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Introduction 
 

Thank you for your booking and welcome to 
The School of Fine Tuning. I am delighted 
that you have chosen to train with me and I 
can assure you that I will offer you the very 
highest standard of training. At the School, 
we offer a wide range of accredited CPD 
courses to enhance your existing practice 
and inspire you to be the best and most 
creative therapist you can be, so do have a 
look around my website for any others that 
capture your interest. 

 
This course is amazing, in that you get to 
work …………..so enjoy the journey and 
let’s get started. 

 
 
 
Anna Low Cert Ed ITEC Dip Acup www.theschooloffinetuning.com 
anna@theschooloffinetuning.com 
 
 

 
 

THIS IS A COURSE  
IN THE BASIC PRINCIPLES AND PRACTICE  

LISTENING/COUNSELLING SKILLS FOR THERAPISTS 
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Welcome to the Counselling/Listening Skills for Therapists Course. By 
enrolling on this course you have taken a step in enhancing your skill 
set.  As therapists, we are often a confidante to our clients, and at 
times we can feel out of our depth.  The hour that we spend with them 
can be an outlet for life’s issues, and it helps to be able to be a listener 
with knowledge and without judgement. 
 
Whether you simply wish to apply what you learn for the benefit of 
yourself and close friends or colleagues, your clients,  or perhaps go 
on to become a professional Counsellor, this course will help you to 
achieve your goal. 
 
Please note that once you have completed and successfully passed 
this course (as we are certain you will), this does not entitle you to call 
yourself a counsellor.  However, it will make you stand out as a 
therapist that clients will want to come and see, as they know you are 
empathetic to their needs and will tailor treatments accordingly. 
 
On-line tutorial help is available throughout this course. Please enter 
your name in the subject line and mail your request to 
anna@theschooloffinetuning.com 
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HOW TO STUDY THIS COURSE 
 

The Foundation Listening Course consists of fourteen modules. Each 
element is designed to introduce you to an aspect of Counselling. 
When you have completed all the elements you will be able to help 
yourself and your friends benefit from Listening. You can also begin to 
proceed to turn this new knowledge into a career. 
 
Simply reading this course will not make you a competent Counsellor. 
To get the most out of this course you will need to apply what you 
learn and proceed in a conscientious manner:  
 
• Find a quiet place to study your course. Distractions will not be 

conducive to progress. 
 

• Study the elements at a sensible pace, do not rush, take your time.  
 
• Read each element carefully and make sure that you understand it 

before you move on to the next element. 
 
• Make notes as you go along, underline any paragraphs and 

sentences which you feel you would like to remember. 
 
These are very simple guidelines, but if you follow them then you are 
sure to get the maximum possible benefit from this course. Apply 
yourself and you will learn more and enjoy this Listening Course more 
than you ever expected. 
 
When you have completed all the modules and you are confident that 
you understand them, move on to complete the questions which 
appear on the final pages. You will also be required to complete case 
studies.  Some questions are very simple and will only require a little 
effort. Others require more effort and will therefore take longer to 
complete. After you have completed the question page and returned it 
to TSoFT, if you have achieved a pass (as I am confident you will) you 
will be sent a Certificate of completion. 
 
This course is designed for the student who is new to Counselling.  
 
This has been written with the aim of allowing you to develop your own 
potential through an understanding of Counselling and it's application 
in Healing. 
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SUBJECTS INCLUDED IN THIS COURSE: 
 
• What is Holistic Therapy 
 
• An introduction to Codes of Conduct and Ethics for Counsellors 
 
• History of Counselling 
 
• Why Counselling 
 
• Counselling 
 
• Active listening 
 
• Interview Skills 
 
• Empathy 
 
• Trial and error 
 
• Techniques 
 
• Motivational Interviewing  
 
• Tactics 
 
• Grief and bereavement 
 
• Wholistic research 
 
• Certification 
 
 
 
 
 
 
 
 
 



 

 6 

WHAT IS HOLISTIC THERAPY 
 
Before we look at Listening let us look at holistic therapy as a whole. 
Holistic therapy does not preclude treating physical problems using 
known methodologies. The holistic approach, however, suggests that 
once the immediate physical problem has been addressed, the origins 
of the problem in the individual’s emotional, mental, and spiritual life 
can be addressed. The general idea of holistic therapy is that an 
individual’s emotions, attitudes, and lifestyle are principal contributors 
to their health, including tendency toward accidents and injuries and 
susceptibility to disease.  
 
Holistic therapy also tends to assume that no two individuals are 
identical and that in spite of physical, emotional, mental, and spiritual 
similarities each will have differences that may require different 
therapeutic approaches.  
 
Holistic therapy includes a wide variety of modalities, all of which are 
designed and are interchangeable with each other e.g. A reflexologist, 
or aromatherapist may well use Listening Skills within their treatment.  
 
 
Most holistic therapists believe that all healing is essentially self-
healing, that individuals have within them the resources required to 
promote their own health and well-being, and one of the goals of 
holistic therapy is to encourage individuals to become active 
participants in their own health process. 
 
CODE OF ETHICS AND CONDUCT FOR LISTENERS  
 
The purpose of this code is to establish and maintain professional 
standards for Listeners and to inform and protect the public who use 
their services.  
 
All members of any professional association are required to abide by 
their own codes of conduct and ethics. 
 
This introduction is to provide a basic framework for addressing ethical 
issues and encouraging best possible levels of practice.  
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Code of Ethics. 
  
• The Listeners basic values are integrity, impartiality and respect.  
 
• Listeners should take all reasonable steps to ensure their clients 

safety during Listeners sessions.  
 
• Listeners must always consider and address their own prejudices 

and ensure that an anti-discriminatory approach is integral to their 
Listening practice.  

 
• Listeners must always offer the highest possible levels of 

confidentiality in order to respect their client’s privacy and create 
the trust necessary for Listening.  

 
• Listeners must always make sure that the terms and conditions on 

which Listening is offered shall be made clear to their clients before 
Listening begins.  

 
• Listeners must always establish and maintain appropriate 

boundaries around the counselling relationship. Listeners must take 
into account the effects of any overlapping or existing relationships.  

 
• Listeners must always take all reasonable steps to monitor and 

develop their own competence and to work within the limits of that 
competence.  

 
Codes of Conduct  
 
• Listeners must always take responsibility for clinical and 

therapeutic decisions in their work with clients.  
 
• Listeners must always take reasonable steps to ensure that their 

client suffers neither physical nor psychological harm during 
Listening sessions.  

 
• Listeners must never exploit their clients financially, sexually, 

emotionally, or in any other way. Suggesting or engaging in sexual 
activity with a client is unethical and is illegal.  

 
• Listeners must always provide privacy for counselling sessions.  
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• Listeners must always ensure that the Listening sessions should 
not be overheard, recorded or observed by anyone other than the 
Listener without informed consent from the client.  

• Listeners must always ensure that the counselling sessions are not 
interrupted.  

 
• In Listening the balance of power is unequal and Listeners must 

never abuse their power.  
 
• Listeners must always remember that Listeners do not normally 

give advice.  
 
• Listeners have a responsibility to establish with their client the 

existence of any other therapeutic or helping relationships in which 
the client is involved and to consider whether Listening alone is 
appropriate. Therefore Listeners should always gain the clients 
permission before conferring in any way with other professional 
workers.  

 
• Listeners must work with their clients to reach a recognised ending 

when their clients have received the help they sought or when it is 
apparent that Listening is no longer helping or when their clients 
wish to end the sessions.  

 
• Listeners must always make arrangements for their clients needs in 

the event sudden and unforeseen endings by the counsellor.  
  
• Listeners must never conduct themselves in their Listening role in 

ways which could undermine public confidence either in their role as 
a Listener or in the work of Counsellors.  

 
• Listeners must take all reasonable steps to be aware of current law 

as it applies to their practice.  
 
• All therapists/ Listeners to fill in a record card for each client with all 

relevant details on the clients first visit, even if they are only coming 
once.  Anything written is about the client must be treated with due 
respect confidentiality. All Therapists should be aware that all clients 
have a right to request to see their card details at any time under the 
Data protection act 1998, so they must give due care and sensitivity 
as to how their comments are written down at each session. This 
documentation can be invaluable to other Therapists or Counsellors 
who may follow on, also to the medical authorities who may require 
information whilst pursuing an investigation. All clients details 
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however small, should be kept under lock and key at all times in 
accordance with the Data Protection Act 1998.  

 
 
• Confidentiality is a means of providing the client with safety and 

privacy and thus protects client autonomy. For this reason any 
limitation on the degree of confidentiality is likely to diminish the 
effectiveness of counselling. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 10 

HISTORY OF LISTENING AND COUNSELLING 
 
The history of Listening and Counselling has its roots in clinical 
psychology of the late nineteenth century and early twentieth century. 
But it also has roots that can be traced back long before that time. 
Before the industrial revolution, few people were expected to move far 
from their place of birth. Members of their extended families would 
have provided the sense of safety and support that the modern 
Listener now does. Priests, rectors, rabbis, church elders, shamans 
and wise women would have been able to offer this Listening guidance 
outside of the family. But as the nature of family life changed and fewer 
people choose to look for guidance from traditional religious leaders, 
the need for secular guidance grew. In the early part of the 20th 
century, there were many people working to develop theories of 
psychology that would be the basis for psychotherapy and therapeutic 
listening and counselling practice as it continued to evolve. Three of 
the most important figures in the early days were Jung with his 
analytical psychology, Freud with his psychoanalysis and Assagioli with 
his psychosynthesis. Although the latter was not so well known or 
accepted until the 1950s, his theories offer several important elements 
for us today. In the1940s and 50s, there was a wave of expansion in 
the field of basic Counselling which is called Listening Counselling. 
One of the most famous voices was that of Carl R. Rogers whose 
person centred approach to counselling is at the heart of most current 
practice. The counselling community continued to blossom, with ever 
more theories for understanding ourselves and improving our lives. In 
the 1970s and 80s this evolved many techniques of self help proposed 
by psychologists, listeners, counsellors, trainers, and holistic 
therapists. 
 
And, in those hectic years, the practice of Listening and counselling 
took hold and became more acceptable in our culture. We all need 
some help, support and guidance in this marvellous and demanding 
world in which we find ourselves. At long last, we are learning that it is 
possible, and admirable to ask for it. 
 
The purpose of Modern Listening is to provide a safe setting where a 
person can honestly explore the situation in which they find 
themselves. To do this, the Listener must be able to be open, candid 
and able to show their own personal integrity, and not distance 
themselves from their clients) by erecting barriers - professional, 
personal or physical. Listening is about enabling people to see the 
range of possibilities before them, and supporting them while they go 
through the process of choosing the best one for them.  
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This is done through active listening, where the listener attends 
carefully to all that the clients are saying and how they are saying it. By 
accepting each person as an individual, and carefully listening to what 
he or she says, the counsellor is able to explore the situation in detail 
with the client - in terms of the feelings, concerns, and any obstacles 
the client perceives. 
 
WHO USES LISTENING SKILLS 
 

There are four main categories of people who use Listening skills: 

Professional Counsellors.  

• Professional counsellors are specialists, who are trained and 
paid for their services. Such people will include: Counsellors, 
Psychologists and Psychiatrists. 

 
Voluntary Counsellors/Listeners. 
 

• Voluntary counsellors/ listeners are people trained in basic 
counselling skills who work on a voluntary basis in settings such 
as Relate and numerous other voluntary agencies. 

 
Job related Listeners. 
 

• Job related Listeners are those helpers using listening skills as 
part of their jobs, such as Nurses, Complementary Therapists 
Teachers and Managers. These jobs require people to use 
Listening skills some of the time if they are to be effective.  

 
Informal Listeners.  
 

• Informal Listeners are those of us who have the opportunity to 
assist others, be it in the role of partner, parent, relative, friend or 
work colleague. 

 
Throughout this course the term 'Listener' to refers to both Listeners 
and Helpers. Both Listeners and Helpers use Listening skills.  
 
The most significant reason for preferring the term ' Listener' is that 
as a student of this foundation in Listening skills course you are unlikely 
to regard yourselves as counsellors. The term ' Listener' is more 
inclusive and less formal than the term' counsellor'. Throughout the 
course the term 'client' is used for persons who are recipients of 
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Listening. The term 'client' is inclusive in that it can incorporate many 
other categories of people, for instance patients and employees, who 
might benefit from helpers using Listening skills.  
You will need to remember that Listening skills are communication 
skills, accompanied by appropriate mental processes, for developing 
relationships with clients, clarifying and expanding their understanding 
and, where appropriate, assisting them to develop and implement 
strategies for changing how they think, act and feel so that they can 
attain life affirming goals. As a Listener you are a person who will use 
those Listening skills whether as a professional Therapist or a voluntary 
Healer, or as part of your other roles or even informally. 
 
