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abrupt transitions, 174—75

abstraction level in questioning, 248

accented transitions, 174

accenting nonverbally, 73

acceptance, 85-qgo

accountability of interviewer, 9, 17, 104

acculturation, 292

acronyms and jargon, 36

address, forms of, 136, 140, 317

ADL:s (Activities of Daily Living), 305

adolescents: confidentiality regarding,
103; and sexual identity, 300-302, 308

advice, 216—20, 238

advocacy interviews, 279

affect blends, 68

affective sharing, 2go

African Americans: and cultural knowl-
edge, 293-94; and proxemics, 65; and
White interviewers, 288-91. See also
race and ethnicity

aged clients. See elderly/senior clients

ageism, 303

agencies: institutional and residential
settings, 135-37, 355-04; and invol-
untary clients, 310-12; locating the
appropriate, 121—22; office setting in
125—26; physical environment of, 57,
123, 125
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agreement to interview, obtaining, 145

alternative questions, 268-69

American Psychiatric Association,
208

American Psychological Association, 298

amplification, nonverbal, 73

anatomically correct dolls, use of, 322,
326

Anatomy of an Illness (Cousins), 226—27

Angier, Natalie, go

Anglo-Americans and proxemics, 65

antecedents of questions, 248—49

anticipating nonverbally, 73

antithetical demands, resolving, 342—43

articulation, 62

artifactual communication, 57-59,
79-80

Asians/Asian Americans, cultural knowl-
edge of, 57, 100, 292-93, 295

assessment, 33, 153-54, 188-90, 339, 340,
364-69

attending behaviors and minimal
encouragements, 154—58

attitude in questioning, 266

aural thinking, 156

authenticity in the relationship, 74,
9395

aversive racism, 289
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back-channel responses, 29

background: of client, 117-18; of inter-
viewer, 118-19

bad news, 210-13

barriers to communication, 24-25, 38

baseline behavior, 79

behavior change, 153, 31920

bias: implicit racial, 2go—91; questions
revealing, 256

bio-psycho-social orientation, 15-16

blaming of client, 86

body language: absent in computer com-
munication, 138, 139; kinesics, 65-60,
8o; meaning conveyed by, 43, 71;
SOLER, 154-55. See also nonverbal
communication

Borge, Victor, 232

boundary crossing, 208

bridge, relationship as, 82

Brody, Jane, 227

bullying and harassment, 300

“by-the-way” disclosures, 279

Camreta v. Greene, 322

censoring, nonverbal behavior evading,
72

chat, online, 138

children: accompanying client, 126;
as clients, 325—30; confidentiality
regarding, 103; interviewing, 323-25;
sexual abuse cases, 320-31

chronomics, 56-57

“circling,” 141

clarification, 167, 192—94, 251-53

client(s): approaching the interview,
122-23; capacity for relating and com-
municating, 118; competence of, 338;
as message transmitter and receiver,
28; motivation to participate, 153;
questions asked by, 272—73; questions
as training/socialization for, 241—42,
242; role induction of, 145—47; select-
ing and locating an agency, 120—22;
terminating interview, 276; waiting,
124
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client-therapist sex, 61

closed questions, 24648, 247, 329-30

closure, 49, 278

clothing: as communication, 58-59; in
hospital setting, 136; and safety, 135

Code of Ethics (NASW), 97, 101

cognitive barriers to communication, 38

cognitive dissonance, 113

cognitive orientation, 195

co-membership, 142

“coming out,” 299300

communication: artifactual, 5759,
79—80; barriers to, 2425, 38;
clothing as, 58-59; cognitive bar-
riers to, 38; concreteness in, 37;
cycle of, 28; defining, 19-21, 39;
emotional-psychological-social barri-
ers to, 38; as irreversible, 21; metacom-
munication, 21-22, 56; phatic, 141;
physical barriers to, 38; privileged, 104;
sequential steps of, 22—29; serial nature
of, 20-21; text-based, 138. See also non-
verbal communication

competent interviewers: attributes of,
33738, 343—48; need for knowledge,
340—42; personality of, 338—40; resolv-
ing antithetical demands, 342—43

