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Evidence-Based Communication

ThatImproves Outcomes

Discussion Topic

Something about yourself that you:
Want to change

Need to change

Should change

Have been thinking about changing

...but haven’t changed yet )

Something you have ambivalence about %x s i




12 Communication Roadblocks

(Thomas Gordon)

1. Ordering, directing
2. Warning, threatening

3. Giving advice, making suggestions, providing
solutions

4. Persuading with logic, arguing, lecturing
. Moralizing, preaching
. Judging, criticizing, blaming

a un
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12 Communication Roadblocks

(Thomas Gordon)

7. Agreeing, approving, praising

8. Shaming, ridiculing, name calling
9. Interpreting, analyzing

10. Reasoning, sympathizing

11. Questioning, probing

12. Withdrawing, distracting, humoring,
changing the subject
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Motivational Interviewing

Primary Goals of MI:

* Reduce/Minimize resistance or discord
* Resolve ambivalence

¢ Facilitate long-term, sustained, .
behavior change f@f\
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Motivational Interviewing Research
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5000+ Studies on Ml Effectiveness

A systematic review that included 72 studies found that
motivational interviewing outperformed traditional advice
agiving in 80% of studies. i

tzen T, Christensen B,
1. 2005 Apr;S5(513):305-12. PMID: 15626435, PMCID: PMC1463134.

“Providers who know how to effectively deal with resistance
and ambivalence have adherence rates 5x higher than
information giving.” s viames :

Chef + Recipe

e § MI Intentions
Clinician Attributes J

1. Accurate Empathy
2. Positive Regard

3. Genuineness

4. Acceptance

5. Focus
6. Hope -
. * Support Autonomy & Activation
7. Evocation * Express Accurate Empath
8. Offering Info/Advice pre patly
(lowest effect size) * Gmdmg

* Partnering
o




| Molivational Inierviewing l

Assessment Ml Intentions & Interventions - “Equipoise”

EXPRESS ENGAGE

Ex Press Empathy
Reflective Listening
Roll w/ Resistance

Values. . the "Why"
Evoke “Top of the Mountain”
Expand on “Im portance”

PLAN

Targets increase “Confidence”
Evoke/Identify steps
Measurable change plan

PURSUE

Activate Plan

Support Self-Efficacy
Support self-Affirmation
Affirm “Top of the Mountain”
Revise PLAN as needed

GUIDING
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Realities of Change

“He who would learn to fly one day must first learn to stand and walk and run and climb
and dance; one cannot fly into flying.”  Friedrich Nietzsche

Behavior change takes motive and time
People resist being pushed to change
Context Matters (H..ovAuswLoneiy Treo )

Trauma can affect coping/problem solving




Maintenance

Stages of

Change

o
Maintaining 2 ©

Relapses
or sliding
backwards

Action occasionally
Taking Action is not unusua
Relapse/Recurrence

Pre-Contemplation.. . preparation Ao

Not feparing for
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. Contemplation , - i H
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Cues for Pre-Contemplation

Unaware that a problem exists M Does not
= m intend to
pan change

IGNORES/RESISTS ﬁ
EVIDENCE L/

Too discouraged

0 change -
| (@

“It’s NOT about...”
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Pre-Contemplation

CHARACTERISTICS

Appear to be hesitant, argumentative,
hopeless or in "denial.”

TRAP

Natural tendency is to try to
"convince" them or push into action

Righting Reflex

...corrects the
orientation of
the body
when it is
taken out of
its normal
upright
position...




