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BRIEF LEADERGUIDE: BascAttendingSkills

What istheCentral Pur poseof thisBook?

Thesevideosare designedto providethe beginninginterviewer, counsdor, or thergpist with themost important
fundamentd skillsof effectivelistening. By thetimestudentshavepracticedtheseskillsto mastery, they will
beableto completea full interviewingusingonly listeningskills.

Seoondarily, thisnew verdonis designedwith afocusboth on skillsand multiculturd issues. Thus, this
materia will beuseful to thosewhowishto infusemulticulturd issuesmorefully intointerviewing, counsding,
and therapy courses. | n addition, wehaveheardthat thesematerialswork well in multicultural courseswhere
the emphasisis onapplication of multiculturdismto theinterview.

Third, wefavor atrainingof trainersmodd, and the videosherehavebeenused very successullyin the
community with peer counsdors, volunteers, medicd staff, and many other groups.

How CantheVideoM oddsbeUsad M ogt Effectivayfor Training?

Theorigind microskillsmodd now hasover 450 data-based studiesattestingto its valueand utility. All the
texts mentionedabovehaveadditiona ideasand suggestionsfor teaching, but the most basicteaching
frameworkisasfollows:

1. Providewarmup exerdsessothat studentsareacquaintedwith eechotherin amdl groups.

2. Encouragereading, evenin the hereand now of thetrainingsesson, about the natureof the

microskillssingleskillsmodd. If youwereto useBasic Attending Skillsdiscusssdabove, short

manuals, taking no morethan fiveminutesto reed, presat thekeyideasthat studentsareto practice

Readingbeforethe classor workshopcan beeffectiveaswell.

Providea summerylecture/discussionaroundthe skill to betaught and practiced.

Practicethe skillsin asmall group, ideallywith videoor audiotapefeedback. Theactud practiceof

theskillsin the classoomunder supervisionisthe best way to learn, practiceand remembathe skills.

5. Worktowardgenerdization. Providehomework for the students. Thiscan befurther practicein
classoomgroups, exercisesat home,and, of course, seskingwaysto transfer learnedkillsto the
interviewin their fild placements Many studentslearnwdl practicingwith friendsand family.
Researchreved sthat practicebeyondthe classroomwill help cament learningand further
gengrdization of experiences.

> w

Howcanl| usetheTransripts?

Detailedtranscriptsfor al thevideosareattachedto theleader guide Y oumaywishto duplicatethe
transcriptssothat studentscan study theinterviewsin moredetail.

And, if youwish, email Allenlvey at info@aicrotraining.comand hewill ssndyouthe keystrokesof this
Leader Guideand thetranscripts. Y oumay wishto usethekeystrokesto developan examinationor evenproject
certain portionsof theinterview ona screenfromyour | aptap.

What istheContent of theVideos?
Each sessonbeginswith a short introductionfollowedby the skill demonstration. Severd of theskillshave

both a negativeand positiveexampleof the skill. A debrigfingfollowsthiswith theclient. Theexample
condudeswith a discussonof multicultural i ssuesaroundthe useof that particular skill.



Thevideoseriesprovidesexamplesof the foundationa microskillsof:

1. Attendingbehavior. Allenlvey talkswith Azara Santiago-Riveraabout her failureto obtaina promation.
Thereisa negativemodd—"* hownot to attend” followedby a morepositiveexample Alsoincludedinthis
videoisan exampleof how to approachtheissueof cultural and generd differencebetweendlient and
interviewer.

2. Questions. Deryl Bailey demondtratescl osedquestionsand then openguestionswith KendraLyons. Thetopic
isahighschool student dating and “older man” and parenta objections

3. Encouragingand Paraphrasing. AzaracounsdsDeryl around chdlengeshefacesas an African Americanin
avirtudly all-Whitegraduate program.

4. FedingVignettes. All thevideoparticipants present variousemotions Theviewer isaskedto identify the
emoationand writeor say areflectionof feding.

5. Reflectionof Feding. Mary Bradford | vey counsd sk endraaroundthe death of a closefriend.

6. Summarization. NormaGl uckstern Packard counsdsM ary about what it fedsliketo bea memberof the
“sandwichgeneration,” theagegroupthat now findsitsdf taking careof both parentsand older children.
Caught i n-between, M ary neadsto balanceher lifeand find her own spaceaswell.

7. Integrationof ListeningSkills. Allenconductsan approximatdy half-hour interviewwith Azarausingthe
skillsof thisvideo, thusillustratingthat it ispossibleto conduct afull sessonwith listeningskills. Thetopicis
an extengonof thefirst attendingbehavior modd aboveand A zaraexplorestheissuesof discriminationand job
performancein moredetail.

SupplementaryReferences

Y ou will now find many booksin the field that utilize in various form the original microskills
model. The video examples here can be used effectively with al of them as the microskills model
has become generic to the field.

Danids T.,& lvey, A. (2006) Microcounsding. Springfield, I L : CharlesCThomas Theoryand ressarchfrom
overtheyearsare summarizedin detail. The450 data-based studieson the modd are presented.

Ivey, A., Gluckstern,N., & Ivey, M. (2005). Basic Attending kills. Framingham,MA: Microtraining
Asodates. ThisisMicrotraining sbasicbook. I n just over 100 pages, studentswill master thecriticd kills
discussedabove

Ivey,A., & Ivey,M. (2004and 2007) Intentional | nterviewingand Counsding: FacilitatingMulticultural
Developrent. Belmont, CA: Thomsorn/Brooks/Cole Thisisa moreadvancedtext that goesinto moredetall, is
full of appliedexerdses and extendsmicroskillsto the action and influencingskillsof the session.

Evan, D., Hearn, M., Uhlemann, M., & Ivey, A. (2004). Essential | nterviewing. Belmont, CA:
Thomson/Brooks/Cole Thisbook coversparald informeation, but usesa programmedi earningformet.

Finally, werecommendthat youobtain Microtraining sBasicl nfl uencingSkillsvideoand booksas a follow-up
fromthisbasctraining. Availablefromwww.emicrotraining.comor 888-5055576.

Microtraining swebsite, mentionedabove hasa widevariety of videosfor trainingin traditiond counsding
methodsand for multicultural practice
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Title

Introduction to Microcounseling:
The Importance of the Client’s Story
Allen E. Ivey

Allen: Welcome. | really appreciate your participation in
this series. Basic attending skillsis concerned with
presenting the most important aspects of interviewing,
counseling, and psychotherapy. You can’t help aclient
unless you' ve heard their story, you’ve heard what they
haveto say. Now in microcounseling we break down the
interviewing skills one by one in a systematic process so
that you can really encounter and deal with these skills
more effectively.

| remember when | learned counseling—I went from
theory to practice, and | was very puzzled when | got with
that first client. And | feel sorry for that first client to be
frank with you. Basic attending skills are designed to give
you a systematic way to practice these skills that is safe for
you and your client. In effect let’s prepare before we get
with the real hardcore action. So what we'd liketo doin
this tape is break down skills one by one and ask you to
practice them.

Y ou' re going to see a number of videotapes. Each one
has a single skill which we know isimportant to the
counseling process. There' s been extensive research, but
even more important is the way you, you apply themin
clinical practice.

Now I'd like to share with you what you' re going to
work through in this series. Research has shown that the
basic microcounseling model is a most effective route
toward master of the skills. In each skill we suggest the
following as you approach each skill.

Allen istaken off screen and narratesthe following
titleswhile the paragraphs are presented.

Full screen title
Read and learn about the specific skill

First, prepare through reading and lectures. Know
something about the video before you watch it. Read
about the skill or listen to your instructor tell you about
what you're going to see. If you know where you're
going, you're going to learn more.
Full screen title
View a videotape, analyze what you see

Two, view the videotape and analyzeit. What do you
like? What you might want to change? Just cause you're
seeing atape doesn’'t mean it'stotally perfect. Theseare
tapes for discussion and for learning more.
Full screen title
Practice, Practice, Practice

Practice. Thisisthe most important part. Actually
practice the single skill that you've just seen. And that
means ideally before videotape yourself or audiotape, get
feedback from other people so you get some idea that you
begin to have a sense of master of the skill.
Full screen title
Record practice sessions, obtain feedback

Fourthly, record that practice tape with audiotape or
videotape. Obtain feedback. | say it twice because | think
it's so important.
Generalize skillsto thereal world

Five, generalize to the real world. Skillsthat are learned
in the classroom don’'t necessarily apply when you go out
in the real world. But we have found if you're willing to
take these skills out and use them in the interview, your
practice is going to improve. So welcome to what we
think isthe basis of counseling and psychotherapy. It's
only abeginning, it's ultimately going to be your skills,
your way of doing it. We look forward to hearing from
you and getting lots of feedback. Good luck.

Title
Attending Behavior



Introduction Deryl Bailey

The first thing a helper needsto do is listen to the client.
But what islistening. Our first video will shows what
listening isnot. I’'m going to demonstrate behaviors that
illustrate poor listening skills. Asyou watch the video
listen to what Allen doeswrong. Perhaps make alist of
what not to do. The second demonstration will show the
difference between positive and negative attending.

Title:

I neffective Listening

Allen Ivey & Azara Santiago-Rivera
Asyou observe thisvideo,

make notes of what is
doneincorrectly.

ALLEN: Hi Azara, you wanted to talk about something
today.

AZARA: Yes| do. I’'ve cometo you because there’ s been
an incident at my job a couple of daysago. And|I’m kind
of upset about it.

ALLEN: So what kind of job do you have?

AZARA: Well right now I’m an assistant manager for a
company and I’ ve worked at this company for 15 years.

ALLEN: So after 15 years you're gtill an assistant.

AZARA: Yeah I'm still an assistant after 15 years. But
what | want to talk to you about is | was passed over for a
promotion.

ALLEN: Could you tell me alittle bit more about some of
the things you might have been doing wrong?

AZARA: Wdl | don't think | did anything wrong. I've
gotten very good feedback from ...

ALLEN: WEell they don't usually pass people up for
promotions unless they’ re not performing up to standards.

AZARA: But | think | have. I’ve had great evaluations.
My supervisor is always giving me positive feedback about
the kind of work | do. Soit’sjust not fair.

ALLEN: So what can we do? Maybe one thing we can do
in hereis sort of help you find new ways to work along
with your boss.

AZARA: But | really do get along ....

ALLEN: We have some training programs in terms of
helping you get along.

AZARA: But Allen | get along with my boss. Now I'm
frustrated.

ALLEN: Well | can imagine that you' re frustrated. But |
think you're going to have to face the fact there’ s some
things we're going to have to do to work this through.

AZARA: | redlly don't think that that’ sthe issue. The
issueisthat | was passed over for apromotion, and | was
next in line and it just didn’t happen.

ALLEN: Well I've heard that story before. Was-that-bad-
ensugh

Title:
Stop Video
What do you see wrong here?

Title
Azara Gives Allen Feedback

ALLEN: Azara how was that demonstration for you. Even
though you know it was arole-play?

AZARA: Well | felt like you were interrupting me a
couple of times, so it was very hard to get my story out.
And | got alittle frustrated because you were kind of
taking it in adirection that | didn’t want to go with that. |
wanted to talk to you about the promotion, about being
passed over.

ALLEN: | wastaking on my agenda rather than following
with your agenda.

AZARA: Yes, yesand it was very clear that the questions
were just not letting me kind of talk about the situation. So

ALLEN: In the process, did you notice anything about my
body language?

AZARA: You looked away, very little eye contact, you
kind of moved alot. Like you were not very interested in
what | had to say, and | think that that actually made me
want to move as well, so kind of move in different
directions because | didn’t think that you were really
paying attention. So...

ALLEN: Okay, so isthere anything else you might want to
add. | think we' ve hit the highlights, or low lights
maybe...



AZARA: | think it worked out real well.
ALLEN: Okay, thanks so much.

Title
Positive Attending Example

ALLEN Hi Azara. Niceto seeyou.
AZARA: Hi Allen, how are you?
ALLEN Niceto seeyou.

AZARA: Thank you, nice to see you too.
ALLEN Thanksfor coming in.

AZARA: Thanks.

ALLEN Azara, I've been looking at your fileand | see that
you'd like to talk alittle bit about a problem onthe job. Is
that right?

AZARA: Yesthat'sright.

Running subtitle where underlined

Informing client

ALLEN: Before we start there’ s a couple of things1'd like
to talk about. One of them isthat anything that goesonin
here s confidential and this particular interview |’'m taping
cause | do get some supervision. Soisit okay to make a
tape, and if you feel any time you want to turn the tape of f
| would turn it off, is that okay?

AZARA: Oh surethat’s fine.

ALLEN: And if it makes you uncomfortable, and some
people it can, but usualy it's there and sometimes I'll give
you the tape to take home and ook at.

AZARA: Okay.

ALLEN: Anocther issue as we start, everything is
confidential, and it’ s not to be shared, except something
where there' s always that issue of legal confidentiality
should you hurt somebody or indicate problems where you
might hurt yourself or others. | think we need to share that
aswell. And then another thing as we start is that “hey”
I’m aWhite male, you're from Puerto Rico, and a woman.
What are your thoughts about working with me?

AZARA: Wl I’'m glad you brought that up because that’s
the first thing that came to mind when | asked about who |
could talk to about my problem. And when your name was
mentioned | thought oh my goodnessis he going to
understand. So I’'m glad you brought it up. | think that

that helps me alittle bit. Well what do you know about
our culture?

ALLEN: I’'ve been lucky enough to be down in Puerto
Rico actually four times. And I’ ve even been over to
Ponce, I’ ve been there all basically to three of the four
corners of Puerto Rico and I’ ve done some work down
there and had a number of Puerto Ricans with whom |
worked and Puerto Ricanswho I've counseled. So | do
know something about it, but perhaps you might want to
ask me more.

AZARA: Okay, well that’s agood start. Thanksfor
sharing that. | think that that helps me alittle bit and |
think I can kind of begin to talk to you alittle bit about
what’ s going on.

Full screen
What areyour
thoughts about this sharing?

ALLEN: So if there' sissues of feeling along the way |
want you to know to feel free to ask me a question at any
time.

AZARA: Okay.

ALLEN: Sothereisaconcern onthejob. I'd liketo hear
about it.

AZARA: Okay, well afew daysago | found out that | was
passed over for a promotion at my job. And I’ ve been with
this company for fifteen years.