THE MIND 
 
All contact between yourself and your clients will consist of both 
external and internal communication. Internal communication within the 
mind is important both in its own right and also because it drives 
external communication. This part of the course is to provide a 
framework for understanding how your own mind influences how you 
help your client and a basic framework for understanding your clients 
mind. 
 
Understanding your mind 
 
The word mind has many meanings, one way to view your mind is that 
it is the psychological manifestation of your brain. An important 
meaning of mind is that of it’s intellectual capacities or powers, (so-
called grey matter). The noun 'intellect' refers to the faculty of 
reasoning, knowing and understanding. An intelligent person is quick of 
mind. However, just because people have a high IQ it does not always 
mean that they can deal with the practicalities of life.  
 
As anyone who has spent time in universities knows, high intellectual 
intelligence is no guarantee of communicating well with others.  
 
Emotions.  
 
Emotions can be broken down into five areas:  
 

• Knowing your emotions.  
 
• Managing your emotions. 

 
• Motivating yourself. 
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• Recognising emotions in your clients.  

 
• Handling relationships.  

 
Your emotions can be linked with how intelligently you think and act. 
The more you are open to your feelings and experiences, the more 
likely you are to be rational. Your mind consists of both visual images 
and verbal symbols. You tend to think in terms of visual images before 
you put that thought into words. Verbal thinking requires the 
acquisition of learned symbols. As such, unlike visual imagery, the 
verbal part of thinking represents a secondary or learned rather than a 
primary or genetic process. 
 
Levels of the Mind 
 
Freud's view of mind was in terms of three main levels of conscious-
ness: conscious, preconscious and unconscious. 
 
Conscious. 
 

• This is a state of possessing a present awareness in your mind of 
some material. Unlike the preconscious and the unconscious, 
consciousness has no memory and is usually very transitory.  

.  
Preconscious.  
 

• Preconscious thinking consists of those thoughts that can be 
brought into awareness relatively easily. Some of the 
preconscious material will find its way into consciousness 
without any need for professional Listening assistance.  

 
• Automatic thoughts are a type of preconscious thinking that may 

at some stage require professional assistance to bring those 
thoughts into awareness. These thoughts emerge automatically 
and can be extremely rapid. An example of preconscious 
automatic thoughts could be your clients saying: “I am not 
expressing myself clearly”.  

 
Unconscious  
 

• Unconscious thinking is frequently inadmissible to 
consciousness because of the anxiety it generates. In other 
words, with the unconscious the censorship on material coming 
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into awareness can be very strong indeed. Such material is 
subject to repression. Repression has been jokingly described as 
'forgetting and then forgetting that you have forgotten.' Often the 
word depth is used to describe the unconscious. Psychological 
theorists differ regarding the content of the unconscious. For 
example, Freud viewed humans as repressing anxieties 
associated with conflicts over infantile sexuality.  

• Other theorists view avoiding anxieties about death as the main 
agenda for repression. Another viewpoint is that altruism as well 
as aggression may be subject to repression. 

 
Creating your mind 
 
So what creates our mind and thoughts? We create our mind and 
thoughts within these important contexts: biological, social and cultural 
and from the learning influences of our past.  
 
Biological influences include: evolutionary traces and instincts; your 
sex; and the genetic components of intellectual and emotional 
intelligence and of sexual and affectionate orientation. 
 
Throughout history, people's minds have been influenced by social and 
cultural considerations: for instance the time in which you live; 
technological change; culture; social class; and attitudes towards 
gender. The prevailing economic system is another social and cultural 
context that influences the content of your mind. These consist of 
competition, consumerism, accumulation of wealth and individualism. 
 
Influences from your past can be viewed on at least four levels: 
acquisition, maintenance, activation and change.  
 

1. The way in which you initially acquired or learned what and 
how to think: when you were young, in particular, this was 
mainly a matter of what others, for instance your parents, 
did to you.  

 
2. How you have maintained and continue to maintain 

thoughts and thought processes: as you grow to be an 
adult, this represents more what you have done and keep 
doing to yourself rather than what others have done or 
keep doing to you.  

 
3. How you activate your learned and maintain your mental 

strengths or vulnerabilities in face of different life events: 
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for instance, stressful experiences such as taking 
examinations, redundancy or a relationship break-up.  

 
4. How you can change and lay to rest the ghosts of your 

past so that you become happier, stronger and more 
fulfilled both now and in future. Recognising the need for 
and possibility of change is the point at which many 
people enter Listening. Some people, however, enrol on 
Listening skills courses to help themselves by helping 
others. 

 
 

Your Mind and Empowering. 
 
You can use Listening skills and help others much more effectively if 
you harness your mind's potential. So how can we control our thoughts 
so that we can beneficially influence how we communicate with 
others? 
 

1. You will need to understand that you have a mind with a capacity 
for super-conscious thinking that you can develop.  

 
2. You can become much more efficient in thinking about your 

thinking if you view your mental processes in terms of skills that 
you can train yourself to control.  

 
3. In daily life as well as in your Listening skills training, you can 

practise using your mind skills to influence your communication. 
 
You can view your mental processes as skills that you can train 
yourself to control. Your perceptions include your self-concept or how 
you picture yourself. You can have perceptions of varying degrees of 
accuracy about your Listening skills. You can perceive more accurately 
if you become skilled at distinguishing fact from inference and reality 
testing the accuracy of your perceptions. You can create explanations 
that acknowledge your personal responsibility for developing yourself 
as a student, helper and person. You can also create expectations that 
enhance rather than interfere with your Listening skills and helping 
clients. Students, trainers, helpers and clients are human and possess 
the same mental processes. 
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LISTENING SKILLS. 
 

The English dictionary defines Listening as: Active listening is a 
communication technique that requires the listener to understand, interpret, 
and evaluate what they hear. The ability to listen actively can improve 
personal relationships through reducing conflicts, strengthening cooperation, 
and fostering understanding. 

 
What is Counselling? 
The Code of Ethics and Practice of the Complementary Healing 
Association defines the nature of Listening as follows: "The overall aim 
of Listening is to provide an opportunity for your client to work towards 
living in a more satisfying and resourceful way. The term ' Listening ' 
includes working with individuals, pairs or groups of people often, but 
not always, referred to as clients.  
The objectives of particular Listening relationships will vary according 
to your client's needs. Listening may be concerned with developmental 
issues, addressing and resolving specific problems, making decisions, 
coping with crisis, developing personal insight and knowledge, working 
through feelings of inner conflict or improving relationships with others. 
Your roll as a Listening is to facilitate your client's, working in ways 
which respect your client's values, personal resources and capacity for 
self-determination." People will often feel uncertain or worried about 
certain aspects of their lives and being able to talk to someone can be 
of great benefit. As Listeners you are trained to help people understand 
more about themselves and about what is happening in their lives.  
You will offer non-judgmental support, rather than advice, enabling 
your clients to develop insight into their problems. As Listeners you will 
do this by helping your clients draw on their own resources (resources 
they may not have known they had) so that they can approach their 
lives with more honesty and a fresh perspective. Listening will involve 
you in the helping skills of caring, listening and prompting. It is based 
on talking and the respectful, trusting relationship which develops 
between you as a Listening and your client. During the course of 
Listening, you will help your client reassess their coping skills (how they 
deals with problems, change, relationships, work, etc.) and how they 
might approach these challenges more effectively.  
 
The Listening process can help a client feel more in control of their life 
and enable them to do something about distressing feelings or difficult 
relationships, rather than just feeling helpless, angry or frustrated. We 
should remember that Listening is concerned with relationships as well 
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as personal awareness and growth. It looks at the way we 
communicate with one another, helping us to become more clear and 
direct in what we say and in asking for what we need. In counselling 
your clients may experience emotions they have kept hidden or have 
denied -like anger, fear or sadness - which may have made it difficult 
for them to form lasting, satisfying relationships. At all times we must 
remember that Confidentiality is an essential part of the Listener/Client  
relationship.  
 
All that takes place between you as a Listening and your client is 
treated with respect and discretion. As attitudes towards confidentiality 
may vary slightly between Listening, it will be a requirement of this 
Association that all Listeners are aware of the ethics of the Association 
and as such act in a professional manner. This protects both you as 
the Listener and your client.  
 
We recommend that Listeners arrange for an initial, or assessment, 
session, to establish their client's need, the type of work to be 
undertaken and the practical aspects of fees, time, place, duration.  
This may also be the time for your client to explore their expectations 
about Listening and to ask any questions they may have about the 
process. It is important to remember that your client needs to feel 
comfortable and safe with their Listener. You should understand this 
and if required allow your clients to select a Listener that they feel 
comfortable with.  
 
The length of time your client stays in c Listening will vary with each 
individual. It depends on your client's needs and expectations and the 
work undertaken. Remember that deep rooted problems may require 
long term work while specific issues can often be addressed in a few 
sessions. 
 
Why may someone seek Listening? 
 
• They may be experiencing emotional distress around a specific life 

event such as divorce or bereavement 
 
• They may also be feeling depressed or experiencing a crisis.  
 
• They may be feeling confused or wish to develop a greater degree 

of self-understanding. 
 
• They may need someone to talk to and either do not wish to burden 

family or friends, or want to talk to someone independent of them.  



 

 18 

 
• They may feel that they need more support in terms of time, 

understanding and trust than family and friends can offer them. 
 
How effective is Listening? 
 
Active Listening is a very successful set of skills and techniques which 
encourage people to communicate more openly and freely. When a person 
uses active listening skills, the person who is speaking ends up feeling heard, 
seen, and thoroughly understood. Consequently, the two or more people 
who are in communication have a far greater chance at resolving Depression 
Grief, Bereavement, conflict, and achieving Holistic peace and harmony. 
"Active Listening" has many components, including body language (such as 
nodding, eye contact, open posture, body and facial expressions) and verbal 
techniques such as "Reflective Listening", Paraphrasing, asking "Clarifying 
Questions", and making a "Content to Process shift." 

 
 
Some Myths about Listening 
 
• There is a myth that attending Listening Sessions is a sign of 

weakness, that strong people maintain a "stiff upper lip" and have 
no need for Listening. Exploring inner feelings and emotions with a 
view to leading a more positive way of life is a sign of courage rather 
than of weakness. Problems and difficulties that are not dealt with 
do not simply go away, they can mount up and in time cause a 
major crisis. 

 
• Another myth is that Listening is only for people who have mental 

health problems, and that they  have to be completely unable to 
cope to consider Listening. This is untrue - many people find 
Listening enables them to cope with specific problems such as 
relationship breakdown or bereavement. Those who attend 
Listening Sessions are simply ordinary people who wish to work 
towards living a more healthy and positive lifestyle. 

 
• Some people think that Listeners are there to give them advice and 

tell them what they should do in a particular situation. You will find 
most Listeners do not work in this way, but aim to help people to 
explore their situations and possible solutions and work out which is 
the right way forward for them. 
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Why Listening? 
 
Your clients may seek your help for various reasons. Your clients may 
be unhappy about the way their life is going, they may be experiencing 
difficulties at work, college, school or at home. Others may have just 
learnt about a diagnosis of illness or disability relating to them or those 
close to them.  
 
Your clients may wish to talk things through, with someone else. 
Sometimes it is not appropriate for that person to be a friend or 
member of the family.  
 
It can be helpful to talk to someone trained in supporting those going 
through a difficult time. By doing this, they may feel better, resolve 
problems, come to terms with things that cannot be changed or 
perhaps, decide to make some changes in their life. 
 
Your client may turn to Listening when they feel depressed, anxious, 
bullied, under stress or at the crossroads of their lives. Some may have 
eating disorders, drug or alcohol problems. There are others who may 
have experienced abuse; verbal, emotional, physical or sexual in their 
childhood or as adults. There are also those who have experienced 
trauma or bereavement.  
 
Your clients may be unable to express their emotions, which will create 
communication problems within family or work settings. Others may 
need help in controlling their anger. 
 
The main aim of Listening is to give an opportunity for your clients to 
work towards living in a way they experience as more fulfilling, positive 
and effective.  
 
Listening does not offer immediate fixes, but with training you will be 
able to help your clients find a sense of direction, so they can work 
through their problems.  
 
An introduction to Listening 
 
Listening is essentially personal experience between two people. The 
aim is for you the Listener to help your clients find their own answers 
and to become more in control of their lives and to be able to live their 
own life rather than be lived by it.  
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Listening is not an easy process because it often entails digging below 
the surface and talking about things that your client may feel 
uncomfortable about and tend to push aside in everyday life. 
 
