Known Dimension.

4.,

Unknown
DimenSion

Blind Dimension .



Step II - Infogiation Collection During the Intake Interview

I

Definition of Information Collection

The Importance of Effective Information Collection

A

Objectives of Information Collection Training

1' 61



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

I. Physical Factors
Extent of Disability

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?

II. Psychosocial Factors
Psychological reaction to disability

1 To what degree has the client adjusted to the handicapping 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 concerned with personal health?

d What secondary gains is the client receiving from remaining unemployed?

Vocation Sett-concept

1 Does the client have a realistic perception of current

a strengths and weaknesses as a worker,

b potential for vocational skill development, and

c reasons for being unemployed?

Family and Mends

What positive or negative role will the client's family and fnends play in.the rehabilitative
process, e g , be supportive, overprotective, or unrealistic regarding client potential?

Job acquisition

1 Can the client independently locate job openings?

2 Can the'client satisfactorily fill out rob application blanks?

3 Can the client make a good impression on an employer?
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Job susiension

1 Can the client satisfactorily meet the demands of competitive work, e g , accepting
supervision, working independently, getting along with co-workers, and maintaining an

`adequate production rate?

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

Services

1 Which personal counseling, family counseling, work adjustment and/or placement
services would be necessary, e g , psychotherapy, work adjustment training, and job
seeking skills training?

III. Educational-Vocational History Factors

Educational History

1. Which 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 thefunctional impact of the

disability?

3 Has the client developed avocational skills that have vocational relevance?

4. Are client vocational goals consistent with current vocational interests?

Services

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

IV. Economic Factors
Financial Considerations

1 Do disability- related financial benefits (SSI, SSD!, Medicaid, Workmen's Compensation)
create disincentives to the client's rehabilitation?

2. Could current debts afiect the completion of the client's rehabilitation program?

3 Can the client manage personal finances?

4 Does the client have sufficient financial Support at present?

Services

1 What economic support will the client need dunng and after the rehabilitation program

(e g , SSI, 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 Evaluation
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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 during the intake interview under each of the four motor
categories below

I. Physical Factors

II. Psychosocial Factors

III. Educational-Vocational Skills Development

IV. Economic Factors

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 client been disabled?

4 Has the client received any disability related treatment in the past (e g , physical therapy.
occupational therapy, prosthetics, or orthotics)'

5 Has the client's disabling condition become worse over the last year?

6 Is the client currently receiving any disability related treatment'

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

8 Do any recent medic, test results clanfy extent of physical impairment?

9 How does the client's, physical disability handicap daily functioning?
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II. Psychosocial Factors
1. Personal Adjustment

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 receiving

psychological services? .

c Has the client ever received professional treatment for a personal adjustment
problem?

,-

d Is the client taking any tranquilizers or sleeping pills?

e Does tht4client report unnecessary avoidance of work and, or social situations since
disabled?

2. Relationships with Family and Friends,

a What is the client's marital,stakis?

b Is the client living with his/her family?

c Does the client have any dependent-age children?
14

d Will the most significant family members (i e . spouse) be supportive of the
rehabilitation plan?

e How does the client feel about his/her homecenvironment?
f

f How does the client get along with other members of thejamity?

Does the client have any close friends?'g.

h Is the client satisfied with his/her sociallife/

i How does the client fill the hours of the day?

1
Would the client's family be willing to relocate geographically for him,'her to acquire

work?

III. Educational Vocational Skills Development Factors

1 Educational History

,a How far did the client go in school?

b What did the client like or dislike about school?

c Why did the client leave school (graduate, other)'

d If the client did not complete high school, has he, she passed
equivalency exam?

e Has the 'ient received vocational training which prepored him
particular occupation?

i

/

a high school

her to enter a
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2. Vic:At-History

a Whar were the'last 3 Jobs held by the client?

b For each of those jobs, determine.

i Weekly earnings

ii Length of employment (Was it long enough to acquire specific skills")
iii Time since job held (Has suffi:ient time passed for significant skill loss to take

place?)

ry Aspects of the job performed well and poorly by the client

v Aspects of the job liked most and least Why?

vi Reasons for ;ermination of employment

c Prior to onset of disability, were there any significant interruptions in work history?
Why?

d Is the client presently unemployed? if yes, how long?

e Has the client been employed since he/she was disabled"

N. Economic Factors
What is the client's primary source of support?

2 Does the client have other sources of support?

3 Does the client have any unpaid debts of significant size"

4 What fixed living expenses such as medication costs cannot be reduced'?
5 Does the client have a workmen's comperlation case pendino?

6 Is the client receiving or has the client apled for Welfare or SSI benefits"

7 Does the client have any medical insurance"

8 Is the client concerned about his/her economic situation"

9 What minimal level of earnings from work must the client receive?

3. it is unnecessary to collect every concet s able piece of information about
the client either directly from him or via the efforts of other more
specialized evaluators in order to get a full understanding of him/her.
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4. A piece of Information Is Importantto collect If !twill help youunderstand
the client.

Example
John Smith tells the VIZ counselor 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 client interest
and aptitude standpoint, However, the c elor does not inquire about the
client's wife's attitude toward the reh ation plan. The client drops out of the
training piogram two months later The counselor wonders why. The counselor
ch6cks with the client and finds out:

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

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

2 Had he kni-,:n i i',,:4 could have arranged fdr faintly counseling or switched
the cli,Jnt to an 02T objective.

The r.:Junselor resolves to obtain that information from future clients who are
mcirted

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

6. Avoid a "Facts With Minimum Meaning" Information election
approach.
Example

"Facts With Minimum Meaning"

An example of "Facts with Minimum Meaning" interviewing style usedwith a

26 year old divorced woman with an alcoholism-psychoneurotic disorder
disability that yielded information for agency forms but provided little
information for purposes of rehabilitation plan development follows.

Co. What was the last Job you had?
Cl. I worked as a waitress at Joe's Diner

Co How long did you work there?
CI About a year

Co How much did you earn?
Cl. $100 a week.

Co Have yo,i had any other jobs?
CI I worked as an order-filler in a shoe factory for nine months
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Co: How much did you earn?
Cl: About $90.00 a week.

Co. Have you had any other Jobs?
CI: No.

Co. Who is your famity doctor?

The work history information yielded by the above exaenpje has little
meaning because the following questions cannot be answered:

What the client liked and did not like about the two jobs.

2 The season for the termination of each employment situation

3 The client's personal adjustment in the two work situations (Le., how does
she respond to authority?)

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 topic areas during the initial intetvlew
increases the likelihood that you will obtain "factual information with
maximum meaning" from the client.
Example

"Shotgun Approach"

An example of "Shotgun Approach" interviewing style is observable in part of the intake
interview 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)
CI Yeah. I had secretarial training through4he WIN pro-

gram

3 Co I see Have you had contactwith vocational rehabil-
itation before, uh'

CI Yes, in Springfield

4 Co Oh, and how long ago was than
CI Oh, boy, 62, '63/

5 Co What type of medical problem do you have')
CI Diabetes I have to take insulin

6 Co Okay! how many units. uh, do you take/
CI 50, once a day

7 Co Do you have any restnctions of any kind/
CI No, no

8 Co Above the normal ones/
CI Well, I'm on a diet
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9 Co Uh-huh
Cl. An 1800 calorie, diet

10 Co Okay Are you able to carry on your daily routine a-
round the home/

0. Uh, yeah, most of the time Sometimes I get reactions
depending on how much I do

11 Co Uh-huh. Is your husband from this area/
CI He was born hue

12 Co I see
Cl. He hasn't lived here in years though

13 Co Are you renting novO
CI Uh-huh.

14 Co Okay Have you worked since you moved here')
CI Yeah, I worked for Kelly Girls for about a month

15 Co Uh-huh Did you work for anybody before that')
CI Not since we moved here

16 Co I see And before you moved here/
CI Sales - clerked for the Goodwill

17 Co Uh-huh
CI I imagine that was around '65

18 Co Did you clo this for a long penod of time?
CI No. just a short time

19 Co Alright Are you recemng any welfare aid now?
CI Just, uh, stepfather aid for my daughter

20 Co How much is that a month/
CI $83 a month

21 Co This is through welfare/
CI Yeah. its through welfare

22 Co Did you complete high school/
CI I took the GED test in '69

23 Co How far did you go in formal education')
CI I quit school in the 9th grade

24 Co Alright. did you work at that point'?
C! ND lust dropped out of school

25 Co You were living with your parents')
CI Uh-huh

26 Co Both parents'?
0 Right

27 Co Did you have a large family/
CI Seven of us not counting Mom and Dad

28 Co What were your reasons for quitting school'
CI I just didn't like it I couldn't get anywhere I was real

slow at learning nothing would stick with me

29 Co Who Is your family doctor)
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9. You will more likely learn more relevant information about the client it,
while interviewing, you often covertly ask yourself questions about the
client which tend to guide your focus.

