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INTERVIEWING SKILLSINTERVIEWING SKILLSINTERVIEWING SKILLSINTERVIEWING SKILLSINTERVIEWING SKILLS

Objectives of this module

The activities in this module are designed to:

1. Increase participants’ awareness of cultural variations in verbal and non-verbal communications
between counsellors and clients in a counselling interview.

2. Enhance participants’ ability to use the skills of establishing rapport, asking open and closed
questions and backtracking in a culturally appropriate way.

3. Encourage participants to think about other/additional skills that are needed when interviewing
clients from different cultural groups.

Notes to trainers about Module 4

1. The approach taken in this module to interviewing skills training is the microskills approach used by
Allen B. Ivey*.  This approach assumes that counselling can be broken into component parts or individual
skills that can be identified and taught.  Learners in this process typically go through four stages:

• being unconsciously incompetent
• being consciously incompetent
• being consciously competent
• being unconsciously competent**

The process of becoming consciously aware of each step in a process you have never before analyzed can seem
cumbersome and frustrating to the learner.  Trainers should anticipate that participants with learning styles that
are more holistic might find the microskills approach uncomfortable initially.

2. An effective approach to skill training of the type in this module is to:

a. explain (auditory component - participants hear)
b. demonstrate (visual component - participants see)
c. practise (kinaesthetic component - participants do)

* Ivey, A. B. & Gluckstern, N. B. (1974). Basic attending skills (videotape). Massachusetts: Microtraining Associates.
** Source unknown.
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Purpose of the activity

This activity is an unusual and enjoyable way of introducing the concept of rapport in counselling.  Participants
experience the impact of non-verbal behaviours on the establishing of rapport across cultures.  They explore
cultural differences in the use of eye contact, movements and interpersonal space.  They practice identifying
and following another person’s non-verbal patterns.

Time required: 30 minutes.

Supplies needed: Tape recorder and a tape of music that is danceable,
but not recognizable as any one style of dance.

Suggested process:

1. The trainer introduces the activity with the following:

Rapport can be defined as the art of establishing trust, respect, and cooperation in a relationship.
It is being able to step into and out of another’s experience with sensitivity and understanding.
Rapport is like dancing, where you must be aware of your movements and space as well as the
movements and space of your partner.  If you move too quickly or slowly, it could interfere with
the synchronism of the dancing relationship.  If you frequently bump or step on the feet of the
other, eventually s/he will not want to be your partner.  By matching the verbal and non-verbal
behaviours of the dance, rapport is established.  Matching is the way you adjust your dance to
the dance of the client and create in her/him the belief and trust that you have the expertise to
manoeuvre the dance in the best possible way.  Without rapport you will not be able to lead
your partner in the desired direction of change.

by Robert C. Dungey

RAPPORT: A DANCERAPPORT: A DANCERAPPORT: A DANCERAPPORT: A DANCERAPPORT: A DANCE*

AAAAACTIVITY 4.1CTIVITY 4.1CTIVITY 4.1CTIVITY 4.1CTIVITY 4.1

* This activity was developed by Robert C. Dungey
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2. The trainer divides the group into pairs, asking them to choose who will be A and who will be B.
The partners stand facing each other.  The trainer gives the following instructions:

a) This whole exercise will be done in silence, while you are dancing to a piece of music.  You will be
dancing a series of dances, each of which will continue for approximately three minutes.  At the end
of each dance, the music will stop and you will be given instructions for the next dance.

b) First dance: As you listen to the music, both partners will perform different steps and movements
from each other.  A and B are in what is called “first position”*, each of you fully responding to your
internal experiences.

c) Second dance: A will begin to slowly dance as you listen to the music.  B will observe A’s micro and
macro movements to the music and start to duplicate them. It is important that B follow as exactly
as possible A’s experience by stepping into “second position” with A.  B is to pay particular attention
to A’s facial muscles, tilting of the head, breathing patterns, movement or lack of movement in the
upper or lower body, etc. in order to match the experience.

d) Third dance: A and B will reverse roles; B will move to the music and A will match.

e) Fourth dance: Both A and B will simultaneously match and lead as they move to the music.  A will
start to slowly move to the music; B will follow while starting to lead.   Then A will match B, and
begin to take over the lead again.  This will continue until both A and B are not sure who is
following and who is leading.

