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Presenter
Presentation Notes
Opening prayerIntroduction of presenters (backgrounds), UM’s involvement, statement regarding areas of knowledge and experience, and opportunity to learn from participants (not one way exchange). Shared goal to help keep children safer and families healthier.  Overview of process involved so participants can get UM credit



Communication & Interviewing

Learning objectives
 Improve understanding of: 

 communication style 
 how communication expectations impact interactions
 meaning given to non-verbal & written forms of communication
 how personal emotions and emotions of others impact 

communication
 challenging communication settings and situations
 foundational interviewing skills and techniques

Presenter
Presentation Notes
This section will set the stage for the next three days and focus on improving your communication and interviewing skills; ones needed to communicate effectively with a wide range of people, experiencing a wide range of emotions, and in a wide range of situations and settings. This includes the ability to communicate effectively while determining if case planning is appropriate, doing case planning, out of home placements, family group conferencing, and testifying in court. To improve your communication and interviewing skills it is important to understand the skills you currently possess so you can continually improve your ability to effectively communicate with: mistrusting children and youth who have been mistreated; angry adults and extended family members who might threaten you; ordisagreeable colleagues and other professionals who question your decisions; Our communication skills might be effective with some people and in certain settings but less effective when clients, colleagues, or other professionals are sad, angry, threatening, or communicate in ways that differ from ours or stir a negative emotional reaction.  



Communication: Cultural Factors

Different norms
Tribal vs. non-tribal, traditional vs. assimilated, one tribal

community vs. another tribal community
Examples

Power differential
 History between federal agencies and tribal members

Presenter
Presentation Notes
Effective communication in tribal settings also requires you to be mindful of the cultural factors that may affect attempts to make a connection with a child or family member. In many tribal cultures, the norms of communication differ significantly from norms in mainstream U.S. culture. Within tribes, more traditionally oriented members may approach conversation with different expectations than other members. Communication norms can also vary in important ways from tribe to tribe. Cultural understanding is essential to interpret the verbal and non-verbal messages clients are attempting to convey. For example, a lack of eye contact or a refusal to speak negatively about a parent may have one meaning in a child protection situation in Billings and another meaning in a tribal community, where eye contact during conversation is not the norm and it is a sign of disloyalty to criticize an elder. Another example is varying norms of communication based on gender. Some tribes and their cultures are matriarchal, while others are patriarchal. This can have numerous implications for how individuals of the opposite sex are expected to relate and speak to one another. There are many other ways in which culture influences communication. Can you think of examples of communication norms in your home tribe or the tribe where you work that differ from those in other places? Another important cultural factor to keep in mind when attempting to communicate with clients is the inherent power differential in your situation and how it may resemble past situations in which tribes and their members were harmed. As a representative of the federal government, and as someone with the power to decide matters related to a client’s family life and individual wellbeing, you may be viewed negatively—for example, you may be viewed as yet another government figure oppressing tribal members. This may not make sense. You may be a tribal member yourself, and you may be fully committed to advancing the wellbeing of the tribal members you serve. But the history of negative interactions is there across tribal communities, and often it is very present in the minds of today’s tribal members. This factor must be taken into account when we are trying to understand the verbal and non-verbal methods of communication that we encounter in our work.



