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Verbal Empathy

Letting someone know they aren’t pathologic or alone; assuring commonality (‘relapse is so
common’; ‘we all struggle with honesty at times’)

Specifically, acknowledging feelings. Reflecting back specific feelings that have been stated
(‘you’re feeling really overwhelmed’), stating feelings that might be shown yet unspoken (‘this is
super frustrating for you’), or summarizing (‘that sounds so hard’).

Noticing and articulating specific strengths ('m so impressed at the effort you put into this’; ‘I so
appreciate your honesty’)

Explicitly assuring non-judgment (‘I want to let you know I'm not judging you)

Open-ended Questions

The gold standard of communication. At least a 3-1 ratio is recommended (3 open-ended
questions for every 1 closed question). Avoid closed, and narrow questions (finite answers
available). Avoid starting questions with ‘why’.

Reflective Listening

Using a few important words or a phrase that the other person used; remember no inflection at
the end, just a statement (‘it feels like things never work out’; ‘you’re sick of this place’)

Summarizing longer sharing ‘It seems like you've had a really tough year, with a lot of losses’

Capturing both sides of someone’s ambivalence (‘On one hand you really want to attend AA, on
the other hand, you don’t know how you’d find the time, or if it would even work’.)
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A person’s commitment to
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Conviction &
Confidence



CONVICTION

10

CONVINCED

O AMBIVALENT

— success

Frustrated
Unaware or Sceptical
Cynical
HELPLESS POWERFUL

CONFIDENCE

I°H
UIAOIA

suid
:8



PRINICIPLE TECHNIQUES






“How do you feel about
smoking/your weight/taking
the medication....?

“How important is taking
your medication/losing
weight/stopping drinking
to you?”

Q O kb




Assessing Conviction: Scaling

Not at all
convinced 012345678910 Totf;llly
onvinced

“On a scale of 0 - 10, how
convinced are you that you need
to leave your job?
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“How sure are you that you
can make this change?”

“How easy or hard do

you think it is that you will
be able to make this
change?”
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Assessing Confidence: Scaling

AN 0'1'2'3 45 6 7 8 9 10 BT
confident

confident

“On a scale of 0 - 10, if 1 is super easy,
and 10 is almost impossible, how sure
are you that you can leave him this

month?” o
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Time for
Practice!
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Practitioner:

Try both open ended questions,
as well as a scaling questions

Practicee:
Pick a behavior change you are
ambivalent about

Observer:

Note aloud when the practicee
has assessed conviction and
confidence




Eliciting Confidence and
Conviction Practice
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Confidence &

Conviction



Strategies to
enhance

Conviction are

VERY DIFFERENT
than strategies for
enhancing

Confidence




Strategies to
Enhance

Conviction




Conv

trengthene

Explore ambi
Roll with resistance

Provide information (Ask, As
Tell, Ask)
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Strengthen the
Relationship




EMPATHY - verbadl

(01 Affirmation

(02 Acknowledgement

S
03 Normalizing "

04 Non-judgment
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Explore
Ambivalence
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“What’s the down side of
exercising?”

“What are the good things
about smoking pot?”

“Tell me more about the
expense you mentioned”



Use the Scale- Go Low!
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Oh, a 3, thanks for letting me
know. What kept you from
answering 17




Roll with the
Resistance...




01 “ltsoundslikeyoujust
don't think medication =,
is a solution for you”

()2 “it sounds like you're
frustrated, having the
people around you
constantly telling you that
you should drink less"
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04

“You feel math is a

completely useless
subject that will never
help you in real life"

“I hear you. I'd feel the
same way."”



Giving
Information: AATA




Ask what the person already knows

Ask permission to give information

Tell them the information you want
them to have, using third person

Ask what they think about what
the information you gave




Strategies to
Enhance

Confidence




01 Review past successes
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Define si

03 Identify barriers
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Explore
past
successes
with other
behavior
changes,
or with
this
behavior
change
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Encourage smaller

goals:

Goals need to be small enough
that success is ensured
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Ildentify Barriers

& Elicit Problem
Solving
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What do you think will get in
the way of your goals/steps?

What are your thoughts
about how to overcome
that barrier?

What has helped you
overcome this in the past?



Practice






Increasing Conviction
and Confidence Practice
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Low conviction:

= Strengthen the relationship
= Explore ambivalence

= Roll with resistance

= AATA

Low confidence:

= Baby steps

= Reflect on past successes

= Elicit barriers and solutions






Goals




Thank you for being here
with us today!


http://emorrisonconsulting.com
http://www.emorrisonconsulting.com/
http://www.rsourced.com/