3. Upon completion of the four dances, the group reflects on their experiences by responding to the following
questions:

a. In what ways were the four dances different from one another?

b. What differences did you notice in the use of personal space, movements and eye contact?

c. Which dance had the best feeling of rapport?

d. How does what you experienced in the dances relate to what you have experienced in
counselling clients?

e. How is the concept of perceptual positions* useful to you as a counsellor in building rapport
with clients?

*   The concept of perceptual positions comes from Neuro-Linguistic Programming.  According to this model, there are
three positions from which to view a relationship.  First position is the process of perceiving a particular situation through
our own eyes as it is happening at the moment.  Second position involves experiencing a situation through the eyes of
another.  It is as if you were, truly, walking in someone else’s shoes.  Third position is, after having been in first and second
positions, viewing from a distant perspective the relationship between self and other.
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Purpose of the activity

In this activity participants expand their understanding of how rapport is established in various ethnic groups.
They identify the verbal and non-verbal behaviours used to establish rapport in their own ethnic group and
practise those used in other groups.  As this is the first instance in the module in which participants will
comment on each others’ performance in a roleplay situation, the activity begins with the group considering
effective ways of giving feedback.

Time required: 2 hours.

Supplies needed: Handout 4.2 - Guidelines for Feedback;
Handout 4.2.1 - Establishing Rapport;
Handout 4.2.2 - Checklist of Cross-Cultural Variables
in Establishing Rapport

Suggested process:

1. Before beginning this activity, the group discusses the importance of giving constructive and culturally
appropriate feedback, using Handout 4.2.

2. The group discusses Handout 4.2.1, which gives some of the choices counsellors can use with a client to
establish rapport.

3. The participants divide into groups of three people, making sure that they are with participants from
different cultures.  They decide who will be A, B and C.

4. The trainer gives the following instructions:

a) A will take a moment and think of a situation in which you are watching a person from your ethnic
group being helped by another from the same group.  As you run this movie in your mind, notice how the
two people are sitting, moving and gesturing.  Listen to the tone, tempo, volume and rhythm of the words
used in the conversation.  Observe the positioning of the eyes while conversing and the amount of physical
distance between the two people.

b) Once you are aware of these factors, you will coach B so that s/he can model the behaviours that
are necessary to gain rapport with someone of your ethnic group.

c) A and B will converse for a period of 5 minutes with B maintaining rapport.

A CROSS-CULA CROSS-CULA CROSS-CULA CROSS-CULA CROSS-CULTURAL PERSPECTIVETURAL PERSPECTIVETURAL PERSPECTIVETURAL PERSPECTIVETURAL PERSPECTIVE

ON RAPPORTON RAPPORTON RAPPORTON RAPPORTON RAPPORT*

AAAAACTIVITY 4.2CTIVITY 4.2CTIVITY 4.2CTIVITY 4.2CTIVITY 4.2

* This activity was developed by Robert C. Dungey.
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d) C will ensure that B stays in rapport and will be the judge to determine when there is a match
between the behaviours of A and B.

e) When you have finished, reverse roles and repeat the above steps until each person has completed
the process.

f ) If your group finishes early, discuss the influence that age, sex, class and religion have on two people
from your ethnic group who are in the process of establishing rapport.

5. As a follow-up and a way of summarizing this exercise, the group discusses Handout 4.2.2, which is a
checklist of the elements of rapport with examples of cultural variations.
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GUIDELINES FOR FEEDBAGUIDELINES FOR FEEDBAGUIDELINES FOR FEEDBAGUIDELINES FOR FEEDBAGUIDELINES FOR FEEDBACKCKCKCKCK

AAAAACTIVITY 4.2, HANDOUT 4.2CTIVITY 4.2, HANDOUT 4.2CTIVITY 4.2, HANDOUT 4.2CTIVITY 4.2, HANDOUT 4.2CTIVITY 4.2, HANDOUT 4.2

by Robert C. Dungey

1. One must be sensitive to the other person’s cultural background when giving feedback.  If you are unsure of
how to give the feedback so that it culturally matches, ask the person with whom you are communicating to
tell you.  In some cultures, it is important to express the feedback in an explicit manner, the words conveying
most of the information in order to maintain respect in the relationship.  In other cultures less information
is contained in the verbal aspect of the message (Hall 1976).