For example:

a "What do I know about the client?"

b 'What do I need to know about the client?'

Examples of Covert Questions that Guide Furth*r Exploration

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
for 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
ways')

10. Use questions with moderation during the intake interview.

11. When you already have info= on about the client, pretending to not
possess such can be counterpr e.

For example:

Co Come in. Joe How are you doing?
CI Ah. I'm okay

2 Co Glad you came in today I see that you
were attending Allstar High School until re-
cently

CI Yes. sir

3 Co That nght9
CI Yes, sir

4 Co How old are you")
CI Eighteen

5 Co Ahh what's the highest arcde you've com-
pleted'

CI Uh well the highest arade that I hove corn-
ple`ao is the tenth

6 Co You were in the tenth at Allstar uh when
you dropped out"

CI Yes sir
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12.

13.

14.

7 Co So you actually completed the ninth grade
then/

CI Yes, r

8 Co Com leted/
Cl Yes, sir

9 Co You're' you were taking all tenth grade
subjects/

CP Yes, sir

10 Co At Allstarl
Cl Yes, sir

11 Cu What subjects were you making your low-
est grades in',

CI To tell you the truth, I was making my lowest
grades in ali four of my subjects except
PE

12 Co Uh-huh According to the, uh, school rec-
ords. I have here, uh, you 'were actually

...., failing English and History and Math, and
uh, Science Is that right?

CI Yes, sir.

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

14 Co Okay And, uh, is your father, uh, in the
home/

CI Uh. no. sir My real father's not in the home,
but my stepfather lives there

15 Co Okay What kind of work does he do/
CI Uhh. I realty don't know

16 Co Your stepfather)
CI Yes str,

17 Co Uh, does your mother work/
CI Yes UK no sir She isn't working right now

but she will be going back-pretty soon

18 Co Uh, was it your mother that said that your
stepfather works at a, uh, as a construction
worker at Perfect Construction Company/
Is that right-)

CI Yes sir. that s right

4 a,
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Information Collection Assessment Form

Drecti,)ns The Information Collection Assessment Form includes topics which may be dis-
cussed during the initia, i_ihabilitation counseling interview Use the form to check
the topics you hear discussed with the client during the interview

I. Referral

1 Referral source
2 Client expectations
3 Client feelings
4 Previous contact
5 Previous services
6 Current contact with

other agencies
7 Services from other

agencies

II. Disability/Medical

I Disability
2 Mutriple disability
3 Duration
4 Stability .

5 Previous or current
treatment

6 Employment limitations
7 Daih' functioning
8 Client feelings

III. Social

IV

1 Marital status
2 Irving arrangement
3 Dependents
4 Family members

attitude
5 Support horn

non-family
________ 5 Satisfaction with

Irving arrangements
7 Satisfaction with

social life
Leisure actroles8

Economic

SOu'Cr,
Of S.00D0'.
O'ner sou-ces
of support

debts
so,,r-es

"s,-(3,-
r- -45

V. Wotic History

Most recent work
2 Weekly earnings

from above
3 Length of employment

from above
4 Satisfaction with work
5 Performance on job
6 Feelings associated

with above
7 Reason for termination
8 2-7 for previous employment
9 Ability to get along

with supeivisor(s)
10 Ability to get along with co-workers
11 Present employment

status
12 Length of present

status
13 Job .seeking behavior

VI. Vocational Goals

I Vocational motivation
2 Vocational objective
3 Reason for vocationci

objective
4 Client's perception

of ability to achieve
vocational objectrve

5 Other vocational goals
6 Long range vocational

planning

VII. Eeucation

2

Highest grade completed
!f not high school
aroduote why')

3 if not high school
aroduate has client
passed high school
eaurvolency exam-

,: Dislikes ()bout school
c-avorite sublec 's
No-l-for or!te Sub ;eC'S
(.7-'aclec
Dre..ous ran.r

(-no! o'i
hen' fee! r -45



Information Collection Effectiveness
Exercise I

1 Did the counselor appear to have a systematic plan/

2 What mapr 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? ..,

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

Strong Points Weak Points

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

7 In what ways might you have handled this interview differently)
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Directions

Information Collection Assessment Form

The Information Collection Assessment Form includes topics which may be dis-
cussed during the initial rehabilitation counseling interview Use the form to check
the topics you hear discussed with the client during the interview

1. Referral

2

3

4

5

6

Reterral source
Client expectations
Client feelings
Previous contact
Previous services
Current contact with
other agencies

7 Services from other
agencies

II. Disability/Medical

1

2

3

4

5

6
7

8

III. Social

1

2

3

4

5

6

7

8

N. Economic

2

3

4

5

6

74

Disability
Multiple disability?
Duration
Stability
Previous or current
treatment
Employment limitations
Daily functioning
Client feelings

Marital status
Living arrangt ment
Dependents
'amity members
attitude
Support from
non-family
Satisfaction with
Irving arrangements
Satisfaction with
social life /
Leisure activities

Primary source
of support
Other sources
of support
Unpaid debts
Additior4a1 sources
of support in the
future
Medical insurance

iient feelings

V. Work History

1 Most recent work
2 Weekly earnings

from above
3 Length of employment

from above
4 Satisfaction with work
5 Performance on job
6 Feelings associated

with above
7 Reason for termination
8 2-7 for previous employment
9 Ability to get along

with'supervisor(s)
_10 Ability to get along with co-workers
_11 Present employment

status
_12 Length of present

status
13 Job seeking behavior

Vi. Vocational Goals

1 Vocational motivation
2 Vocational objective
3 Reason for vocational

objective
4 Client's perception

of ability to achieve
vocational objective

5 Other vocational goals
6 Long range voc tional

planning

Vii. Education

1 Highest grade completed
2 U not high school

graduate. why?
3 If not high school

graduate, has client
passed high school
equivalency exam?

4 Dislikes about school
5 Favorite subjects
6 Nonfavorite subjects
7 Grades
8 Previous vocational training
9 Reaction to vocational training

10 Client feelings

a
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Information Collection Effectiveness
Exercise 2

1. 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 hove covered?

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

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 handled this interview differently?

v--- i

,
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...

Review of Guidelines for Information Collection

Often it is helpful to 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. Although, 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
achievement of your objectives.