Although disturbing, it can also be a relief for your client to talk over 
half buried ideas and feelings. It might be helpful for your clients to 
think of Listening as an opportunity to take risks that they are not 
usually able to do in their day to day lives because it might seem 
bizarre or silly. Ideas, thoughts and feelings that others disapprove of 
can be aired, explored and contemplated in the counselling session. 
Not only is such thinking perfectly acceptable but is necessary if your 
client is to gain a deeper understanding of themselves and more 
meaning to their lives.  
 
Objective listening is the root of all Listening/Counselling. Listening to 
all the aspects of your clients situation can assist them in discovering 
about themselves, their strengths and weaknesses, their values and 
priorities and help them to find both their own solutions and take the 
appropriate actions for themselves. By listening attentively and 
patiently you the Listener can perceive the difficulties from your clients 
point of view and can assist them to see things more clearly, probably 
from a different perspective.  
 
Listening is a way of enabling choice, change and reducing confusion. 
It does not involve giving advice or directing your clients to take a 
particular course of action. Listeners do not judge or exploit their 
clients in any way.  
In the sessions your clients can explore various aspects of their life and 
feelings, talking about them freely and openly in a way that is rarely 
possible with their friends or family. Feelings such as anger, anxiety, 
grief and embarrassment can become very intense. Listening can offer 
your clients an opportunity to explore them, with the possibility of 
making them easier to understand.  
 
You should not try to minimise any problems and should respect any 
efforts that your clients have made to try and work things out. No 
judgement should be made and absolute confidentiality maintained. 
You can also help the client to examine in detail both the behaviour of 
or different ways of looking at their lives and guide them toward more 
effective ways of coping.  
 
Do not think that Listening is an easy process it requires you to dig 
under the surface and to talk about things that your client may feel 
uncomfortable about. Although this can be disturbing, it can also be a 
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relief for your clients to be able to speak about half-buried ideas and 
deal with their feelings and situation in a positive manner, also to find 
an area where it is possible for them to initiate some change. You can 
also help your clients to look at the options open to them and help 
them to decide what is best for them.  
 
An introduction to Active Listening 
 
Active Listening means giving your client you're full and undivided 
attention. Some people will tell you that this is not a natural attribute 
but an acquired skill. This is not always the case, as many Healers and 
Therapists are natural listeners and are genuinely concerned about the 
health and well being of their clients.  
 
Active Listening will prepare you for an empathic response to your 
client and about three-quarters of your Listening session will be spent 
in active listening.  
 
It is through the medium of active listening that you will be able to 
gather all the relevant information that can be related to your clients 
problem and to their future goals. It also gives you the opportunity to 
listen for clues to your clients emotional, intellectual and spiritual 
functioning.  
 
Active listening will also offer you the chance to assess your clients 
personal energy level, through listening to the tone of your clients 
voice. Often a client who is depressed and therefore experiencing low 
energy levels, will speak in a monotonous flat tone.  
 
Often a client who is elated and therefore experiencing high energy 
level, can appear both excited and euphoric. A client, who may be 
finding life distinctly both tedious and boring, may speak in a dull tone 
and appear listless. Therefore, we can appreciate the necessity of 
listening actively to the tone of a clients presentation as well as to its 
content. You will find that active listening is very hard work and you will 
need to develop deep concentration. Sometimes you may 'hear' what 
the client is saying, but are you really actively listening? This type of 
listening will also require you to use your powers of recall. When your 
client leaves at the end of the session, then it is this recall that enables 
you to write down what your client said during the counselling process. 
Giving time suggests that you are interested.  
 
The setting in which the listening takes places obviously either facilities 
or hinders the process. So you will need to avoid distractions such as 
background noise and interruptions. Establish privacy by ensuring 
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others cannot overhear. Once you meet your client what you say and 
do will largely determine how your client perceives you and your 
motives, and thus their willingness to talk. 
 
Listening skills include:  
 
• Accepting your clients for what they are and taking a non-

judgmental stance.  
 
• Being concerned for your client and wishing to become involved.  
 
• Having the ability to be patient and allow the clients to set their own 

pace.  
 
• Being specific, confronting inconsistencies in your clients story, 

asking specific questions and giving concrete statements. 
 
• Being honest and responding in a manner which reflects your 

feelings.  
 
Basic Interview Skills  
 
• Your initial interview with your client is critical to all future progress. 

You will need to ensure that an Attunement is established between 
yourself and your client at this first session. This session will set 
both you and your client on track and will create a structure to 
which you can return as often as you wish. Here are a number of 
tasks that will be necessary in order for you to conduct your 
counselling sessions in both a humane and effective way. 
Empathise with your clients emotional state and situation. 

 
 
• Always promote positive thinking. 
 
• Collect information that relates to your clients problems. 
 
• Provide your client with information about the adverse effect on 

mind and body of negative thinking. 
 
• Search for motivational links which may assist in your clients 

recovery. 
 
• Create a mirror in which your clients can objectively examine 

themselves and their lives. 
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• Provide your clients with information which may act in a supportive 
capacity. 

 
• Serve as a surrogate ego to guide your clients toward action. 
 
• Always attempt to provide hope. 
 
You should ensure that throughout the sessions that your clients are 
aware of the important qualities of a professional counsellor i.e. 
 
Empathic Understanding.  
 
That is, understanding your clients from their point of view and being 
with them in their own space. Empathy involves at least three aspects 
or stages.  
 

• Firstly assuming that the client is willing to allow you the 
counsellor to enter their private world and attempts to 
communicate perceptions and feelings you must be receptive to 
that communication.  

 
• Secondly, you must understand the communication of the client. 

To do this you must be able to put yourself in the place of your 
client, to assume the role of your client.  

 
• Thirdly, you must be able to communicate their understanding to 

your client.  
 

In being empathic, we assume the role of the other person, and in 
that role initiate in ourselves the process of self-exploration as if we 
were the other person himself. In trying to understand clients and in 
feeling and experiencing with them, we help them in the process of 
expressing, exploring, and understanding themselves. 

Genuineness (Congruence) 
 
This is the ability to be open, consistent and real in your relationship 
with your clients. You will need to be prepared to give them time and 
attention. You should not seek to patronise or manipulate them. Your 
clients need to feel that you are a real person. This is the state of being 
of "The counsellor," when outward responses consistently match inner 
feelings and sensations, in relation to your client. When your behaviour 
is perfectly reflective of what is felt inside, when responses of what is 
being felt are not a pretence or a defence. For genuineness to have an 
impact on the relationship between yourself  and your client the latter 
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must perceive you the counsellor as being "genuine". It does not 
matter how authentic you are being, if your client perceives you as 
duplicit or insincere the therapeutic impact of genuineness would be 
substantially lost. At times you will need to work very hard to be 
believed, particularly by the client who has had considerable 
experience of un-genuine  counsellors 
 
Acceptance. (Unconditional positive regard) 
 
You will need to be able to withhold judgement and criticism and give 
complete attention to your clients in order that they feel valued for 
themselves. Acceptance is your communicating to your client a deep 
and genuine caring for them as a person. This caring must be 
unconditional, in that it is not contaminated by evaluation or judgement 
of the clients feelings, thoughts or behaviour, be it good or bad. The 
message that you the counsellor conveys to your client is "I accept you 
as you are".  
 
These are the qualities that bring out the facilitative role of the 
counsellor. You are assisting your clients by showing them genuine 
concern and not attempting to advise them.  
 
These qualities are communicated to your clients by the manner in 
which you respond and appropriately question, clarify, guide 
paraphrase and summarise throughout the course of the session. You 
may be already aware that these interview skills are standard in the 
training of many caring professionals and you may already be aware of 
their use. Skills in attending, questioning, clarifying, paraphrasing, 
guiding and summarising, are potent tools in the counsellor’s repertoire 
and their correct use is essential in establishing a counsellor - client 
relationship and should also be used as and when appropriate during 
the counselling process. 
 
 
 
Attending.  
 
All your senses must be alert at all times during the counselling 
session. They must be focused on your clients face, body and speech 
in order to evaluate and lead. You must put recent events in your own 
life aside, as you need to focus all your attention to your clients. In 
order to assure your clients that you are totally involved, you should 
help your clients to overcome their anxiety, simply by being attentive, 
courteous and civil. We all use body language when we communicate 
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with others. It is unavoidable. Even when you are not speaking, you are 
sending messages to others by your physical appearance, your gaze, 
your posture, your gestures and your facial expressions. You are not 
always aware, however, that you are sending such messages, partly 
because the person you are talking to might not be skilled in 
interpreting the meaning of body language and does not, therefore, 
respond to it. Being able to use body language to communicate, and 
being skilled in reading it is therefore an important part of counselling. 
Body language indicates your moods and feelings and those of your 
client. If you can recognise such messages you will be able to modify 
your delivery and adjust what you are trying to say. Indeed, it is 
particularly important to understand body language because it can 
often demonstrate more about the client you are talking to than the 
words that are being spoken. If you understand body language you will 
be able to recognise whether there is any difference between the 
meaning of the words which your client is speaking and their 
unexpressed opinion of you. 
 
 

• Sit facing them directly, with your shoulders leaning slightly 
forward. If your client is facing away from you or avoids eye 
contact, that is a probable indicator of their anxiety.  

 
• You need to present yourself in a warm but professional manner; 

your clients are likely to indicate trust if they begin to look at you 
more directly.  

 
• Your eye contact should be maintained without giving the 

impression of staring. Since most facial energy is centred in the 
eyes, you must try to find a way of softening your glance without 
losing the impression of involvement. 

 
• You must avoid distracting behaviour, such as tapping your 

fingers and shuffling your feet.  
 

• You should be physically present so that your clients will not feel 
alone.  

 
• You must assure your clients that all information you will be 

discussing is confidential and will not be shared with anyone 
without their written permission. 

 
• All this will contribute to empathy, which is the mainstay of any 

counselling relationship. When your clients receive the message 
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that you value them as who and what they are, they will show 
trust by permitting the weakening of their defence. 

 
Question.   
 
You will be asking many questions as you gather information that will 
assist you in helping your clients achieve their target. Remember that 
individuals who have lived through periods where they have 
experienced negativity about themselves will always value the attention 
of a professional whose concern for them is obvious. Your questioning 
style should show interest and involvement, whilst maintaining 
efficiency. There are ways of gathering information efficiently while also 
promoting a relationship. Personal warmth should be apparent in 
occasional smiles and other supportive behaviour. Most important is 
your interest in your clients, which becomes clear to them as you show 
your concern. 
 
Types of questions 
 
Below are some types of questions that you can use. 
 
Specific detail questions. 
 

• When your client mulls over problem situations alone they may 
think in vague terms and miss out significant aspects of the 
overall picture. Specific detail questions aim to collect concrete 
information about the how, what, when and where of your 
clients' problem situations. You can also ask for specific 
examples. 

 
How questions 
 
• How questions are very useful for eliciting the details of how your 

client feels, physically reacts, thinks, communicates or acts: for 
example: 'How do or did you feel? How did you think or act? 
How questions are especially useful for clarifying 
communication, show me how questions can illuminate what 
actually happened: for example: Would you mind giving me an 
example of how you actually spoke to ***. Alternatively, you can 
suggest a mini role-play: for Example: Try to imagine that I am *** 
can you show me how you would behave to me in the given 
situation? 
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What Questions 
 

• What questions are often similar in purpose to how questions: for 
example: What do or did you feel? What did you think or act? is 
virtually the same as 'How do or did you feel? How did you think 
or act? 'What' questions can also have value in their own right: 
for example, 'What happened?' or 'What were the consequences 
of you doing that?' 

 
When Questions 
 

• When questions try to pinpoint an aspect of a problem situations: 
for example: 'When did it last happen? and When do you think it 
will it happen next?' 

 
Where questions 
 

• Where questions are useful for eliciting details about any 
physical context of a problem situation for example: Could you 
describe where it happens?' 

 
Specific example questions 
 

• Specific example questions can clarify problem situations by 
eliciting a response for specific instances rather than talking in 
roundabout terms around situations: for instance, 'Can you give 
me a specific example of ***? 

 
Personal meanings questions 
 

• You can relate more deeply with clients if you go beyond specific 
facts to search for their interpretations and perceptions. This 
information you’re your client provides will often have personal or 
symbolic meanings for them.  