Righting/Fixing Reflex

...instinctive or righteous reaction to correct someone
or something that is ‘wrong’.
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The Righting Reflex

The nghtlng Reflex Maore from The Change

Companies
»

The Righting
Rafiox
-

The Change Companies #

[ARES

Tha Chnical

| Motivational Interviewing |

Assessment MI Intentions & Interventions - “Equipoise”
ENGAGE

Exprese Empathy
Reflective Listening
Roll w/ Resistance

Values. .. the "Why”
Evoke “Top of the Mountain”
Expand on “Importance”

PLAN

Targets increase “Confidence”
Evoke/Identify steps
Measurable change plan

PURSUE

Activate Plan
Support Self-Efficacy
port Self-Affirmatio

Revise PLAN as neede:
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“Balance of
forces or
interests”

“Equally
supported in a
steady position”

“Internal state of
equilibrium or balance”

Conclusions

Social robots can achieve a fundamental objective of motivational interviewing,
encouraging participants to articulate their goals and dilemmas aloud. Because they
are perceived as nonjudgmental, robots may have advantages over more humanoid
avatars for delivering virtual support for behavioral change.




Righting Reflex

“Fixing Reflex”

...instinctive or
righteous reaction
to correct
someone or
something that is
‘wrong’.
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“The force that opposes motion”
» Not individual - relationship oriented
» Focusing outside the self
» Message that someone or something else is the problem
» Context of a relationship or system

“We need to be aware of the suffering,
but retain our clarity, calmness, and strength

so we can transform the situation.”
Thich Nhat Hanh

Equipoise

Righting Reflex

10
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Dr. Lisa Feldman Barrett

Neuroscientist, Psychologist
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Brain
regulates
energy for
efficiencies

When you geét attachedkto—=—-=
an‘outcome :
uickel;
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* Aware thata problem exists

* Considering the possibility of
change

* Acknowledges concems with
change

* Ambivalent - reasons to change

& reasons not to change

| Moiivational Inierviewing l

Assessment MI Intentions & Interventions - “Equipoise”

EXPRESS
EMPATHY

GUIDING

{ FoCus

Express Empathy
Reflective Listening
Roll w/ Resistance

Values. . the "Why"
Evoke “Top of the Mountain”
Expand on “Importance”

Iargets increase “Confidence”
Evoke/Identify steps
Measurable change plan

PURSUE

Activate Plan
Support Self-Efficacy
Support Self-Affirmation
Affirm “Top of the Mountain™
Revise PLAN as needed
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Engage # Building Trust/Relationship

5/13/2025

ke e roinct

EMPATHY

14



Compassion
SYMPATHY gmmmmw

“Listening looks easy,
but it’s not simple.

Lvery head is a
world”

Cuban proverb
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Content & Trigger Warning

“The content of this workshop will include topics, images,
videos, and language that may be difficult and/or
triggering for some people. | will flag especially difficult
content proactively and will do my best to make this
workshop a space where we can engage bravely,
thoughtfully, and empathetically to advance our learning
and improve our service delivery to others.”

15
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“What | hear you
saying..”

“It sounds like
fome...”

Accurate Empathy

* Step inside their reality
* Gets their thoughts out of their head

* Verbalizing who they are and what they are

about from THEIR narrative
« “You..”
S (W
« “So.”

+ Inferences and implications regarding what
they feel, want, and seek for outcomes

16



Unstressed

Prefr&ntal
cortex,
) )

.

Y

Tight control of thoughts,
emotions and actions

Stressed

Prefrontal
cortex

Afnygdala

Weaker control of thoughts,
emotions and actions

5/13/2025
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Questions to Accurate Empathy

BDi=17 121 38, 407
DY 2 X81169007

Write 5 Statements

The most startling or frustrating statements YOU hear on any given
day/week (at work, from a client, from a community partner...)

J
/

18
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Empathy Practice

Round 1

“This is just a paycheck for

you, you don’t care about me.

You must like to see people “No one has a clue

suffer.” how difficult this
has been for you.”

“It feels like no one

“You 've been trying and in the system cares
i, it feels like you get no atall.”
I creditfor it.”