Communication: Effects of Trauma

Presenter
Presentation Notes
As we discussed in week 1, childhood trauma can alter brain development in crucial ways, and young people may develop adaptive coping strategies that serve them in a traumatic situation but are not necessarily helpful in other parts of life. Many children and adults with untreated trauma may have difficulty forming and maintaining trusting relationships. They may demonstrate extreme sensitivity to criticism. They may have compromised decision-making ability. They may have difficulty with planning and organizational tasks. When such problems are present, effective communication may be a struggle. Your attempts to connect may be met with anger, detachment, or avoidance. Features of any environment or situation may also have the capacity to trigger a trauma response, and discussions that touch on traumatic events may be particularly likely to do so. It is important to keep in mind that many of the children and adults we work with have experienced numerous traumas, and few have received effective treatment. It is also important to remember that a trauma response is not simply a state of mind or a passing mood—the body and nervous system respond to a trigger (no matter how minor it may seem to you) in the way they responded to the original trauma(s).  On the outside, such clients may seem impossible to work with. If we view them through a trauma lens, however, we may be able to avoid or reduce triggering subjects or influences in our environment. We may also be better able to understand what they have to communicate to us and to get our own messages through to them in a way that they are able to digest.  Also keep in mind the importance of responding to the emotions that might trigger the behaviors and communication you’re seeing. These emotions often include fear, worry, or guilt.



Communicating with clients 

Common Challenges
 Children who are sad and withdrawn
 Teenagers who only give one word responses
 Angry & threatening adults or family members

Presenter
Presentation Notes
Mention how such behaviors might lead us to shut down, not know what to say next, or respond in similarly angry ways. Remember, these external behaviors represent negative or complicated emotions that are being experienced. 



Communicating with co-workers/other 
professionals

Common Situations/Challenges
 Case coordination - facial gestures that suggest comments are

ridiculous

 Team meetings – voice tones that question our judgment or
intelligence

 Transferring Information - E-mail messages that demean (I NEED
THIS DONE!!!! Do you know what you’re doing????)

 Intimidating situations – family or team meetings, testifying in court

Presenter
Presentation Notes
Examples of the common facial gestures and voice tones will be provided along with other examples of e-mail communication that produce negative emotions.



Effective communication

Requires the ability to:
1. Analyze the expectations and goals of the situation/setting;
2. Understand multiple forms of communication and importance

of listening to verbal and non-verbal messages and
challenges

3. Use techniques to improve understanding of words and
meaning

4. Regulate emotions with difficult clients, co-workers, and in
challenging settings

Presenter
Presentation Notes
1 - Analyzing the goals of the situation is essential and involves knowing your role and what is expected to produce a desired result such as: interviewing a teenager or adult to gather more information about a case or sharing the right information with a team of professionals. 2 – Understand multiple forms of communication including verbal and such non-verbal forms as facial gestures, body postures, tone of voice, eye movements and contact, or level of distraction. (examples given of each). Understand what assumptions you might make about what is being communicated by both forms and the accuracy of your perceptions/understanding of what is being communicated. 3 – To confirm your perceptions of verbal and non-verbal forms of communication do you summarize what was said to ask for clarification by saying something like, “let me see if I’m understanding what you just said,” or “I’m a little confused so could you clarify…” 4 – Understanding what verbal and non-verbal forms of communication elicit a negative emotional reaction. For example, does a person’s long sigh (demonstrated) convey negative meaning for you? Does a frown (demonstrated) cause you to become insecure and question your observations? 



Improved communication 
Assists with the following:
 Clients – ability to gather important and relevant information,

develop better case plans, understand emotions of
maltreatment

 Colleagues – organizational relationships & climate; fewer
conflicts & associated stressors

 Other professionals – collaborations and outcomes for
clients, families, confidence in difficult settings (courts,
hospitals)

Presenter
Presentation Notes
Mention the preceding areas and also include benefits in your personal life and relationshipsIt is also important that you communicate in a manner that continually reflects and reinforces the integrity of your local tribal and community values. This morning I will use various communication and interviewing exercises so you can better understand your communication style; know your expectations of those communicating with you and the impacts those expectations can have; and identify potential breakdowns that occur when you do not accurately communicate with or understand those who you communicate with.  Unfortunately, ineffective communication leads to: inaccurately assessing and recording clients’ thoughts, observations, or feelings;ineffectively engaging clients or other professionals in case planning; professional relationships that are characterized by conflict or tension;appearing unprepared, unprofessional, or unconfident in planning meetings or court proceedings.   