completion probes, 251

computer communication, 138, 139

concreteness in communication, 37

confidentiality, 1015, 323

confirmatory bias, 32728

confrontation, 1909—203

congruence, 94-95

content: and content message, 21; latent,
30-32, 186-87; manifest, 30-32

context, 21

continuity of interview, 155

contradiction, nonverbal, 73

conversation: vs. interview, 6-13, 12, 17;
postinterview, 280-81; preinterview,
14142

conversion therapy, 208

coping style of interviewer, 118

Cousins, Norman, 22627



credentials, displaying/showing, 125,
131

cross-cultural interviewing: elderly client
differences, 302—9; racial/ethnic dif-
ferences, 287-97; sexual orientation
differences, 297-302

cuing, 174, 329—-30

cultural competence, 287

cultural counter-transference, 291

curiosity vs. interest, 109

cycle of interview communication, 28

data assessment, 15354

data gathering, 153, 357-64

deception, detecting, 112

decoding by client, 20, 2324

defense mechanisms, 24

delaying tactics, 157

desk corner position, 65

detachment, 93

developmental phase in interviewing,
192, 237-39, 240, 274

direct advice, 219

directed listening, 49

direct guidance, 217

direct questions, 248, 209, 329

disciplined subjectivity, 112

disclosure. See self-disclosure/self-
revelation

discouraging expression of feelings,
187-88

“disinhibition effect,” 138

displacement, 24

display rules of facial expression, 67

dissonance theory, 113n

distance, social, 64, 93

distance between interview participants,
125

distraction from listening, 4748, 134

dolls, use of, 322, 326

dominant themes, listening for, 49

“doorknob” disclosures, 279

double questions, 258-60

dual attitudes, 289

dyadic effect, 206
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effector organs, 19

ego functions, 82

Ekman, Paul, 112

elaboration probes, 253

elderly/senior clients, 302; and age-
ism, 303; anticipating needs of, 270;
cognitive and physical impairments
among, 305-0; depression among,
304~5; and forms of address, 136; in-
terview companions accompanying,
304; self-awareness and, 302—3; show-
ing credentials to, 131; skills

elderly/senior clients (continued)
for interviewing of, 306—9; spiritual
and religious beliefs, 306, 307; using
memory aids for next appointment,
131

email communication, 138

emergencies, direct guidance during,
219-20

emoticons, 139

emotional-psychological-social barriers
to communication, 38

emotions. See feelings/emotions

empathy in the relationship, go-93, 160,
185, 200, 290

emphasis, nonverbal, 73

encoding, 20, 22-23, 25-29

encouraging responses, 158

enculturation, 292

entitlement programs, 235

environmental modification, 23436

ethnicity, 57, 78, 232

etiquette vs. interview norms, 17, 25, 202,
220, 293

euphemisms, 186

evaluation. See termination/evaluation
of interview

evasion, 31314

“ever-hovering attention,” 49

existential integrative variable, relation-
ship as, 83

expert knowledge, 341

explanatory theories/framework, 189—go

explicit attitudes, 289
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exploratory skills, 152

expressed behaviors and inner attitudes,
11113

extremities, body, 69—70

eyes and nonverbal communication,
68-69, 8o, 154-55

Facebook, 1045

facial nonverbal communication,
66-68

facilitative conditions, 85, 110

Fallon, Thomas J., 330

fatigue and listening ability, 43

feedback, 29—31; and listening, 43

“Feeling and Facial Efference” (Zojonc,
Murphy, & Inglehart), 113n

feelings/emotions: discouraging expres-
sion of, 187-88; euphemism and
indirection to discuss, 186-87; identi-
fying and calling attention to, 182-84;
masking, 112-13; reaching for, 182-87;
reflection of, 163—68; sanctioning,
185-86; words describing, 37, 165-66

figures of speech, 233-34

first impressions, 188

formality, degree of, 11-12

formulation/phrasing of questions: com-
mon errors in, 254; double questions,
258-00; garbled questions, 260-61;
guidelines for, 263-69; leading/
suggestive questions, 254-57; “why”
questions, 261-63; yes-no questions,
25758

frames of reference, 177

Freudian slips, 25

funnel, interview process as, 248

furniture in agency setting, 57, 123, 125

gallows humor, 226

garbled questions, 260-61

gay clients, 297302

gender: and appropriate touching, 60;
humor and, 232; and language differ-
ences, 35

generalizations, 106
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genuineness in the relationship, 8s,
93-95