Empathy Practice

Round 2

“You’re tired of people telling

ase

‘wiewdritt ke sidfichfiacyiir “I am not taking that
children are.” medication, [ can't
stand the side effects.
“I've been to
“You raise my kids if treatment, and it
i you'reso f-ing smart!” neverworked for
’ e

| Motivational Interviewing |

Assessment MI Intentions & Interventions - “Equipoise”
Resistant EXPRES! ENGAGE
) - EMPATHY Refective Litening
¥ Roll w/ Resistance

Values. . the "Why"
Evoke “Top of the Mountain”
Expand on “Importance”

Iargets increase “Confidence”
Evoke/Identify steps
Measurable change plan

Support Self-Efficacy
Support Self-Affirmatiol
Affirm “Top of the Mountain’
Revise PLAN as needed

19



4 Types of Talk

Resistance Talk

Sustain Talk

Change Talk
Commitment Talk

5/13/2025

Resistance Talk

* Focusing attention outside of self

* Any message that someone or something
else is the problem

* Making it personal towards you
* ‘Fight’ or ‘Blame’ talk (@

* Rationale why behavior is not going to
change

* Any message of being stuck or staying the
same

* One side of the coin of ambivalence ‘o
{ <&

20



Resistance vs. Sustain

RESISTANCE Talk SUSTAIN Talk

5/13/2025

v Focusing outside self

v Relationally oriented

v’ Fight Talk

v Lightning Rod language

v Focusing internally
v Staying the same
v Stuck talk

v Status quo

v About his/her

P behavior
v Making it personal
gitp v Natural w/ P
ambivalence 549 X

Yonoe f

Review Activity

A. RESISTANCE Talk
B. SUSTAIN Talk

“Smoking weed just relaxes me.”

A. Resistance Talk
B. Sustain Talk

o,

N

o

IFIoC

21



“You get off on telling people what to do.”

A. Resistance Talk
B. Sustain Talk

s,

e
<@

% iroc Pg

5/13/2025

“I don’t even know if medication will help.”

A. Resistance Talk
B. Sustain Talk

=
(<@
Y oo
“I’d rather deal drugs than work this
hard to get a shit job.”
A. Resistance Talk
B. Sustain Talk
R

22



“You think it’s so easy... you go ahead and
raise my daughter and I will do your job.”

A. Resistance Talk
B. Sustain Talk

s,

e
<@

% iroc Pg

5/13/2025

“I’m sure YOU have your opinion of
what you think I should do.”

A. Resistance Talk
B. Sustain Talk

oo,

VN
<@

® iroc ¢

“I haven’t had the time to get that
stuff done this week, I’ve been busy.”

A. Resistance Talk
B. Sustain Talk

23



“That landlord is a total ass, he just
looks for reasons to harass me.”

A. Resistance Talk
B. Sustain Talk

s,

5/13/2025

£
(®)
“I keep forgetting to take my meds,
but I don’t think that’s the problem.”
A. Resistance Talk
B. Sustain Talk
Py
<@\

® iroc ¢

“He never listens, I expect to be respected.
He is not going to talk to me like I’'m a kid.”

A. Resistance Talk
B. Sustain Talk

24



“That PO is a liar. I don’t know where she
came up with half that crap she told the
judge.”

A. Resistance Talk
B. Sustain Talk

s,

e
<@

% iroc Pg
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“There’s no way I can complete all of
the conditions of probation.”

A. Resistance Talk
B. Sustain Talk

oo,

VN
<@

® iroc ¢

“It’s just easier to shut my mouth
and not say anything.”

A. Resistance Talk
B. Sustain Talk

25
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Listening for Change Talk

DESIRE: want, wish, like
ABILITY: how could, might, can

REASONS: should, because S,
e
NEED: have to, need, important gi @ }
M CLIENT

Providing the Communication Solution
that will Change Your World

26



Responding to Change Talk

Change Talk

C ommitment

T aking steps

Behavior Change

5/13/2025

Responding to Change Talk

“Reflection of Change Talk directly correlated to
positive clinical outcomes””

Increased change talk increases likelihood for
target behavior change*

Resistance vs. Sustain

RESISTANCE Talk SUSTAIN Talk
v Focusing outside self Focusing internally
v Relationally oriented giay:("? Itli]e same
. uc a
v Fight Talk Status quo
v Lightning Rod language About his/her
v Making it personal behavior
Natural w/
ambivalence
RESPONSE: RESPONSE:
Empathic Reflection Rescue change talk o
“You feel...” “You want...” <@\