2. Focus on what you see and hear as opposed to what you feel and think.  For example, notice the difference
between saying: “When you were demonstrating the skill of backtracking in the interview, I noticed that
your words were quickly spoken and I couldn’t hear all of what was being said”, as opposed to: “You did that
all wrong and you need to practise it more.”  The former statement describes the behaviour, while the latter
response reflects judgement and advice-giving.

3. Give your feedback in a helpful and caring manner.  If you see that the person who is receiving feedback
begins to not listen, or starts to react in a negative way, immediately change what you are saying and doing
until you get a more attentive response.

4. It is important to give positive and constructive feedback. In fact, when giving constructive feedback it is
important to always include positive feedback.

5. Once the feedback has been given, check to see if you have accurately received it.  It is paramount that the
feedback is understood so that you know what corrective action to take.

6. If you experience the feedback you receive as a failure, change it into a learning framework.  Begin to ask
yourself what you need to know and how you can start to learn it.
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by Robert C. Dungey

1. Establishing rapport is like dancing; without it you will not be able to lead your partner(s) in the desired
direction of change.  Rapport can be defined as the ability to acquire another’s attention and to create in
her/him the belief and trust that you have the ability and understanding to assist in the best possible way.  It
is the ability to step into and experience the world of another, with understanding and not judgement.
Often rapport is equated with being liked; but it is actually about getting someone’s attention and respect
for your ability to be an expert communicator.  When one is experiencing being understood without
judgement then rapport has been established.*

2. Rapport is established when the counsellor is able to match the verbal and/or non-verbal behaviours of the
client.  Matching is the way you adjust your own behaviour to approximate the behaviour of your client.
That is, if your client is sitting forward in his chair and gesturing in front of him with his left hand, the
counsellor may decide to match his behaviour by moving forward and using a similar gesture when talking
to him.

3. In order to have flexibility in the counselling process, it is helpful to have a variety of ways to establish and
maintain rapport.  The following is a list of choices that can be used to create rapport:

• pacing the client’s experience by matching sensory-based words (seeing, hearing, and feeling words)
• selecting out and repeating key words and phrases used by the client
• matching the client’s tone, tempo, and volume
• adjusting your body to match the client’s stance, facial expressions and gestures
• pacing the client’s breathing pattern so that it matches yours

ESTESTESTESTESTABLISHING RAPPORTABLISHING RAPPORTABLISHING RAPPORTABLISHING RAPPORTABLISHING RAPPORT

AAAAACTIVITY 4.2CTIVITY 4.2CTIVITY 4.2CTIVITY 4.2CTIVITY 4.2, HANDOUT 4.2.1, HANDOUT 4.2.1, HANDOUT 4.2.1, HANDOUT 4.2.1, HANDOUT 4.2.1
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The following is a list of elements in the process of establishing rapport that vary across cultures.  When a
counsellor is having difficulty establishing rapport with a client, it may be due to differences in one or more of
these elements.  Following each component are examples of cultural variations in behaviour that apply to both
clients and counsellors.  In some cases, the examples given are opposites with a continuum of possibilities
between them.

