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Genuineness is “being you,” being congruent in what you say and do, being non-defensive and spontaneous.  To be genuine, you need to be aware of your feelings and, at the same time, respond to the family member in a respectful manner that opens up rather than closes communication.  Genuineness helps to reduce the emotional distance between you and the family member and helps the family member identify you as another human being similar to him/herself.  You can demonstrate genuineness by:  

· Being yourself and not taking on a role or acting contrary to how you feel or believe 

· Making sure your nonverbal behavior, voice tone, and verbal responses match or are congruent

· Communicating trustworthiness and acceptance

· Being able to express yourself naturally without artificial behaviors 

· Being non-defensive 

· Self-disclosing in a purposeful and brief manner

Competence is the demonstration of your proficiency in carrying out your professional role and implementing knowledge of human behavior, dynamics of abuse and neglect and dynamics of domestic violence, etc.   Children and families have to believe that you hane the capacity to help them solve problems.  A relationship where there is competence of one’s experience and abilities produces confidence and satisfaction. Competence is demonstrated by:
· Providing and welcoming feedback

· Listening

· Commitment

· Making progress toward a goal

· Follow-through

· Being open-minded

· Being knowledgeable of current information and resources

Empathy is a process through which you attempt to experience another person’s world, then communicate an understanding of and compassion for the person’s experience.  You develop a sense of what the situation means to the other individual.  The two-step process involved in demonstrating empathy is:

· Recognizing the person’s experience, feelings and nonverbal communication

· Communicating with words your understanding of the person’s experience. (Your communication will reflect your understanding of the person’s ideas and feelings.  Accurate empathy helps create a climate where the family member is willing and able to explore his/her issues and problems. Communicating with empathy results in more openness in people.)

Respect is believing there is value in each human being and potential in that person as well.  There are two aspects of respect: 1) your attitude or value about people and 2) your ability to communicate respect in observable ways. Respect involves valuing the family member as a person, separate from any evaluation of his/her behavior. When communicating respect, you convey warmth that says you accept people, you like them, you care about them, and you have concern for them. Respecting a person does not mean sanctioning or approving his/her thoughts or behaviors that society may disapprove. Values and beliefs that convey respect include the following: all human beings are worthy; each person is a unique individual; people have the right to self-determination and to make their own choices; and people can change.  Respect can be communicated and demonstrated by:

· Communicating warmth

· Showing commitment

· Recognizing and using a person’s strengths

· Being open-minded

Exploring Skills are those skills related to attending to the person. They include attending behaviors such as active listening, mirroring, and use of reflections.

Active Listening – and the Use of Reflections: Listening is an active process that requires you to focus on what the family member is saying, both in the content of his/her message and in the emotional process of his/her message. It is the most powerful interpersonal helping skill that promotes rapport and the building of a trusting and caring casework relationship. Active listening involves using both verbal and nonverbal messages to communicate your understanding of the family member’s experience. Your verbal response can focus on what the person is describing, how the person is feeling, or both. You can reflect what the person is saying and/or reflect what the person is feeling. Active listening is used to empower families to explore and discuss topics. It conveys your understanding of the family’s situation. It can help you gather certain information, and it develops a broader and deeper understanding of the person’s circumstances.

Attending Behaviors: These are behaviors that convey respect, acceptance and trust to family members. Following are two categories of attending behavior:

· Physical attending is the intentional use of the environment and body to demonstrate respect for, acceptance of and interest in the family member. You want to create a comfortable environment absent of distractions. You want to assure open communication by not placing any barriers between you and family members.

· Psychological attending involves observing and listening to the family member and responding. It involves observing the person’s nonverbal behavior, hearing what the person’s voice communicates and assessing the congruence between the person’s words and behaviors. Examples of verbal following and minimal encouragement are, “Oh, can you tell me more?” and, “Um-hmm,” and, “Really?”
 Recognizing Strengths.  Workers will acknowledge and emphasize the talents, skills, abilities and positive desires of the family members.  When we focus on strengths our view of the family changes and they recognize that we see them as more than the problem they are experiencing. Agreement about strengths builds a foundation for the change process.