\oapoe f

27



Change Talk

» Change talk is speech that favors the direction of

the change
* Natural with ambivalence - opposite side of
Sustain Talk
+ What the client really wants... underlying goals
&/or values
f’am.%“\
<@

% iroc _ﬁg
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Identifying Change Talk

» Identifying their goals and/or values
 Vision of happier and/or healthier

* Hypothetical statements about change
» Identity (I'm not THAT person)

e,

® iroc ¢

Strategic Reflections

MI does roughly double the rate of change
talk and halve the rate of resistance, relative
to action-focused counseling or confrontation3s

Sustain Talk }50%

Change Talk 1100% e

H
% apoc 4

28
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Strategic Reflections

Rogers: Non-directional
MI: Strategic

A

Providing the Communication Solution
that will Change Your World

29



Strategic Reflections

® Sustain Talk =
=
’ Enlpathyooo How they feel

5/13/2025

Strategic Reflections

“I just feel so stressed and depressed and no medication
seems to help. I don’t know how much more I can take.”

Empa“‘y (How they feel)

“Your situation is really taking its toll on you.”

G“idillg (What they want)

“You need to find a solution that will provide some relief.” ...

\ moe f

Strategically Responding...

“What would it take for you to recennect with
mental health services?”
SUSTAIN TALK " “Andthere is part of you that really wants to get
5| back on your meds.”
“I haven't taken my meds for three months ——
because mental health excluded me for B “Are there ofher reasons you haven't been taking
some stupid reason.” ~——— yourmeds?

“Mostly it's because you don't like taking your
meds.”

“How have you thaught about following up on
that?”

CHANGE TALK EJ”i .
1got sick and rescheduled my med —_— “You e oo o hokd U Yo a0 of Ga ol
appointment which is what they told me to 5] “So why didn't you follow-up aftr that?”
do.” — !
“You got sick, that's why you canclled.”
“What ara some of the reasons you'd ks to quit?”
CHANGE TALK & SUSTAIN TALK [ “Getting away from it s stlimportant to you.”
“Iwould fove to stop smoking weed, but _4 i
for some reason | just can’t get away from B “Sowhywontyou justghe anchr shot” [’ &\
\

it”

30



Reflections
Practice

5/13/2025

10 Statements handout

i s

%

A

[ Molivational Interviewing [

Assessment

EXPRESS
EMPATHY

GUIDING

MI Intentions & Interventions - “Equipoise”

ENGAGE

xpress Empathy
Reflective Listening
Roll w/ Resistance

Values... the "Why"
Evoke “Top of the Mountain”
Expand on “Importance”

PLAN

Targets increase “Confidence”
Evoke/Identify steps
Measurable change plan

PURSUE

Activate Plan
Support Self-Efficacy
Support Self-Affirmation
Affirm “Top of the Mountain”
Revise PLAN as needed

31



FOCUS MOUNTAIN

Equality ndependence

Integrity Autonomy
Trust
Freedom

Stability Growth Security Peace Fairness

Well-Being
Fulfillment | egacy

Accomplishment WHY

Authenticity Contribution
Wisdom  Respect,
Connectedness,

WHAT/HOW

Hi
Healtheare Family ~ Employmer
UGS

DR

HOUSING MENTAL HEALTH
Feiends 1UALE Micohol g

Resources STITIR © q
Education neeame Addiction

INCARCERATION UPPORT [p

{

mee
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FOCUS MOUNTAIN

Equality ndependence
Growth Security

Integrity  Autonomy

TSt peace  Fairness
Freedom  \yeiigeing
Fulfiliment | egacy

Accomplishment WHY

Stabil

Authenticity Contribution
Wisdom  Respect,
Connectedness,

HILDREN
Healihcare Family  Employment _Socil hetuties
DRUGS MONEY Relalimn‘shniu;_
BASIC NEEDS FInSPOTtE1oN
HOUSING MENTAL HEALTH
Friends language picohol

