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Engagement Skills:


	KEYS TO ENGAGING FAMILIES:

· Listen for needs, interests, and concerns

· Assist family members in identifying connections and strengths

· Demonstrate warmth, empathy, and genuineness as a foundation for engaging family members around concern for child safety and building parental capacity

· Use active listening skills

· Tune into self and others (empathy)
	KEYS TO ENGAGING FAMILIES:

· Define terms of working together with the family using full disclosure

· Manage the use of power and authority

· Provide concrete and clear information to support the change process

· Motivate and support participation

· Assist families in making their own case for change




	EMPATHY

Empathy is tuning in to the way the other person sees and feels about her experience and communicating to her both your attempt to understand and your compassion.  
Example(s):

Worker: Megi has been in foster care nearly six months and she needs to be someplace where she can grow up.

Mother: I know she needs a home for good.  I am trying!  You try kicking this habit. It is, like, so hard!  

Worker:  I know it’s been tough for you. 

Mother
: Do you?  Do you?  

Worker:  (pause) You have always told me that, even during the worst of times, you keep Megi in your heart and she is your reason to keep trying to kick your habit.

	PARTIALIZING

Partialzing is helping clients deal with one problem at a time or breaking down complex problems.

Example(s):

Mother: I can’t believe you guys want me to do all this stuff right away!

Worker: Well, let’s go over it to see the different parts—it’s probably not as much as you might be thinking.  First, we need to be sure that Leroy is never left alone.  So, let’s go over the plan for that again.  What are your plans?

Mother:  I’ll take him over to this new day care on my way to work everyday.  

Worker: OK.  And how about if your car breaks down like last week? 
	PAST SUCCESS QUESTIONS
Past success questions are intended to help the client to describe specific times when s/he has had success in a situation that could be applicable to a current concern.

Example(s):

It’s not easy to raise three children on your own.  How did you do it?
After having been through what you’ve been through, how did you find enough strength to keep pushing on?
What do you need to do so that you’ll feel good about yourself and in control again?
What would it take for you to bring back the confidence you had when you were in high school?

	REFRAMING

Reframing helps clients change their way of looking at problems so that the positive aspects can be more clearly seen.
Example(s):

Parent: So, there you have it.  I guess what I am telling you is yes, I hit Andy with that strap and yes, that is how he got the bruises on his back.  So, I guess you think I am worse than the wicked witch of Oz.

Worker: No.  I think from what you told me that you are trying to find a way to keep Andy from touching his sister in a sexual way.  I think you are concerned about both of your kids.  I want to help you find a way to help them—and punishing Andy in this way will likely not stop him from doing it again.  He needs a different kind of help.
	RECOGNIZING STRENGTHS

Recognizing strengths involves identifying and emphasizing what the client can do to control safety concerns and reduce risks.

Example(s):

Father: Well, yes, I do have some other ways that I discipline Rory.  I send him to his room and I use that chair over there—I face it to the wall.

Worker
: Tell me about a time you used one of these ways.

Father: I tried sending him to his room just before I had to spank him—but he tore up some books and that’s when I had to spank him.

Worker: I can see that you have tried a different method and that is a real strength.  
	SCALING QUESTIONS

Scaling questions are a clever way to make complex features of a client’s life more concrete and accessible. Scaling questions can be used to assess self-esteem, self-confidence, investment in change, perception of hopefulness, etc.  They usually take the form of asking the client to give a number from 0-10 that best represents where the client is at some specified point.  Ten (10) is the positive end of the scale, one is lower. 

Example(s):

Let me ask you, on a scale of 1 to 10, with 10 standing for ‘as determined as anybody can be in your circumstances to get your daughter back,’ how close would you say you are to 10? 

Okay, now this time10 stands for ‘as confident as anyone can be that you will get your child to come back to live with you.’  Where would you put yourself on the same 1 to 10 scale?