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

1. Can discriminate between relevant and irrelevant information to collect,

2. Have a pre-intake interview plan,

3. Systematically explore relevant topic areas,

4. Ask relevant.questions at appropriate times but do not act like a "grand inquisitor,"

5. Avoid a "facts with minimum meaning" information collection approach.

6. Facilitate the development of rapport 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.

.
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Information Collection Topics

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

I. Rofonal

1 Referral source
2 Client expectations
3 .Client feelings
4 Previous contact
5. Previous services
6. Current contact with

other agencies
7 Services from other

1
agencies

II. Disability/Modica!

1 Disability
2 Multiple disability?
3 Duration
4 Stability
5 Previous or current

treatment
6 Employment limitations
7- Daily functioning
8 Client feelings

.111. Social

1 Maritai status
2 Living arrangement
3 Dependents
4 Family members'

attitude
5 Support from

non-family
6 Satisfaction with

living arrangements
7 Satisfaction with

social life
8 Leisure actimties

IV. Economic

1 Primary source
of support

_ 2 Other sources
of support

3 Unpaid debt:
4 Additional sources

of support in the
future

5 Medical insurance
6 Client feelings

V. Wodc History

1. Most recent work
2. Weekly earnings

from above
3. Length of employment

from above
4. Satisfaction with work
5. Performance on job.
6. Feelings associated

with above
7. Reason for termination
8. 2-7 for previous employment
9. Ability to get along

with supervisor(s)
10. Ability to get along with co-workers

..L._ 11. Present employment
status

12. Length of present
status

13. Job seeking behavior

VI. Vocational Goals

1. Vocational motivation
2. Vocational objective
3. Reason for vocational

objective.
4. Client's perception

of ability to achieve
vocational objective

5. Other vocational goals
6. Long range vocational

planning

VII. Education

1. Highest grade completed
2 If not high school

graduate, why?
3. If not high school

graduate, has client
passed high school
equivalency exam?

4. Dislikes about school
5. Favorite subjects
6. Non - favorite subjects
7. Grades
8. Previous ocational training
9 Reacti tional training

10 Client feelings

4.

I
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A Decade of Rehabilitation Counselor
Information Collection Behavior

(N=114)

Percent

50.88

41.23

1

2

I. Referral Information

a

Referral source.

Client expectations from Vocation-1bl Rehabilitation Agency.

11 41 3 Client's feelings associated with being referred or seeking vocational re-
habilitation services.

44 74 4

.')

Amount of previous contact with a state vocational rehabilitation agen-
cy

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

37 72 6 Amount of current contact with other agencies or professionals

o

25 44 7 Services being received by client from other agencies and professionals.

H. Disability/Medical Information
Percent

85 09 1 Disability reported by client.

56 14 2. Are there multiple disabilities?

61 41 3 Duration of disabilifv(ies).

43 86 4 Stability of disability(ies).

75 44 5 Previous or current treatment of disability(ies).

43 86 6 Disability-caused limitations to employment.

35 97 7 In what manner and to what extent has the client's disability affected him/
her in regard to non-employment related-daily functioning?

34 21 8 Client's feelings associated with his/her disability

III. Social Information
Percent

to

65 79

75 44

50 88

1

), 3
Client's marital status

Client's current living arrangements

Number of dependents

9 65 4 Attitude of family members toward client's seeking of vocational rehabili-
tation services

4 39 5 Support from non-family associates

20 18 6 Client's satisfaction with current living arrangements

11 41 7 Client's satisfaction with social life

15 79 8 Client's leisure time activities

78



Percent

65 79

45 62

19 30

13 16

37 72

22 81

1

2

3

4

5

6

IV. Economic Information

Client's primary source of support

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

Does the client have any unpaid debts of significant size?

Will the client haVe any additional sources of income in the future?

Does the client have medical insurance'?

Client's feelings associated with his/her economic situation e

V. Work History

Percent

74 57 1 The client's most recent work experience

34 21 2 How much was client's weekly earnings on that job?

53 51 3 Length of emplcy rent for the job

18 43 4 How did the client.like the job?

9 65 5 How well did the client perform the job?

17 55 6 What are the client's feelings about his, her most recent employment situ-
ation?

42 11 7 Reason for termination of that job x
N

43 86 8 Infoimation on the majority of above pertaining to earlier jobs-, or deter-
mination.of no earlier jobs

5 27 9 How well did client get along with previous work supervisor(s)?

3 51 10 How well did client get along with previous workers'

51 76 11 Is the client presently unemployed'

13 16 12 How long has the client 1-seen unemployed?

10 53 13 Has the client sought work recently?

VI. Vocational Goals

Perc I
7 1 Does the client want either a job or training?

67 55 2 Does the client hove a specific vocational goal?

47 37 3 If yes why is the client interested in that vocational gocl?

27 20 4 How optimistic or pessimistic is the client about his her ability to achieve
a vocational goal'

25 44 5 Does the client have more than one potential vocational goal?

6 14 6 What does the clfr 6T see him herself doing, vocationally, five years from
now

ix
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VII. Educational Information
Percent

70 18 1 How far did the client go in school-)

16 67 2 If client did not complete his,'her last school experience, why?

13 16 3 If client did not complete high school, has he she passed a high school
equivalency exam/

14 92 4 What did (does) the client like or dislike about school/

16 67 5 What were (are) the client's favorite.subjects in school/

7 02 6 What subjects did (does) the client dislike most-)

23 69 7 What kind of grades did (does) the client make/

28 95 8. Amount of previous vocational training/

'8 7_8 9 Client's reaction' to previous vocational training

17 55 ia Client's feelings associated with his her eaucational expenence and ed-
ucational status

VIII. Miscellaneous
Percent

9 65 1 Client's perception or understanding of what has transpired during inter-
view

8 78 2 Client's plans between now and next :nterview

It
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Information Collection Topics

Topics usually dissussed by the Majority of Rehab' litatiorrCounselors,during
the Intake Interview

1. Referral

1 Referral source
2. Client expectcrtioris
3 .Client feelings
4 Previous contact
5 Previous services
6. Current contact with

other agencies
7 Services from other

agencies

II. Disability/Medical

1 Disability
2 Multiple disability?
3 Duration
4 Stability
5 Previous or current

treatment
6 Employment limitations
7 Daily functioning
8 Client feelings

Social

1 Marital status
2 Living arrangement
3 Dependents
4 Family members'

attitude
5 Support from

non-family
6 Satisfaction with

living arrangements
7 Satisfaction with

social life
8 Leisure activities

iv. Economic

1 Primary source
of support

2 Other sources
of support

3 Unpaid debts
4 Additional sources

of support in the
future

5 Medical insurance
6 Client feelings

V. Work History

1 Most recent work
2. Weekly earnings

from above
3. Length of employment

tram above
4. Satisfaction with work
5. Performance on job
6. Feelings associated

with above
7. Reason for termination
8. 2-7 for previous employment
9. Ability to get along

with supervisor(s) '

10. Ability to get along with co-workers
_ 11. Present employment

status
12. Length of present

status
13. Job seeking behavior

VI. Vocational Goals

1. Vocational motivation
2. Vocational objective
3. Reason for vocational

objective
4. Client's perception

of ability to achieve
vocational objective

5. Other vocational goals
6. Long range vocational

planning

VII. Education

1. Highest grade completed
2. If not high school

graduate, why?
3 If not high school

graduate, has client
passed high school-
equivalency exam?

4 Dislikes about school
5 Favorite subjects
6 Non-favorite subjects
7. Grades
8 Previous vocational training
9 Reaction to vocational training

10 Client feelings
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Systematic Interview Programming Format

1 What are my objectives for this interview?

2 What information does the client need from me to achieve those objectives? Specific
topics developed in Section III, such as role & function of agency, my role & function,
client rights, & responsibilities.

3 What information do I need from the client to achieve those objectives? Specific topics
developed in Section IV under the categories phi; ice! factors, education -voc. skill &
interest factors psychosocial factors, economic factors, & voc. choice & job accessibility
factors.

1 4. What is the most effective and efficient way to exchange that informatioh'?

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

8 Carry out all the guidelines for effective planning.

C Structure the interview setting making it 'conducive to the exchange of information.

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

E When collecting information. be selective. avid a facts with minimum meaning ap-
proach. be systematic, and use questions in moderation

r
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Relevant Information Awareness

Known
to

Client

Not
Known

to
Client

Known to Counselor
Not Known

to
Counselor

Known Dimension

0 x3 -
0.

a
Ei zz

2 c
3

7.
« 1
0
=

Blind Dimension
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Section V

Exchanging Information via
Non-Verbal Interaction Techniques

1
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Non-Verbal interaction Techniques

Purpose of Section V

1 To learn about a set of Non-Verbal Interaction Techniques that serve to initiate the helping
process and facilitate the exchange of irformation.