ALLEN: Fifteen years.

AZARA: And | was really pretty upset when | first found
out, because the person who got the job, first of dl isa
male, he's only been with the company for five years.

ALLEN: So the guy that got the job a male and been there
just five years.

AZARA: Just five years. And you know | think I’m must
better qualified than heisfor this position. I’ve gotten
really good evaluations from my supervisor, | have a great
working relationship with my colleagues. And you know
I’m like | was completely shocked to find out that | didn’t
get this promotion. Cause | was actually encouraged to
apply for thisjob. Andyou know | didn’t getit. Thisis...
I"'m just really really angry.

ALLEN: Redly really angry. Andwhat I’ve heard iswhat
makes you angry is that you've had a good record, you
were even asked to apply for thisjob, and finally this
White male hasn't been there that long gets the job. What



do you think is going on?
AZARA: Well | think it’'s discrimination.
ALLEN: You do?

AZARA: | do. Now the problem I’'m having Allenisthat |
think this. | think it’s discrimination but now | have to
decide what I'm going to do. If I'm going to filea
complaint, and the consequences of filing a complaint, you
know will that upset my colleagues, will that get my boss,
my supervisor upset with me. 1I’m really worried about the
consequences. | don't want tolose my job, but | think it's
discrimination.

ALLEN: Other people I’ ve talked with too, it's a tough
decision to make. If you file, you set yourself up for alot
of hassles, if you don't file, then you' re stuck with your
anger and frustration. Could you tell me a bit more about
that dilemmayou feeling.

AZARA: Well it’'slike I'm stuck, | don’t know what to do.
On the one hand | think it’simportant to file the complaint
because | think it will show the company that they really
need to think about diversity in the workforce, and I'm
kind of tired of being the only Latinaworking in this
company for aslong as | have, when you know they need
to do something different. So I’ m torn between that and |
don’'t want to lose my job because I'm afraid of losing my
job.

ALLEN: So you're angry, afraid, frustrated. A lot of stuff
comes together for you all at once.

AZARA: Yes, that'sright. And | don’t know what to do
about that.

Title

I nterview continues with
sear ch for strengths:
The positive asset search

ALLEN: Onething | heard you saying is!l’d like to
understand a little bit more, you had good evaluations, you
say you have good relationships, success, a reasonable rate
of promotion, at least raises along theline. 1'd just like to
hear at this point, | kind of had a general issue of your
background and some of the problems you have, I’ d like to
just hear alittle bit about give me an example of something
more specific that’ s goneright in the past. Something
you're proud of. Cause when a person talks to me about
difficulties, it kind of makes them feel alittle embarrassed,
and I'd like to understand some of your strengths. I’'ve got
agenera understanding of your problem, | want to come
back to that. Could you tell me alittle bit about some of
your strengths too.

AZARA: Well | recently completed my major project, and
you know my supervisor really liked the quality of the
work that | produced. So that’sreally onereally positive
thing that happened a month ago. And that actually is
related to why | decided to apply for the promotion
because | got such a good feedback about this report that |
completed.

ALLEN: So your supervisor said you did good things, did
your supervisor support your application for this
promotion?

AZARA: Yes. Yes, but obviously my supervisor doesn’'t
have alot of clout within the company.

ALLEN: | guess|’m going to ask the obvious question.
Have you talked with your supervisor about this issue yet?

AZARA: No not yet.

ALLEN: Not yet. Sothat'sapiece of datathat were heis
and where he stands on this .... But before you do anything
you really need to sort out more what’s going on.

AZARA: Absolutely.

ALLEN: Onething I’d like to do is focus on some of your
strengths and good qualities and what has gone really well
onthejob. And on the basis of those strengths I'll have a
little better understanding of what you can do. And the
promotion, one of the issuesin dealing with promotions
sometimesis not just an attack, but did they miss
something. And | think | can understand you and
understand the issues better if | know alittle bit more
about some of those strengths. Can you tell me about one
more thing that you’ ve done right?

AZARA: Well I've been, I've well organized, and in my
work space | tend to... | alwaysturn in assignments on
time, tasks that | have to do. | also think that | maintain a
sense of collegiality in the office. | try to keep peoplein
good spirits, | mean | worry about my colleagues.

ALLEN: A spark plug for the whole organization.

AZARA: But that’s part of me, that’swho | am, so | think
those are strengths.

Titlefull screen
Having heard strengths, Allen
returnsto the central issue

ALLEN: So | hear those good strengths and I'd like to
identify those a little bit more precisely. But let’'s go back
to the difficulties. And do you sense anywhere, do they



give you any specific feedback about why you didn’t get
the job?

AZARA: Well no, not yet. They haven't really been clear
to measto why | didn’t get the promotion. So maybe
that’s one area that needs to be clarified asto why | didn’t
get the promotion from their perspective. Right?

ALLEN: Yes. From your perspectiveit’s pretty clear.

AZARA: It's pretty clear to me. That'swhy | think | need
to fileacomplaint, but I’m scared to death of doing it, and
I’m very very angry.

ALLEN: So | hear that... | realy hear that urgency to file a
complaint, are there timelines you need to consider for that
complaint?

AZARA: I'd like to do it within the next two months, and
the sooner the better, but | need help sorting that out.

Subtitle while the underlined is shown
Allen focuses on emotion

ALLEN: Next two months. At the sametime you'rereally
really angry, frustrated and so forth.

AZARA: Yes very.

ALLEN: How isthat frustration, angry, eating on you?
What's happening with you?

AZARA: Oh. | can't deep. | haven't been able to eat very
well. I'mtense. It'sreally... | have to make adecision

soon because | don't like the way | feel.

ALLEN: Okay, so thisis an interesting and important
beginning and | think we have along way to go. And
we've got to do it fairly quickly, right?

AZARA: Yeswedo.

Running subtitle during underlined portionsor alittle
less.

Summary of interview so far

ALLEN: Sowhat | realy heard is that so far isyou’ ve got
alot of strengths, good record, good evaluations, over time
you've got support from your boss, over time he
encouraged you to do it. At the same time boom, you
thought the job was yours, and zap here comes a White

male, five years experience, hisjob not yours, and you're
really angry and frustrated. |sthat the story pretty well?

AZARA: You haveit right, that's exactly how....

ALLEN: Anything particularly important that 1’ ve missed.

AZARA: No | think you covered the essence of it.
Thanks.

ALLEN: We can consider this a beginning. Okay.
AZARA: Thanks.

Title
Azara gives Allen feedback

ALLEN: Azarawas| ableto listen to your story thistime?

AZARA: Ohyes, aread big difference | think. You know
you were really paying attention, | felt that you were really
with me. You really captured kind of the essence of the
situation. And you were attending to my feelings. | mean
you really weren't ... and your body language was like you
were really there.

ALLEN: | even kind of felt some of the anger and
frustration in my own body. | don’'t know if | showed it,
but | felt it.

AZARA: Well | could really tell the difference.

ALLEN: So you thought you did get your story out there.
Eye contact was better and you felt you were listened to.

AZARA: Yes| did.

ALLEN: How did you feel about that beginning thing
where | sort of asked you some questions about how you
felt working with me as a White male and so forth?

AZARA: Wdll | certainly appreciate bringing forward, or
at least talking about it early on immediately. | think it's
important to address that because asa L atinait’s

certainly present in my life every day and | know
that it’s important to address this when you are talking to
someone, especially when you are going to engage in a
counseling session. To get that issue upfront right away.

ALLEN: So that made it more comfortable.

AZARA: | think it did.

ALLEN: | think it's one thing that a lot of counselors are
hesitant to share this, but the feeling is that such data need
to be shared up front and be as open as you can.

AZARA: | think so, | think that that really breakstheice
and if there are differences they are handled at the very
beginning and you start off on the right foot, as | would
say. So | appreciate that.

ALLEN: And then sort of provide an opportunity for the



client to ask you questions at the beginning.
AZARA: Absolutely.

ALLEN: | think it was different.... Goes away from lots of
counseling theory where you grew up with, but things are
changing.

AZARA: | think so too. | think the other thing that |
appreciated was that you disclosed alittle bit about
yourself at the beginning, and that too is something that
we're not trained to do, we're trained to be very guarded
and careful what we say. And you were very frank about
this, so | appreciated that. | think that really opened the
opportunity for me to talk to you.

ALLEN: Thanks very much.
AZARA: You're welcome.

Title
Multicultural Feedback
Azara, Allen, and Deryl

Allen: Well we've just done the attending behavior video
and | was wondering what the multicultural difference we
might want to think about in this, because | know there are
alot of different way to attend than just the verbals, eye
contact and so forth that | demonstrated.

Deryl: Well | think in general for African Americans or
Blacks whichever you prefer, the proximity being too close
can be problematic because that’ s sort of an invasion of
space which | for one tend to like to protect sort of after
myself. But also being too far away means that you' re not
investing, you're not interested. And the other piece of me
iseye contact. Directly looking at for example an adult as
achild wouldn't be considered disrespectful. Butit'salso
contextual. If I’'m being chastised | should look at you in
the beginning with that conversation because it means|’m
paying attention. But to look at you in an evil kind of way
means that I’'m being disrespectful so you have to sort of
gage that piece, but eye contact is important in the African
American culture.

Allen: But it will vary with the individual and the situation.
Deryl: Absolutely.

Azara: Well first there are some similarities actually in
what Darryl just shared about the eye contact and about the
proximity. How close or how far you should get to
someone. Among Latinos though it’s very hard to kind of
generalize because there' s so much diversity within the
population. So | want to be very careful about
generalizing what we' re saying about this. But the eye

contact issue isimportant in the sense that you know |
have been raised for example to not look directly at an
adult figure. Thiswas certainly growing up asachild,
because that would be considered challenging authority.
So the eye contact issue is an interesting one because |
think we're raised to be more respectful and then when
you' re working with a counselor who isin a position of
authority, then you tend to maybe look away more often
than not. The issue with how close you should get or how
far, distance is an interesting phenomena among L atinos,
we're very huggie, feely kind of people where we touch a
lot, so closeness can mean intimacy, it can mean trusting,
but | think it really depends on the situation. It really
depends on the situation.

Allen: And as you move to White culture, which | think is
an important aspect, it's always dangerous to generalize,
but there tends to be in general European White culture the
issue | know that are often seen by African American,
Latinos, Asians, as sometimes cold and distant. Our voca
tone tends to be pretty straightforward and level all the
time, and not show too much emotion. But again this will
vary with the culture, the southern Italian, the Jewish. |
come from more a northern European situation. Each one
varies, and each person will vary from their style, so we
can't absolutely fix it with one person. But there definitely
isissues with the White culture as well.

Azara. Yes.

Title
End Attending Behavior Video

Title
Questions
Deryl Bailey and Azara Santiago-Rivera

Title
Introduction
Mary Bradford Ivey

Mary: | did my master’s degree at the University of
Wisconsin and Carl Rogers visited us often. | learned
there that questions were something that we ought not to
use as a client needed to be self-directed. Questions
certainly can cause problems and put clients on the spot.
But they’ re often necessary to obtain the information and
to help the client tell their story. The first example you
will see will be the use of closed questions which require a
short answer. There you will see that you can obtain some
information from the client but they do not ordinarily help
clients discuss their issuesin sufficient detail.

Title
Closed Questions
Deryl Bailey and Kendra Lyons



DERYL: Hi Kendra, understand you wanted to talk to me
today.

KENDRA: Yes. Seel have aboyfriend now. But he'sa
lot older than me, not alot older, but my parents hate it.
They don’t even want meto see him.

DERYL: How old is he?

KENDRA: Twenty-one.

DERYL: And how old are you?

KENDRA: Seventeen.

DERYL: Sois this something new, your parents not liking
your boyfriend?

KENDRA: Well they didn’t know about it until very
recently.

DERYL: How long have they known?
KENDRA: A couple of days.

DERYL: You don't like your parents not liking your
boyfriend | takeit.

KENDRA: No.

DERYL: So you think your parents should like your
boyfriend?

KENDRA: Yes, | like him.
DERYL: No matter how old heis?
KENDRA: Yes.

Full screen title

Closed questions bring out
information quickly, but

lack depth and often

put the client on the spot

Title:
Open Questions

DERYL: Hi Kendra.
KENDRA: Hi.
DERYL: | understand you wanted to see me today?

KENDRA: Yes.

Running subtitle

Open question—can

DERYL: Canyou tell me alittle bit about what’s going
on?

KENDRA: Seeit’'smy new boyfriend. And he's great, but
he’ s alittle older than me and my parents didn’t like him
so much. They would probably like him if they knew him,
but they don’t like me being with him, just because of how
old heis.

DERYL: Okay, so it sounds like your parents don't mind
you having aboyfriend, it's just that he' s older than you,
so that’ s what they’ re objecting to. So how long have your
parents been responding this way?

KENDRA: Wdll they’ve only known for afew days, but
we've been together longer than that. So if they really
knew ....

Running subtitle

“How?” often feeling related

DERYL: So how doesit make you feel that your parents
don’t approve of your boyfriend that you' ve been dating.
for a couple of months?

KENDRA: Well it hurts me because it makes me feel like
they can't trust my judgment, and they can’'t understand
that | like him for who hereally is. Andthat | feel I'm
mature enough to handle somebody that’s older than me.

DERYL: Okay.
KENDRA: But they don't look at it that way.

DERYL: Okay, so you've got a new boyfriend, who's
older than you are, and you think you’ve got a great
relationship and you think you’ re mature enough to handle
that, that level of relationship. And your parents
disapprove because they don’t think you are quite ready
for that type of relationship.

KENDRA: Or they want me to be with someone my age.
DERYL: Canyou tell me how that makes you fedl?

KENDRA: | don't like anyone my age. They're all too
immature.

Running subtitle

Sear ch for concr eteness

DERYL: Too immature? Can you give me an example of
what that means for them to be too immature?

KENDRA: The guy I'm with right now | can have



conversations with him and they actually mean something
to me. The guys at school, the people that are in my grade,
you know they’re still using like whoopee cushions, that
kind of thing. Likethat'snot ... like I’'m beyond that you
know. And my parents always knew that | would be
someone that was older than me, but now that I’ ve actually
found someone, it’s like they’ re going against what they
always said.