gestures, 54, 77

give-and-take, 219

greeting, 139—40

guide/outline for interview, 125—30

“gurgles,” 156

“halo or horns” syndrome, 106

Hamlet (Shakespeare), 59

Handbook of Humor and Psychotherapy
(Fry & Salameh), 226

handshakes, 139—40

“hardening of the categories,” 51

head nodding, 158

hearing impairments, 307

hearing vs. listening, 41—42

hedge questions, 265

heterogeneity of interview participants,
10

heterosexism, 298

Hispanic/Latino Americans, 293

“hmm-hmms,” 156-57

“ho-holistic medicine,” 227

Home and Community Based Services
(HCBS), 305-6

home visits, 57, 131-35

homework: postinterview, 281; prior to
interview, 126—27

homophily, 10

homosexuality, 297302

hope or expectation, 118

hugging, 62

humor, 22533, 234, 235, 309

hypotheses, 189

IADLs (Instrumental Activities of Daily
Living), 305

icebreaker conversation, 141

immediacy and concreteness in commu-
nication, 37

implicit attitudes, 288-91

impression management, 71

indirect advice, 219

indirection, 186-87



indirect projective question, 268

individuality of client, 105—7

inducting the client, 145—47

inferences, 164, 189

inflection, 63

influence potential of interviewer, 83

information sharing, 209-10

information-soliciting skills, 153

informed consent, 102

informed opposition, 318

inner attitudes and expressed behaviors,
11113

insight: of client, 261; and self-disclosure,
204~5; through humor, 230-31

institutional and residential settings,
135-37, 355-04

insurance companies and confidential-
ity, 104

integration of interviewing skills,
236-37

intensity of speech, 63

interest in the relationship, 107-10

internal dialogue, 22-23, 189

internal messages, 20, 30

interpersonal functioning, 118

interpersonal orientation, 195

interpretation, 32-33, 194—98

interpreted interviews, 296—97

interruptions, transitional, 17576

interruptions by interviewer, 11, 56

interventions. See problem-solving inter-
ventions

interviewees. See client(s)

interviewer(s): appropriate clothing for,
58; degrees of competence among,
343—48; demonstration of acceptance,
87; encoding by, 22-23; feelings of,
22; and job-related violence, 126, 135;
knowledge needed by, 340—42; as
message transmitter and receiver, 28;
need for knowledge, 340—42; nonver-
bal communication by, 75; personal-
ity attributes of, 338—40; preparing for
interview, 125-30; as primus
inter pares/first among equals, §;
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reluctance to ask certain questions,
270-72; resolving antithetical de-
mands, 342—43; sharing of personal
information by, 208. See also status
interview(s): alternatives to and modi-
fications of, 16-18; defined, xvi;
developmental phase, 192, 23739,
240, 274; interpreted, 296—97; intro-
duction phase, 117, 139—47; opening
question of, 142—43; primary purpose
of, 3—4, 7; and racial/ethnic minority
differences, 294—97; similarities found
in all, xvi; starts and ends of, 7576,
139—45; types of, 4—5. See
also problem exploration phase; ter-
mination/evaluation phase
introductions at first interview, 140
intrusive questions, 11
involuntary clients, 137, 310-12; getting
started, 312—17; initiating change,
317-19; modeling to, 319—20; sugges-
tions regarding, 321; termination and
evaluation, 320

jargon and miscommunication, 36-37,

137
jewelry, 59

kinesics, 65—70
kinesthetic thinking, 156

Lange, James, 113n

language: of different income groups,
35; jargon and miscommunication,
36—37, 137; male and female use
of, 35; nonverbal, 54; of objects, 57;
and paralinguistics, 62-64; and prox-
emics, 64-65; as “series of squeaks,”
20. See also body language

La Rochefoucauld, Francois de, 227

lateness, 56

latent content, 30-32, 186-87

leading/suggestive questions, 254-57,
322, 327

lead-ins to questions, 265-66
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legal issues: abuse reporting require-
ments, 89; child sexual abuse cases,
320-31; client-therapist sexual activ-
ity, 61; confidentiality requirements,
101-5. See also involuntary clients