Communication styles

Team meeting question – “What’s the best option for this kid?”
 Passive – “no one listens to me so why say anything”  (self-

denying, others choose for you, emotionally dishonest)
 Passive aggressive - “Oh, I don’t care, you guys decide“ (but you

do and get mad when decision is made)
 Aggressive – “I know the right way and the rest of you don’t.”

(forceful, self enhancing)
 Assertive – “I have an idea but I’d love to hear others’ thoughts

(negotiating, others feel valued/respected)

Activity 

Presenter
Presentation Notes
Activity -------You might emulate one of these styles or tend to respond this way in certain circumstances. Discuss opportunities/problems that can result. This first exercise will take 5 - 7 minutes and involve a series of Improv communication exercises done in pairs.  This exercise is meant to be fun and highlight some of the areas we’ve been discussing. In this exercise, I will give you a topic and the speaker will have about 10 seconds to prepare a one-minute speech (free association of thoughts) on that topic.  The listener will pay careful attention to: what’s said verbally what might be communicated non-verbally through facial gestures, voice tones, eye movements, body positioning and other signs.  Now you’re probably thinking you don’t have enough coffee in your system quite yet for this, but like I said, I want to help you to improve your communication skills. Okay, speakers you have 10 seconds to formulate your ideas on the topic of………(vanilla ice cream, licorice, Montana’s speed limit) One minute passes (short discussion)Now we’re going to switch speakers and again I want to emphasize the importance of listening and paying attention to not just what is being communicated through words but through facial gestures, voice tones, distractibility, etc.  Okay, new speakers you have 10 seconds to formulate your ideas on the topic of……soap operas, “kids these days,” the importance of vacuum cleaners. One minute passes (short discussion) Now I’m going to add another element to this exercise so speakers are challenged by a common listening style that can detract from your ability to speak well and to maintain your composure when conveying your ideas. So, speakers you have 10 seconds to formulate your presentation for the one-minute speech. This time pay attention to how the listener’s behavior impacts your ability to continue. Listeners, I will have a word or two written on a piece of paper that I will only show you describing a common listening behavior that I want you to employ while the speaker is talking (examples - interrupting, eye-rolling, grimacing, looking out the window, frequently shaking your head in disbelief). Speakers your next topic is…... the importance of ________ (manners, respect, education, religion, technology) these day). One minute passes - switch roles for the final speaker/listener.  DiscussionHow does _____ (eye rolling, grimacing, interrupting) impact your ability to stay on track, maintain your composure?  This is important to know because one of clients, colleagues, or other people you interact with will listen this way. And you’re likely to never change that listening behavior, but once you identify its impact on you, you can begin to lessen its significance over time. How comfortable are you speaking about topics you don’t know much about? Little, or inadequate preparation increases the likelihood that you won’t be able to speak coherently about your cases and clients and appear unprofessional or incompetent. Preparation and understanding your subject mater is key.  It is also important that you be a careful observer of what is said or spoken and what is not said (facial gestures, eyes). Careful attention needs to be paid to what is being said (verbally/non-verbally) and what isn’t being said. This is an important skill and that it is one that we all need to constantly improve upon.  