1. type of greeting - handshake/bow/kiss/nodding the head
2. way of addressing each other - first name/last names/titles such as “Auntie”
3. refreshments - offered/not offered; tea/coffee
4. seating arrangements - facing each other/side by side/facing each other across a desk
5. personal distance - sitting far apart/close together
6. small talk - brief/lengthy; what subjects acceptable (family/the weather)
7. gaze - little eye contact/a lot of eye contact
8. tone of voice - soft and gentle/loud and firm
9. physical touch - hugs and touching expected/not expected
10. posture - leaning forward/leaning back
11. amount of talk expected - a little/a lot
12. use of silence in conversation - comfortable with a little/a lot
13. lead-taking in conversation - client’s role/counsellor’s role
14. approach to important subjects - direct/indirect
15. taboo subjects - money/sex/age/family problems
16. counsellor self-disclosure - expected/not expected
17. use of gestures - large scale/small scale
18. use of humour - customary/not customary
19. importance of time - tight/loose schedule for interview

*   Compiled by Janis Galway

CHECKLIST OF CROSS-CULCHECKLIST OF CROSS-CULCHECKLIST OF CROSS-CULCHECKLIST OF CROSS-CULCHECKLIST OF CROSS-CULTURALTURALTURALTURALTURAL

VVVVVARIABLES IN ESTARIABLES IN ESTARIABLES IN ESTARIABLES IN ESTARIABLES IN ESTABLISHING RAPPORTABLISHING RAPPORTABLISHING RAPPORTABLISHING RAPPORTABLISHING RAPPORT*

AAAAACTIVITY 4.2CTIVITY 4.2CTIVITY 4.2CTIVITY 4.2CTIVITY 4.2, HANDOUT 4.2.2, HANDOUT 4.2.2, HANDOUT 4.2.2, HANDOUT 4.2.2, HANDOUT 4.2.2
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Responses from CSISW participants to Activity 4.2

Course participants completed a writing assignment in which they described how a counsellor could establish
rapport with clients from their ethnic groups.

The following are excerpts from three of these papers.  [The opinions expressed in these papers are solely those
of the writers.]

PAPER 1

...Usually Cambodian clients feel nervous and tense during the interview process, especially with a counsellor
of a different cultural background.

Some non-verbal gestures or behaviours are completely different in meaning from those of Western clients.
Cambodians never kiss each other on the cheeks as personal greeting; instead they may bow or use handshakes.
For the first meeting, a client prefers to stay far away from the counsellor as a sign of respect but when he knows
the counsellor better he may sit very close to the counsellor and may even touch the arm or the hand of the
counsellor while reciting his story or past experience.  In this case, the counsellor must not be surprised or try to
get away which may hurt the client’s feelings.

Eye contact can make the client nervous or uncomfortable.  The client usually tries to avoid eye contact by
looking somewhere else and it does not mean that the client lacks attention to the counsellor, but instead that
the client is paying respect to his counsellor.

The client tries to be polite towards the counsellor by saying yes or nodding his head while the counsellor is
talking, but this does not mean that he understands completely what the counsellor is saying.  In this case, the
counsellor must do some backtracking to make sure every point is well understood by the client.

...Sometimes anger or disapproval is covered up by silence, since Cambodians are brought up not to speak up or
talk back to parents, teachers, or anyone of authority.  Sensitivity is necessary to avoid hurt feelings.

The head is considered a sacred part of the body.  For Cambodians touching the buttocks is less severe
than touching the head, which contrasts with Western culture.  Cambodians seldom touch anyone of the
opposite sex.

For the verbal part, Cambodian clients tend to take the indirect approach in their conversations, particularly
when they involve unpleasant matters.  They often say “yes” when they really mean “no”.  The counsellor must
speak distinctly, and ask occasional discreet questions to determine whether the previous conversation has been
understood..  Straightforwardness in Western culture can be threatening to Cambodian clients.  They do not
readily show their emotions.  As an example, Cambodians seldom request a drink or accept right away an offer
for a tea or coffee, even though they are very thirsty.
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PAPER 2

...When [South Asian] clients walk in for help, they are in a new situation.  They will not be willing to talk
openly to a stranger; therefore, rapport must be established between counsellor and client.  This is done in
different ways.  A counsellor makes the clients comfortable by offering them tea and engaging in small talk with
them.  Since the clients need a context in which to relate to the counsellor, self-disclosure is a good way for the
counsellor to establish context.  Listening to the clients is very important.  If the counsellor interrupts too often,
the clients thinks s/he is not listening.  Clients feel a need to explain their situation in great detail to make sure
the counsellor understands and sympathizes with them...