Running subtitle

Closed question

DERYL: Have you had an opportunity to really sit down
and talk with your parents about how you feel?

KENDRA: No not really because | didn’t exactly tell them.
It was more we' ve been together for alittle while and they
found out that | was at his house instead of me sitting
down and talking to them about it, so.... We haven't had
a chance.

DERYL: So can you tell me how you would have
preferred them find out?

KENDRA: | should have told them.

DERYL: And how would you have done that? Let's
pretend that I'm your father. So tell me how you would
have sort of broken the newsto me.

KENDRA: | would have asked them to trust me, | would
have said can you please understand that it's more about a
connection between me and this person rather than going
out with him because he's older. 1t's not about that at all.
It's just about when you find someone that you have a
strong connection with ... | can't help it, | can’'t help the
way | feel about him, and | want you to understand and
respect and trust me enough to at least give him a chance.
At least let me go out with him once or twice and you can
meet him and seeif you like him. Y ou know.

Running subtitle

Sear ch for concreteness

DERY L: Can you give me an example of atime when you
showed your parents that you were mature, that you are not

just their little girl anymore? Can you give me an example
of atime when that was so?

KENDRA: | mean since | waslike 14 I've had ajob, I've
been working on my own. |'ve been pretty much
financially like independent. I've made alot of smart
decisionsin my life. I’ve made some mistakes, everyone
does. But I'velearned from them. And now likel’'m
bAllencing so many thingsin my life, I'm doing well in
school, I ve been making good decisions lately, I'm till
working alot, and I’m doing things that make them very
proud. And | know because they’ ve always told me how

responsible and how mature they think that | am. So now
thisisjust another obstacle and I think that you know it's
not something they should frown upon.

Running subtitle

Search for parents perspective

DERYL: Right. Soit soundslike there’ s been several
opportunities where you’ ve shown your parents that you
are mature, you can betrusted. You are responsible, but
yet they till are alittle hesitant to have you date this older
person. How do you think it makes your parents feel to
have their baby girl involved with an older guy?

KENDRA: | guess| never really thought about it from
their point of view. | mean | know they’re probably scared
and they’re probably worried, they don’t know what his
intentions are. They don’t know him. And | guessthey’re
not going to unless they give him a chance, unless they get
to know him. Y ou know, cause not everyone that’s older
isthe same, and they don’t all want the same thing from
somebody my age, and they don’t... they're just not going
to understand.

Running subtitle
“What?" leadsto facts

DERYL: So what do you think it is that they’ re afraid of ?

KENDRA: Me getting hurt. Me getting involved with
someone and not focusing on the things that I’ m supposed
to befocusing on. But | mean | haven’t been with
someonein awhileand | don’t know | think that it'sfair. |
mean it’s my senior year, you know, so | think it'sfair to
at least give it a chance and understand that | am ready to
bein arelationship and | want to be.

DERYL: Okay.

Running subtitle

“Why?" seeksout reasons

DERYL: Well Kendrait really does sound like that there
have been times when you’ ve shown your parents that you
can be responsible, that you can be trusted, and yet they’re
till finding it alittle hard to let go, and what do you think
that's about? Why do you think it's so hard for them to

sort of let go?

KENDRA: | think letting go is actually areally big part of
it. 1 have one older brother and that’siit, so I’ m the baby
for both of them technically. And | think | grew up realy
fast, kind of right in front of their eyesand | don’t think
they expected me to grow up asfast as| did, and | know
all parents probably have a hard time with that, but I'm
leaving at the end of the year, | don’t think they’re ready to
seethat at al. And | don’'t know maybe part of it isthey
don’t want to maybe lose me to someone else. Lose meto
aguy before... you know I’'m going to leave them



anyways and they want to spend as much time with me as
they can.

Running subtitle

Gender differences

DERYL: Have they responded differently to your brother
when he wanted to date people alittle bit older?

KENDRA: Yes. They did. My dad definitely did, my
mom did, | think it was more of my brother didn't start ...

| guess he didn’t start going out as much and doing things
socially until hewas older. And when | started and he was
probably older than | am right now. I’'m amost 18 and he
was probably older than | was before he started going out
and doing things. So it was alittle harder for them to let
go of me, one because I’m their youngest child, and two
because | was younger than he was when he started doing
this.

DERYL: Wéll let’ s think about this. You're their youngest
child. Do you think that your being their daughter opposed
to their son has anything to do with how they’re
responding right now?

KENDRA: A little bit, but | mean that’ s something that |
feel strongly on anyways. | fed likel look at my
girlfriends and | look at my guy friends and | see how
parentstreat... it seemsto me at least that parents treat
males alot differently than they do girls in some situations
in terms of you know sleeping out, or like making sure to
call and check in. | feel likethere's alot more protection
on younger females than there is on males.

DERYL: Okay so that sounds like you at least
acknowledging the fact that you think your parents.... That
it is about protection.

KENDRA: Yeah. | never really agreed with that whole
thing. But I think part of it is about protection.

Running subtitle

“Tell me” worksas question

DERYL: Tell me how you feel about their being more
protective of you than more so your brother?

KENDRA: | can understand | guess. | mean my brainis
not developed to the point of theirs, so obviously when I’'m
aparent I’'m probably going to understand it more. But
right now it seemsunfair. And | can’'t seeit from their
perspective. So obviously it's going to affect my life right
now in a negative way. But maybe when I’m their age and
| have kidsit’'s going to make more sense.

Running subtitle
M or e concr eteness
DERYL: Okay. Let'stak alittle bit about thisis

obviously not the first time that you and your parents have
disagreed, right? Okay. so how did you handle those
situations? Just give me one example of when there was a
time when your parents didn’t agree on something.

KENDRA: Okay. Me being home by 12:00. That’'swhat
they wanted. | mean it doesn’t make sense because
biologically teenagersit’s easier for them to stay up later
and be out all night and harder to wake up in the morning.
But they have a big thing about | have to be home at 12:00
because of this reason and that reason and | never
understood it. | was always upset about it. It never made
senseto me. And then we compromised in away that |
could stay out if they knew that | wasn't like driving after
than hour. Because legally I'm not supposed to be until
I’m over 18. So promised not to be driving after 12:00, but
| could be out and | could go somewhere between 12 and 1
say with another friend that was old enough to be driving
then. Sothingslikethat. That's pretty much how we dealt
with it, we' ve always done like a compromise and they’ ve
actually been really good about it.

DERYL: Soit sounds like you' ve been able to
compromise with your parents so you can get some of
what you want, but yet give them some of what they want,
and everybody will be okay. So how might that work in
this situation? Where would you see the compromise
taking place, at least your role in the compromise?

KENDRA: It's hard to tell right now. But you know |
think honestly if | approached them better about it, if they
didn’t find out the way they did, if | hadn’t been deceiving
| guess, you know if | just told them straight up, | like this
person and like | can't help it, and | wanted to know how
you feel about him, and then you can meet him. We can
talk about it rather than thinking they were going to say no
right away and then doing it behind their back, and then
having them find out in the wrong way. Soif | guessif |
take responsibility for that now, it’'s never too late, so if |
apologize for that, and then ask them if | can kind of start
over with it and bring him to my house and ask them if
they can meet him.

DERYL: Right.
KENDRA: And seeif they’ll actually give it achance.

Running subtitle

Summary of brief session

DERYL: Okay, so in the past you’ ve done some things for
example to compromise, being willing to see their side as
well as getting them to see your side. And you mentioned
earlier that you were responsible, you' re trustworthy, so
those are some positive things on your side. So maybe if
you consider using the things that you do well and sort of
relating to your parents and sort of reaching those




compromises, it might be helpful in this situation. So what
I'd like you to do is just sort of look back at those

experiences and kind of figure what you did then that made
those compromises possible. And how might you use it to
solve this situation. So let’s consider talking about that.

Y ou think about those things and the next time we meet
we'll talk about what that might look like. Okay.

KENDRA: Tak to them.

Title
Feedback on Session

DERYL: Okay Kendra so let' s reflect on what we just did
just now. When we first started | used alot of closed
questions you know, where they required short answers.
But how was that for you?

KENDRA: | mean when you asked me those questions
they were very like, like you said, closed and they were
very direct, and al | could answer yes or no, or giveyou a
number or something like that, and it was kind of harder
for me to say what | really wanted to and even if | was
thinking something else | stopped thinking about right
when you asked that question. So it was harder for meto
really tap into what | was feeling in terms of just
answering what you were asking. That'sal | wasreally
thinking about at the moment.

DERYL: Now on the other hand, the last part of that
interview, where | asked more of the other type questions,
open-ended questions, what was that like?

KENDRA: That was alot easier for me. And in terms of
getting my feelings out at least, that was alot easier for

me. And when you asked the open-ended question | could
not only answer what you were asking me, but it also made
me think more and it took me deeper into that thought. So
| had 5 other things that | wanted to say right after that, and
| wasjust ableto let them al go at once, just by you asking
one question.

DERYL: Okay, good. All right.

KENDRA: Soit’s helpful.

Title
Multicultural Comments

Allen: Azaraand Darryl on questions in multicultural
issues there are lots of them, but onethat | really had a
powerful learning experience was working in Australia
with Matt Rigney, an Aboriginal social worker. And | was
asking Matt some questions about his job and what he's
doing, but we' d been knowing each other for several

weeks, and he' d developed a trust and he stopped me,
Allen could you stop for aminute | want to tell you
something about White fellas. Y ou guys are aways asking
endless questions. And now | know what happens when
you ask me a question, and I’ m thinking about, well by the
time I’ve got an answer ready you're off to the next
question. What 1’d really rather do is chew about it for a
length. And sometimes | feel your questions are alittle
intrusive. So questions, particularly when you're
culturally different have potential issues. What are some
of your thoughts on the questions in the interview?

Azara: Wow. Well that's ... | have to agree with your
colleagues statement about that, that especially issues
regarding family. Allen, they can be perceived as being
intrusive. Itis... thereis protection of the family to an
extent that you know you ask about somebody’ s health and
the immediate reaction might be, and why do you want to
know that? So | think that depending on, once againit’'s
situation specific. But for certain things | would see how
guestions could be perceived asintrusive.

Allen: You'reright there’'s a point where you've got to use
questions carefully.

Deryl: It goes back to that level of trust. If there’sbeen a
relationship developed, a deeper type of question can be
asked. It wouldn't seem as invasive, wheress at the
beginning of the interview, you go right to those type of
guestions, I’'m going to be allittle bit kind of defensive and
protective and not willing to sort of give you the type of
answer that you’ re probably going to need.

Allen: Thank you very much.

Title
End Questions Video



Title

Paraphrasing and Encouraging
Azara Santiago-Rivera and
Deryl Bailey

Title
Introduction
Norma Packard Gluckstern

Attending behavior and questioning are essential whenever
you're talking to a client, whether it' s to talk about their
problem or whether it’ s for them to talk about themselves.
But it's also essential that the client know they are being
listened to. A simply encourager uhuh or nodding your
head is enough to get the client to continue talking.
Paraphrasing, on the other hand, allows them to perhaps
understand better what they’ ve been saying and clarify
both for you and the client. In the first demonstration that
you're going to see this afternoon is the distortion of using
paraphrasing and encouragers. In the second oneyou're
going to see how useful these two skillswerein
encouraging your client to continue talking about their
problem.

Title
Par aphrasing: Negative Example
Azara Santiago-Rivera and Deryl Bailey

AZARA: Hi Deryl. Welcome. So what brings you here
today?

DERYL: Well I'm just having a challenge, alittle struggle.
I’m currently in a master’s program and .....

Running subtitle
Failsto let Deryl finish

AZARA: Where is the master’s program?

DERYL: It'sat the University, and I'm not really happy
with the way things are going. | don’t feel welcome, |
don't feel a part of the department or the cohort.

Running subtitle
Why question may lead to defensiveness

AZARA: Y eah but why not?

DERYL: Well there' s been a number of things that sort of
have happened over the last semester, that’swhy |I'm here,
isto sort of talk to some of those things and make sure that
it's not me. And because nobody else seems to think that
they are problems.

AZARA: Well what makes you think that it’s not you?

DERYL: Well because they’ re just different things that
just sort of keep happening all thetime. And it can’'t be
me, it just can’'t be me all alone.

Running subtitle
Distortion of Deryl’sintent

AZARA: It takes not only ... you contribute to a problem
too, so it goes both ways.

DERYL: And | understand that, but ... for example, can |
just give you an example?

AZARA: Sure.

DERYL: If I'min class and first of al I’'m the only
African American in the class by the way, and there'sa
question asked of the classand | raise my hand. AndI'm
totally ignored. |I'm gitting in the very front row of the
entire class, and there are people all around me being
called on except for me.

AZARA: Who ignores you?

DERYL: Well the teacher teaching the class. Now |
understand that it's some graduate assistant, but still I'm
sitting right there in front of you, and when | cameinto this
program | came with a set of experiences. And so when
you ask a question about a particular topic and | have some
experience or an opinion at least, allow meto have an
opinion, but when I’m just totally ignored and everybody
€else around me who, rightfully so have their opinions, but |
have mine too, and I’m just sort of totally sort of not even
included in the class discussions.

AZARA: You sound pretty upset. Maybe we should just
start from the beginning.

DERYL: Well that kind of isthe beginning. You know it
started happening from the time | got into the program.
It'slike | realize I'm the first African American to be
accepted into this program, and but we don’t get beyond
that. You know, treat me like you do any other student or
treat me like you do ... The students should treat me like
they treat their other peers.

Running subtitle
Why question may lead to defensiveness

AZARA: And why do you think you should be treated like
everybody else?

Running subtitle
Deryl defines issues despite the counselor

DERYL: Because | am like everybody else. I've met all
the criteria to get into the program. |’ve worked hard since



I’ ve been here, you know all my assignments are turned in

ontime. | try to be agood citizen and participate in the
out-of -class activities that the groups do. But by theway

they don't even sometimes |et me know that these things
aregoing on. | just sort of overhear about them and so |

decide to show up because | want to feel a part of the
cohort. | mean it'sa cohort for Christ’s please bleep that

single word out of the text. sake. You know you're
supposed to be in this together. The students don’t make
me feel included, and the faculty definitely don’t do
anything about trying to help me feel included.

AZARA: Well it's acomplicated problem it sounds like,
we're just going to have to sort it out.