Al

moe

5/13/2025

Chris Waddell
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more about that”

Use the open questions on your worksheet, and then...

v Actively listen w/ genuine interest to
understand the dilemma...

v Practice Reflections: critical
elements, change talk,

v Ask: “Anything else?” “What else?” “Tell me

empathy, direction

(@

\ e 1

MI Books

iTion

MOTIVATIONAL
INTERVIEWING

HeLPIG 70

OUTCOMES.

\\ William R.
Stephen Rollnick Wil B, illr Theesa My

Motivational Interviewing Effective Psychotherapists:

Fourth Edition: Clinical Skills that Improve
Helping People Client Outcomes
Change & Grow Willam Miler & Theresa Moyers

William Miller & Stephen Rollnick

second edition

MOTIVATIONAL

INTERVIEWING MOTIVATIONAL

o 1vernoraciont INTERVIEWING
PROBLEMS inHEALTH CARE

edlted by
R il

Stephen Rollnic
Wil

Christopher . Butier

Motivational Interviewing Motivational Interviewing
in the Treatment of in Health Care:

Psychological Problems Helping Patients

William Miler, Stephen Rollnick, Hal Change Behavior

Arkowitz, & Henny Westra William Milr, Stephen Rollnick, &

Christopher Butler
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MI Books

john.gilbert!
Jjan.grothe@ifioc.com

www.ifioc.com

(© HANDLE
n mzr?n. YIIIJ @theifioc

v 050 m Pt — seconn koIt on
Building MOTIVATIONAL NTERVEWING Motivational i
M l [' I Interviewing r::i"}io'nll
1 Wﬂ Iunﬂ in Social Work STy owog
Interviewin e
- i Practice Personal
Sl "
é! 1D
2 ’
L David B. Rosengren second eaton Melinds Hohman |
Bill Matulich, Ph.D. ~
Building Motivational How to Do Motivational Interviewing Motivational Interviewing:
Interviewing Skills: Motivational Interviewing: in Social Work Practice Path to Personal Change
A Practitioner Workbook A Guidebook Melinda Hohman Michelle Drapkin
David Rosengren Bill Matulich
Newsletter

Communication Training videos, skill building videos/worksheets,
online practice, monthly webcast + much more!

Tips, videos and updates
Sign up @ifioc.com

PODCAST

The Communication Solution
on apple Podcasts

Membership

Sign up @ifioc.com

BLOG

Articles with communication challenges
Sign up @fioc.com

Check-in...

F

yesterdayz - |

~i.e. pace, pontent,
activity)

What are you
hoping wgcover
or expand on
today?

5/13/2025
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Mrategic
Reilections
Practice

1 Empathy Reflection for either of the first two
1 Change Talk Reflection for the 15! person
1 Change Talk Reflection for the 2" person

1 Change Talk Reflections for the repairman

36



Forming Reflections

3 People
1. Speaker (pick one)
* Ways | have changed as a person over the years
* What| plan to do over then next ten years
* How | came to do the work that | am doing
* An experience | have had that people don’t
understand

. “Do you mean...?”

3. “You...”

5/13/2025

% Clutch........Gas..........Go!

: Reflections of Empathy (Reflect the other person’s perspective, thoughts,
feelings)
“You're feeling.....”
s like......for you.”
r you it seems as if....”
“The way you understand
“From your perspective...

Gas: Reflections of Direction (Reflect Change Talk - what they want, need, value)
“You really need......”

“So your best case scenario is....”

ings would work better for you if....”

“You really value. d

“You would like ...

GO: Askan Open Question for how they would like to go from here/deal with it
“__.what are your thoughts about how you can best use your skills to manage...?”
what option do you think will work best for you?”

where would you like to go from here?”

what will ultimately work best for you?”

“...what would those next steps look like for you?”
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