Non-verbal ways of establishing rapport are also very useful.  Sitting close to clients and hugging them are
useful in communicating, but a client’s sex should be considered because of the conservative nature of the
culture.  Also, eye contact helps in creating rapport.  Thought should be given to the fact that women are taught
to be demure.  If they avoid eye contact, it should not be considered a slight....

PAPER 3

...To establish rapport with an African client, the counsellor should be flexible about the time taken.  The client
may take a long time to get to the problem/issue for which s/he has come to the agency.  Everything said, no
matter how far removed to the Western mind, is relevant to the problem at hand.  Therefore, interviews should
accommodate all that the client relates.  The questions asked should be open-ended despite the fact that a long
story may already have been told.  ...If it is accepted that half the battle is won just by winning the client’s
confidence, then listening with great patience will pay dividends.

It is a well-known fact that Westerners fail dismally in interpreting African body language.  Africans tend to be
restrained both emotionally and physically; this is mistaken for passiveness and a lack of initiative and assertiveness.
In reality, this is cultural conditioning which indicates a respect for authority.  Thus it is not unusual for the
client to merely state the problem and remain silent thereafter.  The counsellor has to be skilful enough to ask
open-ended questions that will make a client loosen up and become comfortable...
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Purpose of the activity

In this activity, participants practise another skill which is a useful tool in counselling interviews - asking open-
ended questions.  They discover the appropriateness of using this technique with client from various cultures.

Time required: 2 ½ hours

Supplies needed: Handout 4.3 - Open-ended Questions;
Handout 4.3.1 - Choosing Effective Open-ended Questions.

Suggested process:

1. The trainer begins by explaining that open-ended questions are questions that cannot be answered by “yes”
or “no” or a simple fact.  (Those are closed questions.)  Open-ended questions often begin with “Who”,
“What”, “When”, “Where”, “How”, “Why”, and “Could”, and usually require a more elaborate answer
than closed questions.

2. The trainer and participants go over Handout 4.3, which describes how open-ended questions can be used.

3. Participants individually complete Handout 4.3.1, in which they select the most effective open-ended
response to a client statement; they compare results with a partner, and then the exercise is discussed in the
large group.

4. Participants break into groups of three people for a drill on open-ended questions.  The trainer gives the
following instructions:

a) Decide who will be A, B, and C.
b) A will make a short statement to B.
c) B will repeat what A has said, word for word, and ask A an open-ended question.
d) C will determine if B has asked an open-ended question.
e) If C agrees that B has asked a well-formed open-ended question, then change roles until everyone

has experienced all three roles.
5. After finishing these activities the group debriefs by discussing these questions together:

a) In what way can the skill of asking open-ended questions be used in counselling a client from
your culture?

b) What adjustments would you have to make in order to use this skill with your clients?
c) What factors would you have to consider when using this skill with a client from a different culture?

OPEN-ENDED QUESTIONSOPEN-ENDED QUESTIONSOPEN-ENDED QUESTIONSOPEN-ENDED QUESTIONSOPEN-ENDED QUESTIONS*

AAAAACTIVITY 4.3CTIVITY 4.3CTIVITY 4.3CTIVITY 4.3CTIVITY 4.3

* This activity was developed by Robert C. Dungey
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1. It is imperative that the use of open-ended questions correspond with the understanding of the client’s
cultural background.  However, open-ended questions that reflect a genuine desire and interest on part of
the counsellor to understand the client are much more likely to build rapport across all client groups,
whereas a series of closed questions may sound like an interrogation.

2. Open-ended questions allow for elaboration and usually cannot be answered with a “yes” or “no” response.
Even though this is the case, a client may still not respond to an open question if rapport has not been
created.

3. Open-ended questions focus on what the client is talking about, as opposed to a topic that the counsellor
finds interesting.  If a client is talking about being oppressed, the counsellor’s question should directly relate
to that subject rather than relating to other issues.

4. Open-ended questions may be used to establish rapport, begin an interview, to gather examples and to
elaborate upon an important issue.

5. Closed questions can be useful when specific information is needed. For example, “Are your children in day
care? “, “Are you currently employed?”