	OPEN-ENDED QUESTIONS
When you ask questions that are an open invitation to say whatever is on the person’s mind, it is sometimes amazing what people will share.  Solutions often begin to emerge from this type of processing out loud.  This applies to any question for which “yes” or “no” or “I don’t know” are not likely responses. 

Example(s):

What else can you tell me about that?

Tell me about your family when you were young.

	“WHEN…”  RATHER THAN  “IF…” QUESTIONS

“When” implies trust that the person is going to do something.  “If” implies that they may or may not.  “When” presumes a desire for, and the possibility of, a positive outcome.  (Revisit your strength-based language list.)

Example(s):
When… (you’re not drinking), how do you feel in the mornings when it’s time to get the children off to school?
When you are in control of your temper…

When you go to your drug treatment program…


	QUESTIONS THAT BEGIN WITH “HOW”

These questions tend to be more solution-oriented, and less likely to call for blame or defensive responses than “why” questions.

Example(s):

How can you tell? How do you know this?

How did you do it before?

How would that be helpful to you/ your family?

How long have you felt this way?



	Questions That Begin With “Wh…” 

These questions are solution-oriented and imply the person’s ability to solve problems.
Example(s):

Where is the best place for this to happen?

What would your children/mother/friend say to you about this?

Who helped you when…?

What difference would this make to you?

What would it take…?

What are your thoughts about this?

What part of this do you agree with, and disagree with?

Who can you call when you are feeling that way?

Where can you go when you decide you want to get help for that?


	STRENGTHS CHAT
This is a normal, informal conversation seeking information about the family’s “Positive Family Processes.”  Responses to these questions can reveal strengths the family can rely on when times get tough or when there is a crisis.

Example(s):

What do you do for fun?

What does your family do together?
What is one of your comforting family traditions?

What are some things you like best about your children?

How do you blow off steam?

How did you meet your spouse/significant other?

What is one thing each week that you really look forward to doing?

How do you picture yourself and your family five years from now?

What is something that makes you smile when you think about your family?


	EXCEPTION-FINDING QUESTIONS

Elicit information that addresses how a problematic situation might have been different.  These questions allow the receiver to talk about their successes (strengths).  Exceptions are the building blocks of success.  They shrink the problem.  Exceptions focus on the possibilities.
Example(s):

Tell me about the times, in recent days, when you could have hit Tommy (screamed at him, called him names, etc.), but somehow managed to handle it differently?

When you are… (not drinking…), what is different at home?

Let’s talk about the days when you do feel safe and hopeful. What is it you are doing differently on those days?

Tell me about the most recent time when you could have gotten stoned, but you didn’t.  How did you manage not to?



	COPING QUESTIONS

When dealing with difficult behaviors or situations, ask questions in a way that demonstrates empathy and compassion.  This acknowledges your understanding of the pain, fear or frustration they may be experiencing.  

Example(s):

I imagine these children are a real handful. I’m sure they keep you on your toes all day. What seems to help? That’s very clever!

How do you do it? Who do you turn to when you feel you need help?
How did you manage to stay sober for a whole week? Considering how tough this week has been for you, it must have been hard to do.

	MIRACLE QUESTIONS

These questions ask for families to disregard their current troubles and for a moment imagine what their lives would be like in a successful future.  It creates a vivid image or vision of what life will be like when the problem is solved and hope that life can be different. These questions are inspirational because they help to remove hopelessness.
Example(s):

Suppose one night there is a miracle while you were sleeping and your problem is solved.  You don’t know the miracle has happened. What will you notice that is different the next morning that will tell you that the problem is solved?
	ETHNOGRAPHIC INTERFVIEWING

Interviewing people about their cultures helps us to understand a significant part of what influences their goals, values, problem-solving approaches, and child-rearing behaviors.  This means focusing on their view of their culture first and only secondly on their view about how they are similar or different than their culture. 

Example(s):

Tell me about how your ______ view physical punishment of children?

Most groups of people have ideas about what children ought to be doing at various ages. Tell me what people in your group think about how children ought to act by age 10?  
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