Ventilation:  Encouraging the Expressions of Feelings. Workers must encourage families to express positive and negative feelings.  Family members must be free to express anger, resentment, fear, sadness and other emotions they are experiencing.  The worker should not discourage the expression of these feelings.  The worker may want to think about safe and reasonable limits as the person lets off steam.  It may be important to remember not to personalize some of the negative feelings that may be expressed about involvement in this process or with the agency. 

Validation is the act, process, or instance of confirming or corroborating the meaningfulness and relevance of what another person is saying. Validation draws on the skills of listening and attending to the person and supports the demonstration of empathy.  Validations are effective when it genuinely helps people to know they are of worth, their feelings matter and someone really cares about them. Validation can also help give voice and value to a person’s emotions; “Wow, I bet that was difficult” or “What a difficult position to be in” or “I don’t blame you one bit” or “That’s a tough position to be in.” When you are validating someone, you are listening to the events and ideas being related. You want to hear the feelings being expressed. In addition, you want to hear the needs being expressed.  In validating someone you may use their own words, you may also use touch (touch someone’s hand or give them a hug) to let them know that you care about what they are saying and that you value them for their willingness and ability to share that information.

Conciliatory Gestures can be a magic ingredient to promote cooperation, peace and even to restore power so that a person feels valued or wanted.  To be conciliatory means to bring into agreement; to reconcile.  One example of being conciliatory is to apologize:  “I am sorry that my comment did not accurately reflect what you said.” Or owning responsibility:  “I see that the way I organized those ideas could have left anyone confused.”  When we are conciliatory we are voluntarily vulnerable.  By reaching out to a family member we may realize that what they once thought irresolvable is solvable.  Conciliatory gestures can help to turn a “me against you” climate to “us against the problem.” In working with a family you may need to reinforce the conciliatory gestures of others. You also need to allow other family members to express their feelings because authentic conciliatory gestures usually occur after aggressive feelings have been discharged through catharsis and ventilation. 

Normalization and Universalization.  These techniques are designed to point out that what the family member is experiencing is normal under the circumstances and that other individuals in their circumstance feel and act in similar ways.  Universalization can help the family member feel less alone in their situation.  Be careful in using this technique to not minimize the person’s unique experience and/or feeling their concerns are minimized.

Self-Disclosure.  This technique allows you to reveal some of your connection to the experience of the family member.  In self-disclosure you can make a brief statement of a similar experience that you might have to the person who is telling their story.  An important part of disclosing effectively is to put the focus back on the person you are talking to after you relate your experience. 

Objectivity:  This is the worker's ability to see different points of view.  This means the worker does not come to the family with “preconceived notions” or “foregone conclusions”.  The worker must consider previous information known about the family, but should not consider it as “gospel”.  It requires that the worker truly listen to the child’s /family’s explanation and perception of the problem.  It also means that the worker must be culturally competent in their practice.

Reflections.   These are verbal responses that focus on what the person is telling you.  Reflections may focus on the content of the message, the feelings in the message or a combined focus on both the content and feelings.  It conveys your understanding of what the person is saying.  An effective reflection holds a mirror up to the person and says this is what I understand, is this understanding the same as yours?  When your verbal response conveys understanding, it encourages the person to continue to talk and to develop a broader and deeper understanding of the family’s situation.  Reflections empower the talker to explore and discuss topics and feelings.  It can help you gather information, by encouraging people to volunteer more ideas and feelings as you help them think in a deeper and broader way about their circumstances.  Reflections say I am interested, I think I understand and I want you to tell me more. 

Reflections:

· Help the family find solutions.

· Helps team members understand one another and build relationships.

· Encourage the family and team member to continue talking.

· Ensures clarification

· Focus discussion.

· Help focus facilitator/worker concentration.

· Buy time when the worker does not know what to say.

Focusing Skills are used to focus a discussion with family members about their strengths and needs. 