6. The counsellor can focus open-ended questions on factual or emotionally related issues.  An example of a
fact-related question would be “What do you see as the problem?”  The question, “How do you feel about
being in this country?” asks the client to comment on his or her affect.  In counselling cross-culturally it
may be necessary initially to present open questions which relate only to factual issues until the client feels
comfortable with being asked questions on a more emotional level.

7. Open-ended questions can be framed with “What”, “How”, “Can” and “Could”.  An open-ended question
may begin with a “What”, “How”, “Can” and “Could” and still be partially closed, if it does not focus on
the client’s topic of discussion.

8. “Why” questions may illicit defensiveness and should be avoided unless rapport has been established.

9. Asking more than one question at a time in a single response can be confusing for the client and the helper.
It is also important to avoid asking too many questions at any one time.  Some clients may feel intimidated
if they are bombarded with questions.

* This was originally developed by Robert C. Dungey.  It has been revised with inputs from Tamem McCallum.

OPEN-ENDED QUESTIONSOPEN-ENDED QUESTIONSOPEN-ENDED QUESTIONSOPEN-ENDED QUESTIONSOPEN-ENDED QUESTIONS*

AAAAACTIVITY 4.CTIVITY 4.CTIVITY 4.CTIVITY 4.CTIVITY 4.3, HANDOUT 4.33, HANDOUT 4.33, HANDOUT 4.33, HANDOUT 4.33, HANDOUT 4.3
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Examples of Open and Closed Questions *

1. The client came to Canada for a ‘better life’ six years ago, leaving behind her two children with relatives
back home.

Client: I have been working and struggling to send money home for mother to take care of my children.
Finally I was able to sponsor them and now they live with me. But they are always crying and talking
about how they miss ‘Grandma’.

Counsellor: How old are your children? (Closed question)

Do you think the children blame you for separating them from their grandmother? (Closed)

How do you feel when your children talk about grandma? (Open)

What can you do to help you and your children go through this transition? (Open)

2. The client is a young person facing problems with his parents.

Client: My parents disapprove of everything I do: my music is too loud, I don’t speak their language
anymore…My mother is always saying: “ Don’t think I’m the same as the mothers of your Canadian
friends”.

Counsellor: Are you ashamed of your culture/ethnic background? (Closed)

Could you tell me more about your relationship with your parents? (Open)

Do you feel caught between two cultures? (Closed)

What is it like for you to be caught between two cultures? (Open)

3. Client is a refugee from a country that has been facing ethnic and communal violence.

Client: In my training program there are people from all over the world. Look, it’s really difficult for me
to be siting in class with people from my own country who are from ethnic groups fighting and
killing my people.

Counsellor: Do you feel vulnerable around people from ethnic groups that are at war with your people?
(Closed)

Have there been any confrontations between you and these other students from your country?
 (Closed)

Could you say more about the challenges you are facing in the classroom? (Open)

How do you feel when you have to face people coming from opposite sides of the conflict in
your country? (Open)

*  These scenarios and examples were developed by Tamem McCallum.
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For each of the following:

(i) identify the open-ended and closed questions
(ii) select the most appropriate response that will help you identify the problem

Client: Since coming to Canada I haven’t been able to get a job in my field. I’m so disappointed.

Counsellor: Have you had your diplomas evaluated?

Could you tell me more about what you are looking for?

When did you come to Canada?

Client: My son and daughter-in-law sponsored me to this country. I take care of my two young grandchildren
while the go to work. I love my grandchildren, but it’s too much at my age…sometimes, I think they
just brought me here to work.

Counsellor: Have you talked to your son and daughter-in-law?

What would you like to say to your son and daughter-in-law?

Are you angry with your family?

Client: I’m not making much money and everything is so much more expensive here. My family back home
doesn’t understand – they keep asking me to purchase gifts for them.

Counsellor: What is preventing you from telling your family that you can’t afford it?

Have you told our family you can’t afford it?

How do you feel about these demands?

Client: I’m having a hard time at school. My parents expect me to get As – they say I have all the opportunities
they never had..

Counsellor: What kind of support are your parents giving you?

Do your parents help you?