DERYL: Well | had hoped so because | don’t
know if | want to continue in this program if it's going to
continue to be thisway. 1I’ve got three more years here and
it's not agood feeling. You know | go from being angry to
feeling hurt, to just like feeling downright you know not a
part of things. So | don’t know.

AZARA: we'll work on it.
Title

Paraphrasing Positive Example

AZARA: Hi Darryl my nameis Azara. Welcome, niceto
meet you too.

DERYL: Hi, same here.

Running subtitle

Introductory sharing

AZARA: Before we get started 1’ d like to tell you alittle
bit about myself cause | know that this is your first time
coming to the counseling center, and | just wanted to let
you know that |’ve been working with the counseling

center now for ten years, and have worked with a variety
of students. And it’sbeen... I’ve had the good fortune of

working with a very diverse student population, so I’'m
very happy about that.

DERYL: Good.

AZARA: And given that | just wondered if you had any
concerns about our difference. You know that I'm a
female, I’'m Latina, and you're an African American male
and wondered what your level of comfort was with that?

DERYL: Well actually now that you mention it | do feel
some relief, and not that you' re going to understand my
total experience, but my guessisthat we'll have some
thingsin common. And | don’t know I’'m just a bit more
open to the experience being that thisis my first time and
not knowing what to expect except for what I’ ve heard

about the counseling process and so first of al I'm really
surprised that you are also different.

AZARA: Okay, well you know aswe talk alittle bit about
your concernsif there’ s something that’ s not right, please
by all meansjust let me know.

DERYL: I will. Thank you.

Running subtitle

Open Question

AZARA: Okay that will help this discussion today. Great.
So tell me what brings you to the counseling center?

DERYL: Well I’'m in my second semester of the master’s
program, and it’s not been smooth sailing. 1I'm not very
happy with the experience. It'snot what | expected. You
know I’'m the first onein my family first of al tobeina
graduate program, so my family couldn’t sort of help
prepare me for what to expect. | knew the work was going
to berigorous, but it's not even the work, it’s the other
pieces of the experience that have been less than fulfilling.
| don't feel connected to anybody in the program. | don’'t
feel connected or like there’ s arelationship with the
faculty. | just sort of feel likethat I'm an outsider. 1'm the
only African American in the department and whilethat's
an obvious kind of difference, but it feels much larger than
that. | feel likel’m not included in things.

Running subtitle
Reflection of feeling

AZARA: So you'refeeling right now that you' re sort of
aone?

DERYL: Yes. Absolutely. | mean there have been so
many different incidents that sort of ... sometimes | was
wondering isit just me. Am | imaging al this? Am1 ....

Running subtitle
Encourage

AZARA: Isit just you, yeah.

DERYL: That's kind of how | was feeling sometimes. Am
I making this stuff up? Am | being over sensitive? But
things just keep reoccurring. They keep happening, so it
can’'t beme. And if it isthen maybe there’ s something that
| need to do differently. But | just don’t think it’s just me.

AZARA: It'snot just you. Yeah. So tell mealittle bit
more about how you're sensing al of this. What's your
feeling about this whole thing?

DERYL: Well it'slikewhen | walk in class, it feels like
everybody iswatching everything | do. If | weretositin
the wrong seat, or drop a pencil, it’slike all the attention is



onme. And it'snot the type of healthy attention, it'slike
they’re looking for me to do something wrong. Waiting
for meto fail.

Running subtitle
Paraphrase

AZARA: So they’ re waiting for you to do something
wrong.

Running subtitle
Open question
What might that be?

DERYL: | don't know. It'samost like everybody is
uncomfortable with my being in the room. That’s more
what it is. The students are uncomfortable when we have
to do group projects, they’ll have meetings and won't tell
me about them. Or even when they have social gatherings,
I’m the last one to know. And then when | show up they’ll
be in conversation and the minute | walk up the
conversation stops. And it's like what isthis? Y ou know.

Running subtitle
Encour ager

AZARA: That conversation stops.

DERYL: Yes, it'samost like... | don’t want to sound
paranoid but they were either talking about me or making
plans that they didn’t want to include me on. There had
been one incident in class where | was even just totally
overlooked. | havenovoicein class. I’'m never
encouraged to be part of the discussion. And if | do
manage to get aword in edgewise it's like okay he said
something, let’s move on to the next student. So it just
doesn’t feel good. There are dayswhen | feel emotionally
drained just after being in athree hour class, becauseit’'sa
constant fight to be included. And at timeswhen | am
included it'slike, it' sabigissue. They make too much of
adeal out of it.

Running subtitle
Encour ager

AZARA: Bigissue, yeah.

DERYL: | want to be treated and feel just like every other
student in the program. And | don't feel that. And I’ m not
sure | want to stay in this environment. It's not healthy,
just doesn’t feel healthy.

Running subtitle

Paraphrase

AZARA: | don't think it's real healthy for you right now.
No.

DERYL: No.

AZARA: Okay.

Title
Paraphrasing Feedback 2:20

AZARA: Well Darryl | was wondering how that second
session went for you?

DERYL: Well good, it felt really good. | felt like | was
getting my story told, which is part of the problem with the
scenario was that | had nobody to talk to in my
environment. But coming to this counseling session
allowed me to sort of vent and say what | needed to say.

AZARA: Okay. Now do you think that the way | sort of
paraphrased some of the things was really sort of helping
you to explore and say more about your situation?

DERYL: | truly believe so. It sort of helped... it helped
me organize what | wanted to say and how | wanted to say
it. Sothat wasreally helpful.

AZARA: | waswondering if you could just share with us a
little bit about that experience, about being the only
African American in the program. | think that’'s important
for usto really make known because of the few minorities
that are in these graduate programs. So what are your
thoughts on that?

DERYL: Well it's definitely not a new experience. All
through high school and undergraduate it was pretty much
the situation. But it's something that you never really get
used to because it’ s thinking that by this time you know in
amaster’s program, things would have changed somewhat.
But it till isyou feel isolated and it’skind of odd.

Because on one hand you want people to really reach out
and sort of help make you feel comfortable, but at the same
time you don’t want to seem like somebody’ s community
service project.

AZARA: Right, sure.

DERYL: You know where the attention is artificial. So
what would really be helpful isjust to have people just be
themselves, bereal. It's just unfortunate people have a
hard time being that way (real). They haveto be
something different or specia to be inclusive, when in
essence you don’t. | would really just appreciate being
included and just like everybody else. Butit’s not
something... it'ssomething | haven’t gotten used to yet,
and it's been my lifelong experience. But | don’t know.

AZARA: That's an important issue. | think many of us
experience that in different settings. So thank you for
sharing that with us.



DERYL: Thank you. Thank you for allowing me to.

Title
Multicultural Feedback

Allen: The next thing we' d like to talk about is the use of
paraphrasing and encouragers. | think we've agreed in our
preliminary discussion that paraphrasing and saying back
accurately what is heard seemsto fit for. We think
(paraphrasing) works generally across cultures. Unless
you’'ve got somebody ... there's an occasiona client you'll
get that says“| just said that.” But generally speaking we
feel pretty comfortable with it. Theissue of encouragers|
think does vary. The issue of head nodding and the use of
silence—Azara, what occursto you?

Azara: Theissue of silence really kind of resonates,
because you know from my background as a L atina Puerto
Rican, we talk with our hands alot, we're very expressive,
we sit around a dinner table and everybody is talking at
once. Silenceisinterpreted as agreeing with somebody.
When you're silent that means you agree, you're agreeing
with acomment or a statement said by a person of
authority. That'swhat silence means. So silenceiswe
kind of have to redefine that when you' re working with ...
at least with Puerto Ricans.

Allen: | was working up in the central Artic one time with
Native Inuit populations and silence isreally away of
being. And with many Native Americansit is quite
acceptable to sit and not say anything for awhile. What
about silence?

Deryl: That's atricky one because | think too much silence
says that you're not listening. That you' re not hearing me.
| can remember several African American students that

I’ ve worked with and for them to start telling a story and if
you don’t nod or say ah hum or something, it feelslike
they’re not being heard, and they’ll often say, you
understand what I’m saying, do you know what | mean?
So making the verbal, the head nod with alittle verbal ah
hum, periodically is helpful.

Allen: | also understand that among some Asian
populations, Chinese in particular, I'm kind of what we
call ahead bobber. And that is seenreally asvery
discomforting and really totally appropriate So again we
never really know as cultures do vary in their use of body
language. And we always have to be aware of that. But
people do like to be encouraged, and people are there to
talk.

Deryl: Yes.

End
Paraphasing and Encouraging

Title
Reflection of Feeling
Stimulus Vignettes

Allen: Understanding feelingsisreally basic to the
counseling and interviewing process. We've set up a
series of vignettes which we'd like you to look at and then
identify the feeling. First you're going to see a series of
potential clients present single dimensions of emotions.
Your task is to identify that emotion. Then we're going to
stop the tape and ask you to 1) identify the emotion, 2)
write or say an actual reflection of feeling. You feel sad,
glad, mad, whatever, because . . . and you state the reason.
Thisisthe classic reflection of feeling. | know that’sa
little artificial, but this practice will really help you get
more in the groove with identifying and getting
comfortable with dealing with feelings. After that we're
going to take alook at mixed feelings, and we'll wind up a
little bit in terms of incongruous non-verbal messages
which modify how a personsfeels. So watch the tape, stop
it, identify the feeling, write down your reflection of
feeling and here we go.

Full screen title before we start
You will see brief client statements.
I dentify the emotion(s).

Develop areflection of feeling.

Title

Deryl talks about hiswife.

DERYL: My wife isthe most incredible person that I’ ve
ever met. She's compassionate, she's smart, she's good
looking, she's patient with me when she needs to be, and at
the same time she can be firm when she needsto be. But
she' sencouraging. She'swonderful.

Title

STOP VIDEOTAPE

Name feeling(s)

“Deryl, when you talk about your wife, you feel .

Title
Mary and cancer

MARY: : | woke up in the middle of the night terribly upset.
| have to go to my doctor’s on Friday and we' re going to
do some follow up tests. It reminds me of my colon cancer
surgery and | worry that cancer will hit me again.

Title
STOP VIDEOTAPE



Name feeling(s)
“Mary, | hear that you feel __about

Title
Azara and her daughter

AZARA: | haveto tell that I'mreally proud of my 13-
year-old daughter. We just recently moved to a new
location and she'sreally adjusting well and I’'m very proud
of her considering that she's only 13 years old and she's
spent most of her life living somewhere else.

Title
Name fegling(s)
Azara, soundslikeyou arevery about

Title

Kendralearnsof friend’s death

KENDRA: | was sitting in my socia studies class and my
teacher looked down at the morning announcements and
asked if anyonein the class knew him. | wasthe only one
that raised my hand. | said we had been friends for years.
He looked back down at the paper and then at the whole
class, and announced to everyone that he had died in acar
accident the night before. Every set of eyes turned and
stared at me for the remaining two minutes of the class. |
held my tearsin until the bell rang and | was outsidein the
hallway.

Title
Name feeling(s)

“Kendra, that really and you felt

Title
Kendrareviewsthe same
incident a few months later.

KENDRA: | lost one of my good friends in a car accident.
After theinitial feelings of grief and shock | moved toward
thereality that | was never going to see him again. Almost
ayear later I'm still having feelings of sadness and grief
and it's hard to go about the things that | usually do best. |
hope by talking about this and letting go alittle bit | can
get to a place where | can go about daily activities and be
fine again.

Title
Name feeling(s)
“Now, | hear you fedling about

Full screen title
M ost clients also have mixed
and conflicted emotions

Title
Kendraisoff to College
I dentify mixed feelings

KENDRA: In less than ayear | will be off to college.
Probably one of the biggest timesin my life. I'velived
here al my life. I’ve built friendships here with my family
and my friends. | don't know if I'm ready to leave. | don’t
know if I’'m ready to leave the onesthat | love and be on
my own. On the other hand, there isaworld of
opportunities out there and I’ m young and excited to start
living independently and learn all that | can.

Title

STOP VIDEOTAPE
“Kendra, on one hand you feel
hand, you also you feel .

____ ,butontheocther

Title
Deryl’s mixed feelings
about grad school

DERYL: I’ve been in this master’s program for one
semester and gone through all the things that I’ ve gone
through, and I’m not quite sure if | want to continue. But
on the other hand just always wanting to get this degree
and the things that it will allow meto do. | want to
completeit, | want to seeit to the end, but I’m just not
sure.

Title
“Deryl, you seem to have mixed feelings:
and

Title
Azara’sfather remarries

AZARA: | havetotell youthat I'm really angry, angry at
my father. | lost my mother about 6 months ago, and | just
found out that he wants to remarry. Now | want him to be
happy and | certainly don’t want him to spend the rest of
hislifeaone, but I'm mad at him for doing this so quickly.
It'sjust too early.

Title

Azara, theremarriage leads you to mainly to feel
, but you also feel .

Title

Allen and nonverbal feelings
ALLEN: And, as we wind up this section on vignettes of
feeling, you also ought to remember there’s also non-



verbal communication, which often can override and be
more important than the words.

Running subtitle
Note hand movements
For example “You're areally nice guy. Obviously the

hand is where the message is. What isthe feeling in that
hand?

Or “I really feel very comfortable talking with you.” A
nose wipe often isa sign that the client or the other person
isuncomfortable. It can be part of the everything isfine,
or maybe it’s not so fine.

Running subtitle
Note vocal tone

Another thing is the mixed message . “ Yeah, | realy liked

working with you as a counselor. You're great.” The non-
verba message often says far more than the verbal

message. So be aware of what’'s going on. “I’m not
nervous’ as I’'m twiddling my thumbs. Watch the body as
well asthe words. We hope these vignettes have been
somewhat helpful to you.

Title
End
Feeling Vignettes

Title
Reflection of feeling
Mary Bradford Ivey and Kendra Lyons

Title:

Notethat Mary isableto usethe
reflection of feeling asthe
predominant listening skill.

MARY: Hi Kendra
KENDRA: Hi.

MARY: Well | understand you have some things to talk
about the death of your friend. We talked about (it) last
year. But | think you still have some more things you
wanted to talk to me about. | saw youinthe hall and |
thought maybe you’ d like to share some more.