2. To learn the skills of exchanging information in a non-verbal fashion

3. To learn the skills of facilitating the information exchange process

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

5 To practice Non-Verbal Interaction Techniques

1------
Definition of Non Vernal interaction Techniques

I

Steps

1. Positioning - posturing the body

2. Observing - seeing the client's non-verbal communication
3. Listening - hearing the client's verbal responses

Importance of NoriVerbal interaction Techniques

Objectives of Non-Verbal interaction Techniques Training
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Step 1- Positioning Techniques

Definition of Positioning
1,

Importance of Facilitative Positioning

\,\

Objective's of Positionirtg Training

R
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r



Guidelines for Facilitative Positioning

1 Put aside what you are doing and give the client your full attention.

2 Establish a proper distance between you and the client

3 Face tt'e client squarely

4 Leah or rotate your body toward the client

5 Develop eyecontact

6 Assume and maintain an "open" posture

7 Maintain a relaxed manner

8 Refrain from distracting movements

9 Be aware of special positioning considerations for certain types of clients

')ther Guidelines

10

11

12

13

Possible Resutts of Non-Fccilitative Positioning

1

2

3

4.-

5

6

7

8

)

Possible Results of Facilitative Positioning

1

2

3

4

5

6

7

8

(..) ,.-7. V ,

..)
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Discriminating Between Effective & NonEffective Positioning

Is the above position helpful or Aon-helpful?

2 Why?

:16

go.'"Zer

-2t.111=1.

Is the above position helpful or non-helpful/

2 WhY?

ti



Discriminating Between Effective & Non-Effective Positioning
continued

4.

4

.11,1,01.1.16 .11...---

N.

"*".`"tf,";:-4.

4 tri

mt.

'1 Is the above position helpful or non-helpful?

2 Why?

C, I

91



Step II 70bse:ving the Client

Definition of Observing

Importance of Observing

Objqtives of Observing Training



°N\

AP

Guidelines for Facilitative Observing
,..

1 Look at the client's Positioning.

2. Look at the client's grooming.

3 Look at the client's level of activity.

4. Look at the client's gestures.

5. Look at kicial expressions.

6 Look for feelings.

7 Look for patterns in the client's non-verbal behavior.

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

Other Guidelines

0

10

11

12

60
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Step HI - Listening Techniques -

Definition of Listening

Importance of Listening

Objectives of Listening Training



Guidelines for Effective Listening

1 Resist internal distractions,

2. Initially suspend judgement

3. Have goals for Listening.

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

5. Listen for the client's feeling.

6. Listen for client's description of his/her behavioral response to a situation

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

8. Listen for common themes.

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

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

11. Communicate your attentiveness.

Other Guidelines

12.

13.

14.

15.

rt ' )
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Observing-Listening
Exercise

Did the interviewer practice facilitative observing?
t

2 Did the counselor practice effective listening?

3 What major mis kes did he make?

4 Which of the guidelines for effective observing and listening can you be sure he
performed?

5 What are some things you learned about the client just by observing and listening to him?

Possible Results of Ineffective Observing and Ustening

Observing-Listening
Exercise 2

1 Did the interviewer practice facilitative observing?

2 Did the counselor practice effective listening?

3 What were his strong points?

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

5 What are some things you learned about toe client just by observing and listening to himl,

Possible Results of Effective Observing and Listening
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.-Observing and Listening Practice Exercise

Discussion Topics:

A Interracial marriagesgood or bad? Why?

B Premarital and extramarital sex Acceptable or not/ Why?

C Require certification and or licensure for rehabilitation counselors .

D Merge Rehabilitation and Welfare and do away with eligibility requirements

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

F Equal employment opportunities for men and women

Discussion Questions:

I Was it difficult to listen to the other person? If so, why/

2 Did you have difficulty 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 Speaker what you heard without any inconsistencies?

II.

i
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Non-Verbal interaction Techniques

Positioning

attention
distance
face squarely
incline body toward
eye-contact
open-posture
relaxed
no distracting movemenrs

C:

98

s,

Listening

no internal distractions
suspend judgement
goals
actual words
self-talk
feelings
actions
area of concern
themes
tone of voce
inconsistencies
attentiveness
wait

Y

t

observing

client's positioning
grooming
level of activity
gestures
facial expressions
feelings
patterns



Interaction Techniques Self-Assessment Guide
Part 1: Non-Verbal Behavior Check List

During an interview I perform the following behaviors...

Yes No N/A_ 1. Put aside what I am doing and give the client my total attention.

2. Establish a proper distance between me and the client.

3. Face the client squarely.

4. Lean or rotate my body toward the client.

5. Develop and maintain eye-contact.

6. Assume and maintain an "open" posture. Do not cross aims and
legs.

7. Maintain a relaxed position.

8. Refrain from'distracting movements (fidgeting, etc.).

9. Observe the client's posturing.

10. Observe the client's personal appearance.

11. Observe and determine the client's level of activity.

_12. Observe the client's gestures.

13. Observe the client s facial expressions.

_14. Look for and determine the client's feelings from the client's non-
verbal communication.

15 Look for patterns in the clieht's non-verbal communication.

Develop hypotheses based on the client's non-verbal cues.

17. Resist internal distractions. Focuslily total attention on the client and
not think about extraneous things.

Initially suspend judgement. I show none of the evidence of
judgeimental thinking such as interrupting the client, obvious
affective reactions, etc.

19. Have goals for listening. I know exactly what I am listening for and

listen systematically.

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

21 Listen fora description of what the client says to self about the

A
situation being discussed.

22. Listen for and determine the client's,feelings from his/her verbal
- ,expressions.

23. Listen for the client's description of his/her behavioral actions in the

situation.

.1

5e,
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Yes' No N/A

100

24 Listen for and focus on the client's major area of concern.

25 _Listen for common themes in the cl n s verbal expressions.

26 Listen to client's tone of voice, vole , intensity, rapidity, etc.

27 Am aware of any inconsistencies in the client's communication( especially between' verbal and non-verbal communication.

28 Communicate my attentiveness by varied facial expressions,
smiling, head nods, hand gestures, etc. N
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Systematic Interview Orogramming Format

.

1

1. What are my objectives for this interview?

2. What information does the client need from me tb achieve those objectives?

A. Specific topics developed in Section Ill.

B. Knowledge of my attitude that demonstrate; respect, positive regard, concern.
attentiveness, involvement,etc.

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

A. Specific topics developed in Section IV.

B. Knowledge of client's attitude and involvement.

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

A. Attract the client in a facilitative Manner so that he/s comes to the interview with a
positive attitude. ,

B. Carry out all the guidelines for effective planning.

C. Structure the interview setting making it conducive fo the exchange of information.

D. When disseminating information attend to the language le Lused, amount of
'4 Vormation in one shot, timing, and interviews -e s iconip ionf the

information. .

E. When collecting information, be selective, avoid a facts with minimum meaning ap-
proach. 1 ,

I .
t

F. Practice effective positioning, observing, and listening.
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Exchanging Information via Verbal Responding

Purposes of Section VI

1. To learn about Moment-to-Moment Verbal Interaction Techniques that are used most
frequently to doltect and disseminate information during the intake interview.

,2. To learn the different uses of Moment-to-Moment Responses.

3. To learn how to identify Moment-to-Moment Responses that are used to exchange
= information.

4. Todleam how to identify major response modes/styles.

5. To contrast effective and non-effective response modes/styles.

6. To synthesize and integrate everything learned up to this point by examining Interaction
Profiles which include total interviews instead of Moment-to-Moment Responses.

7.:To practice a facilitative response style.

Definition of Verbal Interaction Techniques

Step I - Moment-to-Moment Responses During the Intake Interview

Definition cif Moment-to-Moment Responses

1

Most common Moment-to-Moment Responses during the Intake Interview:

1. The Continue Response
2. The Restricted-Focus Response
3. The Exploratory-Focus Response
4. The Check Response
5. The Declarative Response
6. The Self-Expressive Response

importance of Moment-to-Moment Responses

r

105 -



The Continue Response

-Definition

Common examples

Verbal: "urn-hum"
"yes"
"right"
"yea"

Non-Verbal: body posture
', head nods

smile
hand gestures

I mportanC'e

, Common uses

1-

.......,....