LGB (lesbian, gay, and bisexual) clients,

207-302

listening: conditions for good, 42; de-
fined, 40; as a dynamic process, 41;
errors in, 51-52, 52; guidelines for,

negative freedom, 96

neuro-imaging studies, 2go

neutral formulation, 256

neutrality, 328

nonagency settings, 130-39

nonverbal communication, 54—56;
advantages of, 55; artifactual commu-
nication, 57-59; chronomics, 56-57;
expressing what cannot be said,
72; kinesics, 65—70; paralinguistics,

49-53; hearing vs., 41-42; during the
interview, 42—43; overtalking impair-
ing, 41; social vs. interview, 44—4S;
value of knowledge for, 48—49

62—04; preferred channel for feelings,
72; problems of misinterpretation,

76-80; process considerations, 75—76;
proxemics, 64—6s5; significance of for

long-term worker-client contacts, 275

malpractice claims, 103
managed care organizations, 123—24
management by objective, 5

mandated clients. See involuntary clients

manifest content, 30-32

masking of feelings, 112-13

medical social workers, 26, 37, 51, 94,
99-100, 340

mental coffee breaks, 181-82

message transmission, impediments to,
28

metacommunication, 21-22, 56

metaphors, 186, 234

Mexican Americans and proxemics, 65

micro-aggression, 2o

mimes, 54

minimal encouragements, 156—58

mirroring, 71, 76, 80, 192

Mirror neurons, 93

modeling, 204, 206, 31920

Model Statute Social Workers’ Licens-
ing Act, 13

monochronomic sense of time, 57

motivational interviewing, 319

mutational transitions, 174~75

mutual engagement, 145

NASW (National Association of Social
Workers), 13, 97, 101, 288, 298
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interviewing, 70-7s; smell, 59-60;
synchronized, 71; touch, 60-62. See
also body language

nonvoluntary clients, 311

norms of interview vs. conversation, 9

note taking, 323, 348

“nudging” probes, 251

objects, language of, 57

office setting, 57, 123, 125, 131

olfactory memories, 6o

online: interviews and counseling,
137-39

open-ended questions, 243-40, 245,
328-29

opening question of interview, 142—43

outline for interview, 125—30

outreach programs, 120

overscheduling, 56

paralinguistics, 62—04

paraphrasing, 158-61, 166, 168

parroting, 159

“paternalism,” 98

“patient-centered” medical interviews,
84

pauses, 11, 156

perceptual discrimination, 45

Perlman, Helen Harris, 81, 89, 98, 111

personality of interviewer, 118

perspective-taking, 2go—g1



phases of the interview: developmental
phase, 192, 237-39, 240, 274; intro-
duction, 117, 139—47. See also prob-
lem exploration phase; termination/
evaluation phase

phatic communications, 141

physical barriers to communication, 38

physical distance between interview par-
ticipants, 12526

pitch, voice, 62

planned communication, 8—9

polychronomic sense of time, 57

positive freedom, 96

positive relationships, developing, 85, 151

postinterview conversation, 280-81

postinterview evaluation, 370-71

posture, 64, 66

power, 26, 56, 96, 99, 301, 313

praise, 80, 214-16, 319

precontemplation, 313, 320

prefaces to questions, 265-66

preinterview amenities, 139—42

preparation for interview, 125-30, 35355

privacy during interview, 12526, 136, 213

privileged communication, 104

probing questions, 249-53, 295, 329-30

problematic interviews, 310

problem exploration phase, 151; assess-
ment, 188—9o; attending behaviors
and minimal encouragements, 154~
58; discouraging expression of feel-
ings, 187-88; meaning and sequence
of techniques, 151-54; paraphrasing,
158-01; reaching for feelings, 182-87;
reflection, 161-68; summarizing,
168—71; transitions, 171-82

problem-solving interventions, 192;
advice, 216—20; clarification, 192-94;
confrontation, 199—203; environmen-
tal modification, 234—306; figures of
speech, 233-34; giving bad news,
210-13; humor, 225-33, 234, 235; inte-
gration of interviewing skills, 236-37;
interpretation, 194—98; self-disclosure,
203-8, 208; sharing information,