Communication
Low vs High Context

Low Medium High

Presenter
Presentation Notes
This slide will help participants to understand their communication style better. This comes from an Ojibwa woman who uses the concept to help people understand their communication style.  Explain low and high context communication and how people often pay little attention to the many forms of communication (tones, gestures, body movements, eyes) and are considered high context or pay attention primarily to only the words that are being spoken (low context).  As listeners we commonly fall on a continuum of being either low or high. I want you think about whether you are on one side of the continuum or the other and what skills you might need to develop to be more in the middle.  Low communicators focus almost exclusively on words being spoken or words that are written and rarely consider body posture, facial gestures, tone, intonation, or volume. High context communicators pay less attention to the words being spoken and pay more attention to body posture, facial gestures, tone, intonation, and volume. They quickly detect what is going on in a room and developed radar detectors somewhere along the way to assess the general mood or tension of individuals and groups. Let me give you an example: (personal story that clearly explains the difference between low and high and why it’s important to understand your own communication style.   Drawbacks of low-context communicators -  missing much of what is being communicated, you might have only a partial understanding of people and situations. If you’re unaware of this tendency, you might misread what another person is communicating.  Drawbacks of high context communicators – you might wrongly assume or guess what individuals or a group is thinking or feeling. By making incorrect assumptions about others’ thoughts and feelings based on non-verbals, you can also misread what someone is communicating. Important for low-context and high context communicators to develop opposing skills and to verify what is and isn’t being communicated to limit misunderstandings, miscommunication, and erroneous assumptions that might lead to inaccurate case planning, conflict, or damaged relationships.  By asking, “let me see if I have this right, you think that….” Or I’m a little confused, are you saying that…..”  Similar miscommunication occurs through e-mail. The absence of non-verbal cues (voice tone, facial gestures, body posture, eyes) makes it difficult to understand the sender’s meaning or intent and opens the door to wrongly assume what is being communicated. Working hard to understand what is being communicated is critical. Asking clarifying questions like “I’m confused and need you to clarify something for me. You said that…” or “let me see if I have this right, you said…” can help to improve understanding. You can’t change the speaker’s (writer’s) communication style, but you can understand them better by working hard to understand them.  



Interview Process
1. Greeting/acknowledgement
2. Explain purpose of interview
3. Balance structure with a personal connection
4. Know your comfort asking difficult questions
5. Balance of closed and open ended questions (handout)