106
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Definition

The Restricted-Focus Response

t
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

..)

1I 1 I 'ice
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Definition

The Exploratory-FOCus ReSponse

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

0-

Definition

Common descriptors

reflections
varifications
paraphrasing
restatement

Com Ilion examples

You mean.. .
You're happy because you...
I understand you saying...
Essentially then. ..

liripottance

I

The Check Response

Common' use*
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cl'he Declarative Response/,
(, .

DefInttlon

Common deuglptors

Informing
Statement-of-fact
Instructions
Explanation

Common examples

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

Importance

Common UM

DefInIffon

Common descilptors

)

(

..0

The Self- Expressive Response

advice
support-approval-assurance
opinion
self-disclosure

Common examples

I think you ihould...
I'm realty concerned about you.
Oh, I think you will be okay.
I don't like that.

Im Oottan

Common uses

I

--)9
1' 1-



Interaction Techniques ClassifiCatiOn Form: Worksheet

)
Type of Response

I Continue

7

\

Restricted
Focus

.:

,

\

v

Exploratory
Focus

,-.

.
.

.

Check

,

1

Declarative

.

Self
Expressive

.

O.

.

Total

.

.

i .
I. t,,, j

:

total

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

1. Use exploratory-focus and check responses to open the intake interview.

2. Use exploratory-focus responses to gather information from the client's perspective.

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

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

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

6. Use exptowtory-focus; check, and con 'tinue responses to facilitate client self- exploration.

7. Use restricted-focus responses to gather specific bits of information.

8. Use restricted-focus responses to narrow the area of conversation.

9: se c tinue responses freely to encourage the client to keep talking without interruptirig
his/he momentum.

10. Utilize check responsesio communicate your understanding of what the client is saying

11. Use declarative responses to present factual information needed by the client.

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

13. Make your declarative resporises in a language the client can understand.

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

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

16. Avoid self-expressive responses that communicate low levels of respect and negai;ve
regard.

17.

18.

19.

20.

Other Guidelines

II I



Using Moment-to-Moment Response's
es

Wiz( the
When You Want To Following Response

Open an interview Exploratory-Focus

Check

Examples of How

"Let's begin by
you telling me .
what brings you
here."
'You look a little
anxious today."

Whyqf

Focuses inter- :
view on client
concerns

Gather infor-
mation from the
client's per-
ception

Exploratory-Focus 'What are you . Enables you to
thinking right avoid imposing
now?" your own diag-
"Tell me more nostic biases
about..." into the infor-

mation process
and.minimizes
categorical and
labeling biases

To break unpro-
ductive pauses-
Get client to
start talking
again after
lapse in dis-
cussion b

Exploratory-Focus

Check

Build, strengthen
and maintain
rapport

Exploratory-Focus

Check

. Continue

"Tell me what you Encourage client
are thinking right to talk.with
now.': many alternatives
"You seem to have for Self-

a loss for words, expression
right now." -

"Tell me what
you are experi-
encing right
now."
"It seems that
you think you
are .."
"Um-hum"

Communicates
attentiveness,
interest, copcem,
involvement, and
allows client
free expression
thus focusing
interview on
clieqt concerns

Gather additional
information about
a topic being
discussed

ExploratoryFocus

Check

Continue

"Tell me more
about..
"Essentially
then you think..."
'Yea",

Facilitates the
client's elabo-
ration of a
,oint

Facilitate client
self-exploration

Exploratory-Focus

Check'

CoAtinue

"Tell me a little
about yourself."
"You are angry
because you..."
"Um-hyril"

COmmunicates
attentiveness,
interest. concern.
involvement, and
allows client
free expression
thus focusing
interview on
client concerns

Gather a'specific
bit of infor-
mafion

Restricted-Focus "How old are
you?" ;

Most direct means
of gathering
speoific bits
of information

'a
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Nek

When You Want To

Narrow the area
ofsonversatkon

3

Utilize the
Following Response

Restricted-Focus

l7

C

Examples of How . Why
"How old are Focuses the
you?" client's..atten-

tion on a central
issue

Encourage client Continue "Urn-hum" e Communicates
to keep talking attentiveness,
without inter- interest, concern,
rupting his and involvement
momentum

Communicate Check "You're really Lets client know
understanding so tense." you understand
as to get addi- and encourages
tional infor- .e continued talking
motion I
Give client Declarative "Our agency will Gives client
factual objective , do this..." information not
information readily available

to him
To express Self-Expressive
assurance and
support

"I think you can
do it."

Sometimes needed
during helping
interview

To disclose some- Self-Expressive "I once had that Sometimes needed-
thing about self same experience, during helping
to client I..." interview
Give client
information from
your own frame of
reference

Self-Expressive "This is the way
I see it."

Sometimes needed
during helping
interview.

'AIN1erbcr Interaction Techniques are used in conjunction with Facilitative Non Verbal Interaction Techniques

use
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Step II Major Response/Myles during
the intake Interview r

Definition of Response Styles

a

I /-

Impoitanceof Response Styles

.Objectives of Response Style Training

A

an.
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Interview Pr6flle

Information
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Information
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Definition

N

Description of Listener

4

Effect of Listener, on Client

,

1/4

Definition
.

r

Description of interrogator

/

Effect of interrogator
on Client

The listener

:

(
C

The Interrogator

I

',.

(
,

-2

,
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, Definition

c
, Description of Explorer

... Effect of Explorer
on Client

I

41,

es

(
1

Definition

, Description of Reflector

Effect of Reflector,
on Client

1

The Explorer

The Reflector

/

9

I

V

4
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'4\--;-, Definition

1

0

e

Description of informer

Effect of Informer
on Client

A

,

, .. The Informer

ik
0

v

s. ..

:, ....?

Definition

- Description of Self- Expresser

2

Effect of Self-Expresser
on Client

The Self-Expresser

.. .

.11

..

r

.
r

.1.

.,
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Per
cent

Interaction Profiles of Rehabilitation Counselors
During Initial Interviews

Information
Collection

Information
Dissemination
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Per-
cent

Interaction Profiles13f Rehabilitation Cojnselors
During the Initial Interview

Information
Collection

Information
Dissemination

.
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22%
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I
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10%
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I
II

11

I

Notes:

Continue Restricted- Fxploratoty-
Focus Focus

Check

1 State Saiiiple - Mid 70's
(K=56)
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Declarative

Self-
Expressive

t
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Interaction Profiles of Rehabilitation Counselors
During the' Initial Interview

Per- Information
cent Collection

Information
Dissemination
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.39%

17% 18%

Continue

Notes:
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Guidelines for a Facilltativeltesponse Style
Behold the Facilitator:

1. Assume a poSition to exchange information in the most effective manner.

2. Observe the client.

3. Listen to your client. .

4. Open the interview with responses that will focus on th cc.ncerns of the client.

5. Continue to facilitate the information exchange process by focusing on the client
concerns.

6. Allow the client as many alternatives for self-expression as possible.

7. Facilitate the client's elaboration of topics.

8. Use responses that tend to widen the client's perceptual field.

9'. "Train" your clients to freely express themselves.

10. Establish this "training" process early.

11. Build, strengthen, and maintain a 'positive relationship.

12. Communicate you attentiveness, concern, and involvement.

13. Avoid the use of questions as your only t000r gathering information.

14. Let the client know you are hearing him/her correctly.

15. Communicate your empathic understanding of the client frequently.

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

17. Break unproductive pauses during the interview with responses that keep the focus on the
client.

18. When factual information Is needed. by the client, utilize declarative responses
appropriately.

19. When information from your frame of reference seems ropropriate, use self - expressive
. responses wisely.

20.

21.

22.

