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Question

* Are clients (Interchangeable title; patients, residents,
individual) trained to be clients?
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The Client as 'Expert’

 The Practitioner Model

— Working with clients via ‘scientific means'’

— Expertise accumulated
* Problems and solutions

— Solution Building
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The Client as 'Expert’

 Client Model

— Client is accepted as an ‘expert’ in their own lives

— Client provides ‘frames of reference’ for the practitioner to
follow
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Changes - Aspirations

« When clients are asked:

» What they would like to see changed in their lives
— They customarily answer with a description of their problems
— Client definitions of problems are accepted

— Clients are interviewed about what will be different in their lives
when their problems are solved

(de Jong & Berg, 2002a)
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Changes - Aspirations

» About their perceptions of exceptions to their problems:

— Client's perceptions are respected as evidence of clients' inner
resources (strengths) and sources of information about useful
outer resources that exist in the contexts in which they live.

 As advocates we:

— Listen carefully and work hard to respect the directions in which
clients want to go with their own lives, and the words they use

to express these directions. (de Jong & Berg, 2002a)
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The Art of Active Listening

Practitioners who are accomplished at solution building
have learnt how to listen to the client

With solution- building ears,

They hear the client’s story
Without filtering it through their own frame of reference

(Berg & Kelly, 2000, p. 15)




Formulating Questions:

* Interviewing a client is a process of;
— Formulating and asking a question
— Listening to the answer
— And then formulating and asking another question

* |n a solution-focussed interview
— It Is a practitioner's job to listen
— And formulate

— And the client's job to answer
(de Jong & Berg, 2002a)
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It's all about the Detalls

 Clients often make vague statements and sweeping
generalisations such as

— "Things are going much better between my kids and me”

« Often, inexperienced interviews note these statements
without asking for clarifications

* In Solution building, interviewers always attempt to clarify
statements for both themselves and the client by asking
for details (de Jong & Berg, 20022




* For Example:

— "Things are going much better between me and my kids”

— "Good, what has been happening that makes you feel that
things are going better?”

(de Jong & Berg, 2002a)
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It's all about the Detalls

* Getting details means:  This is called the "who and
— Asking questions how"” questions

* Who * These questions are the ones
* What which will most likely get the

* When d St larifi ; f
« Where escriptive Clari Ications Trom

And How of the client’s statement the client
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Echoing

« Echoing is based on a practitioner's awareness that:

— While it may be meaningful to them, the language clients use to describe
their experiences and relationships is often vague to practitioners

— One way to resolve ambiguity is to simply repeat or echo key words used
by the client

— Key words are those clients use to capture their experiences and the
meaning they attribute to these experiences:

* "My life is a mess”

* "What do you mean by a mess"?
(de Jong & Berg, 2002a)
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Normalising

Normalising is an important aspect of interviewing a client

A person in need of support may feel that their difficulties are
not normal and may be embarrassed to talk about them.
It involves letting the client know that their feelings are valid

and relevant
And working out with your client if their difficulties are within

the ‘'normal’ range of ordinary problems of living
(de Jong & Berg, 2002a)
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The Use of Silence

Most beginning practitioners are very uncomfortable with
silent pauses in interviews, silences tend to make a new

practitioner freeze.

What silence means to the client is almost always different
from what an anxious practitioner takes it to mean.

Silence may mean the client is sorting out his or her thoughts,
Is confused or angry about the situation just described

Or is simply taking a short breather from the work at hand.
(de Jong & Berg, 2002a)




The Use of Silence

* |t is important to respect silence.

» The solution building approach calls for practitioners to
Increase their toleration of client silences
* |n western societies

— After five seconds most people feel pressure to fill a silence by
saying something

— Silence for 10, 15, or 20 seconds is normal

— By remaining silent, clients are given an opportunity to work on the
answer.

(de Jong & Berg, 2002a)
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Complements

 Clients have personal qualities and past experiences that
If drawn on can be of great use in resolving their
difficulties and moving forward.