Presenter
Presentation Notes
1. First few minutes provide an important opportunity to build a good relationship or rapport by saying “how are you? or “how’s your mom, I heard she was in the hospital….”  Give the person your full attention, hand shake, thank them for showing up, and active listening. Avoid swearing, looking at computer, texting, using words like “dude” or “like totally.” (each of the don'ts demonstrated). Be aware of communication norms that vary from tribe to tribe. For example, matriarchal vs. patriarchal tribes might have different expectations about appropriate greetings. Can anyone think of any examples of how you need to vary your approach depending on the community you are working in? 2. Clearly explain the reason for the interview, what information is being collected, why, and how that information will be used. Over-communicate the purpose of the interview so your client is absolutely clear about the purpose of the interview/meeting. After explaining you might ask, “do you have any questions about the reason for our meeting today and what information is needed or why?”3. Interviews should have structure so you can successfully collect the information desired. Not enough structure can confuse clients about the purpose of the interview and result in not collecting the desired info. (e.g., too much time off topic, questions that don’t pertain to interview purpose, “how’s the fishing been on grass lake?”). Too much structure seems impersonal (e.g., reading each question from a form, monotone voice (demonstrated, no interaction, poorly paced). You want to demonstrate sensitivity to the client’s situation and difficulties of meeting but maintain structure (“I know this is a difficult time for you and your family and I really appreciate your willingness to stop in and see me. Now let me ask a few questions to get a clearer picture of what happened”…..) 4. If you’re uncomfortable with the topics being discussed, your client will sense the discomfort and become uncomfortable when answering them. Before asking a set of difficult questions you might begin by saying, “now this set of questions asks for information regarding your family’s use of drugs. I know these questions might be difficult to answer, but it’s important that I know how often drugs are being used in the home and who’s using them to help keep your family safe.” or by saying: “So many moms have told me they feel alone and pushed to the wall when they strike out at their children.  What were you personally feeling before you hit Leon?  One technique is to ask the question 4-5 times out loud or to someone else to increase your comfort level (e.g., how often are illegal drugs used in the home?). You will develop competence in asking questions regarding such subjects as class, sex, money, serious illness, addictions, and family violence with time. Consider your client as the most expert interpreters of themselves. Be aware of the degree of trust present in the relationship before asking sensitive questions. Be aware that the client and family members are likely to have trauma histories that affect their abilities to trust, and they may specifically have trauma histories related to human services involvement. 5. Interviews involve using a series of closed and open-ended questions. Although most of you have probably learned that open-ended questions are better, it is important to also ask closed-ended questions to quickly gather needed data.  The handout below will be used to review open and closed ended questions.HandoutClosed-ended and Open-Ended Questions Closed-ended questions are more focal and can usually be answered with a word or two, after which the client waits for the next question from the interviewer.  Closed-ended questions often begin with “do you,” “are you,” or “have you.”   Open-ended questions provide opportunities to elaborate.  Because they keep the client in the driver’s seat of the conversation, open questions are often preferred by interviewers.  Open-ended questions often begin “what” or “how,” but they need not.Examples	Closed-ended:		“Do you live alone?”	Open-ended:		“What is your living situation?”	Closed-ended:		“Did that make you sad?”	Open-ended:		“How did you feel about that?”	Closed-ended:		“What did you do then?”	Open-ended:		“What happened then?” Problems with closed-ended questions. Give clients less opportunity to expand on the theme at hand, since they often suggest a “yes” and “no” reply. Repeating closed questions keep the focus on the interviewer and clients will likely be conditioned to answer questions with one word and wait for the next.   Danger that clients will feel like objects instead of experts of their own life stories.  Closed-ended questions – benefits (quick, important information)Demographic informationWhere were you born?What is your monthly income?How many children do you have living with you? Closed-Ended Questioning (provide structure/calming)	Interviewer: Do you have a place to sleep tonight, Joe?	Client: No, no!  Do I look like I have a place to sleep?!	Interviewer: Is there anyone I can call to let know you’re okay?	Client: Nobody, I don’t want anyone to know…..	Interviewer: Do you have any money to buy dinner with while I look for a bed for you?	Client: No…..I’m broke man.	Interviewer: If you’re hungry, I can get you a voucher for a cafeteria meal.	Client: (Relaxes and sits back) Okay…..I could stand something hot.  Could 	somebody go with me, though? Interviewer: Can you sit here with me while I make a couple of calls to find a bed?  Then I can go with you to the cafeteria.Client: Yep….. ExerciseGroups of three, one person interviewing, one person being interviewed, and one person observing, taking notes, and providing feedback. You will interview the person for 3 minutes and switch roles.  Interviewer use the five interview processes and observer monitor the use of closed and open-ended questions. Same as last time, you’ll only have 15 seconds to prepare for this interview.  Go ahead and adjust chairs as needed. Okay while this will be fun, I want to be sure that Interviewers are practicing the processes mentioned. Interviewers ready? Observers and interviewees ready? Okay, this interview will be on (examples - “the best weekend ever”, “your interviewee’s first love,” “the importance of animals in people’s lives.”)  End –Now, feedback can be a difficult to give to other people for fear that they will get angry or defensive cause it can be perceived as criticism. So, let’s use a yes/and approach… yes, you did this very well, and here’s one suggestion you might consider….”



Interviewing  
Closed-ended and Open-Ended Questions 

Closed-ended questions are more focal and can usually be answered with a word or two, after which the 
client waits for the next question from the interviewer.  Closed-ended questions often begin with “do 
you,” “are you,” or “have you.”   

Open-ended questions provide opportunities to elaborate.  Because they keep the client in the driver’s 
seat of the conversation, open questions are often preferred by interviewers.  Open-ended questions 
often begin “what” or “how,” but they need not. 

Examples 

Closed-ended: 
Open-ended: 
Closed-ended 
Open-ended 
Closed-ended 
Open-ended 

“Do you live alone?” 
“What is your living situation?” 
“Did that make you sad?” 
“How did you feel about that?” 
“What did you do then?” 
“What happened then?” 

Problems with closed-ended questions.  
Give clients less opportunity to expand on the theme at hand, since they often suggest a “yes” and “no” 
reply. 