 
• For example: partners who do not receive flowers on their 

birthday may think that this symbolises a lack of love. Eliciting 
personal meanings questions should be open and tentative since 
clients should, but not always will, know the answers better than 
anyone else. You can illicit Illustrative questions for example: 'I'm 
wondering what the meaning of*** is for you? 'What do you make 
of that? and 'Why is *** so important for you? 
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Identifying strengths questions 
 

• Often clients with problems have lost sight of their strengths and 
coping resources. In addition, they may have difficulty 
remembering and mobilising the help of supportive people. 
Identifying strengths questions include: What do you see as your 
strengths?, What are your assets? What skills could you bring to 
this situation? and Are there any people who might be supportive 
of you? 

 
Clarifying. 
  

• In obtaining answers to your questions, it is pertinent to ask for 
clarification with phrases such as "are you saying and do you 
mean"? These phrases not only assist in obtaining the facts, but 
will also assure your client that you are involved in the process. 
Remember that a client with low self-esteem will appreciate your 
concern. Your empathy will be clear in how you feedback the 
content and also in your manner of presentation. 

 
Paraphrase.  
 
Occasionally it will be appropriate for you to feed back to your clients 
specific information. This does not mean reciting exactly what your 
client has said but rather just selecting an important word or phrase 
and building statements around it. As a technique, paraphrasing is 
particularly useful in disarming denial for the following reasons: 
 
• As you give the information back to your clients, they will pick up 

what they have actually said. As you help your clients to hear and 
examine what they have been saying or doing, they will then begin 
the process to evaluate whether they should change the course of 
their lives. 

 
• When you give the information back to your clients and they hear it 

again, they are likely to expand upon it. Another benefit of 
paraphrasing is that again it shows that you are interested in them 
and consequently, they will begin to value themselves too. 

 
Examples of paraphrasing 
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• Client: With my husband unemployed and three children, I am 
finding that it is a struggle to keep afloat and there are times 
when I think we are not going to survive. 

• Counsellor You're doing your best just to survive. 
 

• Client My parents are fighting again. There is no real peace for us 
at home. My brother has gone off to live with his girlfriend. I wish 
I could leave too. 

• Counsellor You would really like to follow your brother and move 
out from the troubles at home. 

 
Guide.  
 
You are responsible in giving each session direction in order that you 
can maximise data you have collected in a short space of time. Your 
clients may be long-winded and may dominate the session by getting 
stranded in irrelevant details. You will need to bring your client back on 
track, without giving offence. e.g. “That information is very interesting 
John but can we get back to the specific problem"? "I would like to 
hear more about it.” Your clients may also be rambling, this may be the 
result of drinking prior to the session to calm their nerves, or maybe 
anxiety caused by the interview. You must be aware however, that it 
may also indicate a psychiatric disorder. In schizophrenia, such 
associations can often be symptomatic. If you suspect that there may 
be psychiatric problems, it is essential that you give immediate 
consideration to referring your client for more intensive therapy. 
 
Summarise.  
 
At some points during the session you will need to summarise the 
material. This might be at a lull in the process where your clients have 
appeared to have concluded a particular phase. Or when you feel you 
have gathered a large amount of information and need to summarise 
before becoming over run. The summary will serve as an appraisal to 
help your clients to observe what they have done in their life. It will also 
provide a progression to the next part of the session, which will be a 
discussion of what your clients feel they can do about the problem.  
 
Remember self-awareness is an integral part of the counsellor's 
function. The reality of knowing yourself can quite often be greatly 
enhanced by asking friends and work colleagues to honestly state how 
they see you. What you have been shown so far, is the basic concept 
of non-directive counselling where the clients are allowed to assume 
their own responsibility for finding solutions to their problems.  
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You should now be aware that you the counsellor assist your clients to 
understand their problems by being empathic, genuine, understanding 
and accepting them. In this way your clients will feel that they can help 
themselves because they understand that you are in "partnership with 
them". When you have reached this stage it may be appropriate for you 
to enter into a commitment with your clients in order for them to reach 
a defined goal.  
Your clients may have explored and reached an understanding of the 
situation and therefore this goal should be within reach. But remember 
the goal should be realistic and short-term. If your clients feel that the 
time-span is too long then this may serve to discourage them.  
 
Please remember the following three points 
 
• Firstly, you will need to assist your clients to explore their behaviour 

by attending, questioning, listening and only speaking, in order to 
clarify thoughts and by actively listening and paraphrasing and 
creating a mirror for what your clients are saying and feeling.  

 
• Secondly, you will need to assist your clients to deepen their own 

understanding of both themselves and the situation that they are 
seeking a solution to. By summarising and bringing together a 
number of new ideas, you can assist your clients to see themselves 
and their situation in a different light.  

 
• Thirdly, you will assist your clients to take the initiative and act on 

their own understanding of the situation. 
 
Empathy  
 
This is the identification with and understanding of another person's 
situation, feelings and motives. It is crucial to good counselling. It is the 
term most often used to summarise the aspects of an emotionally 
intense relationship. Ultimately, it is a statement that the counsellor 
seems in tune with their clients hidden thoughts and feelings. Empathy 
that is explicitly shared with the client, has a more profound impact 
than that silently and privately experienced by the counsellor. Clients 
cannot read minds and often desperately need vivid assurance that 
they're with someone who understands. 
 
Empathy does not mean condoning all your clients do, nor is 
exploitation, an inevitable consequence of empathy. Indeed, empathic 
counsellors seem to have a deeper appreciation of what the client feels 
and so seem far less likely to abuse. Showing the client understanding 
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gives that human a sense of dignity and helps begin the recovery of 
self-esteem.  
 
What your client needs when entering into a counselling relationship, is 
often some genuine warmth. You should not adopt an attitude of aloof 
condescension. Whatever your approach, if it is not possible for you to 
feel and show empathy towards a particular client, you should refer 
your client to another counsellor. Without empathy and both the dignity 
and respect that it brings, counselling becomes a cruel imitation of 
itself.  
Your clients usually opt for counselling after everything else has failed. 
They are often in deep ruts Your clients feeling of being stuck in a rut 
can be consummate. Whilst your clients may appear to be on the verge 
of losing control, their imbalance is often quite stable. They tend to 
cling to their problems. However unhappy their circumstances, they 
can find the prospects of change too frightening to view.  
 
You will need to remember that this resistance is rarely deliberate. It is 
like a drowning man, whose fear and desperate panic will make his 
rescue difficult. Your influence along with empathy and support will be 
required to get them moving again.  
 
Remember, your first task is, established a lasting relationship, to 
enable your clients to get a satisfactory grip on themselves. Delays in 
establishing an emotional bond may create an insurmountable lethargy 
later. Part of why counselling works is that it is different from everyday 
life. Empathy cannot be faked. All humans have some profound bond 
of common experience. Empathy simply taps this reservoir. Some 
people say that with practice, it can be learned, but my experience tells 
me that true empathy is a spiritual gift. 
 
An example  of the empathy process 
 
Client's statement: 'I don't know what it is. If I just sit still a minute, it 
feels like a great big hurt down there.  
 
Counsellors response: 
 

• Observe and listen: You need to observe and listen to your 
client's verbal, vocal and bodily communication. 

 
• Resonate: Feel some of the emotion your client experiences. 

 
• Discriminate: What is really important to the client and formulate 
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this into a response. 
 

• Communicate: Communicate that response and attempt to show 
an understanding of your client's thoughts, feelings and personal 
meanings. Accompany verbal response with good vocal and 
bodily communication. 

 
• Checking: In this instance, your client may quickly made their 

next statement, which follows the train of their experience and 
thought. However, you could have waited and allowed your client 
space to respond or you could have asked if their response was 
accurate. 

How your client reacts will indicate that they perceived that you 
showed excellent empathy and that they were able to continue thus 
getting more in touch with their experience. In terms of the empathy 
process, resonating provides the basis for affective empathy. If you are 
out of touch with your own feelings you are unlikely to resonate and 
communicate with your clients' feelings accurately. 
 
Trial and Error 
 
It is best to refrain from planning exactly what to do or say next. You 
should follow hunches and ideas and evolve the approach as you go, 
so that you can develop a programme specifically designed for each 
individual client. You can use a technique called trial and error. "Trial 
and Error" has been a topic of interest since the dawn of modern 
psychology.  
 
The "Law of Effect" summed up the observation that if you try out a 
practical task and the results are satisfactory you are likely to try the 
same tactics again. On the other hand, if you do something and the 
result is discomfort and not what you were intending, then it will follow 
that you are unlikely to carry out the same tactic again.  
 
Today, this "law" is regarded merely as a commonly observable facet 
of human nature. It is not at all unique to the process of counselling, 
but the idea reflected one of the first records of human psychological 
response and it is an amazingly commonplace phenomenon in any field 
where excellence is achieved. It is simply the best way of getting 
anything done. In counselling this could be any action that you take, it 
could be a question, statement, a laugh, a nod or even silence. 
 
• Firstly. This action works best, if it occurs in a deeply involved state 

of mind. Remember always that respect and empathy are crucial, 
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whereas obvious poor concentration or hidden agendas can 
irrevocably destroy it. 

 
• Secondly. At some point after the initial action, usually within a few 

minutes, a period of critical study occurs. The effects of the action 
are reviewed both rationally and intuitively. You will need to take 
note of any change in your clients, appearance, speech, behaviour 
or mood. Also what are your clients feeling? What do your clients 
seem to be experiencing? What does it feel like to be them at this 
specific minute? Trial and error therefore minimises dangerous 
mistakes through frequent corrections. Remember that it is how 
many of the best counsellors have always practised. 

 
 
Techniques  
 
When looking at counselling outcomes you may consider involving 
(with your clients permission of course) anyone who is directly involved 
in your clients life i.e. family members and social workers. This will give 
you the best overall picture of the results of your counselling 
programme. Most of your clients will have general 'problems in living' 
and will be seen for approximately twelve sessions, with periodical 
follow-up sessions with the minimum contact necessary to accomplish 
the desired result. Research has suggested that even a single 
counselling session can have profound impact on your clients. As has 
been said before in counselling, it is of paramount importance that you 
try to establish the most dynamic empathic relationship (The Bedrock) 
that is possible. It is possible that if you show signs of being aloof, 
even for the first few seconds, your clients will remember this and find 
it hard to trust you.  
 
Once you have achieved the required level of empathy and respect you 
should be able to apply the maximum leverage in order to motivate 
your client into recovery. You will be able to sense how far you can 
push your client. You can then push a little harder. At this point you can 
use contentious empathic guesses, as they seem to convey warmth 
and interest while exposing hidden thoughts, feelings and beliefs.  
 
These largely intuitive guesses are often grossly intrusive, yet they 
allow your client an easy exit. Empathic voice tones allow these 
statement-guesses to work. e.g. "Your voice sounds so sad when you 
talk about your husband" Be careful, subtle changes in words can 
profoundly alter what your client hears. "You seem to feel that your 
husband never loved you." 
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It is important that counselling must feel real. Your underlying message 
to your client should convey that, "we are here together, I respect you 
as an essentially worthwhile person, I am human too, no better no 
worse, I want to help you get the life you want". Hope for your client is 
generated by your leadership.  
 
Empathy models the courage to feel intensely in a confusing world. The 
language of the heart is plain talk. You should attempt to actively 
encourage positive thinking in your clients, in order to motivate change 
where it is necessary. It is part of the assumption that "the fastest way 
to change how you feel is to change how you think." You should 
encourage your clients to set goals and establish a reward system. You 
should also suggest that they keep records of changes in their life and 
in general, try to think and act in accordance with how they would like 
to be.  
Central to this process of change, is the assumption of a new self-
belief or self-concept. In order for your clients to master this process of 
self-belief or self-concept, you will need to encourage your clients to 
face their fears and inevitable human defects, then focus on their 
strengths and sense of inner beauty. It has long been established that, 
believing that you are well, allows you to act well. Acting well makes it 
easier to feel well. Lasting change requires both. 
 
Motivational Interviewing. 
 
Experienced counsellors often say that one of the most draining things 
about their job is trying to motivate their clients to make behavioural 
changes. Frequently counsellors try to pass on their own enthusiasm 
and energy to passive or resistant clients only to find their own 
energies depleted without effecting significant or lasting changes in 
their clients. Motivational interviewing is a directive, client-centred, 
counselling approach, originally developed in the addictions field but 
applicable to a range of other behavioural issues. It accepts that 
ambivalence towards change is normal as is resistance to coercion and 
seeks to engage and mobilise the client on this basis. There are five 
general principles behind Motivational Interviewing. 
 
Express Empathy.  
 
