Listening Skills

A. Observation Skills

Observation skills enable you to note and understand you own and the clients’ behavior in the interview and their patterns of discussing key situations.

Noting:

1. Nonverbal behavior

a. Facial expressions

b. Body language

c. Sitting location/situation

2. Verbal behavior

a. Selective attention

b. Key words

c. Abstract or concrete conversations

d. “I” statements

e. Individual verbal styles of perceiving the world

1. Visual

2. Auditory

3. Kinesthetic

3. Discrepancies, conflicts, and incongruities between you and the client

a. Internal to the client

b. External between the client and the world

c. Between you and the client

B. Open Questions

Open questions are those that can’t be answered in a few words. (What, How, Why or Could)

1. What questions most often lead to facts.

2. How questions most often lead to a discussion about processes or sequences or to feelings.

3. Why questions most often lead to a discussion of reasons. (Why questions can put the client on the defensive and cause discomfort.)

4. Could questions are considered maximally open and contain some of the advantages of closed questions in that the client is free to say “No.”

C. Closed Questions

Closed questions can be answered in a few words or sentences. (Is, Are, Do)

D. Encouraging/restating

1. Head nods

2. Open gestures

3. Positive facial expressions

4. Restatement

5. Repetition of key words

E. Paraphrasing

The goal of paraphrasing is the facilitation of client exploration and the clarification of issues.

Four Components

1. A sentence stem (use the individual’s verbal style of perceiving the world)

2. The key words and construct systems

3. The essence of what the client has said

4. A check-out

F. Summarizing

Similar to paraphrases except that a longer time and more information are involved. Summarizations may be used to begin or end your time, transition to a new topic, or to provide clarity in a lengthy and complex story.

G. Reflection of Feelings

Underlying clients’ words and behaviors are feelings and emotions. The purpose of reflection of feeling is to make these implicit, sometimes hidden, emotions explicit and clear to the client.

1. Types

a. Explicit feelings – expressed

b. Implicit feelings – unexpressed

2. Techniques

a. A sentence stem (use the individual’s verbal style of perceiving the world)

b. A feeling label

c. A context or brief paraphrase

d. The tense

e. A check-out

H. Confrontation

It is the confrontation of discrepancies that acts as a lever for the activation of human potential. Clients come to us stuck and immobilized in their developmental processes. Through the use of skills – confrontation in particular – we facilitate change, movement, and transformation and action.

Three Steps of Confrontation

Step 1: Identifying Discrepancies, Incongruities, and Mixed Messages

Step 2: Working Toward the Resolution of Discrepancies and Incongruity

Step 3: Evaluating the Change Process (Death & Dying theory and concepts of change)

a. Denial

b. Partial examination

c. Acceptance and recognition, but no change.

d. Generation of new solution

e. Development of new, larger, and more inclusive construsts, patterns, or behaviors.

I. Focusing

1. Focus on the client

2. Focus on the main theme or problem

3. Focus on others

4. Focus on family.

5. Focus on mutuality.

6. Focus on the interviewer.

7. Focus on cultural/environmental/contextual issues

J. Reflection of Meaning

Reflection of meaning is concerned with finding the deeply held thoughts, feelings and meanings underlying life experience. If you use reflection of meaning, you may expect clients to search into deeper aspects of their life experience.

Key words associated with meaning are values, beliefs, unconscious motivators (things that impel our behavior, of which we are not presently aware), and making sense of things.

Insight is the ability to examine our thoughts, feelings and behavior and understand the meaning behind them.

Reflection of meaning requires you to enter the sense-making system of the client.

K. Influencing Skills

1. Interpretation/reframe – Provides the client with an alternative frame of reference from which to view life situations and generate new stories.

2. Logical Consequences – Enables the client to look at the possible results of alternative actions.

3. Self-disclosure – Requires you, the interviewer, to share your own story, thoughts, or experiences briefly. Used carefully, this may build a sense of equality in the session and encourage client trust and openness.

4. Feedback – Provides accurate data on how the client is seen by others and/or the interviewer.

5. Information/instruction/advice/opinion/suggestions – Complex of skills presents new information and ideas to the client. Occupational information, teaching about sexuality, results of test scores are some examples.

6. Directive – Leads the client to follow strategies and actions suggested by the interviewer, which may help in restorying or in taking concrete action on issues and problems. This is a central skill of assertiveness training.
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