KENDRA: Thethingisthat | do think about it every day.
And obvioudly | probably will for the rest of my life. But
at this point, it was the end of last year, so at this point |
feel like | should be able to function normally and go about
my day and do things that | could do fine before it
happened. And you know I'm still having a hard time.

Running subtitle

Reflection of feeling

MARY: So you're feeling like you know | suppose, are
you feeling sadness, still this overriding sadness that you
had last year. And grief probably, still in the grief process.

KENDRA: Definitely still grieving. At first there was
such a huge like shock to me that it didn't... like | said to
you last year, likeit didn’t seem real for so long and then |
got over that alittle more when | understood what was
actually going on. But | don’'t even think it’s been long
enough for me to understand that I’m not ever going to see
him again. So that’s till... and the thing is that there were
so many people that were close with him and everything,
and | wonder ... | feel like... | know I’m probably not, but
| feel like I’ m the only one that’s having a hard time doing
things that | used to be able to do.

Running subtitle
Reflection of feeling
MARY:: You'refeeling like you're alonein this. Even

though he knew lots of other people, you feel like you're

KENDRA: No one talks about him anymore, and | feel
like | could talk about it to these people every day.

Running subtitle

Reflection of feeling

MARY: And you havejust ill alot of feding inside you
and need to express that feeling to say how you're feeling
about him and what happened.

Running subtitle

Positive support

And so | think it's good to tell your story and to experience
that grief. | meanif it's there we need to talk about it. If

no one el se talks about it, and you still fedl like you need to

talk about it, that's what we' re here for, to have you talk
about it. And to experience that.

KENDRA: At the same timeit seemsreally hard. Even
like with you, like sitting hereit’s really hard to talk about
it. But| think about it so much that | need an outlet for it
because | can'tjust ....

Running subtitle

Paraphrase

MARY: Can't just think about it and have it rattling
around in your head, you want to be able to expressit and
say your feelings.

KENDRA: Yesh.

Running subtitle
Open question
MARY : Can you tell me more about the situation and how



it happened? And your closeness and relationship with
him.

KENDRA: | grew up with him.

MARY: So you felt amost like alife-long friend really.
KENDRA: Family. Our families were really close.
Running subtitle

Reflecting of feeling

MARY': So you had that closeness, that feeling of
closeness.

KENDRA: We were building our house, like we lived... |
basicaly lived with his family and then....

MARY: So you'rereally like family then, that close.

KENDRA: And then we separated for alittle while,
because he was a couple of years older than me, so he went
tojunior high before | did and everything. And we lost
touch for ayear or so until | came. And then we started
hanging out alot more, and just like rekindled our
friendship basically. And | started being friends with his
friends, you know and everything.

Running subtitle
Par aphrase/r eflecting feeling
MARY': | know you're friends with his friends, and so

you'reall... you'rerealy part of the whole group there.

And he was very special to you. You had afeeling of
tremendousloss I’ m sure.

KENDRA: The other thing that | can’t really get over is
like since it was a car accident, and he wasn't driving, it's
like I’'m angry about that. And | know that | shouldn’t be,
but I'm angry at the person that was driving.

Running subtitle

I nter pretation of feelings

MARY: And that's al right to be angry because that’s one
of the things that happens along the way when someone
dies. Wefed all kinds of feelings and all of those feglings
are okay, and anger isreally very normal. Normal to feel
angry and you know that he’ s in a situation where he's not
even driving because he' s maybe a more careful driver and
he'sthe one that...

KENDRA: And sometimes | don’t feel like it was his fault.
And the way | found out too. It wasn't fair, because they
told usin the middle of class. Asyou know last year they
read the announcement, and they asked if anyone knew
him before they told, and | raised my hand, and | said
obvioudly that | was friends with him, and then my teacher
told the whole class, right after that. So every face turned

and looked at me. So it was a horrible way to find out.
And then | wasin the middle of school, and the only
person | talked to about it afterwards was like his best
friend. And | can’'t even be around him anymore to talk
about, because it’' s too intense to me, because he's so much
more like hurt about it than | am even.

Running subtitle
Reflection of feeling
MARY': So you're both feeling hurt.

KENDRA: | can’t even be around him yet because it'stoo
depressing for me, cause I'mtrying to ...

Running subtitle
Summary, feeling focus

MARY: Work it through. So being around his friend

probably reminds you of him, and the way it wastold, and
the fedling, You know thisis not fair. Here you are, you

know him so well, and everybody islooking at you. And
you didn’'t have a chance to really grieve and and just feel
the tremendous sadness and loss for someone that’ s been
part of your family practically. Y ou've been part of their
family.

KENDRA: Like everyone says, when they lose someone
like they never got to say good bye or like say what they
wanted, but it’ s like the last time | saw him, which was like
the day before, | wasjust like such a casual, like it was just
such acasual interaction. Likeit waslike ahug and like hi
how are you doing, and it was like my friend’s birthday
that day, so it was more like I’ ll see you later thing then.

Running subtitle

Par aphrase/Reflecting feeling

MARY': So here you at the very last session, very last
moments with him. Thiswas just very casual and you
didn’t express how you realy felt about him. You didn't
have a chance to say good bye. And say how important he
was to you.

KENDRA: | don't even think | did. | told you we like
started being friends again after we weren’t for alittle
whileand | don’'t even thing | really did since we started
being friends again. Expressed that.

MARY: Soyoufeel ....

KENDRA: It'sbeen yearssince ....

Running subtitle

Paraphrase

MARY: Yearssince... You wish that you had amost said

how important you really were to me.

KENDRA: Yes.



Running subtitle

Closed question

MARY: Have you ever had a chance to write |letters and to
sort of express some of your feelings that way?

KENDRA: | haven't done that.

Running subtitle

Suggestion/Summary

MARY: That sometimes is a good way. . . it's good to talk
about it too, and write about it and get it out that way. And

sometimes talking to other kids (is helpful), but like you
said that’s hard though. But it (the way you feel) certainly
is very normal. What you' re going through is the grief
process and it’ s the feeling of loss and everything. You
know we feel sadness, we fedl anger, all these mixed

feelings, and certainly a sense of part of usis gone with
this person. And you know, it’s almost like wishful

thinking. If only | could do something different that |ast
session, that last moment with him—tell him how
important he wasto me. Y ou aways wish—that’s the

magical thinking stage you go through and you wish that

could happen. But you know it’ s just hard to continue to
live with all that.

Full screen title
Several minutes deleted,
Inter view continues

MARY: Kendrawe' ve been talking quite a bit right now
about all these feelings. I’m just wondering how you're
feeling right now as we' ve been discussing this and
reflecting some of your feelings, and so forth. How are
you feeling now?

KENDRA: Ashard asitisto like actually like verbalize,
again, like what happened, it' s like helping. Cause
actually it'sto let it out obviously.

Running subtitle
Open questions
MARY: What other things do you need to let out? What

other feelings need to be let out? What do you need to say
about it? What needs to come out?

KENDRA: Basically the thing | said about the kid who
was driving, who was one of hisfriends. And hewasn’t
even like allowed at the funeral or anything. Because he
was definitely driving recklessly so that | have alot of
anger about that, because in alot of ways ... | mean hislife
is probably ruined right now, so in some ways | just want
to like give him ahug and just like talk to him about it and
like make sure that he' s going to be okay. And thenin
other ways | am blaming him for it and | don’t really want

to do that, but | can't help it because there’ s no other ...

Running subtitle

Summary

MARY:: | can hear what you're saying. | mean you' ve got
him (till alive) and you are angry at him for what he did.
And at the same time (you are) thinking, you know for the
rest of hislife he hasto live with the fact that he killed his
friend. And I’m surethey were friends, and they were
good friends, and he has to live with that, so he’s suffering
too in someways. Soit isaquestion of can we be helpful
to him in some way? | guessthat’syour call, if you feel
like you can reach out and comfort him in some way or
comfort each other.

KENDRA: | don't even know where heis now, so ....

Running subtitle

Reflecting possible feelings of driver
MARY : Something just to wonder about. But you know
that he's probably suffering equally as much from what
happened.

KENDRA: If not more.

Running subtitle

Open question

MARY: : If not more. What other feelings do you have that
arejust sort of sitting there?

KENDRA: Wishing that there were other people around
methat | could talk to about it, in terms of my friends.

And I"'m wondering why they don’t bring it up is because
it'sjust too hard for them to talk about. Or because they
really don’t have anything else to say about it. So I’'m kind
of feeling alittle bit isolated. A little bit ... | feel dienated
from like what' s really going on basically.

Running subtitle

Reflection of feeling

MARY': So you're feeling isolated and alienated because
none of these kids want to talk about it, or you don't think
s0, so the feeling is you' re out there alone.

KENDRA: | just feel like I’m watching my daily activities
and I’'m watching what | do, even though I'm doing it. |
feel like I’m just watching myself doing it, and I’ m not
really taking part in it.

Running subtitle

Reflection of feeling

MARY: So you're feeling like you' re sort of outside
yourself, watching what’s going on in the daily activities.
And not really able to participate cause you' re still feeling

all these feelings.
Running subtitle




Closed question/suggestion

Are there any friends that you can talk with at all, or do
they just seem to be totally closed...anybody you can trust
| mean?

KENDRA: Thething is that most of my close like
girlfriends didn’t really know him very well. Soif | bring
it up with them it’sjust kind of like | feel like they just
think here she goes again with it. Because if you know if
you can't like connect on the same level then it’s not as
interesting to you or as important to talk about it.

Running subtitle
Reflection of feeling

MARY: So if they’ re not interested then it makes you feel
well they’ re not going to care about this or they’ re not
going to be interested in this, so you're feeling again more
isolated and alienated from everything.

KENDRA: And the ones that were really close with him,
likel said it'sreally hard to be around them, in adifferent
waly too, because instead of talking about it and helping
each other, it' s more of adepressing thing. 1t's more of
like....

Running subtitle

Paraphrase

MARY: So no one talks about it. Sort of this elephant in
the room that no one talks about. Because it’s depressing
so people feel depressed about it.

Running subtitle
Reflection of feeling.

And so you're feeling depressed, they’re feeling depressed
and there it isright there.

KENDRA: That'swhat | have to do, something like this, if
anything.

Running subtitle

Summary

MARY : Absolutely, it'swhat you need to do is keep
talking about it till you feel like you' ve worked it through
and shared what you need to share, and gotten those
feelings out and then just moved on, hopefully to another
stage at some point, where you would certainly aways
remember him, but in some perspective. Where it’s not
there every singleday. Well let’s continue our
conversations and you certainly can come here, andit'sa
safe place to talk and it’s okay to talk about him, and any
kind of feelings that you have we'll certainly share.
Thanks so much for coming in Kendra.

Title:
Debriefing

MARY: How was that session for you? | mean let’sjust
talk about how that went.

KENDRA: Very helpful. | felt down earlier and now I'm
lifted alittle bit.

MARY: You'relifted alittle bit. What part of it was most
helpful to you? What exactly did | do that might have
been helpful ?

KENDRA: The questions that you asked about what | was
still holding on to were really helpful and important to me,
because | could feel it every day, but | didn’'t really know
what | was mainly most upset about. And now |
understand that it's the feeling of not expressing what |
wanted to express to him and the feeling of his friend
driving and me not being able to talk to my friends about
it. Sonow I'm like more clear on what my issues are
about it still.

MARY: What'sreally bothering you is the friends, and the
feelings you have about this. And (also) the way you
closed off theissues. So it just became allittle bit clearer.
And it elevated (helped) yourself this much higher, so
that's alittle bit better. 1t'sstill hard, and it will probably
be with you for along time. | meanit’sjust not easy. |
don’'t know if anybody findsit easy; and | guess continuing
to talk about those things and | guess that’ s the direction.

Is there anything else that you' d like to share that was
helpful that you found in the session?

Running subtitle
Kendra’'sfedlings have changed
KENDRA: My feelings when you asked about (how it
was) right after it happened, when you asked questions
about that. And kind of to compareit to how | feel now in
terms of right after it happened and the whole shock stage
and everything to now. | realize | have progressed alittle
bit at least which gives me alittle more hope that | will.

Running subtitle
Paraphrase

MARY: : Right you're out of that shock stage and you're
reflecting a bit on this. Y ou still have those feelings but
you're in adifferent sort of stage right now.

KENDRA: And to be able to just talk about that out loud
with you, it helps me to understand it more.

MARY: Well that'sgood. Anything else?

KENDRA: That'sit.



MARY : Okay, thanks so much Kendra.

Title:
Multicultural Comments
on Reflecting Fedling

ALLEN: A really complex issue, we obviously can't
cover it all, and that is the issue of reflection of feeling and
expression of emotion, because there’ swide cultura
variation in how appropriateit is to deal with emotion and
feelings. Who'd like to go first thistime?

DERYL: I'll start. Againin general with African
Americans, it'saway of being for usto be very
expressive and so in that way of being there' s alot of
outward showing of emotion. And | think it’ s critical to
make sure as a counsel or make sure that we understand
what that emotion is about, that we're reading that emotion
or the expression of emotion accurately.

AZARA: Once again it' sthe generalization issue which
sometimes helps and doesn’t help. But anyway it’'sthe idea
that among Latinos it’s avery expressive culture. | can
think of an example of about when people greet each other.
It'sahug, it'sakiss, it'savery out there emotional
expression. And | think there's a positive side to that and a
not so positive side and | think once again it's important to
gage what you're talking about. It's aways contextual but
yeah | would say that emotion and expression go hand in
hand.

ALLEN: And we certainly in counseling encourage
expression of emation, but the story from my own cultural
background | love to tell to sort of illustrate this. | have a
wonderful Aunt Ednawho passed away afew years back.

| was visiting her out in the Segttle area and we had dinner
together and had alovely time. The next day | flew back
and then | get atelephone call from my mother that Aunt
Edna had gone in the next day for a cancer operation. And
it’s pretty characteristic of my aunt and some members of
my family—if big issues are going on emotionaly, they
are not talked about. So there are wide, wide differences.
You can't generalize that to all White culture. And each
person, each individual will really have avery different
way of expressing themselves emotionally. And Asians,
Indonesians will often be more subtle in their expression of
emotions. Expression of emotions sometimesin Native
American culture can be seen as aweakness. So each
individual will vary .

When you mix in the gender things change. What about
just the gender issue just quickly?