• As we have said before empathy involves seeing the world through 

your clients eyes, thinking about and feeling things as your client 
does, sharing in your clients experiences. The expression of 
empathy is critical. When your clients feel that they are understood, 
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they are more able to open up to their own experiences and share 
those experiences with others. Having clients share their 
experiences with you in depth allows you to assess when and where 
they need support and what potential pitfalls may need focusing on 
in the changed planning process. Importantly, when clients perceive 
empathy on a counsellor's part, they become more open to gentle 
challenges by the counsellor about lifestyle issues and beliefs.  

 
• Your clients become more comfortable, fully examining their 

uncertainty about change and are less likely to defend ideas like 
their denial of their situation. In short, the counsellor's accurate 
understanding of the clients experience facilitates change. 

 
Support Self-Efficacy.  
 
• Your clients belief that change is possible is an important motivator 

in successfully making a change.  
• As your clients are themselves responsible for choosing and 

carrying out actions for change, you will need to focus their efforts 
on helping them stay motivated. Supporting your clients sense of 
self-efficacy is a great way to do that. Your clients need to be aware 
that there is no "right way" to change and if a given plan for change 
does not work, they are only limited by their own creativity as to the 
number of other plans that might be tried. Your clients can be 
helped to develop a belief that they can make change. For example, 
you might inquire about other changes your clients have made in 
their lives, highlighting those skills the client already has. Sharing 
examples of other, similar clients successes at changing the same 
problem can also sometimes be helpful.  

 
Roll with Resistance.  
 
• You must try not to fight your clients resistance, but "roll with it." 

Statements demonstrating resistance are not challenged. Instead 
you should uses your clients momentum to further explore their 
views. Using this approach, resistance tends to be decreased rather 
than increased, as clients are not reinforced for becoming 
argumentative and playing "devil's advocate" to your suggestions. 
Motivation encourages clients to develop their own solutions to the 
problems that they themselves have defined.  

 
• Consequently, there is no real hierarchy in your relationship for your 

clients to fight against. In exploring your clients concerns, you may 
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invite your clients to examine new perspectives, but remember, do 
not impose new ways of thinking on your clients. 

 
Develop Discrepancy  
 
• William R. Miller and Stephen Rollnick. In their book Motivational 

Interviewing: Preparing People For change, suggest that it is only 
when people are able to perceive a discrepancy between where 
they are and where they want to be that motivation for change will 
occur. As a counsellor you will work to develop this situation 
through helping your clients examine the discrepancies between 
their current behaviour and future goals. When your clients accept 
that their current behaviours are not leading toward some important 
future goal, they will then become more motivated to make 
important life changes. You should remember of course, that you do 
not develop discrepancy at the expense of the other principles, but 
you should gradually and gently help your clients to see that some 
of their current ways may lead them away from, rather than toward, 
their eventual goals. 

 
Avoid Argument.  
 
• You may occasionally be tempted to argue with a client who is 

unsure about changing or unwilling to change, especially if your 
client is hostile, defiant, or provocative. However, trying to convince 
your client that a problem exists or that change is needed could 
precipitate even more resistance. If you try to prove a point, your 
client may predictably take the opposite side. Arguments with your 
client can rapidly degenerate into a power struggle and do not 
enhance motivation for beneficial change. When it is the client, not 
you, who voices arguments for change, progress can be made. The 
goal is to "walk" with clients (i.e., accompany clients through 
treatment), not "drag" them along (i.e., direct clients' treatment). 

 
Five Opening tactics For Early Sessions  
 
The following tactics are particularly useful in the early stages of 
counselling. They are based on the principles described in the previous 
element. Helping your clients address their natural uncertainty is 
always a good starting point. These opening tactics ensure your 
support for your client and also help your clients explore their 
uncertainty in safe settings. The first four tactics, help your clients 
explore their uncertainty and reasons for change. The fifth tactic is 



 

 37 

specific to motivational interviewing and integrates and guides the 
other four.  
 
Ask open-ended Questions.  
 
• Asking open-ended questions will help you to understand your 

clients point of view and elicits their feelings about given topics or 
situations. Open-ended questions will also facilitate discussion as 
they cannot be answered with a single word or phrase and do not 
require any particular response. They are a means to promote extra 
information. Open-ended questions will also encourage your clients 
to do most of the talking. This will help you avoid making premature 
judgements and keep the communication moving forward.  

 
Listen Reflectively.  
 
• Reflective listening is a basic requisite of motivational interviewing. It 

is a skill in which you will demonstrate that you have accurately 
heard and understood your clients comments by restating their 
meaning. That is, you hazard a guess about what the client intended 
to convey and express, this in a responsive statement, not a 
question. Remember that you need to have empathic understanding 
with your client. Empathic understanding means understanding a 
person from his or her frame of reference.  

• What you are attempting to do is to reconstruct what the client is 
thinking and feeling and to relay this understanding back to the 
client.  "Reflective listening is a way of checking rather than 
assuming that you know what is meant" Reflective listening 
strengthens the empathic relationships between you and your 
clients and encourages further exploration of their problems and 
feelings. For example, your client may make a statement like: "My 
mother is a real pain. She is always telling me what to do and won't 
allow me to do anything I want to do." Using reflective listening you 
might respond by saying, "So you feel frustrated because you feel 
your mother treats you like a child instead of an adult." This will 
allow your client to feel understood and open up even more about 
their feelings about being a teenager. Alternately, your client may 
feel misunderstood and then try again to explain what they are 
thinking or feeling. This will also allow you to make sure that you 
understand your client. By re-stating or reflecting what your clients 
have expressed, your clients can then listen to what they have said 
in a new way. They hear their feelings and thoughts in a different 
voice and can look at their life through another's eyes. This form of 
communication is particularly appropriate for early stages of 
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counselling. It can reduce the likelihood of resistance and will also 
encourage your clients to keep talking, it clarifies exactly what your 
clients mean and reinforces their motivation. This process has a 
tremendous amount of flexibility and you can use reflective listening 
to reinforce your clients positive ideas.  

 
 
 
 
Summarise.  
 
• During your counselling sessions you will find it useful to periodically 

summarise what has occurred during that session. Summarising 
consists of condensing the essence of what your clients have said 
and relaying it back. Summarising reinforces what your clients have 
said, it also shows that you have been listening carefully and will 
prepare your clients to move on. Summarising is also a good way to 
start and finish each counselling session and can provide a natural 
connection when your clients are between the stages of change.  

 
• It is worth requesting a correction of the summary from your clients 

as this often leads to further comments and discussion. 
Summarising helps your clients consider their own responses and 
contemplate their own experiences. It also gives both you and your 
clients an opportunity to notice what might have been overlooked as 
well as what has been incorrectly stated.  

 
 
 
Affirm.  
 
• This supports and promotes self-efficacy within your clients and 

acknowledges the difficulties your clients have experienced. By 
affirming, you are saying, "I hear; I understand," and you are 
confirming both your clients experiences and feelings. Affirming will 
also help your clients feel confident about deciding to take action 
and change their behaviour. Highlighting their past experiences that 
show their strength, success, or power, can often prevent them 
from being discouraged. For some of your clients, affirmation may 
have a spiritual context. This may help resolve their uncertainty. 
Here are some examples of affirming statements: "I appreciate how 
hard it must have been for you to decide to come to see me". "I 
think it's good that you want to do something about this problem". 
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"It must be very difficult for you to accept your life being so full of 
stress". "If I were in the same position, I would also find it difficult.    

                                                                                                                                                                         
Elicit Self-Motivational Statements.   
 
• Setting your clients on the road to change is the fundamental task of 

motivational interviewing. Rather than identifying the problem and 
promoting ways to solve it, your task is to help your clients 
themselves to recognise how their life might be better and to 
choose ways of making it so. Remember that your role is to 
encourage your client to voice personal concerns and intentions, 
not to convince them that a transformation is necessary. Successful 
motivational interviewing requires that your clients, not you, 
ultimately argues for change and they persuade themselves that 
they both want and can improve. One signal that the clients 
uncertainty and resistance are diminishing is the self-motivational 
statement. Here are four types of motivational statements and their 
problem identity. Recognition: This is a lot more serious than I 
thought. An expression of concern: You know I am really worried 
about what is happening to me. An intention to change: I've really 
got to do something about this. An ability to change: I know I can 
really do it, if I try. Remember that you can reinforce your clients 
self-motivational statements by reflecting them, nodding your head, 
or making approving facial expressions and affirming statements, 
remembering to encourage your clients at all times to continue to 
explore the possibility of change. 

 
• Starting the Counselling Process 
 
Most of what is written here you will have covered before but this is 
intended as a general summary of the starting process. Starting the 
counselling process varies according to whether you use counselling 
skills Formally, informally or as part of other roles.  

• Good preparation is very important. Many messages can be sent 
out to your clients about how user-friendly your counselling 
services are in both your advertising and how you respond to 
phone calls. A friendly and efficient reception and welcoming 
waiting areas are important.  

 
• Please take time to set up an interview room and always take 

time to relax before greeting your clients. Go over to your clients, 
use their names, escort them to your clinic room and politely 
show them where to sit. 
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• Your opening statements to your client can indicate the time 
available and most importantly invite your client to say why they 
have come. You can also develop opening statements that give 
your client the chance to talk.  

 
• You can deal with obvious differences between yourself and your 

client either immediately, after waiting to see whether your client 
is concerned about them, or by inviting your client to assist you 
in understanding how their differences impact on their problems. 
One option for you with reluctant and resistant clients is to bring 
this out into the open and give your client permission to 
elaborate. You will need to be sensitive to the pace at which your 
client is comfortable working at, so as not to create unnecessary 
resistances.  

 
• Remember to summarise, that is putting together different parts 

of a series of client utterances during or at the end of a 
discussion. In the relating stage, summaries can reflect feelings 
and identify problem areas. In meeting, greeting and seating 
clients, making opening statements and summarising, good 
bodily and vocal communication contributes greatly to creating 
safe emotional climates for clients. In the relating stage 

 
 
 
PRACTISING THE SKILLS LEARNT SO FAR 
 
We will now do some role play exercises to practise the skills that we 
have learnt so far.  In pairs we will take turns at being the speaker and 
listener.  Using one of the scenarios below, practise the skills of 
paraphrasing, reflecting and being empathic rather than sympathetic.  
In addition remember to use the attending skills. 
 
 
 
Scenario One 
 
Robert Age 43 
 
When we got home the other night we found the door open wide and 
our house had been burgled.  I felt really anxious going indoors in case 
they were still inside.  They’d taken Joan’s jewellery and some money 
we’ve been saving for our holiday.  But the worst thing really was they 
took all the Cups I’ve won for playing football.  The whole thing has just 
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thrown me totally.  I know burglaries are common but I never thought it 
would happen to us. 
 
Scenario Two 
 
Margaret Age 26 
 
Nobody told me that when you have children you just never get 
anytime to yourself. You can’t go out to the cinema when there’s a 
good film on or anything. I suppose it should have been obvious but it 
never sank in before we had Susan. I love her to death of course and 
wouldn’t be without her but I feel so cut off from normal things, it’s just 
nappies and feeding, day after day.  I can’t ever imagine doing anything 
just for me again. 
 
WHY RESPONSIVENESS TO FEELINGS IS IMPORTANT 
 
It may help your Client to: 
 

• Understand themselves 
• Cope with the problem bothering them 
• Relieve their isolation 
• Establish a clearer self concept, by making them more aware of 

their needs/wants, and whether their actions are directed by their 
own feelings 

• Give permission that talking about feelings is OK and that it is 
‘normal to feel like that’ 

• Relax more (just letting go of the emotion may relieve tension) 
• To see feelings for what they are 

 
 
WHY IS LISTENING IMPORTANT 
 
Listening is important as everyone has something to say.  There are a 
few of us who can deal with all that life throws at us without the need 
to share with another.  It is always better to share our hurts and things 
that we can not understand ourselves, with someone who is prepared 
to listen to us, in a non-judgemental way and with empathy towards us.  
Someone who we feel comfortable with, have confidence in and who 
will help us to validate our feelings. 
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As listeners we will sometimes hear inner secrets and fears and we 
must be prepared to listen, knowing that what we are being told is for 
our ears only and not open to general discussion.  Letting the speaker 
know what is being shared is safe with us, will help create an 
environment of trust and help the speaker feel safe.  We must learn that 
we are not to sit in judgement. Listening should be done in a mutually 
safe place, where the speaker can feel relaxed and uninhibited.   
 
Try to allow enough time so that the speaker doesn’t feel rushed but do 
make a time limit otherwise you might find that you become exhausted 
by others problems. Understanding the process of listening is almost 
the whole way to becoming a good listener. 
 