Other Guidelines
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Use What

Suggestions for a Facilitative Response Style

When You
Want to Why How

Positioning Engage client ,Communicates
attentiveness,
involvement &
concen

Posture

Observing Collect non- Enables you - Look at
verbal infor- to really - client
motion & "see" client
communicate
respect

Listening Collect
verbal
information &
communicate
respect

Enables you Active ..
to really Listeping
"hear" Techniques
client 1

Exploratory-
Focus &
Check
Responses

Open the
interview

Focuses in- i "What can I
terview on do for you
client today7'
concerns "You look

qbite excited
a about some-

thing."

Exploratory- Gather infor- Avoids impos- "What do yoU
Focus motion from Ing your own think about
Responses client's biases into it?"

frame of information
reference gathering

process

Continue, Build, Facilitates "Uh-hum"
Check, & strengthen, & ' rapport "You seem
Exploratory- maintain a down today."
Fodus positive "Describe
Responses relationship your reaction."

Continue, Allow client Does not re- "Uh-hum"
Check, & as many after- strict ex- "So you don't
Exploratory- natives for presslon. like it that
Focus self- Encourages way."
Responses expression expression "Describe the

as possible situation."

Exploratory- Widens Solicit the "How do you
Focus client's client's see it?"
Responses perceptual views,

field opinions,
thoughts, &
feelings

122 I 7 ri



When You I
Us* What Want To Why , How

Exploratory Focus on Allows :What do you
F k/k Us, Check, client's client free- think of it?"

ontinue concerns dom of "You're really
'Responses expression angry about

that."
"Uh-hum"

L

Exploratory- Facilitate Encourages, "Tell me more
Focus, Check, elaboration narrative about.'!
& Continue . of topic type respond- "This is what
Responses ing instead I hear you.

of short saying...,.
.0-,

quick answers "Uh-hum"
v

Exploratr- Train your Encourages "Describe
Focus client to narrative your
Responses respond more statements ction."

openly instead of
short quick
answers

Exploratory- Set a pattern Avoids a "How did you
Focus, Check, that fact' /pattern that do/see that?"
&Continue totes free . discourages "You seem
Responses expression free depressed /

expression today."
"Uh-hum"

Exploratory- Avoid ques- Allow alter- "Tell me more
Focus & Check tioning as nate forms of about..."
Responses only tool for information "Describe the

gathering gathering' situation."
information "Then you

realty want
to..."

Non-Verbal Communicate Communicates Position,
Interaction your atten- respect Observe,
Techniques tiveness, Listen, Label,

r- & Continue concern 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 I hear
Responses client know understanding you saying

how you hair ,- is.! ."
him

I '11) 123



a

i

124

Use What
When You
Want To Why ,...--------7 How

Check Clear up Provides
Responses your thinking opportunity

as to what to clarify
client any mis-
means understanding

"Essentially
then you
want to..."

Exploratory- Break unpro- Keeps the "What are you
Focus & Check ductive focus on - thinking right
Responses pauses client & en- now?"

during (ciurages "You seem a
interview self-expres- little con-

sion fused."

Declarative ----Giireiactual Provides "Our agency
Responses information client with can do this."

needed infor- (Descriptive
..-- ---\ , mation not in character,<7 \..i readily avail- neutral in

able to tim tone & in a
language client
can understand)

Se Give infor- Sometimes "You can do
Expr ssive mation from helpful rt."

Responses your frame during (Avoid advice
of reference interview giving, preach-

ing, blaming,
'exhorting,
placating, ca-
joling, Intel-

- lectualizing, etc.)

1 ).... k



InforMation. Dissemination Assessment Form

Directions The Information Disseminatiovn 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. Category V
allows you to assess the manners rk which information was disseminated. Place a
check by each behavior you think was performed.

I Rote & Function of the , . IV.
Rehab !Walton Agency .

1 Purpose of agency
2. What'the agency is rot '
3 Eligibility cciteria , .

4. Fact that an &gibilify
decision will be made

5. Services provided
6. Objectives of certain

services
___ 7. Why the person was referred

.

II. Role & Function of the
% Rehablittation Counselor

- - 1. Arranger of services
2. Provider of services
3. Clien1advocate

_ 4. Team member
5. Joint approach with clie-e
6. Actions in specific

situations
7. Lack of action in specific

situations
8. Interview information

utilization
9. External information

utilization

III. Client Rights

_ 1 Objectives of interview_ 2. Confidentiality
3. Right to appeal ineligibility- A Appeal process
5. Right to administrative review

of service dissatisfaction
6 Civil rights

Client Responsibiltlies

1. Regarding general
medical exam

2. Why exam is needed
3. What the exam consists of
4. Regarding specialist exam
5. What Specialist,exams are

seeded
6. Why specialis! exams are

needed
7. Explanation of forms_ 8. Why forms are to be signed_ 9. Responsibilities beyond

eligibility determination
10. Specific responsibilities in

relation t specific services
beyond eligibility determination

V. Style
f

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

2 Avoided presenting too
much information in "one
shot."

3 Provided information in a
well timed fashion.

4 Made sure client under-
stood information provided.

1'......

\1

;3

,..
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Information Collection Assessment Form

Directions The Information Collection Assessment Form includes topics which may be dis-
cussed during the initial rehabilitation counseling interview. Use the form to check
the topics you'hear discussed with the client during the interview.

I. Referral

1-- Referral source
2. Client expectations
3. Client feelings
4 Previous contact
5 Previous services
6 Current contact with

other agencies
7 Services from other

agencies

U. Disability/Medical

1 Disability
2 Multiple disability?
3 Duration
4 Stability
5 Previous or current

treatment
6 Employment limitations
7 Daily functioning
8 Client feelings

III. Social

1 Marital status
2 Living arrangement
3 Dependents
4 Family members'

attitude
Support from
non-family
Satisfaction with
living arrangements

7 Satisfaction with
social life

8 Leisure activities

126

Economic

1 Primary urce
port

2 Other sources
of support

3 Unpaid debts
4 Additional sources

of support in the
future
Medical insurance
Client feelings

5
6

V. Work History

1. Most recent work
2. Weekly earnings

from above
3. Length of employment

from above
4. Satisfaction with work
5. Performance on job
6. Feelings associated

with above
7. Reason for termination
8. 2-7 for previous employment
9. Ability to get along

with supervisor(s)
10. Ability to get along with co-workers
11. Present employment

status
12. Length of present

status
13 Job seeking behavior

Vi. Vocational Goals

1. Vocational motivation
2 Vocational objective
3. Reason for vocational

objective
4. Client's perception

of ability to achieve
vocational objective

5 Other vocational goals
6 Long range vocational

planning

VII. Education

1 Highest grade completed
2 If not high school

graduate, why?
3 If not high school

graduate, has client
Passed high school
equivalency exam'?

4 Dislikes about school
5 Favorite subjects
6 Non-favorite subjects
7 Grades '
8 Previous vocational training
9 Reaction to vocational training

10 Client feelings



interadion Techniques Classification Form: worksheet

Typo of ponsa
.

Continue Restricted Exploratory Check Declarative Self Total
Focus Focus Expressive

/1.
. .

....,

total

percent

127



128

Interview Profile

Information Information
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Draw your profile in accordance with how you believe your profile of Interaction Techniques
would look for one of your typical intical interviews. /



Interaction Techniques Self-AssessTent Guide
Part II - Verbal Responding

During an interview frperform the following behaviors. ..

Yes No N/A

1. Open the interview with an open-ended question or statement that
focuses on ine concerns of the client.

2. Allow the client as many alternatives for self-expression as possible
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 7y-focus,
check, and continue responses, to build, strengthen, and maintain
a positive relationship.

4. Avoid excessive use of responses that call for short, quick client
responses that tend to curtail his/her perceptual field and
elaboration of trios.

5. Consciously attempt to establish an early pattern of responding that
facilitates 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 attentiveness, concern, and involvement by
practicing the effective non-verbal techniques of positioning,
observing, listening. and frequently make verbal continue
responses.