AZARA: Well the dynamics will vary too. There are
certainly distinct gender differencesin the expression of
emotions, and you know whereas men may feel more

comfortable withholding, women are more expressive.
Add cultural dimension to that and it becomes even more
complex. So we have to consider gender aswell.

DERYL: Right. | think we have also to look at how men
and women socialize. Men socialize that there are certain
emotions that you don’t show because its seen as a sign of
weakness. Whereas women are more apt to show feelings
of care or nurturing and so forth. So you haveto keepin
mind how people socialize within their own cultures.

ALLEN: I think we'll all agree with this, do not stereotype.
AZARA: Absolutely.

ALLEN: Expect people to vary. Within culture,
sometimes the variation is more among the individuals.
Individuals will vary even more than the cultures do at
times. We can't count on it, be aware of it.

Title
End Reflection of Feelings Video

Title

Summary

Norma Gluckstern Packard
and

Mary Bradford |vey

Title

Introduction

Deryl Bailey

Deryl: Clientstalk about alot of things. In summarizing
what they’ ve said really helps to organize their thoughts
and feelings. In addition, you as an interviewer get a
chance to seeif you've heard the client correctly. If you
have a client who gives you alaundry list of issuesit might
be wise to stop from time to time and summarize what has
been said before going on. A summary of the last
interview is agood way to begin anew session. And at the
end of theinterview it is usualy helpful to summarize
what has been said.

NORMA: Morning Mary, good seeing you.
MARY : Nice to see you Norma.

Running subtitle

Summary of previous session

NORMA: Let me just refresh what we talked about |ast
week. One, you talked to me about how the hurricanes had
affected your mother. That was in the paper for everybody
toread. Two hurricanesin arow. (Another issue) was
about Kathy finally graduating and can’t find ajob. That's
not as bad as the fact as she might lose her health




insurance, and that’s a little scary. And Elizabeth, you

adore her new baby, but now Elizabeth is saying "1’ ve got
to go back to work.” And finally how you're feeling like

“how much responsibility can | take, how much more of
this can | take.”

MARY : Absolutely, you've got it Norma. Oh, and | think
thefirst thing | want to talk to you today about is not only
two hurricanes, there have been four. And my dear mother
who is elderly had to evacuate her house twice because she
lives on the Barrier IsSland. And that’s very hard on elderly
people. You know with health issues and so forth. She
had to go to my sister’s house and my sister, you know
they work, and she’ s got her niece there, and they lost the
power for six days. Y ou know that doesn’t sound bad to
us up here, but there’ sno air conditioning and so on top of
which they had aflood. Their whole living room rug was
destroyed. They were just fixing up their house, in fact
they had just finished the other room and they were so
pleased with it. Thewholerug is destroyed. And they’'re
all at their witsend. | get phone calls from them,
everybody isjust hurricane weary. And they're just
exhausted.

Running subtitle

Paraphrase

NORMA: So what | hear is this hurricane has been
devastating not only for them, but it's been devastating for
you, because you had to be on the phone constantly.
You've had to give advice and you' re along distance away
from them, which isalot more frustrating.

MARY:: It'svery hard, very difficult. And mother going to
the hospital on top of it, that was the final blow. You
know because of the lack of air conditioning, her breathing
became very labored, and she has congenital hearth disease
and you know she ended up in the hospital. And that was
more phone calls. But then | couldn’t fly down because of
the hurricanes.

NORMA: Airports were closed.
MARY:: Airports are closed. So that was very difficult.

Running subtitle

Summary
NORMA: It has been avery very hard month for you.
Two hurricanes, unusual, your mother having to go to the
hospital, and the conflict that you' re having with your

sister, and then to top it even their house just sort of being
ruined. It’s been rough.

MARY:: It'sbeen hard. It's been very difficult. Then...

NORMA: There' s another one?

MARY : Oh yes, then we have Kathy, who just graduated.
And | don’t know if | told you, she did get what's called a
paid internship. Which iskind of like you know getting a
job, except you don't have health insurance. It's sort of a
minimal pay kind of thing. It could trandate into ajob, so
there’ s always hope there. But meanwhile she's got
roommeate problems, and she wants to live alone, but that’s
too expensive. And you know | worry about her in DC,
that’s not the safest place in the world. And you know
she's on the phone calling and you know we're trying to
encourage her to keep looking for jobs so that she can
trand ate the internship into areal job. So you know we're
always talking to her and trying to be supportive of her and
her efforts.

Running subtitle

Paraphrase

NORMA: So Kathy is also there, and you didn’t tell me
that she had gotten that internship which isreally
wonderful.

MARY: Well that’s great.

Running subtitle

Reflection of feeling

NORMA: And it’s paying enough, but not that much. And
you're worried now what she's going to do about the
health insurance.

MARY:: Isit going to be areal job? That's not areal job,
and there' s no health insurance. And so that isgoing to
expire.

Running subtitle
Reflection of feeling
NORMA: So you're alittle bit worried.

MARY : And she can barely get along. Thisisminimal
wage, thisisnot ajob... thisiskind of aquasi-job. SoI'm
worried about that.

Running subtitle
Encour age/par aphrase
NORMA: So you're worried about that. And then what

can you do for her related to that, so that that’s another
problem that you're carrying. All in the same week.

MARY: And then also we have Liz who' s just had a baby
and she hasto work, and | want to be a good grandma and
| want to be there and help her, but it just feelslike I'm
dealing with mother on the phone, I’m dealing with Kathy,
and | want to be there for her, and meanwhile | don’t know
wherel’'m at.

Running subtitle
Paraphrase



NORMA: So here's Elizabeth calling you, having similar

problems, dightly different, this wonderful baby on the
other hand is bringing in a new problem for her and the

other thing | senseisyou being torn in a variety of
directions.

MARY: Yes| feel very torn, | certainly do. And never
mind the fact that we have to work, and I’d like to have a
life of my own. | thought when the kids went away and
you know we' d have our own life and we could travel and
we could do more fun things. And not just work al the
time. Andit's pretty hard to fit that in in the midst of all
this.

Running subtitle
Summary

NORMA: That' svery interesting, because on the one

hand you' ve got your mother, you have your two daughters
that are also making if not demands on you, making you

fedl that you need to do something more for them. But
there’s a piece of you that says hey | want my own life too.
I’ ve reached the point where not only do | enjoy my work,
but we can travel, we've got some freedom., and how am |
going to start doing that again. And how am | going to get
myself....

MARY: : | don't know where there’ s time for that right
now. It doesn't feel like there's much time for that. But
that sure would be something I’ d like to work towards.

Running subtitle

Summary

NORMA: Okay, so letsjust go through (the issues) ...

Y ou' ve got a mother that the problem isn’t really totally
going to go away, you know that and | know that. It's
going to be there and it' s just to what extent it's going to
be there. But you've got two rather successful healthy
charming daughters that are growing up and it’s painful to
see them till struggling.

MARY: Right.
NORMA: But they are.
MARY: : Y eah, they are, both of them are struggling.

NORMA: But you know something that’s going to be
going for along time for you.

MARY: I'm afraid so. It’'slike | never thought...l thought
sort of they would leave college and that would be it.

Running subtitle
Summary relatesto previous session

NORMA: And then there's a piece of you that saysyou
know I'm an individual. | have aright., and my husband

has aright to have me. And thisiswhat we waited for.

We finaly are able, we' ve got a successful business, we're
financially comfortable. Where is the time for us, and

that’s where | think maybe that we' ve got this piece, we' re
going to have to try to figure out. And | think you said it

last week. Set up some priorities, sothat youall can ....

MARY: Set up some priorities so that | feel | have
something for myself in the midst of all of thisand | don’t
just fall apart when all these crazies happen. Because the
crisis are going to probably continue, so I’ ve got to sort of
hold it together and keep myself healthy and do all the
things | need to do to be there for my husband and do the
work we need to do. At the same time, managing these
situations that | have ongoing family concerns.

Running subtitle

Summary

NORMA: Well | wonder if we have time, because | think
one of the things that we talked about, and | think you
realize, | think it was your suggestion, is priorities. That
somehow if you can set your priorities. If you can deal
with your mother, with your two daughters, and with your
husband and your work, and maybe that’ s what we should
work at. How do we prioritize Mary, and how do we let
Mary also take care of herself, being alittle selfish, which.
is okay too?

MARY : To do something | want to do for myself.

Title:
Multicultural Comments
Individual and Family Balence

ALLEN: | think we'll all agree that Norma did a superb
job of summarization. Here we had three or four even five
summarizations right at the beginning. At the sametime,
this tape raised some issues. | thought one thing she did
wonderful was really to focusin on whereis Mary. The
word you, “y” “0” “u” seemed to be very important. And |
think was useful to Mary to see where she stood. On the
other hand there’ s other things that we need to be thinking
about when we focus just on the individual.

AZARA: Right, | really appreciate that focus because you
know | can understand how a counselor can direct that
focus based on maybe his or her orientation. And | think |
would have focused on Mary, but in a different way. |
would have focused on Mary and her family. Whichisan
interesting sort of awareness for me as a counselor that my
own approach may direct the conversation and the problem
solving for Mary. In that families are important, therefore
I’m going to focus on her but also her relationship with her
mother. So it was an interesting phenomena to see how
our approaches might have been different based on context
and cultural differences.



ALLEN: Because we' ve been taught in counseling the
client isright there in front of us, focus on the client. And
| think sometimes we need to think more about the context
and what the client lived.

DERYL: | think you're absolutely right and | think one of
the things that | would have probably have tried to do was
do the same thing that Norma did in terms of getting Mary
to focus on hersalf, but getting Mary to come to that
conclusion that | have to take care of myself before | can
be very effective in taking care of the others. But get to
that by allowing Mary to come to that conclusion.

ALLEN: It leaves usin asituation if a personistotally
focusing on the family then it’s really important to get that
person focusing on themselves. If they’re totally focusing
on themselves we want to help them balance the other
way. And | think each culture will have different balance
of what is appropriate.

AZARA: Yes, that'sright.

ALLEN: And each individual will be different again. Do
not stereotype.

Title
What balance of individual
and family do YOU recommend?

Title:
END
Summary



Title
Five Stages of the I nterview
Allen Ivey and Azara Santiago-Rivera

Title
Introduction
Mary Bradford Ivey

In thisinterview Allen will work with Azara and go
through a full interview focusing primarily on listening
skills. Real mastery of attending and listening occurs
when you can work through afull interview without giving
advice or direction enabling the client to make his or her
own decision with minimal influence by the counselor.

Y ou will seethe five stages of the interview demonstrated
here.

Bruce, | think Mary reads this and. as such, we need titles
for each one. And we simply show full screen titles

throughout her talk and not show her

=

itle
e
Rapport and Structuring

Number 1. Rapport and structuring. Spend necessary time
tuning yourself in with the client in your own way, and
inform him or her of the purpose of the interview.

)
[E

—
D

itl

@)
N

e
Gather Data

Issues and Strengths

Number 2. Defining the problem. Use abasic listening
sequence to draw out the client’ sissues. Be sure to spend
time defining client’ s strengths. Remember that concrete
question. Could you give me a specific example used in
varying form will be useful in all stages of the interview to
expand and clarify what is happening.

—
D

itl

e
Set Goals

:

Number 3. Defining outcomes. Again the basic listening
sequence can be helpful in drawing out what the client sees
asagoal or ideal outcome.

=

itle

4
Working, Exploring Alternatives

:

Number 4. Exploring aternatives and generating
solutions. Begin this session by summarizing the problem
and the outcomes as desires. Ask the open question.

Could you tell me what ideas, possibilities for resolution
come to your mind? Y ou will find that the organization of
the problem offered by BLS and the five-stage structure
often helps many clients find new and workable problem
solutions here.

—
D

itl
Stage 5
Terminating and Generalization

:

Number 5. Generalization. Through attending skills and
guestioning, help your client define something specific he
or she might do during the coming week to implement the
ideas generated.

Title

The Interview
Stage 1 Rapport and Structuring

ALLEN: Azara

AZARA: Hi Allen, how are you?

ALLEN: Niceto seeyou. Thanksfor comingin.
AZARA: You're welcome.

ALLEN: Azara, | know you're probably ready to begin,
but before we start there' s afew things in counseling |
think we need to share as we start. First isthat everything
in hereis confidential, and nothing is shared except should
there be something that is obvioudy not the issue but

you' re showing the possibility of harming somebody or
yourself. Things like this| would have to report beyond
confidentiaity. Other than those extreme situations
everything here isjust between us. Another thing is that

I’ ve been looking at your file, and | see that you're
interested in talking about some issues of possible
discrimination on the job. And | know you want to get
started on that, but before we do, hey | obviously look like
the boss. White male, type of people that made some of
those decisions which you feel, apparently from what

you’' ve written aready, you're not real comfortable with.
And | wonder how you feel about sitting down and talking
with me about something like this?

AZARA: Well | certainly appreciate the fact that you've
asked. You know | wasreal hesitant coming to talk to you
about this because | think it's adelicate situation that I'm
in. And | wasn't real sureif amale counselor from a
different background would really understand my
circumstances, so thank you for at least starting sorting out
the discussion about that. | feel alittle better actually that
you are up front about it, so that’'s a good thing.

ALLEN: | would also say that I’ ve been in Puerto Rico a



few times and UPR, basicaly al the four corners of the
Commonwealth and know alittle bit about it.

AZARA: So you know about the island, that’ s great.

ALLEN: Yeah. Just before we start, where were you from
ontheisland originally?

AZARA: Wdl my parents are from two very small towns
actually on the island of Puerto Rico. My mother isfrom
thislittle town called Salisonico, and my dad is from
Pharaldo. And | have family that live on theisland. | hope
you had a good time while you were there.

ALLEN: Oh absolutely. Wedid all the wonderful things,
and we were really lucky to be there. | worked for some
friends of mine who are Puerto Rican, so | have some
background. But nonetheless, even though | have some
background, I’ m obviously not coming from your
background. And we also have the issue of gender, so |
want you to feel very freeif you feel uncomfortable, I'd
really like you to let me know that you're feeling
uncomfortable.

AZARA: Thanks. Okay.

ALLEN: Isthere anything you want to ask me personally
before we start?

AZARA: No | think we should get started. Y eah lets get
started.

Full screen title
Stop Video
How do you feel about
the sharing demonstrated here?