USING OPEN AND CLOSED QUESTIONS 
 
As well as the skills that we have already learnt there are additional 
skills which will help the conversation to flow.  Most speakers will at 
sometime, reach a dead end and need prompting to help them explore 
their feelings further.  Reflecting and Paraphrasing do, as we have 
seen, encourage the speaker to say more.  However, there will be 
times when the listener needs to clarify or check their understanding of 
what is being said.  Questions can be used in these cases. 
 
Open questions 
 
There are no standard responses to these questions.   
This type of question enables the speaker to express what he or she is 
thinking and feeling.  The speaker can continue talking about their 
situation and explore it more deeply. 
 
Examples of open questions 
 

• What is not happening 
 
• How does it affect you 

 
• What would you prefer to be happening 

 
• What would you have to do to ensure success 

 
• What are you willing to do 

 
• How is that different from what you are doing 
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• What stands in the way of your changing 
 

• What is the worst thing that could happen 
 

• How might you sabotage yourself 
 

• Is there some way in which others could help you 
 

• What has been done before 
 

• What do others expect of you 
 
Closed questions 
 
The speaker’s response is predictable and limited. The listener has 
chosen the information that they want to know. The speakers answer is 
usually brief or a one word answer.  Closed questions are generally not 
helpful if your aim is to enable the speaker to explore their situation. 
 
Example of closed questions 
 

• What is your name 
 
• When did you last hear from him 

 
• When did you move here 

 
• How many brothers do you have 

 
• How old are you 

 
PRACTISING THE USE OF OPEN AND CLOSED QUESTIONS 
 
After reading the following scenario look at the questions below and try 
to construct suitable sentences which help the speaker and listener to 
fully understand the situation:- 
 
Robert Age 37 
 
“I was signed off sick two weeks ago.  The doctor said it was stress and 
that I needed a rest.  I didn’t really want her to sign me off but she 
persuaded me.  I began to feel better, but now that I’m due to go back I 
don’t really want to go.  The whole thought of getting back on the 
treadmill again makes me physically sick. 
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I wonder sometimes if I’m in the wrong job but what can I do?  You 
can’t keep changing and swapping jobs can you? Making ends meet is 
difficult enough as it is, without me deciding to change jobs.  Money is 
causing us real problems.  I never open my bank statements anymore”. 
 
 
Write down one question, which will help Don explore his situation 
(Open Questions) 
 
 
 
 
 
What specific information are you hoping to get from this question 
 
 
 
 
 
Write down one question where you would like specific information 
(Closed Question) 
 
 
 
 
 
What specific information do you expect to get from this question? 
 
ASSUMPTIONS AND CLARIFYING QUESTIONS 
 
As well as open and closed questions, there will be occasions when 
you will need to clarify what the speaker has said.  In such cases 
clarifying questions may prove to be useful.  When acting as a listener 
it is very easy to jump to conclusions or make assumptions about what 
is being said.  To use our earlier example, if a speaker were to say, “I 
feel really depressed today”, are they saying that they are literally 
suicidal, or are they saying that they feel a bit fed up?    
The listener could say “could you tell me a little more about your feeling 
of depression” or perhaps “can you describe your depression”. 
 
When listening, it is essential that we keep out of our own frame of 
reference and stay with the speakers inner world, which means gaining 
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a full understanding of what is being said.  If you are uncertain about 
what the speaker means - Clarify, don’t make assumptions. 
 
The following exercise will help you to understand how easy it is to 
make assumptions and how important it is to use clarifying questions.:- 
 
Write down an assumption it would be possible to make about the 
following statements and construct a clarifying question:- 
 
 
“Things are terrible at home, I just don’t want to go back” 
 
 
 
 
“I am very nervous about going out with them, I don’t feel I can trust 
them anymore” 
 
 
 
 
“Since my accident I have lost all my confidence” 
 
AN ILLUSTRATION OF THE SKILLS LEARNT SO FAR 
 
The following dialogue illustrates all of the skills learnt so far.  The 
words in Italics show the skill that is being used by the listener.  You 
will note how using the listening skills, enables the speaker to continue 
with what they have to say, allowing them to explore their feelings to a 
greater depth. 
 
Speaker  
 

• “My husband took early retirement 6 months ago. Before he was 
retired, he had a very active social life and enjoyed golf very 
much.  Since he retired he just stays at home and does not want 
to do anything.  I’m still working and enjoy my career. In fact I’m 
being considered for promotion.  My husband has said that he 
wants me to leave work and stay at home with him.  To be 
honest, I can’t think of anything worse.  My husband is older than 
me, but since he retired he seems to have aged ten years”. 

Listener “ 
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• So, your husband has retired and has withdrawn from his social 
life.  He wants you to give up your job, which you really enjoy, 
and stay at home with him.  But you do not want to do this”.      

(Paraphrasing) 
 
Speaker  
 

• “Yes, that’s right.  I don’t think that it would do either of us any 
good to be cooped up in the house together all day.  Then I feel 
guilty”. 

 
Listener “ 
 

• So, you feel guilty.  How do you feel towards your husband”? 
((Reflecting, empathy, clarifying question) 
 
Speaker  
 

• “I love him loads, you would think that I would want to be with 
him all the time.  But I really enjoy my independence and having 
my own life too”. 

 
Listener  
 

• “You love your husband.  Have you told your husband how you 
feel”? 

(Reflecting, closed question) 
 
Speaker  
 

• “No, I couldn’t”. 
 

Listener  
 

• “How would you like to see this problem resolved”? 
(Open question) 
Speaker  
 

• “I think that it would be good for him to go out again, get back 
into golfing and rebuild his own life.  Then he wouldn’t depend so 
much on me, would he”. 
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Listener  
 

• “So you would like him to rebuild his life and you feel that he 
would not rely on you so much then. But you also feel as though 
you couldn’t speak to him about this”?                                     

(Reflecting, Paraphrasing) 
 

Speaker  
 

• I suppose I could try and talk to him, I think that I can see now 
that I really have to try and sort this out”. 

 
Listener 
 

• “I get the feeling that you really want to sort this out and that you 
are starting to feel as though you might be able to do this now, 
when would you be able to talk to your husband”? 

(Reflecting, open question) 
 
Speaker  
 

• “I think that I will try tonight.  I feel much more positive about the 
situation now”. 

 
Listener “ 
 

• So you will try and talk to your husband tonight”? 
(Paraphrasing) 
 
Speaker  
 

• “Yes, thank you for your help, I can see clearly now, that it is the 
only way forward”. 

 
Listener 
 

• “How do you think your husband will react to the news”? 
(Open question) 

 
Speaker  
 

• “Well he is a reasonable man, I am sure that he will understand 
how I feel.  He knows my work is important to me”. 
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Listener 
 

• “I wonder if you could help him to rebuild his life”? 
(Open question) 
 
Speaker 
 

• “Oh yes, I could go with him to the golf club at the weekend and 
encourage him to contact his old friends”. 

 
In this example we can see how the listening skills help the 
conversation to flow and help the speaker to explore their situation and 
find their own solution.  Listening is not about offering solutions or 
advice.  It is about encouraging the speaker to find their own answers 
and solve their own problems. 
 
It is helpful to remember that:- “There is nothing wrong with us 
that what is right with us can not mend” 
 
SUMMARISING 
 
Summarising is used at the end of a session to bring the conversation 
to a gentle end and to summarise what has been said or agreed during 
the conversation. 
 
Summarising is useful because:- 
 

• It clears up any misunderstanding or inaccuracy about what the 
speaker has said. 

 
• It helps the speaker hear their situation from another perspective, 

and organise and order their thoughts. 
 

• It identifies themes that have become apparent over several 
sessions. 

 
• It provides further confirmation that the listener has been 

listening to what has been said. 
 

• It is a useful way to start the next session, either as a way of 
carrying over from the last session or perhaps setting the agenda 
for the next session. 
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• It can be used if the speaker becomes ‘Stuck’ and needs help in 

moving on - offering possible alternative themes. 
 
Summaries should be brief and concise 
overviews of the main points covered in the session 
 
The Summary pulls together the key points of the speakers story.  It 
can have the effect of ‘holding up a mirror’ to the speaker, who has the 
opportunity of seeing things with a new perspective. 

 
 
Example of Summarising 

 
Listener  
 

• “We are coming to the end of the session, so it might be helpful 
to check out what’s been happening for you”. “You have been 
feeling low and are worried about things generally.  Your work is 
demanding so you have little time for a social life and have lost 
touch with your friends. You would like to re-establish some of 
your friendships and rebuild your social life.  We have talked 
about the possibility of you ringing a couple of friends up and 
arranging a night out, before we next meet”. 

 
Speaker  
 

• “It seems quite simple when put like that, I am definitely going to 
ring my friend Sarah when I get home”. 

 
WITHDRAWING CONTACT 
 
There will be times when people make a strong bid for your time or 
attention as a listener.  At times when this is inconvenient or 
inappropriate you will need to remember that it is not always helpful to 
put others first.  You will end up exhausted and unable to help yourself 
or others. You may not feel comfortable saying that you do not want to 
listen or that you have to go, but you must consider yourself as well as 
others. Possible solutions to the problem are as follows:- 
 

1. Listen briefly and reflect the feelings they are having.  They will 
feel heard and know that they have not been rejected. 
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2. Make a clear statement about your boundaries.  It is better to 
make it clear immediately that you only have limited time rather 
than let someone start offloading and then cut them off.  Do not 
offer time that you really do not have. 

 
3. Offer further support if that is appropriate.  Be very clear about 

what you are and are not equipped to handle.  Do not offer 
support and take on something you are not trained to do. 

 
4. Begin to withdraw contact.  If the person continues to try and 

engage you, use body language to indicate you are withdrawing, 
eg. Stand up, look at your watch, break eye contact etc.. 

 
5. Ask factual questions if the person is very emotional. “Where are 

you going now”?, “What time Is your Bus”?  This has the effect 
of getting the speaker to stop and think and has the effect of 
grounding or centring them. 

 
 
GRIEF AND BEREAVEMENT COUNSELLING 
 
We will not attempt to try and cover this subject in its entirety, as it is a 
specialised subject in its own right. What we will attempt to do is to 
furnish you with a basic insight into Grief and Bereavement Counselling 
 
Definitions. 
 
• Grief: Mental and emotional pain and something that causes great 

unhappiness. 
 
• Bereavement : To leave deprived, desolate or alone, especially by 

death: 
  
Introduction  
 
Death and bereavement are natural. They happen to all of us. Surely 
we should be able to cope? However, people can feel both frightened 
and embarrassed by death and bereavement. Bereavement is probably 
the most painful loss we will have to cope with. Yet it is something we 
are often completely unprepared for. We rarely talk about death and 
bereavement. Our culture does not encourage people to grieve openly. 
Crying and other ways of expressing our distress are still seen as a 
sign of weakness.  
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When we lose someone important to us we can be overwhelmed by 
our pain and distress. Our reactions can be very frightening. Often 
friends, neighbours and even other family members try to avoid the 
painful feelings by keeping quiet. This can leave bereaved people 
feeling alone and isolated in trying to deal with some of the most 
painful emotions they have ever had.  
 
Some of these feelings come as a complete surprise - anger, bitterness 
and guilt. These are quite normal reactions, often leaving people feeling 
overwhelmed and thinking they are losing control. The opportunity to 
share some of these feelings and emotions with someone who can 
understand and accept them can be an immense comfort and relief.  
It can help, perhaps, if we think of bereavement as a wound that needs 
time to heal. This healing process cannot be hurried and affects each 
of us differently.  It is important that we remember that there is no right 
or wrong way of grieving for loss. We need to acknowledge our feelings 
and express them, as we wish, for grieving is itself part of recovery. We 
may also feel guilty about things we have done or not done for the 
deceased person. We may feel we could have visited them more, taken 
more notice of what they were saying or sorted out some quarrel or 
misunderstanding. We might even feel, in some indirect way, 
responsible for their death, although there is usually no need to feel 
guilty. 
 
What is Grief? 
 
Grief is the normal and natural, though often painful, response to loss. 
The death of a loved one is the most common way we think of loss, but 
many other major changes in our lives can involve loss and therefore 
grief. Everyone experiences both loss and grief at some time in their 
lives.  
 
The more significant the loss, the more intense the grief is likely to be. 
Your clients will experience and express grief differently. For example, 
one client may withdraw and feel helpless, whilst another might be 
angry and want to take some action. Whatever the reaction, your client 
will need the support of yourself and others. Your client, however, may 
show signs of depression.  
 