Repeating closed questions keep the focus on the interviewer and clients will likely be conditioned to 
answer questions with one word and wait for the next.   

Danger that clients will feel like objects instead of experts of their own life stories. 

Closed-ended questions – benefits (quick, important information) 

Demographic information 

• Where were you born?
• What is your monthly income?
• How many children do you have living with you?

Closed-Ended Questioning (provide structure/calming) 

Interviewer: Do you have a place to sleep tonight, Joe? 
Client: No, no!  Do I look like I have a place to sleep?! 
Interviewer: Is there anyone I can call to let know you’re okay? 

Client: Nobody, I don’t want anyone to know….. 

Interviewer: Do you have any money to buy dinner with while I look for a bed for you? 
Client: No…..I’m broke man. 
Interviewer: If you’re hungry, I can get you a voucher for a cafeteria meal. 
Client: (Relaxes and sits back) Okay…..I could stand something hot.  Could 
somebody go with me, though? 



Interviewer: Can you sit here with me while I make a couple of calls to find a bed?  Then I can 
go with you to the cafeteria. 
Client: Yep….. 



Interviewing Techniques

 Checking in – “Please let me know at any time, if we go too fast or get
into topics you’re not comfortable talking about?” “Is the pace we’re going
at okay for you?”

 Clarifying - “Does what I’m saying make sense?”, “let me see if I have this
right…”

 Elaboration - “Can you say more about that?”, “Are there other things you
haven’t mentioned yet that would be important for me to know?”

Presenter
Presentation Notes
Review each technique and questions that can be used



Interviewing Techniques

 Silence – too much questioning makes the interviewer the director, allow
for silences

 Strengths/validation – “How have you managed so much at once?” is
both a real question and an affirmation of client strength.  “Will your
remarkable courage hold up through this long court process?” performs a
validating function.

 Active listening – pay attention to what’s being said verbally and non-
verbally (facial expressions, raising eyebrows, voice tone)

Presenter
Presentation Notes
Review each technique and questions that can be used



Interviewing Techniques

 Avoid double questions – “How are the kids doing in school?”  “What’s
going on at work?”

 Prompts - “Can you say more about that,” “Could you please expand on
that?” “Please continue…..”

 Refocusing - “I’m wondering if we can get back to the topic of…”, “Getting
back to the requirements of your probation, do you have to…?”, “Earlier we
were talking about…”

 Summarizing – “Let me quickly review what we covered today and
discuss next steps.”

Presenter
Presentation Notes
Review each technique and questions that can be used Exercise – Switch interviewing roles for the next 3 minutes. Interviewer use the five interview processes and the techniques mentioned (avoid double questions, prompts, clarifying, active listening). Observers monitor the use of these techniques. Same as last time, you’ll only have 15 seconds to prepare for this interview.  Go ahead and adjust chairs as needed. Again, I want to be sure that interviewers are practicing the processes and techniques mentioned. Interviewers ready? Observers and interviewees ready? Okay, this interview will be on (examples - “what meaning music brings to life,” nature’s role in healing pain,” or “why it takes a village to raise a child.”)  End – same feedback process (yes, and) on active listening, prompts, clarifying questions



Angry Clients – De-escalation

 Receive – the other person’s comments without interruption,
don’t get defensive.

 Repeat - the other person’s responses as objectively as
possibly.

 Request - the other person’s proposed ways of dealing with
the problem.

 Review - the options and decide the best approach

Presenter
Presentation Notes
Describe the 4 R’s technique as a way to de-escalate angry clients and reduce the likelihood of a defensive exchange. 



Final suggestions

 Build and monitor communication style/skills
 Remain mindful of trauma histories, tribal norms
 Remain non-judgmental
 Extend empathy and support
 Maintain appropriate boundaries
 Ensure accountability, set expectations
 Convey hope, possibility, optimism

Presenter
Presentation Notes
Discuss each item and provide examples to explain what statements can be made to achieve each of the outcomes. 