Downloaded from cupola.columbia.edu

INDEX 401

208-10; silence, 220-25; support and
reassurance, 214—16

problem-solving process, 4

processing for a purpose, 113-14

processing system, 19

professional role, 111

professional socialization, 118

projection, 24, 93

projective questions, 267—68

protective service situations, 59, 86-87,
130-32

proxemics, 64—05

Psychiatric Interview, The (Sullivan),
17677

psychoanalytic relationships, 194

Ptah-Hotep, 113

public transportation, reliance on, 122

purpose of the interview, clarifying, 7-8,
1415, 49, 127-29, 14345

puzzlement, tone of, 200201

questions, 240; asked by client, 272-73;
dimensions of, 248—49; double, 258
60; formulation and phrasing errors,
254; garbled, 260-61; guidelines for,
263-69; leading or suggestive, 254-57,
322; objectives for, 24041, 242; open
and closed, 24148, 328—30; prepara-
tion for asking, 269—73; probing,
249-53, 295, 329-30; questions about
questions, 273; “why,” 261-63; yes-no,
257-58. See also formulation/phrasing
of questions

“quiet state of readiness,” 129

race and ethnicity: attitudes toward time,
57; body language differences, 8o;
humor and, 232; influence on inter-
view of, 118; knowledge and, 291-94;
and nonverbal communication, 78;
and personal space, 65; population
projections, 287-88; and positive
stereotyping, 100; self-awareness and,
288-91; skills for interviewing, 294—97

rambling, 170, 17576, 181
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rapport, 82, 124, 177, 202

reaching for feelings, 182-87

reactance, 311

reaction formation, 24

reaction probes, 25253

reassurance, 214—16

receiving system, 19

receptionist, 124

“reciprocally contingent” interaction, 119

reciprocity, between interview partici-
pants, 10-11; and self-disclosure, 206

“reconnaissance dance,” 141

reflection, 161-68

regulatory functions within the inter-
view, 71

Relationship (Perlman), 81

relationship: acceptance in, 85—9o; au-
thenticity in, 94—95; confidentiality
in, 101-5; confirmation of signifi-
cance of, 83-84; defined, 81; develop-
ment of, 85, 147; empathy in, go—93;
genuineness in, 93—94; inner atti-
tudes and expressed behaviors, 111-13;
as interactional events, 110; interest
in, 107—9; respect for individuality in,
105-7; self-determination in, gs-101;
technique and relationship, 152; trust
in, 109; warmth in, 109

religious beliefs, 118, 306, 307

reporting laws on child abuse and ne-
glect, 89, 102

repression, 24-25

residential and institutional settings,
135737

resistance, 25, 311

respect in the relationship, 109-10

reversional transitions, 174-75

ritual of the interview, 71

Rogers, Carl, 8sn, 89

role induction, client, 14547

safety, psychological, 82, 214
sanctioning feelings, 185-86

Sapir, Edward, 79

scheduling of the interview, 123-24, 213
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seating arrangements, 65, 12526, 140

security concerns, 120, 135

selective listening, 49

selective perception, 25

self-awareness: and elderly clients, 302-3;
and racial/ethnic minorities, 288-91;
and sexual orientation, 298-99

self-censorship, 25, 72

self-determination in the relationship,
95-101; with mandated clients, 312,
317719

self-direction, 96

self-disclosure/self-revelation: by client,
103, 138, 185, 200, 294; by interviewer,
94-95, 203-8, 208, 293, 301, 367

self-esteem, 214

self-examination, 200

setting for interview, 125—20. See also no-
nagency settings

sexual abuse of children: the child as
client, 325-30; circumstances around
the interview, 320-23; conducting the
interview, 323-25; guidelines, 330, 331

sexual harassment concerns, 61

sexual orientation, 297; influence on
interview of, 118; and interview skills,
300-302; and knowledge of inter-
viewer, 299—300; and self-awareness
of interviewer, 298-99

sexual stigma, 299—301

Shakespeare, 59, 94

shared representations, 2go

sharing information, 209-10

short-term worker-client contacts, 275

signals: of acceptable feelings, 185-86;
indicating end of interview, 276-79;
indicating interview procedures, 146;
nonverbal communications as, 54;
overt, 238; questions as, 241, 254; sum-
maries as, 169; transitions as, 178

sign language, 54

silence and pauses: clients” use of,
22223, 315-16; difference between,
221; ending of, 224-25; as interven-
tion, 220-25; interviewers’ use of, 11,