7. Avoid the use of questions as my only tool for gathering Information.

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

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

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

11. Often communicate my understanding of what the client is

experiencing.

129
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/

Yes No ---N/A -1,

i

12,

N.

e

Frgquently verbalize what I think the client is communicating.

4

13 Have a matter-of-fact attitude and tone (Di voice when giving the
client objective and factual infor Lion

14 Use language the client u derst ds and avoid jargon- and
confusing terminology.

15. Avoid prtisenting too muel information the client at "one shot"

Provide information in a well-timed fashio .

Make sure the client understands the information I 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.

.

1
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Rehabilitation Intake Interview Guide

k

Possible Information Dissemination Topics to Discuss with Client

I. Role and Function of the Rehabilitation Agency

1. General statement about the purpose of rehabilitation.

2. Explanation of what makes a person eligible for vocational rehabilitation services.

3. Explanation that an eligibility decision must be made in client's case.

4. General statement about,what the rehabilitation agency is.
I

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

6. Information, on services that can be provided.

7. Information about the contribution of certain services to meeting objectives.

8. A statement about the referral process.

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

II. Role and Function of the Rehabilitation bounselor

1. Counselors role as an crranger and/or coordinator of services.

2. Counselor's role as a direct provider of services.

3. Client advocacy role.

4. Role as a team member.

5...Joint approach with client.

6. Statements about what the counselor will do in specific situations.

7. State'ments about what the counselor will not do in specific situations.

8. Statements about how the counselor will utilize information collected from client.

9. Statenients about how the counselor Will utilize information collected from external
sources.

10. Feedback to client of any understanding of client's reaction to counselor's
discussion of his role.

M. Client Rights

1. Statement about the importance 'of sharing information.

2. Statement about how information co11:4cted will be used.

3. Statement about confidentiality.

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

5. Explanation of the a
\PQeal

process.

6. Explanation of client's civil 'rights.

7. Explanation of client assistance projects if these are available to client.

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

1 r) o
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IV. Client Responsiblittles

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 related to psychological examinations.

4. Explanation of other requested client actions. '

5. General statement about client responsibilities throughout rehabilitation process.

6. Statement of specific client responsiblfities in relation to specific services.

7. Feedback to client of arty understanding of client's reaction to information about his
responsibilities.
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Possible Information Collection Topics to Explore

A

I. ROOITal Information

1. Referral source.

2. Client expectations iiom Vocational Rehabilitation Agency.

3. Client's feelings associated with being referred or seeking vocational rehabilitation
services.

4. Amount of previous contact with a state vocational rehabilitation agency.

5. Previous services received by client from a state vocational rehabilitation agency.

6. Amount of contact with other agencies or professionals.

7. Services being received by client from other agencies and professionals.

II. Disablitty/Medical Information

1. Disability reported by client.

2. Are there multiple disa4ilities?

3. Duration of disability(les).

4. Stability of disabillty(les).

5. Previous or current treatment forsilsability(les).

6. Disability-caused limitations to employment.

7. In what manner and to what extent has the client's disability affected him/her In
regard to non-employment related daily functioning?

8. Client's feelings associated with his disability.

III. Social Information

1. Client's marital status.

2. Client's current Irving arrangements.

3. Number of dependents.

4. Attitude of family members toward client seeking vocational rehabilitation services.

5. Support from non-family associates. J
6. Client's satisfaction with current 'tying arrangements.

7. Client satisfaction with social life.

8. Factors in the client's sociA life that might interfere or facilitate client's rehabilitation
plan.

9. Client's leisure time activities.

,
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IV. Economic Infofmation

1. ,ent's primary source of support.

2. In addition to his pTimary source of support, aoes the client have other sources of
support?

3. Does the client have any unpaid debts of significant size?

4. Will the client have any additional sources of income in the future?

5. Does the client have medical insurance?

. 6. Client's feelings associated with his economic situation.

V. Work History

1. The client's most recent work experience.

2. How much was client's weekly earning on that job?

3. Le igth of employment for that job.

4. Time passed since that job held.

IS. How did client like the job? ICN

6. How well did the client perform the job?

0

cr. 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 earlier jobs, or determination of

r
no earlier jobs.

10. How well did client g0 along with previous work supervisor(s)?

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

I Z If the client is presently unemployed, how long?

,
C 13. Has the client sought work recently?

VI. Vocational Goals

1. Does the client want either a job or training?

Z_Does the client have a'specific vocational goal?

3. If yes, why is the client interested in that vocational goal?

4. How optimistic or pessimistic is the client about his ability to achieverocational
goal? ..

5 Does the client have more than one potential vocational goal?

6. What does the client see himself doing vocationally, five years from now?
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VII. Educational Information

1. How far did the client go in school?

2. If client did not complete Ifs last school experience, why?

3. If client did not complete high school, has he passed a high school equivalency
exam?

4. What did the client like or dislike about school?

5. What were his favorite subjects in school?

6. What subjects did the client dislike most?

7. What kind of grades did the client make?

8. Amount of previous vocational training.

9. Client's reaction to previous training.

10. Client's feelings associated with his educational experience and educational
status.

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

VW. Miscellaneous

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

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



,Interaction Techniques Classification Form: Worksheet

Type of Response

Contihue Restricted
Focus

.

Exploratory
Focus ,

r

Check

.

Declarative

.

Self
Expressive

.

Total
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Interaction Techniques Self-Assessment Guide
Part I - Non-Verbal Behavior Check List

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

Yes No N/A ..

1 Put aside what I was doing and gave the person my full attention.

2 Established a proper and comfortable distance between me and
the interviewee.

3 Faced the person squarely. Right shoulder opposite the person's left
shoulder and left shoulder opposite the persbn's right.

4 Leaned or rotated my body toward the person.

5 Developed and maintained eye contact: ...

....

6 Assumed and maintained an "opeW r)ostikelby avoiding crossing .A

my legs, folding my arms, etc. ..: , t , I . . .
..- . . .

s

while
-

Maintained a relaxed manner avoiding rigidposture. :..

. . ...,
7

8 Refrdined from making distracting movements such as fidgeting:

9 Looked at the interviewee's positioning. 4
10 Looked at the interviewee's grooming.

11 Looked at the interviewees level of activity.

12 Looked at the interviewee's facial expressions.

13 Looked for feelings expressed by the interviewee.

14 Looked for patterns in the person's non-verbal communication

15 Developed hypotheses based on my observations to be checked
out with the interviewee.

16 Resisted Internal distractions. I listened with a clear and open mind
and did not think about extraneous things.

_17 Initially suspended judgement. .

18 Had goals for listening. I knew exactly what I was listening for.

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. ,

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

21 Listened for the way the person felt.

22 Listened for the person's description of his/her behavioral actions in
the situation; what overt action he/she actually did or did not

. -
perform.

_23 Listened kir the persor's motives or intentions inthe situation

_24 Listened for the person's major area of concern

25. Listened for common themes expressed by the person
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Yes No N/A

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

_ 27. Listened for any inconsistencies in the person's- communication.

28. Cbmmunicated my attentiveness with varied facial expressions,
smiling, nodding head, hand gestures, etc.

_______ 29. Waited before responding verbally. During this "wait period" I

systematically labeled, organized and described to myself what I

had observed and heard. For example, I 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 performed by tfie person while focusing on the
person's major area of concern.

138
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30 I thought about the verbal response to make to the parson and
chose the most facilitative one that would best help me achieve my
objectives for the interview. .

.
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Interaction Techniques Self-Assessment Guide
Part U - Verbal Responding Check List

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

MOS No N/A

1 Opened the interview with an open-ended question or statement
that focused on the concerns of the interviewee.

2 Allowed the person as many alternatives for self-expression as
possible by making open-ended questions and statements,
reflecting my understanding of what he/she was saying, and used
short verbal responses such as "uh-huh", "yes", etc. that
encouraged person to continue talking.

3 Utilized freely open-ended responses, such as exploratory-focus,
check, and continue responses, to build, strengthen, and maintain
a positive relationship.