The complaints and lamentations of depressed clients, whilst accepted 
by their counsellor, may come to irritate and annoy the counsellor, 
almost as if they were actually designed for that purpose.  
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In normal grief, the response is accepted as appropriate and normal by 
both the grieving person and those around them.  
 
In depression, the response readily conveys the notion that something 
is not right about what is going on.  
 
Clients who have experienced previous depressions are more likely to 
experience depression, rather than normal grief, at the time of a major 
loss. Depressed clients much more frequently present the threat of 
suicide than does the grieving person.  
In normal grief, your client may not show the marked lowering of self-
esteem and the sense of worthlessness that may be of delusional 
proportions in melancholic depression and which may also give rise to 
suicidal attempts.  
 
As a counsellor you will need to anticipate the possibility of a wide 
range of emotions and behaviours, accept your grieving clients 
reactions and respond accordingly. Therefore, it is often useful for both 
you and your client to have an understanding about the grieving 
process. 
 
The Process of Grief 
 
The process of grieving in response to a significant loss requires time, 
patience, courage and support. Your client will likely experience many 
changes throughout the process. Both writers and counsellors have 
described these changes as an experience of shock, followed by a 
long process of suffering and finally a process of recovery. These 
processes along with stress management and obstacles are described 
below. 
 
Shock.  
 
• This will often be your clients initial reaction to their loss. Shock is 

their emotional protection from being too suddenly overwhelmed by 
their loss. Your client may feel stunned, numb, or feel disbelief 
concerning their loss. Whilst in shock your client may not be able to 
make even the simplest of decisions. Shock may last a matter of 
minutes, hours, or (in severely traumatic losses) for a longer period 
of time. 

 
Suffering.  
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• This is the period of grief during which your client will gradually 
come to terms with their reality of the loss. The suffering process 
involves a wide range of feeling thoughts and behaviours, as well as 
an overall sense of life seeming chaotic and disorganised. Some 
common features of suffering include:- 

 
Sadness.  
 
• Sadness is perhaps the most common feeling you will find with your 

clients. It often, but not necessarily manifests itself in crying. 
Reminders of their loss and its permanence often trigger sadness. 
Sadness may also become quite intense and your client may 
experience both emptiness and despair.  

 
Anger.  
 
• Anger can be one of the most confusing feelings for your client. 

Anger can be a normal response to your client feeling powerless, 
frustrated, or even abandoned. Anger can also be a normal 
response to your client feeling threatened; a significant loss can 
threaten your clients basic beliefs about themselves and about their 
life in general. As a consequence, their anger may be directed at 
themselves, at God, at life in general, for the injustice and for others 
involved, or, in the case of death, at the deceased themselves for 
dying.  

 
Guilt.  
 
• Guilt and less extreme self-reproach are common reactions to 

things your client did or failed to do before their loss. For example, 
many of your clients may reproach themselves for hurtful things 
they have said, loving things they left unsaid, not having been kind 
enough when the chance was available and actions not taken that 
might have prevented the loss, etc.  

 
Anxiety.  
 
• Your clients anxiety can range from mild insecurity to strong panic 

attacks; it can also be fleeting or persistent. Your client may 
become anxious about their ability to take care of themselves 
following a loss. Also they may become concerned about the well 
being of other loved ones.  

 
Physical.  
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• Often, grief is accompanied by periods of fatigue, loss of motivation 

or desire for things that were once enjoyable, changes in sleeping 
and eating patterns, confusion, preoccupation and loss of 
concentration. Suffering may often be the most painful and 
protracted stage for your client, but it is still necessary.  

 
• For most of your clients these many emotional and physical 

reactions are common symptoms that will stabilise and diminish 
with time as your clients move through the grieving process. If these 
symptoms persist, it may be important for you to seek other 
professional help. 

 
 
 
 
Recovery.   
 
• The aim of grieving is not to eliminate all pain or memories of your 

clients loss. Instead, the aim is to attempt to reorganise your clients 
life so that their loss is one important part of life rather than the 
centre. As their recovery takes place, your client will be better able 
to accept their loss and resume a "normal life" and be able to re-
invest time, attention, energy and emotion into other parts of their 
life. Their loss will still be felt, but it has become part of their more 
typical feelings and experiences. In shock your clients actions are 
mechanical. They do what they have to do. In suffering their actions 
will be forced by conventions or by their own restlessness. But in 
recovery, your actions are by your own free choice. 

 
The Management of Grief.  
 
Your clients should not be deprived of an opportunity to experience 
their grief. Grief can ultimately be a rewarding and maturing process. 
You cannot postpone grief, for it will reach expression in some way. 
Allowing your client to express their feelings should be encouraged. 
The more sustained the inhibition of feelings, the more intense they are 
likely to be when finally expressed. Counselling that places the 
emphasis on living through and talking about their loss may prevent 
your clients depressive reactions or pathological mourning.  
 
Counselling should emphasise the present and recent past and the aim 
should be to help your client deal with their loss, rather than to aim at 
personality or character change. Within an atmosphere of trust and 
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support, your clients can be encouraged to express and explore both 
negative and positive feelings towards the deceased person. In order 
to work through their grief, your clients may need to confront the 
perfect image the deceased retains. As with all challenges in 
counselling, this skill should only be used when your relationship is 
firmly established. It is not unusual for clients to experience; feelings of 
relief for a death that occurred when it did and feelings of anger over 
having been abandoned by the deceased and other 'unacceptable' 
feelings, that seem inappropriate to the depth of feeling about the 
magnitude of their loss. In order for you to give the right kind of help to 
your bereaved clients, it is essential you see things from their point of 
view and respect their feelings.  
 
If your clients feel that you can understand and sympathise with them 
in the task they have set for themselves, then there is every chance 
that they will be able to express the feelings that are bursting within 
them.  
 
 
Obstacles.  
 
Grief is both misunderstood and neglected. Because responding to 
death is often awkward, uncomfortable, even frightening, your clients 
may avoid having to deal with their grief. This can make their 
experience more lonely and unhappy than it might be otherwise. 
Additionally, society promotes many misconceptions about grief that 
may actually hinder your clients recovery and growth. For example, 
many people believe it necessary to try to change how a grieving 
person is feeling and may do so by making statements such as, "You 
must be strong," "You have to get on with your life," or "It's good that 
they didn't have to suffer." Such clichés may help the one saying them 
but are rarely helpful to your client. Society also promotes the 
misconception that it is not appropriate to show emotions except at the 
funeral and that recovery should be complete within six months. You 
must try to avoid these and other ways of minimising your clients grief. 
Your clients need to be encouraged to recover, in their own ways. 
 
Remember  
 
The ultimate goal of counselling is to provide an opportunity for your 
client to work towards having a more satisfying and resourceful way of 
life. (We must bear in mind that the objectives of some counselling 
relationships will be different, depending on the client's individual 
needs).  
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Counselling is concerned with addressing and resolving specific life 
problems ie.  Making conscious decisions, coping with specific 
personal crisis, developing a personal insight, and clearing feelings of 
inner conflict, or improving personal relationships. Also the counsellor 
will assist the client to overcome their problem scenario’s or 
behaviours, which are proving troublesome, and to identify a point 
where it would be possible to initiate autonomy. You will also act as 
facilitator to help the client to work towards their aspirations.  
 
Remember, as a counsellor you are trained to help your clients 
understand more about themselves and about what is happening 
within their lives, so that they can approach their lives with more clarity 
and a fresh perspective. 
 
STRESS 
 
What is stress?  
  
Stress is our body's way of responding to any kind of demand. It can 
be caused by both good and bad experiences. When people feel 
stressed by something going on around them, their bodies react by 
releasing chemicals into the blood. 
 
These chemicals give people more energy and strength, which can be 
a good thing if their stress is caused by physical danger. But this can 
also be a bad thing, if their stress is in response to something 
emotional and there is no outlet for this extra energy and strength. This 
class will discuss different causes of stress, how stress affects you, the 
difference between 'good' or 'positive' stress and 'bad' or 'negative' 
stress, and some common facts about how stress affects people 
today. 
 
What Causes Stress? 
 
Many different things can cause stress -- from physical (such as fear of 
something dangerous) to emotional (such as worry over your family or 
job.) Identifying what may be causing you stress is often the first step 
in learning how to better deal with your stress. Some of the most 
common sources of stress are: 
 
Personal stress 
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In a home situation the following may cause stress. Bereavement, 
family illness, Separation from a partner or family member, moving 
location and your children's behaviour or educational performance 
 
Survival Stress   
 
You may have heard the phrase "fight or flight" before. This is a 
common response to danger in all people and animals. When you are 
afraid that someone or something may physically hurt you, your body 
naturally responds with a burst of energy so that you will be better able 
to survive the dangerous situation (fight) or escape it all together (flight).  
 
Internal Stress  
 
Have you ever caught yourself worrying about things you can do 
nothing about or worrying for no reason at all? This is internal stress 
and it is one of the most important kinds of stress to understand and 
manage.  
 
Internal stress is when people make themselves stressed. This often 
happens when we worry about things we can't control or put ourselves 
in situations we know will cause us stress. Some people become 
addicted to the kind of hurried, tense, lifestyle that results from being 
under stress. They even look for stressful situations and feel stress 
about things that aren't stressful. 
 
Environmental Stress  
 
This is a response to things around you that cause stress, such as 
noise, crowding, and pressure from work or family. Identifying these 
environmental stresses and learning to avoid them or deal with them 
will help lower your stress level. 
 
Fatigue and Overwork  
 
This kind of stress builds up over a long time and can take a hard toll 
on your body. It can be caused by working too much or too hard at 
your job(s), school, or home. It can also be caused by not knowing how 
to manage your time well or how to take time out for rest and 
relaxation. This can be one of the hardest kinds of stress to avoid 
because many people feel this is out of their control.  
 
A few questions and answers about stress: 
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Question: How Can I Eliminate Stress from My Life?  
 
Answer: As we have seen, positive stress adds anticipation and 
excitement to life, and we all thrive under a certain amount of stress. 
Deadlines, competitions, confrontations, and even our frustrations and 
sorrows add depth and enrichment to our lives. The goal is not to 
eliminate stress but to learn how to manage it and how to use it to help 
us.  
Insufficient stress acts as a depressant and may leave us feeling bored 
or dejected; on the other hand, excessive stress may leave us feeling 
"tied up in knots." What we need to do is find the optimal level of 
stress, which will individually motivate but not overwhelm each of us.  
  
 
 
 
 
Question: How Can I Manage Stress Better?  
 
Answer: Identifying unrelieved stress and being aware of its effect on 
our lives is not sufficient for reducing its harmful effects. Just as there 
are many sources of stress, there are many possibilities for its 
management. However, all require work toward change: changing the 
source of stress and/or changing your reaction to it. How do you 
proceed?  
• Become aware of your stressors and your emotional and physical 

reactions. Notice your distress. Don't ignore it. Don't gloss over your 
problems. Determine what events distress you. What are you telling 
yourself about meaning of these events? Determine how your body 
responds to the stress. Do you become nervous or physically 
upset? If so, in what specific ways?  

 
• Recognize what you can change. Can you change your stressors by 

avoiding or eliminating them completely? Can you reduce their 
intensity (manage them over a period of time instead of on a daily or 
weekly basis)? Can you shorten your exposure to stress (take a 
break, leave the physical premises)? Can you devote the time and 
energy necessary to making a change (goal setting, time 
management techniques, and delayed gratification strategies may 
be helpful here)?  

 
• Reduce the intensity of your emotional reactions to stress. The 

stress reaction is triggered by your perception of danger...physical 
danger and/or emotional danger. Are you viewing your stressors in 
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exaggerated terms and/or taking a difficult situation and making it a 
disaster? Are you expecting to please everyone? Are you 
overreacting and viewing things as absolutely critical and urgent? 
Do you feel you must always prevail in every situation? Work at 
adopting more moderate views; try to see the stress as something 
you can cope with rather than something that overpowers you. Try 
to temper your excess emotions. Put the situation in perspective. 
Do not labour on the negative aspects and the "what if's." Learn to 
moderate your physical reactions to stress.  

 
• Slow, deep breathing will bring your heart rate and respiration back 

to normal. Relaxation techniques can reduce muscle tension. 
Electronic biofeedback can help you gain voluntary control over 
such things as muscle tension, heart rate, and blood pressure. 
Medications, when prescribed by a physician, can help in the short 
term in moderating your physical reactions. However, they alone are 
not the answer. Learning to moderate these reactions on your own 
is a preferable long-term solution.  