Can you describe the difficulties you are facing at school?

CHOOSING EFFECTIVECHOOSING EFFECTIVECHOOSING EFFECTIVECHOOSING EFFECTIVECHOOSING EFFECTIVE

OPEN-ENDED QUESTIONSOPEN-ENDED QUESTIONSOPEN-ENDED QUESTIONSOPEN-ENDED QUESTIONSOPEN-ENDED QUESTIONS*

AAAAACTIVITY 4.CTIVITY 4.CTIVITY 4.CTIVITY 4.CTIVITY 4.3, HANDOUT 4.3.13, HANDOUT 4.3.13, HANDOUT 4.3.13, HANDOUT 4.3.13, HANDOUT 4.3.1

* This activity was developed by Robert C. Dungey
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Purpose of the activity

This is a writing activity, that enables participants to practice applying what they learned about open-ended
questions in the previous activity.  It can be given as an assignment or completed together in the group.

Time required: 1 hour

Supplies needed: Handout 4.4 - Writing Exercise: Open-Ended Questions.

Suggested process:

1. Participants fill out Handout 4.4 individually, and then compare answers, either in pairs or triads.

2. The results are discussed in the large group.  If possible, the trainer collects and reviews the exercises as a
means of assessing participants’ grasp of the skill.
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Instructions: Respond to each of the following statements using an open-ended question beginning with “How”,
“What”, or “Could”.

1. “I feel like you are pushing me away.”

2. “I’m so hurt.”

3. “No one cares about me.”

4. “Things get me down.”

5. “Something should be done about it.”

6. “I can’t deal with it.”

7. “She just won’t love me.”

8. “I can’t hurt anyone’s feelings.”

9. “My family makes me mad.”

10. “People should know better.”

* This activity was developed by Robert C. Dungey from material in The Structure of Magic: A Book about Language and
Therapy, by Richard Bandler and John Grinder, California: Science and   Behaviour Books, 1975.
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Purpose of the activity

This activity introduces the skill of using short verbal and non-verbal prompts to encourage a person to continue
talking.  This is a technique which can then be added to the other skills practised so far in this module.

Time required: 1 hour.

Supplies needed: Handout 4.5 - Minimal Encouragers

Suggested process:

1. Participants read Handout 16, explaining how minimal encouragers are used in English and giving examples.

2. The group discusses whether the same types of verbal and non-verbal prompts are used in other languages,
and thinks of examples of how they differ across cultures.  (For example, in some Asian cultures, head-
nodding as a non-verbal encourager is less frequent and less emphatic than in the Anglo-Canadian culture.)

3. Participants divide into groups of three people for a drill on open-ended questions and minimal encouragers.
The trainer gives the following instructions:

a) Decide who will be A, B and C.

b) A will make a short statement to B.

c) B will respond to A with a minimal encourager, and then use an open-ended question.

d) C will determine if B has used a minimal encourager and an open-ended question.
If so, change roles until everyone has experienced all three roles.

4. The group reconvenes and discusses the drills.
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by Robert C. Dungey

1. Minimal encouragers or prompts are verbal and non-verbal encouragers that facilitate a client to continue
talking.

2. Examples of verbal prompts are “yes”, “go on”, “right”, “mmm” and “I see”.

3. “And” following a client’s statement, in which the tone of voice goes up as opposed to it lowering,
can initiate additional conversation.

4. Repeating a few words that the client has just said using the same tone, tempo and volume can be very
helpful to lead the client into further exploration.

5. Non-verbal prompts can be a head nod, a hand gesture, or several moments of silence.

6. Once an encourager has been used, follow it with different skills to facilitate the helping process.

EXAMPLES OF MINIMAL ENCOURAGERS

Client: I just do not know where to start.

Counsellor: Go ahead.

Client: My husband has been abusing me.

Counsellor: Tell me more.

Client: If he hits me again...(said with a rise in tone at the end of the sentence.)

Counsellor: And.

Client: I will leave him and his children from his first common-law relationship.

Counsellor: (Nods head so that the movement matches the client’s breathing pattern.)

Client: (Eyes begin to redden and fill with water.)