« Complimenting should not be motivated by a desire to be
kind to clients

— Nor should it be motivation to be liked by the client

(de Jong & Berg, 2002a)




Complements

* A Direct compliment is a — "How have you managed to
positive evaluation or reaction make the household so calm?

in response to the client * Indirect complimenting is
— "You are a caring mother!” preferable to direct

complimenting because it's
guestioning format leads
clients to discover and state
their own strengths.

* An Indirect Compliment is a
qguestion that implies
something positive about the

client:
(de Jong & Berg, 2002a)
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Complements

* A Self-Compliment
— "I decided to quit Smoking!”
* The job of the practitioner is to recognise such

compliments as possible signs of progress and reinforce
them with indirect compliments.




Affirming Clients’ Perspectives

A perception is some aspect of a person’s self-awareness
or awareness of his/her life.

This awareness Is achieved through the senses
The person’s capacity to think and feel and their intuition
Perceptions are holistic

Including a person’s thoughts, feelings, behaviours, and

experiences.
(de Jong & Berg, 2002a)




Affirming Clients’ Perspectives

 Practitioners learn about a client’s perceptions
— By asking the client to describe them in words

* The client’s description of their perceptions may be
productively thought of as the interplay between the
client’s experiences and frame of reference.

(de Jong & Berg, 2002a)




Returning the Focus to the Client

Often clients talk about what they would like others to do
differently

They tend to talk as though they are powerless in their
circumstances and at the mercy of others.

It is important to listen to and respect these perceptions
because they represent how client’s view these certain parts
of their lives.

To be able to move from a sense of powerlessness to a sense
of empowerment, the client needs to shift their focus.

(de Jong & Berg, 2002a)
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Returning the Focus to the Client

* Practitioners can help clients to make this shift:
— "What tells you that your children can be more helpful?”

— "When things are going better, what will be happening
differently?”

— "What will others notice you doing differently?”

(de Jong & Berg, 2002a)




Exploring Client Meanings

 Clients often wonder about
— The meanings of events in their lives

— And sometimes ask their practitioners for their thoughts about these
meanings.

* In solution building

— kase Practitioner does not attempt to interpret clients’ experiences for
them

— Questions are commonly used to invite clients to struggle with and
construct their own meanings

— Asking if something clients did in the past or are contemplating doing in

the future might be useful/helpful
(de Jong & Berg, 2002a)
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Structure of a Solution-Focussed Interview

A solution-focused interview is
organised through two activities:

Solutions that are based on
Well-formatted goals that come expectations

from client’s wishes « The goals must be important to the
client




Structure of a Solution-Focussed Interview

* The Goals:

— Vision from the present and the future

— What the client is doing now for the goal

ne goal is related to the outcome, to the clients wishes
ne positive details of client's future

necific steps

— Action plan in detall

(de Jong & Berg, 2002a)
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Structure of a Solution-Focussed Interview

* The Goals is:
— Always negotiate with the client
— Rather small than big
— Measurable
— Realistic and achievable

(de Jong & Berg, 2002a)
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Structure of a Solution-Focussed Interview

The general phase patten of a
solution focussed interview:
Describing and identifying
problems, hardships

— The client is given the chance to
describe his/her concerns

Developing a well-formulated
goal(s)

— What is different when problems
are solved?
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» Exploring exceptions
— Was there a time in their life when

the problem was not occurring or
was smaller

 Feedback at the end of the
session

— Compliments what client is already
doing well

 Evaluating client’s progress
— Using scaling questions
(de Jong & Berg, 2002a)




A Critical Exploration: Question

* Are clients trained to be clients?




Interview Exercise

Work in Pairs.

Person 1) Tell your partner about a time you had to make a
decision that was difficult, but don't tell them the solution
that you made.

Person 2) Decide how to respond to your partner in a
solution-focussed way.

Construct an interview based on the solution-focussed
approach
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