 
• Build your physical reserves. Exercise for cardiovascular fitness 

three to four times a week (moderate, prolonged rhythmic exercise 
is best, such as walking, swimming, cycling, or jogging). Eat well-
balanced, nutritious meals. Maintain your ideal weight. Avoid 
nicotine, excessive caffeine, and other stimulants. Mix leisure with 
work. Take breaks and get away when you can. Get enough sleep. 
Be as consistent with your sleep schedule as possible. Maintain 
your emotional reserves.  

• Develop some mutually supportive friendships/relationships. Pursue 
realistic goals, which are meaningful to you, rather than goals others 
have for you that you do not share. Expect some frustrations, 
failures, and sorrows. Always be kind and gentle with yourself -- be 
a friend to yourself. 

 
WHOLISTIC RESEARCH 
 
There is a heightened interest in integrative care - the blending of 
complementary/ alternative medicine with conventional medical 
practice. On the one hand this is motivated by clients' demands for 
services that complement conventional medical care, and on the other 
hand by health care providers' awareness of economic opportunities 
and to a lesser extent by their awareness of the benefits of 
complementary therapies. 
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Wholistic Healing approaches empower clients to participate in their 
own health care. They enhance the integrity and the spirit of dignity in 
the healing encounter between clients and caregivers - who are 
increasingly under pressures of time and monetary constraints that are 
eroding their roles as carers. Complementary therapies introduce 
philosophies and methods of health care that promote whole-person 
care and acknowledge the place and needs of the caregiver in this 
process. 
 
Wholistic therapies are potent interventions that can enhance health 
and help to treat many illnesses that conventional medicine has limited 
means to treat.  
Illnesses that can be helped include allergies; arthritis; asthma; heart 
disease; backaches, headaches, and other pains; irritable bowel 
syndromes; menopausal problems, urinary tract dysfunction's; 
neurological disorders (including post- traumatic brain disorders, such 
as cerebral palsy and strokes); cancers; AIDS; chronic fatigue 
syndrome; and many more. 
 
Members of the public are rapidly learning the benefits of 
complementary therapies and are voting for them with their dollars in a 
big way. Several surveys in America have shown that just about as 
many dollars are paid (out of pocket) for complementary therapies as 
are paid (mostly out of insurance) for conventional medical care. Public 
pressure has been a major driving force in accelerating the pace of 
development of integrative care.  
 
Members of the public are also choosing complementary therapists 
because they feel that doctors focus too much on their diseases and 
too little on themselves as people.  
Wholistic therapists spend 30-120 minutes per session with their 
clients compared to 10-30 minutes for visits to doctors. Conventional 
medicine focuses on your symptom and disease management of your 
medical or surgical problems, while wholistic therapies focus on you as 
the person who has the problems. 
 
CAM approaches provide whole-person care - addressing people 
rather than diseases, caring rather than curing, using all possible 
therapeutic modalities rather than a limited few, and empowering 
clients wherever possible to use self-care approaches and to be active 
participants in decisions regarding their health.  
 
The very word client suggests a passive person who patiently waits for 
treatment. Bernie Siegel proposes that we use the word respant, 
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designating people with problems as responsible participants in their 
own care.  
 
Terminology informs, guides, and shapes the actions of therapists and 
public. Particular attention to terminology will be given to clarifying new 
ways of conceptualising and approaching health care.  
Integrative Care: Allopathic Medicine combining with CAM Therapies.  
Allopathic Medicine: Conventional, Western medical care as provided 
in the average hospital, medical clinic, and private doctors' offices.  
Complementary Therapies: Term for therapies such as acupuncture, 
chiropractic, homeopathy, massage, osteopathy, yoga and many more 
approaches. I prefer this term over the more frequently used Alternative 
Therapies.  
 
Complementary promotes collaboration of colleagues using allopathic 
and complementary therapy approaches, working as equals for the 
benefit of people needing help. This term is the essence of a both/ and 
approach to health care.  
 
Alternative Therapies: Term most commonly used for what we are 
calling Complementary Therapies. Alternative suggests that people 
have to choose between types of therapies on an either/ or basis. I feel 
this term is divisive and promotes competition rather than 
collaboration.  
The term is also used to denote methodologies transferred from the 
various complementary therapies and applied for symptom 
management within allopathic medical frameworks.  
Complementary/ Alternative Medicine (CAM): Synonym for 
Complementary and Alternative Therapies.  
Wholistic Healing Approaches and Therapies: Approaches that seek to 
bring people to a state of wholeness in body, emotions, mind, 
relationships (with other people and the environment), and spirit.  
Body-mind Therapies: Approaches that assume that the mind, 
emotions, and body are an integral unit in health and illness.  
Spirit: That part in each of us that is known (and can only be known) 
intuitively, with an inner knowing that is immanent and transcends 
logic, that connects with the vast worlds of material nature and of 
noetic (beyond words), transpersonal/ Divine realities.  
 
The spiritual is invariably distorted when it is translated into words.  
Soul: Term used by some to indicate an enduring aspect of life that 
survives physical death and incorporates the lessons the spirit learned 
into an enduring consciousness. (Others may reverse the meanings of 
spirit and soul as defined here.) 
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Bodyspirit Therapies: Approaches which assume that the soul and 
spirit incarnate for lessons in the school of physical life, and that 
illnesses, emotional difficulties, and relational challenges are such 
lessons.  
 
• Wholistic Care addresses the person rather than merely treating 

their problems. These including body, emotions, mind, relationships, 
and spirit.  

 
• Dis-ease is addressed along with disease. 
 
• Health awareness and prevention of illness. 
 
• Caring and curing are emphasised equally. 
 
• The person who is the therapist is as important as the therapeutic 

modality used. 
• The recipients of care are full participants in their own care and 

treatment  
 
Wholistic care addresses the person who has the disease rather than 
the disease the person has. 
Western medical practice has tended to specialise in treating various 
parts of people. Several factors have contributed to this trend: 
First, the overload of medical information makes it impossible for any 
one practitioner to master all. 
 
Wholistic medicine addresses the whole person - body, emotions, 
mind, relationships (with other people and with the environment), and 
spirit, assuming that each component may need attention individually 
but that each is intimately related with all of the others. Emotional or 
relational problems may bring about stress reactions in the body. 
Physical conditions may influence psychological states and alter 
relationships. Spiritual upliftment may make difficult emotional and 
physical problems more tolerable.  
We tacitly acknowledge this in our language, as the origins of the word 
heal are in the Germanic and Old English roots of haelen, "to make 
whole. "Many complementary therapists practice within wholistic 
frames of reference. For instance, acupuncture assumes that proper 
balances in subtle energies within the body and diet are vital to health.  
Homoeopathic clinical histories may require two hours of explorations 
concerning a person's personality, stresses, lifestyle, family history, 
and relationships, in addition to very detailed explorations of 
symptoms, history of illnesses, immunisations, and more. A broad 
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range of  therapies views the body and psychological states as a unity, 
sometimes referring to this as the body-mind. These include 
Aromatherapy, Reflexology, Applied Kinesiology, Counselling, Colour 
Healing, Therapeutic Touch, Spiritual Healing, and more. Some 
practitioners of these therapies also focus upon spiritual awareness in 
their interventions. Clients of many complementary therapists are often 
as pleased with the fact that someone has taken the time to listen to 
them as with any of the specific therapeutic interventions they receive.  
However, not all complementary therapists have a wholistic approach. 
Some apply various methodologies in a mechanistic manner, focusing 
primarily upon symptoms and not on the whole person. Self-care is 
strongly emphasised in wholistic treatment. Diet, abstention from 
harmful substances, exercise, relaxation, meditation and imagery 
exercises may be prescribed as essential aspects of treatment. 
The role of the wholistic health care professional is often that of a 
model, a counsellor and a companion in the journey of life -- as much 
as that of a therapist and advisor. When you bring a problem to a 
wholistic therapist, one of the first questions you may be asked is, 
"What do you think this symptom or illness is saying?" This often leads 
to a discussion of stress factors, dietary and lifestyle considerations, 
and support systems that you may be able to alter in order to improve 
your condition. "Who is the pain in your neck?" or "What do you think 
your stomach is grumbling about?" may bring into focus some of the 
ways in which people feel about their stresses or unhealthy lifestyles. 
De-stressing is a major focus of wholistic care, both as a treatment and 
as a preventive health measure. Learning to deal with illness is another 
focus. Caring is emphasised more than curing. Although 
complementary therapies may add many options for treating illnesses, 
the wholistic approach emphasises caring for the person as the highest 
priority. The caring and counselling skills of the therapist are often as 
important as their knowledge and skills in their particular therapeutic 
modality. Death is accepted as a natural part of the life process.  
People are helped to understand and anticipate the process of dying, 
to make living wills in which they specify the measures they wish to 
have applied to themselves when their physical and mental health may 
be severely impaired.  
The physical and psychological wellbeing of health carers is of great 
importance in wholistic care because the carers are themselves 
instruments for enhancing the wellbeing of clients. Wholistic carers 
believe that one of the most important ways of introducing wholistic 
approaches is to model for their clients that which they wish to teach. 
Wholistic carers often follow many of the self-care practices that they 
advocate, such as diet, exercise, and various ways of de-stressing. 
Wholistic care encourages carers to find peer support and supervision 
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that enables them to de-stress from the burdens of clinical caring. De-
stressing enables carers to be more available for their clients, to deal 
with the responsibilities and stresses of clinical care, to empathise with 
clients emotional distress, and to model for clients how to deal with 
problems. Wholistic care is much more a set of attitudes and ways of 
being than a set of methodologies. Those carers who have adopted 
CAM approaches usually find that their lives are substantially enriched 
and their ways of coping with stress are markedly enhanced. However, 
this approach may not appeal to every health care professional. 
 
 
 
 
 
 
 
 
 
 
CONGRATULATIONS 
 
You have now completed the Foundation Listening/Counselling 
Course. If you wish to have a certificate of completion (not mandatory) 
you will be required to answer some questions.  
 
Some of the questions are very simple and will only require a little 
effort. Others require more effort and will therefore take longer to 
complete. After you have completed the question page return it to 
Body & Soul by email or (full details below) if you have achieved a 
pass (as I am confident you will) you will be sent your Certificate of 
completion. 
Please ensure that you state clearly your name to be shown on the 
certificate. Please note that subsequent certificates will be charged 
for. 
 
Please email your answers to hello@bodyandsoultraining.co.uk 
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QUESTIONS 
 
Name:………………………………………………… 
 
Student No:………………………. 
 
Q.1.    State the' aim' of counselling. 
 
 
Q.2.    What is meant by Trial and Error?  
 
 
 
Q. 3.    What should a counsellor not try to do? 
 
 
 
Q.4.      What does counselling not claim to be? 
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Q. 5.    Define' active listening'. 
 
 
Q.6.     Write in your own words what listening skills include.( minimum 
300 words) 
 
 
Q.7.      What is known as the 'bedrock' of the counselling relationship  
 
Q.8.        Explain why it is essential that a person should not be  
              deprived of the opportunity to  experience grief. 
 
 
Q.9.       In your own words define grief. 
 
 
Q.10.     In your own words define stress. 
 
Q11.  Who were the three main people associated with consciousness 
and what were they famous for? 
 
 
 
 
 
Q12.  Explain the different levels of consciousness between conscious, 
preconscious and unconscious. 
 
 
 
 
 
Q13.  Give examples of 3 closed questions and 3 open questions and 
explain their value. 
 
 
 
 
 
 

CASE STUDIES 
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We would like you to complete 4 separate case studies.   Please 
include a brief personal profile of each client and how you believe 
your treatment using counselling/listening skills benefitted them.  
Also please include reflective practice and how the client felt after 
treatment. 

 

https://en.wikipedia.org/wiki/Reflective_practice 

Reflective practice is the capacity to reflect on action so as to 
engage in a process of continuous learning.  According to one 
definition it involves "paying critical attention to the practical 
values and theories which inform everyday actions, by examining 
practice reflectively and reflexively. This leads to developmental 
insight".[2] A key rationale for reflective practice is that experience 
alone does not necessarily lead to learning; deliberate reflection 
on experience is essential.[3][4] 

Reflective practice can be an important tool in practice-based 
professional learning settings where people learn from their own 
professional experiences, rather than from formal learning or 
knowledge transfer. It may be the most important source of 
personal professional development and improvement. It is also an 
important way to bring together theory and practice; through 
reflection a person is able to see and label forms of thought and 
theory within the context of his or her work. A person who reflects 
throughout his or her practice is not just looking back on past 
actions and events, but is taking a conscious look at emotions, 
experiences, actions, and responses, and using that information to add 
to his or her existing knowledge base and reach a higher level of 
understanding 

 

 
 
 
 
 