Title
Allen next structurestheinterview

ALLEN: | would like to tell you that what we're going to
dofirstisintheinterview | kind of liketo learn alittle bit
about the issue that you're bringing. And onething | like
to do after we talk about your issue, | do want to come
back to your strengths and some of the stuff that you have,
and you already mentioned some stuff from Puerto Rico
that obvioudly... | see you smile as you talk about Puerto
Rico, | think that’s obviously an important part. We'll talk
about that later. Then after we' ve sort of looked at the
issues and concerns that you have, and some strengths,
we're going to turn to what are your goals. And what do
you really want to have happen. I've found that unless we
have adirection, it'skind of like if you don’t know where
you're going, we may end up_somewhere else. So later
down the session we'll ook at goals. And then we're
going to look at some possibilities for problem solving,

generating possibilities, and then finaly, | hope we leave
today with something specific that you can do. Itisn't just
talking about, | hope there's some action we can take. So
that’swhat | sort of outlined for the session. Does that
sound reasonable?

AZARA: Yeah that sounds like a pretty complete plan.
Yeah. Itlookslikeit’ s going to work, thanks.

Full screen title
Stage 2 Gathering Data
I ssues and Strengths

Running subtitle
Open question
ALLEN: So letsbegin... | did seein thefile that you have
some problems on the job, promotion and so forth, could

you tell me generally what’s going on?

AZARA: Okay, well afew days ago | found out that | was
passed over for apromotion. |I'm pretty upset about that
because | think that I'm due apromotion. | think I'm
qualified and I’m just really annoyed about the whole
process. And well you see the person that | was competing
with is another male and he has only five years experience.
| have fifteen years experience in this company, and |
thought | was doing all the right things. | get along with
my supervisor. | think | have great relationships with my
co-workers. By the way, that’ s very important to me, it's
very important to me to have... to work in a place where
you readlly like the people you work with. Having moved
here fifteen years ago, thisislike my extended family. |
mean it’ s just part of who | am, and part of theway I’'ve
been brought up to have people that you get along with and
that support you. And so | worked very hard to create that
in the job, because you spend so much time at work. So
anyway | thought | did all the right things to get this
promotion. And I’ m just mad because somebody el se got
thisjob. And my boss encouraged me to apply, my co-
workers encouraged me to apply, you know I’ ve given
fifteen years of my life to this place, and | get passed over.
So...

Full Screen Title
When a client defines a problem
At length, an early summary of

What you heard may be helpful.

Then

Running subtitlefor all the following

Summary

ALLEN: So you've been telling me alot of things. A lot
of things that you really care about. First of all, can | kind
of summarize what I’ ve heard, cause | really want to be
with you on this? First | really want to say you really
sound angry and frustrated. Have | got that feeling you' ve




got?

AZARA: Yes.

ALLEN: You nod your head it'sreally there. It'sreally a
deep gut feeling. Then the next thing | hear redlly is
you've done agood job, fifteen years, and then the
summary, the big issue is boom here comes a guy that’s
been here a shorter time, a White male, he gets your job.

AZARA: Right.

ALLEN: And then a piece of thiswhich we don't fully get
is relationships are really important to you on the job. And
maybe | missed this, but wasn't quite sure how that fit with
your concerns.

Running subtitle

Check-out

In other words is there anything essential that |’ ve missed
so far?

AZARA: Wl | guessit’strying very hard to create an
atmosphere where everybody works together and gets
along, cause we al haveto get our jobs done. And you
know | guess having the support from my co-workersis
important to me. | guessthat’swhereit fitsin.

Running subtitle
Paraphrase

ALLEN: So the relationships with your co-workers are
really important?

AZARA: It simportant to me. Yesit'simportant, and so
in other words | think that | work in a great atmosphere, |
get along with my supervisor.

Running subtitle
Reflection of feeling
ALLEN: You redly like your job. You like your

colleagues.

AZARA: | like my job, | like my colleagues. All of those
things are really wonderful Allen. And then you know
I’m thinking that this whole getting passed over for this
promotion isdiscrimination. | think it's discrimination. |
think that | really have been discriminated against here.
And | don’t know what to do about it because | don’'t want
to get anyone angry at me. 1 don't ....

Running subtitle
Reflection of feeling
ALLEN: Ahh that bringsit to me. You don't want
anybody angry at you.

AZARA: No, and | open up a can of worms here by filing

a complaint against the owner of this company, the
manager of this company? What do | do? | want to do
something because | think it’sjust not right, but I'm aso
afraid of the consequences. | think they’ll be negative
consequences. | think | could lose my job. | don’t want to
lose my job.

Running subtitle
Reflection of feeling
ALLEN: So there's not only is there anger and frustration,
there'salittle fear, and then | hear about your... | don't
know if thisisright where | hear about the caring

involvement with your co-workers, don’t want to upset
them, and so you're torn in several different directions.

Running subtitle
Paraphrase

And | kind of hear underneath it all, like | hear clearly you
want to do something about it.

AZARA: Part of me wants to do something about this yes.

ALLEN: Part of you wants to do something about it. And
what’ s the other part?

AZARA: It' s afraid of the consequences.

Running subtitle
Encourage and “Why” question
ALLEN: Afraid of the consequences and why are you
afraid of the consequences?

AZARA: Well because | don’t want to lose my job. |
don’t want to lose the friends I’ ve established in the
company.

ALLEN: And filing adiscrimination suit can be very very
painful.

AZARA: It could be painful for me, it could be painful for
my friends, my colleagues. I’m not the only one that’s had
this problem. There are others who've shared with me,
they’ ve also had problems like this where you know there
have been racial remarks, there have been people being not
hired because they don’t speak very good English, you
know thingslike ... sothisisal very confusing. I'mvery
confused.

Running subtitle
Summary
ALLEN: So you've been in a conflict situation. You've
done well, got along, done everything you want, and sort
of focusing on your need to make a decision and do
something. But then you’'ve got kind of some baggage it
sounds like from the past where you don't feel you're
alone in these particular type of issues.



AZARA: | know |’m not alone.

Running subtitle
Encourage
ALLEN: You know you're not alone. Okay.

AZARA: | know |'m not.

Full screen
With a general sense of her concerns,
Allen now reviews some strengths
ALLEN: Okay. What I'd liketo do as | said at the
beginning, isjust put that on hold for just alittle while, and
explore alittle morein afew minutes, but I’d liketo... |
even feel in my own gut alittletension, cause | can really
kind of understand at |east certainly partially where you're
coming from. You're dealing with alot of stuff. A lot of
stuff. SoI'd like to focus for a minute on some of the
strengths, because you wouldn’t be with the place fifteen
years, you wouldn’t enjoy it so much etc., you wouldn't be
looking at that promotion at al if there weren’t some real
strengths. So you tell me some of the things you’ ve done
well on the job, that you've liked and so forth. 1'd just like
to know some of those, because some times we can solve
problems from positives and strengths.

AZARA: Well okay. I'm task oriented, I'm organized in
my work. | think I’m very good with keeping deadlines.
I’ ve been very careful about when | have areport due, or |
have something | need to do, | get it donein atimely
fashion. 1 think that’s a strength.

Running subtitle
Reflection of feeling
ALLEN: | hear some satisfaction and pride in that.

AZARA: Yeah, and | think | put together good reports, and
| do my best at that. That's one thing. And the other thing
I think that | think isastrength, I think | get along with
people. | work hard at making sure that people are
comfortable, I'm sociable, | like to make friends. It's that
whole extended family, we're al in thistogether, so | think
that's a strength.

Running subtitle
Summary

ALLEN: And | hear you're caring for an extended family.
Another thing | heard which kind of isa strength is | heard

you talking about some other people that were perhaps
People of Color, and you felt they were discriminated

against. But | hear a strength that you were able to hang in

while seeing what's going on.

Running subtitle
Open question

I mean how isit for you when things weren’t going so
well? What happened?

AZARA: Well what I've doneisin cases like that where
either | know it's been somebody hasbeen .... | mean
there’ s been blatant in my opinion, a comment made about
someone based on their ethnic background for example.

Y ou know using a derogatory term. I’ ve gone to that
person and I’ ve said, you know | can relate to this, why
don’'t wetalk about it. Let’stry to work these things
through because | know that we're one of very few people
of color in the company and | know what it'slike. | share
thiswith you. I’ve done that.

Running subtitle
Paraphrase

ALLEN: So your style has been to go and support that
person, you had the strength to do this.

AZARA: Yes. That'swhat I’ve done. But you know I’'m
getting to the point where I'm tired. I'mredlly tired of this
now Azara. | have to do something because thiscan’t go
on anymore in the company.

Running subtitle
Paraphrase

ALLEN: Well okay. Thiscan't go on anymorein the
company. What | kind of hear you saying isthat it isn’t
just you, there' s almost an atmosphere within the total
company.

Running subtitle

Reflection of feeling You're angry and frustrated for you
and for other people in the past.

AZARA: | think it's getting alittleworse. Yes| think the
racia tension and the lack of diversity in the company and
the people who are of different cultural ethnic, you know
very few of us, you know we' ve had to work twice as hard
to get wherewe are. You know it’sjust all this stuff is
going onin my head right now. And | tell you the reason
why |'m thinking about this now is because this promotion
thing, it didn’t happen. And thisjust triggered awhole
complicated you know thoughts about what to do next.
And al thisis now surfacing, and | need to do something.

Running subtitle
Encourage, Reflection of feeling
ALLEN: We need to do something. And lets start focusing
on that shortly. But one morething | wanted to do is| hear
alot of strength in you. Determination, | hear the caring. |
hear the frustration and anger, and now | kind of learn isn’t

just anger for you it's anger for awhole total situation.
Well that' s helpful to me.




Lets stop for amoment. | saw you smiling so much when
we were talking about your growing up in Puerto Rico and
sometimesit helpsif | can sort of hear a positive pleasant
story from a childhood which maybe even represents some
story of strength from yourself or your family or your
culture.

AZARA: Wow. There'slot of storiesto share. Well you
know an image that comes to mind is just spending a
weekend with my family on the island and going to the
beach and you know having a picnic on the beach and the
sense of comfort and closeness and warmth you just find
real important. Especially the older you get the more
important they become it seems.

Running subtitle
Reflecting nonver bals

ALLEN; Did you notice just how... to me | see your body
changing. you're smiling and relaxing.

AZARA: | am alittle bit more relaxed.

ALLEN: | hear there afoundation of kind of ultimate
comfort with who you are and where you come from.
Have got that?

AZARA: Yesyou do.

Running subtitle

Summary of strengths

ALLEN: So we have afoundation within your family,
from where you come from in Puerto Rico that we can
draw out other strengths like that. | think that is ... the
comfort with yourself, | just like the way you look when
you say that. It makes mefeel good.

AZARA: | think you hit home, as one would say.
ALLEN: Let’skind of remember that comfortable base.
Title

Stage 3

Goal Setting
The next thing I'd liketo do, as | said earlier, you don’t
know where you' re going until you've got agoal. If you
don’'t know where you' re heading you may end up
somewhere else. What would be your goa or goalsin this
situation, and maybe we can chip away at that.

AZARA: Wdl | redly want to talk to someone about filing
acomplaint. That'sagoal.

ALLEN: So, so far you really haven't talked to anyone?

AZARA: No, you're thefirst person I’ ve talked to about

this because | wanted to get a sense you know, whether or
not thisis a good thing for meto do. | fed like... not real
sure.

ALLEN: So that comfort base from who you are is going
to be agood place to start. We need to keep that comfort
in our decision. So you'd like to talk to someone and so

forth. That seemsto be one goal. Atf least get it out and
start talking. Other goals that come to your mind?

AZARA: Well | want to get a promotion.

Running title
Encourage

ALLEN: You want that promotion.

AZARA: | want that promotion. | think | deserve that
promotion. Y ou know, if another opportunity comes up
for example, | should be able to go to my supervisor and
ask him am | ready. Do you think thisis agood match,
and | want him to say that | am and | want to be able to get
it the next time. So that’s another goal.

Running title

Open questions around filing suit
ALLEN: Pretty critical issue is the goal isto get the
position the next time. How does thistie in with the
possible filing asuit? Do you want to file a suit or you

want to make adecision about filing a suit?

AZARA: That'sagood question. | want to file asuit? |
want to file acomplaint.

Running title
Encourage
ALLEN: You want to file a suit.

AZARA: | think it'stime to do that. | think it'simportant
to do that now. Yes.

Running title

Summary

ALLEN: So | hear that one goal is you to talk to someone.

Y ou would like to get the job the next time. It sounds like

you don't feel like you're going to get it thistime. But you
would liketo file a suit, speak up. Isthat right?

AZARA: Yes.
Running title

Closed question
ALLEN: Any other goals that you might have?

AZARA: | think that’s a start.

ALLEN: | would just ask one question, going back to



something you said. | heard you were concerned about the
company’ s total attitude toward people of color and
minorities.

AZARA: Yes| am very concerned about that.

Running title
Encourage/Open question
ALLEN: You are concerned about that. Any goals that

you might have for that? We're not going to chip away at
it all, but are there any goals there you might have?

AZARA: Wéll if | can play arolein getting this company
to understand that it needs to actively recruit and start
diversifying it's company, if | can somehow make a
contribution there, in this whole process, that would be a
goal.

Full screen title
Stage 4 Working
Exploring Alternatives

Running title

Summary
ALLEN: Okay. So we have some possibilities (for goals).
We may not achieve them all today, but perhaps over time
we can work onthem. What I'd liketo turn to now islet’'s
explore some alternatives that occur to you. You'rethe
expert on this, so | would just kind of like to ask you some
questions and mainly listen. But I've heard, in fact your
concerns, issues, probably concerned about you' ve been
passed over, your anger and frustrated, you feel you're

working in an atmosphere of discrimination. You feel that
your competence has not been recognized. Along with that

| hear these real strengths that you' ve done a good job.

Y ou get along with your colleagues and do well. So there
kind of the issue as you've outlined it. On the other hand,

| hear really kind of four concrete goals.

Running title

Open question

When we take that thing of issues and your strengths and
the goals, what occurs to you as some possibilities that we
might think about for resolution as we sort these things
out?

AZARA: Okay well | think the first thing is| do need to
talk to human resources about filing a complaint. That
would be my first step | think, isto go to human resources
and talk to someone about that process. | have to
understand how that processis, I'm not real clear what that
is. | aso think that one way isto go to my supervisor and
talk to my supervisor about this. | haven’t had a chance to
do that because | just found out a few days ago and you
know I’ ve been in shock since then.

