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Generally speaking, the best approach to silence is not to be intimidated by it
uncomfortable with it but to understand and embrace the silence as an approp
attending behavior. Wait with patience, take 2 deep breath, drink a sip of water, .
remain relaxed and attentive. As you develop your ability to use this skill, you will fin
that silence is an asset to the relationship. Being able to sit quietly, waiting to see wha
r new revelation will emerge, is worth the wait. Sometimes saying absolutely nothing
| exactly what is needed. Use silence intentionally as a way of encouraging the client
be reflective and sit with his or her thoughts and feelings. On a final note, for nonnat
' English speakers, it is important slow the pace of the conversation to give the client
time he or she needs to think in his or her second language (English) and respond
Liyour questions.

As you watch Mrs. Kita and Diane interact, pay close attention to their attend
behaviors. You can hear and see the pacing of the interview. Watch for the give-and-ta
pay attention to how they lean into each other. Watch as Diane gives Mrs. Kita plen
of time to think about how she wants to respond to questions. Listen to their tone of
voice. Close your eyes and simply listen to the conversation. Can you hear the care an
concern being conveyed? Watch their facial expressions, eye contact, and body posture.

It is through the nonverbal portion of their communication that the essence of the rela-
tionship is affirmed
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Single-word/phrase utterances such as "hmmm,” “uh-huh,” “okay,” “um,” and “go
»n” also convey an interest in the client and serve as inducements for the client to pro
d. Furthering responses provide noninvasive support and a way to monitor the flow
»f the interview (Hill & O’Brien, 2014)

As you listen to the instructor discuss furthering responses, how might you use
this skill to convey interest in your client’s continuation of their story?

Additionally, using furthering responses such as “And . . . ?” or “hmmmm" or “but”
encourage the client to continue talking. The social worker is subtly directing the client
to follow the line of conversation by saying very hittle yet letting the client know where

the social worker would like to take the interview.

Watch as James uses the furthering response “um . . .hm” to encourage Anthony
to continue with his train of thought. Can you see how this simple strategy keeps
Anthony talking?

The example in Box 5.2 illustrates the use of attending behaviors and other
basic interviewing skills. Through reflection of feeling statements, paraphrasing,
and furthering responses, social workers convey to clients an understanding of their
experiences.

Franny—Attending Behav

Franny: | don't know, but she always ends up in some kind of
trouble, with me bailing her out

ranny is in her mid-70s. She is living on a very limited
budget. She is concerned about her daughter’s financial

demands. Social Worker: hmmmm (Furthering response)

Franny: My daughter refuses to discuss her finances
with me, but she insists she has no money and needs
aloan

Franny: | know she counts on me to help her, and | usually
do, but | won't lend her money unless she tells me what
it's for. | can't keep doing this. It's tearing me up inside

Social Worker: A loan? (Furthering responses, direct

Social Worker: (Silence 10-15 seconds—a furthering
eye contact)

response strategy)

Franny: A loan, for something, but she won't tell me what
That leaves me thinking the worst, like she owes money
to some criminals.

Social Worker: And

Franny: You know, | really feel angry about this whole thing. She
uses me and doesn't give it a second thought. She feels jus-
tified and entitled to anything | have. ... many people in my
Iife treat me this way. She is my daughter, so | make excuses

(Furthering response)
for her. But as much as | hate to admit it, it isn't just her

Franny: It scares me to death. | don't want anyone coming

after her or me Social Worker: You end up feeling used. (Reflection of feel-

ing) Can you describe some other situations when you
have felt this way? (Open-ended question, leaning in and
looking directly at client)

Social Worker: That is unsettling. (Paraphrasing, said slowly
and with concern) What do you think is going on with her?
(Open-ended question)