223-24; vs. minimal encouragements,
157

similes, 186, 234

skill(s), 236; defined, 152; integration
of, 236—37; regarding elderly client
differences, 306-8; regarding racial/
ethnic minority differences, 294—97;
regarding sexual orientation differ-
ences, 300-302

small talk, 14142

smell as nonverbal communication,
59—60

smooth transitions, 174

social class, influence on interview of, 118

social control, 312

social distance, 26

socializing in initial conversation, 141

social scientist vs. social worker, 15

social supports of client, 118

social vs. interview listening, 44—48

social work: clinical direct service as pri-
mary function of, 16; public attitudes
toward, 122; Social Workers” Licens-
ing Act, Model Statute, 13; and social
work interview, 3, 13-16

social worker. See interviewer(s)

socioeconomics and nonverbal commu-
nication, 78

SOLER (straight, open, leaning, eye
contact, relaxed), 15455

solution-focused interviewing, 319

somatization, 293

speech communities, 78

speed of thinking vs. talking, 46

spiritual and religious beliefs, 306, 307

Spiritual Diversity in Social Work Prac-
tice (Canda & Furman), 287

start of the interview, 75-70, 139—45

status: and comfort level of interviewer,
339; differences due to setting, 136—
37; and forms of address, 140; and
interruptions, 56, 176; and lateness,
56; reducing differential, 8—9; and
silences, 222; and touching, 60; and
use of space, 64
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steering, 174, 236

stereotyping: impeding listening, 50-51;
and implicit attitudes, 288-80; vs.
individualizing, 105; involving facial
features, 67; of LGB clients, 298—9o;
necessity of for labeling, 342; negative
and positive, 105-6; of social work,
122

strengths, client, 118

stress among interviewers, 111-12, 34243

stress within speech, 63

structure, interview, 5, 7

suggestive questions, 217, 254-57

Sullivan, Harry Stack, 174, 176—77, 272

summarizing, 16871, 191

summary and postinterview conversa-
tion, 280-81

support and reassurance, 214-16

Supreme Court, U.S., 104, 322

talk time, 10

taped interviews, 322-23

Tarasoff v. Board of Regents of the Uni-
versity of California, 103

tasks of the interviewer, 8

technical language, avoiding, 210

techniques: answering objections to, xiii—
xv; defined, 151; meaning and sequence
of, 151-54; and relationship, 152

technology, social work as, 15

termination/evaluation phase, 275; in
child sexual abuse cases, 330; ex-
ample, 369—70; review/evaluation,
281-83; summary and postinterview
conversation, 280-81; techniques for,
276-80, 282

text-based communication, 138

therapeutic alliance, 209, 218-19

therapeutic interview, 339

time: children’s understanding of, 327;
and chronomic communication,
50—57; cultural interpretations of, 57;
different interpretations of “soon,” 36;
flexibility required for bad news, 213;
and silences, 223; use of, g—10



404 INDEX

titles, use of, 140

touching, 6062, 326

transcripts, interview, 63

transference, 110

transgendered individuals, 297

transitions, 171; client-initiated, 179-8z2;
from conversation to interview, 142;
guidelines for, 182; making, 174-7s;
hiatuses and islands, 178-79; transi-
tional interruptions, 175—76; transi-
tion caveats, 176-79; types of, 17374

transmitting, 19—20, 23

transportation to interview, 122

“transtheoretical” model, 319

trust in the relationship, 109-10

turn taking, 71

Twain, Mark, 129

“uh-huhs,” 156-57, 251

unconditional positive regard, 8sn, 8¢

understanding the message, 32-34;
immediacy and concreteness in
communication, 37; jargon and mis-
communication, 36—37; words and
meanings, 34—36

uniforms, 58

universalizing emotional responses, 185
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value of knowledge for listening,
48-49

velocity of speech, 62

verbal following, 155

verbatim reflection vs. paraphrase, 162

verbosity, 314

videoconferencing, 13738

videotaped interviews, 322—23

violence, possibility of, 126, 135

visual listening, 40

visual thinking, 156

vocalizations, 22

vocal nonverbal communication, 62

wardrobe engineering, 58

warmth in the relationship, 109-10

“what” questions, 263

Whitehead, Alfred North, 20

White social workers, racial attitudes of,
288

“why” questions, 26163

willingness to change, 118

words and meanings, 34-36

working alliance, 83. See therapeutic
alliance

yes-no questions, 257-58