Running title
Encourage
ALLEN: Shock.

AZARA: So those | guess are two basic things | need to
do.

ALLEN: So oneisreally go to human resources. How well
acquainted are you with the people in human resources?

AZARA: Wdl | know the director, so | feel comfortable
talking to the director.

Running title
Encourage
ALLEN: You do fedl comfortable?

AZARA: Yeah | do, | think I’'m ready to do that, and
would be okay with that.

Running title
Reflection of feeling

ALLEN: So you feel even though you' re concerned about
some of the other stuff, you do feel enough comfort and
trust to go in and talk with him.

AZARA: Yes| do.
ALLEN: That's very helpful.

AZARA: That's actually a positive thing. | just realized
that. That that would be a positive... | didn’t think that the
human resources would be a key person in this, and yet the
person is, so thisisagood thing.

Running title
Summary

ALLEN: In asense what you' re telling me Azara, you've
been so upset by this that you really kind of focused
immediately on the suit and so then the other background

for that you haven't really had enough time to think about
the idea of going to human resources. And you can smile

that you feel that you' re going to get some support there.

AZARA: | think so.

Running title

Advice
ALLEN: And you also said. talking to your boss. | would
say it’s probably a good idea not to talk to your boss at
first when you were really upset and shocked.

Running title
Reflection of feelings

Now that you’ ve thought about it, you feel that you would



be comfortable talking with him.

Running title

Open question

How have things gone in the past when you've talked to
him about difficult issues? How has he been?

AZARA: | think he’s been fairly supportive. | think we
have a good relationship. 1'm not afraid to speak to my
supervisor. So | can do that too. That would be agood
thing.

ALLEN: What do you expect might come from these two
conversations? First in anideal way, and maybein aless
than ideal way?

AZARA: Wdl | think the human resources person will
probably tell me, you know | support you, but it's going to
be along process. And | expect that. | expect that kind of
| guess response from the director of human resources.

Running title

Open questions

ALLEN: How are you going to feel well it’s going to take
alongtime. | can just see the human resource saying |

understand what you' re feeling. and here' stherule, it's
going to take along time. How isthat going to come

across with you? We're looking at what you might expect.

AZARA: Well | think that’s going to frustrate me alittle
bit. But having sorted this out with you | realize that that’s
just the way it’s going to be. There's a processinvolved,
and | just have to sit back and let that process happen and
be alittle patient with it.

Running title

Drawing on positive strengths

ALLEN: He may be supportive in the past, but | know
personnel directors can kind of their backs up when these
things happen. So you've got to be ready to expect some
of that frustration. And that’s where some of that ability to
log in and feel that underlying feeling of comfort and
assuredness of yourself is going to be helpful. Right?

AZARA: Yesit will be helpful.

ALLEN: In other words, when you feel yourself going like
this, Azara can draw back and say “uhhuh.” One thing we
can do perhaps in another session alittle bit of role-playing
of things that might happen. Wewon’t do it here today,
but we could go through aroleplay. | could be the human
resources director. Wewon't do that today. Y our boss
you sound asif you are even more comfortable with.

AZARA: Well I’ve worked with him for fifteen years now
and you know we have a solid working relationship. And

so | think because of all the frustration and the shock of
learning about this| didn’t even think about going to him
first. Until today. So | think it’simportant to talk to him
today about you know, or this afternoon after we have... or
tomorrow, isto go and mention this. And you know
basically say to him, you know I'm alittle upset that | was
passed over. | need to know why, you have to give me
specific, I'd like to know why. The specific details asto
why this happened. And | wonder how I’ m going to react
to what he’ s going to say.

Running title

Paraphrase

ALLEN: So you're going to have that sort of same
potential answer.

AZARA: Right, | could get alittle frustrated after speaking
with him.

Running title

Paraphrase/Closed question
ALLEN: Sowhat you think isthat they’re going to be
supportive, but will they? | think that’s important thing to
keep in mind. In the past you mentioned you saw some
other issues of discrimination. Have you talked to your

boss about those in the past?

AZARA: Yes. | have.
ALLEN: How was he responding at that point?

AZARA: You know it'slike | don't know. | hear you, |
support you, but | don’t know what | can do about it. So
that’s been | think a concern of mine too, is the fear that it
just stopsthere. It doesn’t go anywhere else, and I'm
getting tired of that.

ALLEN: There can be some very nice guys that do alot of
talking, but they don’t do alot of walking or action.
Running title

Open question
Where do you see him on this?

AZARA: Wl he'slikein the middle. He'sin the middle.

Running title
Paraphrase

ALLEN: So he might be quite supportive, or he might say
well thisis your show.

AZARA: Right. Andif itismy show, then | think that's
really the concern. If it's going to be my show, only my
show, will | get the support that | once had. Y ou know
it'sthat sort of thing.



ALLEN: So you can start by getting a picture of where you
stand. | wonder if there’ s anything from the issue also,
how do you present that to them?

AZARA: Whether I'man angry ... Dol doitinanangry
way, ordo | doitinavery camway? | think I’ve been
pretty calm. Maybe | need to get angry. Maybe | need to
show alittle bit more anger.

Running title
Paraphrase/Reflection of feeling
ALLEN: So underlying you want to be calm, but the issue
of showing some of your anger and frustration you think
might be wise at this point.

AZARA: | think so. Maybe | need to make it look like I’'m
really serious about this, that I’ m just going to takeit. You
know that it's ... | wonder.

Running title

Drawson strengths

ALLEN: One thing we' ve talked about is that in the past
that you have... you care about your relationships there.

AZARA: | do, with my co-workers| do. | realy think
they’re great people.

Running title

Par aphrase

ALLEN: Sometimes have you stuffed it under rather than
speaking out as fully as you might?

AZARA: Well yes| have. | haven't taken that step myself
because like | said | think I’'m going to lose the battle. I'm
going to loseit. And I'm concerned about how ... they
could lose their jobs Allen. You know. | mean there'sa
degree of fear with al this.

Running title
Reflection of feeling

ALLEN: So the fear isredly till there.

AZARA: | think so.

Running title
Document discrimination in writing

ALLEN: So really thinking through how you're going to
approach thisis going to be pretty important. One thing
that sometimes helps is writing down some of the issues

and having them in kind of outline form. Have you taken
time yet to sort of outline maybe both historically and so

forth?

AZARA: Haven't done that, that’s something that | can do
when | leave here today isto start documenting all of this
on paper and ways in which | could handleit. Maybe that

would help me kind of sort it out in my head.

Running title

Closed question
ALLEN: And have you saved all your personnel records
and evaluations from the past?

AZARA: | have all of that.

ALLEN: In some situations like that they’ ve been known
to disappear.

AZARA: | have copies of everything.

Running title

Paraphrase
ALLEN: You have copies of everything. Okay so you do
have that type of solid backup

AZARA: I'm very good at keeping my own thingsin
order. | have al that.

ALLEN: So the most immediate thing really istalking to
people, gathering more data, before we go on to the next
levels of action.

Full screen
10 minutes of further
exploration of
alternatives deleted
Full screen
Stage 5
Termination and
Geralizating
Full screen

Allen asksAzarato
summarize what is
important for her

START HERE

ALLEN: Now we've talked about them Azaraand we're
going to haveto goin just afew minutes. Aswe cometo
thisfinal part of the interview, how has it been for you so
far in this session, and how would you put together what
we've talked about?

Running title
Azara summarizes session
AZARA: | camein very anxious and uncertain about

talking to you for all the reasons we talked about earlier.
But now | fedl like | have aplan. Y ou know | know who

to talk with and who to talk with about what. whichis|




think you helped me sort that out. And that | can do this.

That | can do this, but also being very much aware that |
need to approach it in acalm way. Y ou know you

mentioned sitting back and kind of doing it differently
rather than just approaching this with a very angry face.
So | think that | fedl like | have aplan. | feel much better
about the next steps. | camein here very confused about
what to do first, and basically in shock.

Running title

Positive strengthsin body

ALLEN: So you feel you kind of haveaplan. I'dliketo
just go back again to any time you get in some of these
tight conversations when you think about you and your
family together on the beach, that feeling of comfort,
where do you locate that feeling in your body?

AZARA: Ohit's everywhere.
ALLEN: Everywhere.
AZARA: It feds good.

Running title

Use body strengths

ALLEN: So 1 just have a suggestion that periodically a
short breath and just gather that particular strength you
have from your own family cultural background. And then

go on. Becausethat is always there with you, in your
body. all over. It's alwaysthere.

AZARA: | appreciate that.

Running title

Open question

ALLEN: And so we have a plan but what are going to do
tonight?

AZARA: I'mjust going to relax. | think I’m going to
relax tonight and just think about what we' ve talked about
and start writing down some of these ideas on paper and
keep my thoughts kind of focused on ...

ALLEN: WEell you said you can do good reports.
AZARA: | think | do good reports. | can do this.

ALLEN: That’swhere to start tonight. What about
tomorrow?

AZARA: Well tomorrow thefirst thing I’'m goingtodois
go to human resources.

Running title
Restatement/Closed question

ALLEN: Thefirst thing you're going to do is go to human

resources. Y ou mentioned afriend, are you going to be
able to talk to your friend?

AZARA: Yeah, | can do that too.
ALLEN: Isatelephone call home going to be useful ?

AZARA: That too. Yeah. | cando all those things
actually.

ALLEN: Okay. Given that thisiskind of an ongoing
situation with some immediacy, how soon would you like
to come back and talk again?

AZARA: I'd like to come back next week.

ALLEN: Okay, fine we'll see you next week. And if
something happens, because | know thisis athing where a
lot of things happen, I'll be available on the telephone.

AZARA: Thanks.

ALLEN: Thanks Azara, good to see you. Good luck.
AZARA: Niceto seeyou too. Thanks.

ALLEN: Azara, how was that for you?

Full screen title
Debriefing

AZARA: It wasreally great Allen. Y ou know you hel ped
me sort out all kinds of emotions from frustration,
confusion, uncertainty, to working on aplan. | mean you
really took that step by step step process and it really
worked out well. | fedl likel’ ve got a plan now.

ALLEN: So the step by step thing worked out well for you
in terms of decisions and so forth.

AZARA: Yeahitdid. From aswe talked about in the
session, when | first approached you | was very hesitant
about disclosing to another male and a White male who
really doesn’t know exactly what I’ ve experienced. So |
felt like we could address that early on and | appreciated
that. That you were aware of that and said it right up front.
That helped. And just understanding that there are lots of
dimensions to the problem and it’s not just work related,
but my background is influenced and everything. So it
was nice to be able to sort all that out by this process.

ALLEN: So we sort of started with you just and the
discrimination suit and we sort of expanded theissue. It
seemed to be helpful you could see alittle bit more in the
total context of things.



AZARA: Right, right. It was great.

ALLEN: How did you feel when | went to the issue of
asking you for an image of strength, and you came up with
the family on the beach in Puerto Rico and comfort? How
was that for you?

Running title

Strength review often helpful
AZARA: Well you know it was very effective for me
because | was focusing on all the negative stuff. The
feeling anxious, uncertain, my goodness, afraid, angry at
the whol e situation of being passed over for the promotion,
that | forgot that | could have happy thoughts too and
happy feelings associated with those thoughts. And it was
likearelief. It gave me arelief when you asked meto
think about something really positive.

ALLEN: It wasredlly nice for mein the interview, because
| started to feel like sometimes my own body | can feel
some of that tension. And | could think of your comfort
and come back to that and we’ d get the smile and ahhh |
can do this.

AZARA: Yeah.

ALLEN: | felt better and | see you tended often to smile
when | would make those particular comments. If we'd
had more time and weren't just a demonstration | would
have a'so definitely have asked for an image of strength.
And just quickly, what image of strength crosses your
mind?

AZARA: | can easily tell you that my mother is an image
of strength.

ALLEN: So what | would do isthen ask you for an image
of your mother and then ask you again to locate in your
body perhaps an image of strength. That image of strength
isawayswith usif we will draw onit. | have images of
strength from my own mother that | sometimes draw on.
They are with us al the time if we can remember them. So
the positive approach | think isreally realy critical. | liked
the idea that we gradually contextualized the problem,
because we kind of started out with just the discrimination
suit or not, and we came up with avariety of aternatives.

AZARA: Yes, those were important too.

ALLEN: Step-by-step. Asacounselor | was particularly
concerned about this was kind of a hot button situation and
| wanted to make myself available for a phone call at least.
How did you fed about that?

AZARA: That was comforting that | wouldn't necessarily
haveto... even though | think through thiswork | had to

make some decisions about what to do next, set some real
specific goals, but not feeling like | was doing this al by
myself without support. And so knowing that you are
available in the event that something goeswrong, is
comforting | think in many ways and | appreciated that.

ALLEN: Now no interview is perfect. Where are some
low points of things that | was not quite so good on.

AZARA: | think in my caseisjust having moretime. A
little more time to kind of sort things through. Y ou know,
coming up with aplan for me, it isimportant, was
important, but needing to stay alittle bit longer with the
way | was feeling. | wasfeeling really crappy basically
and needed to have more time to kind of sort those feeling
out.

ALLEN: And so that’s one of the problems with our
television demonstrations.

AZARA: Yes.

ALLEN: Thefirst phase where | draw out the problem and
some of those key feelings there’ sareal need to hang in on
that first part with more issues of exploring the concerns,
challenges, feelings, before moving forward on things. |
think it would have been okay to go back and explore
some of those negative issues more. So more exploration
of the just getting it (the information) out would be
something that would have been helpful.

AZARA: Yes.

ALLEN: Anything else you might want to question or
add?

AZARA: | wanted to add that you were very sensitive to
my background and that was important to me too. That
you didn’'t dismissthe fact that I'm Latinaand I’'m very
proud of my culture and my heritage and you wanted to
make sure that you were okay with that dimension of
myself. And | oftentimes think that that’s how we need to
approach our clients who come from different
backgrounds. Isto be upfront and frank about that. And
making it asimportant as the problem, becauseitis
important.

ALLEN: We are people in context and people of heritage,
rather than just individuals.

AZARA: Great.
ALLEN: Thank you so much.

End
Five Stage I nterview
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