Counsellor: (Responds by using silence and matching the client’s body posture from the waist on down.)
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Purpose of the activity

This activity enhances participants’ understanding of and ability to use the skill of backtracking in an interview,
as a useful tool for clarifying and summarizing what a client has said.  They also consider the effectiveness of this
tool when working with clients from different cultures.

Time required: 1 1/2 hours.

Supplies needed: Handout 4.6 - The Skill of Backtracking.

Suggested process:

1. The group discusses Handout 4.6, which defines backtracking and gives examples of how it can be used.

2. Participants break into groups of three people for a drill on backtracking.  The trainer gives the following
instructions:

a) Decide who will be A, B and C.

b) A will make a statement for a period of two minutes.

c) B will backtrack by repeating/reflecting back the key words or phrases said by A.

d) C will determine if B has accurately reflected back the key issues and phrases.

e) If C agrees that B has accurately used a backtracking statement, then change roles until everyone
has experienced all three roles.

3. The large group debriefs this drill and then tries a further drill which combines practice in open-ended
questions and backtracking.  In the same triad of A, B and C, or changing the triad if desired, participants
follow these instructions:

a) A will make a statement to B.

b) B will respond to A’s statement using an open-ended question.

c) A will respond to the open-ended question with a lengthy response.

d) B will then respond by using the skill of backtracking.

BABABABABACKTRACKTRACKTRACKTRACKTRACKINGCKINGCKINGCKINGCKING*
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e) C will verify that B has responded using the backtracking skill.

f ) If C agrees that B has used the skill of backtracking appropriately, then change roles until
everyone has experienced all three roles.

4. The large group then debriefs by discussing these questions together:

a) In what way can the skill of backtracking be used in counselling a client from your culture?

b) What adjustments would you have to make in order to use this skill with your cultural group?

c) What factors would you have to consider when using backtracking with a client from a different culture?
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by Robert C. Dungey

Backtracking is the process of feeding back information to the client that reflects the essence of what was said,
or repeating back key words and phrases used during the interaction.  Often when a client is conversing, s/he
may use words that indicate what is important and special.  A tonal shift and an emotional gesture accompany
these important words.  When using this skill it is important to reflect key words and phrases in your sentences,
matching the same tone and tempo and body posture of your client.

Backtracking can be used to:

a) help create rapport with your clients

b) indicate that you are listening

c) verify if message sent is message received

d) help you to get on track if you are lost

e) slow down the interaction

Phrases that can be used when using this skill are:

a) “Let’s see if I’m clear about this...”

b) “Let me see if I understood you correctly...”

c) “It sounds to me that you are saying...”

d) “Let’s see if I have a feel for what you have said...”
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Purpose of the activity

This activity gives participants the opportunity to integrate and practise the four skills learned in the previous
activities of establishing rapport, using open-ended questions, minimal encouragers and backtracking in a
role-play.

Time required: 2 hours with videotaping; 1 1/2 without.

Supplies needed: Videotaping equipment if available.

Suggested process:

1. Participants divide into groups of 4, deciding who will be A, B, C and D.

2. The trainer gives the following instructions:

a) A will recall an experience in which s/he was having difficulty or was “stuck” working with a client.
In talking about this experience, A must remember to use brief statements so that B can demonstrate
the skills.

b) B will respond to A using the following skills: establishing rapport, open-ended questions, minimal
encouragers and backtracking.  After rapport has been established, the skills can be presented in any
order.  However, it is important to demonstrate all of the skills in the role-play.

c) B will continue demonstrating the skills until directed to change.

d) C’s responsibility is to ensure that B is demonstrating the above skills.  If B gets stuck, C will provide
the necessary corrective feedback.

e) D will observe the verbal and non-verbal exchange of behaviour between A and C.  If C gets lost in
the content of what A and B are saying, then D becomes a consultant to C.

f ) When each role-play is finished, feedback is given in the small group and the participants change roles.

3. If videotaping equipment is available, some of the role-plays can be taped.  When all the small group
role-playing is finished, the tape can be played back to the large group for a wrap-up discussion.
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