Reframing is helping the person change his/her frame of reference in such a way that the problem can be approached in a positive way. It refers to the process of assisting the family member in identifying a different framework for understanding and responding to a problem. For example, we can view change as painful or frightening, or we can reframe change as manageable stages leading to a new opportunity.

We also use reframing to look at the positive intent behind a person’s behavior. For example, the positive intent of a father who physically disciplines his teenage child for staying out late at night is the father’s concern for his child’s safety.

Questions:  Effective communication involves combining different types of questions. Questions should be used carefully and sparsely. Questions are a way for the child welfare worker to focus a conversation.

Open-ended questions are used to encourage communication, gather information and explore issues. Family members can answer as they choose. This allowsan opportunity to explore their thoughts, feelings, and experiences. Questions starting with the words how or what encourage the person to explore and allow him/her to express his/her own feelings, views, and perceptions.

Closed-ended questions are used to gather specific factual information. Closed questions begin with the words who, when, will, is or where and can usually be answered with one or two words.  

Indirect questions are statements that imply a question. Indirect questions can begin with, “Tell me …” or, “I’ve been wondering … .” Indirect questions can be used to explore sensitive subjects and can lessen the harshness of a series of questions.

Solution-focused questions are used to move from reframing to solutions. Solution-focused questions empower families to find their vision of success and their own strategies that have worked or will work for them. Solution-focused questions can be used to define the problem, determine when the problem does not exist, and encourage family members to specify what they want to accomplish. Types of solution-focused questions include: solution defining, exception finding, past successes, miracle questions, and scaling questions. 

Concreteness. These techniques help family members clearly and specifically describe his/her concerns or problems.  You may find people describing their problems or circumstances in vague or abstract terms.  For example, family members may leave out important aspects of information that are essential to you in understanding their circumstance (e.g. I’m really feeling angry {angry at what?}) In addition, you may assume you understand what the person means without clarifying (e.g. I’m upset about what he did? {what does the word upset mean to that person.}) And, the family member may reach a conclusion without the supporting data (e.g. Things always turn out bad.)  This technique is critical to assessment because if you don’t have a complete understanding of the problem you may choose the wrong corrective solution.

Concreteness also refers to your ability to communicate your thoughts and ideas clearly and specifically.  It means that when you talk to someone you must communicate at their level and in the language they can understand.  You need to make sense and get to the point.  When we use social work jargon or acronyms, etc., it negatively impacts on the development of rapport.

Clarification is a process to help family members develop an understanding of their feelings, thoughts and behaviors. 

Summarization helps to synthesize a wide range of facts and feelings. Summarizations contain no new or additional information only bring together information regarding facts or feelings previously discussed. Summarization can be used:

· To keep the interview focused and on track, especially in rambling or disjointed conversations.

· To check your understanding of what the person is saying.

· To highlight contradictions or ambivalence. (The phrase “I am confused” can be helpful in assuring greater clarity.)

· To structure the interview, particularly in the beginning and in the end of the interview. 

Guiding Skills are used to lead a conversation with family members. They include:

Formulating Options:  Developing more than one course of action to follow and evaluating the choices presented. Brainstorming can be one of the ways to identify and evaluate options.
Suggestions. Helping to provide ideas to consider to address a need or to resolve a problem.

Partialization. This technique helps people see the concern/problem/ behavior in pieces that can be addresses separately. This helps to minimize the feelings of being overwhelmed. It supports the mobilization of action on things that can be dealt with. 

Professional Advice. This directs family members to specific choices for taking steps to solve a problem or meet a need.  You may also give advice in helping a family member to select among options that have been formulated

.  

Providing Effective Feedback, both positive and negative, helps to reinforce or maintain desired behavior or to change behavior. Positive feedback, positive reinforcement or supportive statements provide family members with tangible or intangible approval for their behavior and actions. Positive rewards are motivators and can empower family members into action.

Developmental feedback on strengths, needs, and progress is essential for family members to be aware of what is not working and the consequences of their behavior. Effective feedback enables a family member to become aware of and consider issues s/he may have been avoiding or could not see.  
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