4 Avoided excessive use of responses that called for short. quick
interviewee responses that tend to curtail his/her perceptual field
and elaboration of topics.

5 Consciously attempted to establish an early pattern of responding
that facilitated interviewee expression andpreciaminatelyused the
open-ended responses of exploratory-focus, check, and continue
and avoided predominately using closed-ended responses.

6 Communicated my attentive; ess, concern, and involvement by
practicing the effective non-verbal techniques of positioning,
observing, listening, and frequently made verbal continue
responses.

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

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

9 Used restricted-focus responses only to collect specific bits of
required information or to appropriately. nartow the area of
discussion.

10 Often communicated my understanding of what thn person was
saying with check responses.

11. Often communicated my understanding of what the person was
experiencing.

12. Frequently verbalized what I thought the person was
communicating.

13. Had a matter-oftocf attitude and tone of voice when giving the
person objectiviand factual information.

14. Used language -person understood and avoided jargon and
confusing terminology.'
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Yes No N/A

-----r-.

15 Avoided preseriting too much information to the person at ''one
shot".

16. Provided information in a well timed fashion

17 Made sure the interviewee understood the information I provided

_ 18. Used supportive, self-disclosure, etc responses when called for_ 19 Avoided giving inappropriate advice.

20. Avoided responses that communicated low levels of respect and
negative regard.

' k
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Information Dissemination Assessment Form

In Categories I IV, check the topics that were discussed with the client during the just com-
pleted interview In Category V. check each behavior that described the manner in which
information was disseminated

I. Role & Function of the
Rehabilitation Agency

1 Purpose of agency
2 What the agency is not
3 Eligibility criteria
4 Fact that an eligibility

decision will be made
5 Services provided
6 Objectives of certain

services
7 Why the person was referred

II. Role & Function of the
Rehabilitation Counselor

1 Arranger of services
2 Provider of services
3 Client advocate
4 Team member
5 Joint approach with client
6 Actions in specific

situations
7 Lack of action in specific

situations
8. Interview information

utilization
9 External information

utilization

III. Client Rights

1 Objectives of interview
2 Confidentiality
3 Right to appeal ineligibility
4 Appeal process
5 Right to administrative rev;ew

of service dissatisfaction
6 Civil rights

0

IV. Client Responsibilities

1 Regarding general
medical exam

2 Why exam is needed
3. What the exam consists of
4 Regarding specialist exam
5 What specialist exams are

needed
6 Why specialist exams are

needed
7 Explanation of forms
8 Why forms are to be signed
9 Responsibilities beyond

eligibility determination
10 Specific responsibilities in

relation to specific services
beyond eligibility determination

V. Stile

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

2 Avoided presenting too
much information in "one
shot."

3 Provided information in a
well timed fashion.

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

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

I. R*NiTal

1. Referral source
2 Client expectations
3..Client.feelings
4. Previous contact
5 Previous services
6. Current contact with

other agencies_ 7. Services from other
agencies

II. Disability/Modica,

1 Disability
_ 2 Multiple disability?

3 Duration
_ 4 'Stability
_ 5 Previous or current

treatment
6 Employment limitations_ 7 Daily functioning_ 8 Client feelings

III. Social_
2
3
4

Marital status
Living arrangement
Dependents
Family members'
attitude

5 Support from
non-family

6 Satisfaction with
living arrangements

7 Satisfaction with
social life

8 Leisure activities

IV. Economic

1 Primary source
of support

2 Other sources
of support

3 Unpaid debts
- 4 Additional sources

of support in the
future

_ 5 Medical insurance
6 Client feelings

142

V. Work History

1. Most recent work
2. Weekly earnings

from above
3. Length of employment

from above
4. Satisfaction with work
5..Performance on job
6. Feelings associated

with above
7. Reason for termination
8. 2-7 for previous employment
9.'Ability fa get along

'with supervisor(s)
10. Ability to get along with co-workers

_11. Present employment
status

12. Length of present
status

13. Job seeking behavior

VI. Vocational Goals

1. Vocational motivation
2 Vocational objective
3. Reason for vocational

objective
4. Client's perception

of ability to achieve
vocational objective

5. Other vocational goals
6. Long range vocational

planning

VII. Education

1. Highest grade completed
2. If not high school

graduate, why?
. If not high school

graduate, has client
passed high school
equivalency exam?

4. Dislikes about school
5 Favorite subjects
6 Non-favorite subjects
7 Grades
8. PreVious vocational training
9 Reaction to vocational training

10 Client feelings

"4/ lJ
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Systematic Interview Programming Format )
4,

t

1. What are my objectives for this irlterview? At i.,

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

a. Specific topics developed in Section III.

b. Knowledge of my attitude that demonstrates respect, positive regard, concern,
attentiveness, involvement, etc.

3. What information do I need from the client to achieve those objectives?

a. Specific topics developed in Section IV.

b. Knowledge of interviewee's attitude 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 comes to the interview with a
positive attitude.

b. Carry 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 interviewees comprehension of 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-mome t responses in a
manner that encourages free expression, openness, topic elaboration, etc.

/
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Relevant Information Awareness Matrix

Known
to

Client

Not
Knownr to
Client

Known toCounselor

?,

Not Known
to

Counselor

Known Dimension

Blind Dimension

Unknown
Dimension

\
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The Rehabilitation Intake interview
The Skills

1. Systematic Interview Programming
A. Attracting the Client

1. Mode of Communication
2. To.Whom
3. Who the interview is with
4. What will happen
5. Where the interview is
6. How to get there
7. When the interview is
8. Why or purpose of the

interview
9. Personal reason to come

10. Follow-up

B. Planning the interview

1. General "Game Plan"
2. Systematic Format
3. Content and Process
4. Specific objectives
5. Written Plan
6. Review
7. Infbrm Client
8. Moment-to-Moment

ObjtIctives
9. Client Focus vs

Form Focus
10. Flexible

C. Structuring the Interview
Setting

1. Barriers
2. Chairs
3. Client Comfort
4. Distracti4Variables
5. Confidentiality
6. Neatness
7. Temperature
8. Lighting
9. Accessibility

10. Time

II. Information Exchange
A. Information Dissemination

Effectiveness

1. Role and Function of Agency
2. Role and Function of Counselor
3. Client Rights
4. Client Responsibilities
5 Counselor Style

Language used
Amount of information
Timing
Format
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B. Information Collection Effectiveness

1. Referral
2. Disability/Medical
3. Social
4. kconomic
5. Work History
6. Vocational Goals
7. Education
8. Counselor Style

Systematic
Selective
Shot-gun
Open-ended



Non - Verbal Interaction Techniques

A. Positioning

1. Attention
2. Distance
3. Face squarely
4. Body inflination
5. Eye-co act
6. Open-posture
7. Relaxed
8. Distracting movements

B. Obsavirtg

1. Client's positioning
2. Personal appearance
3. Levels of activity
4. Gestures
5. I-cola! expressions
6. Feelings
7. Patterns

C. Listening

1. Internal distractions
2. Suspend judgement
3. Goals
4. Actual words
5. Self -talk
6. Feelings
7. Actions
8. Area of concern
9. Themes

10. Tone of voice
11. Inconsistencies
12. Attentiveness
13. Wait

IV. Verbal Responding
A. Moment-to-Moment Responses

1. Continue Response
2. Restricted-Focus Response
3. Exploratory-Focus Response
4. Check Response
5. Declarative Response
6. Self - Expressive Response

4 4

B. Response Styles

1. The Listener
2. The Interrogator
3. The Explorer
4. The Reflector
5. The Informer
6. The Self-Expresser
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The Facilitator

1. Open the interview
2. Gather information from client's perspective
3. Break unproductive pauses
4. Build and maintain rapport
5. Gather additional information
6. Facilitate client exploration
7. Gather specific bits of information
8. Narrow the area of conversation
9. Encourage client talk without interruptions

10. CoMmunicate understanding
11. Present objective factual information
12. Information from one's own frame of reference

to

4:
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