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40 OBJECTIVES

Theunit aimsat providing you with compl ete understanding of the processof interviewing
insocia casawork. Themain objectiveof thisunitistofamiliarizeyouwiththebasickills
of interviewing in socia casework. Thisunit will acquaint you with the purpose of
interviewing and help you to understand how interview can be used asan effectivemedium
of problem solvingin socia casawork.

After studying thisunit you will beableto:

e digtinguishbetweeninterviewing asagenerd concept and asaspeciaized and skilled
techniquein socia casework;

e understand theinterviewing processand how tointerview insocia casework;
e enumeratethebasic skillsof interviewingin social casework;
e outlinetheessentia rulesand conditionsof interviewing in casework; and

e eanlistthequalitiesrequired of acasework interviewer.

4.1 INTRODUCTION

Interviewing isan art whichispracticed in many situationswith varying degrees of
satisfaction to theinterviewer and interviewee. Many peopl erepresenting many different
professions conduct interviews. Some people because of the nature of their work spend
asubstantid part of thelr timeininterviewing such aslawyers, counsgors, doctors journdists
etc. However, socia caseworkers, according to Garret areinterviewers par excellence.
For socia workers, interviewing isapre-eminently important activity. They spend more
timeininterviewing than in any other single activity. It isthe most important, most




cong stently and frequently employed socia work skill. For theminterviewingisanart
aswell asascienceandin order to be successful practitionersthey haveto be adept at
thisart and understand the science behindit.

Socia casework employsavariety of approachesin attempting to help theclient. All
casework interviewershaveto maketheintervieweefed at ease, dl haveto helpthe
intervieweetak about thedifficulties, al haveto guidetheinterview sothat itspurposes
areachieved, dl haveto start and end theinterview inaway which maximizeshelping.
Thisunit describesthegenerd art of interviewing as adapted and enacted by the socia
caseworkers.

4.2 CONCEPT AND PURPOSE OF INTERVIEW

What isan Interview?

Themost obviousfeature of aninterview isthat it invol ves communication between

twoindividuals. But can al interactions between two people betermed asinterview?
Whentwofriendsaretaking to each other isit aninterview?When afather and sonare
conversing with each other isit aninterview?No, itisnot. You havetodistinguish
between mere conversation and aninterview. Not all thetalksthat take place between
two people can betermed asan interview. Interview isnot amere conversation but a
purposeful, directed conversation. Oneperson, i.e., theinterviewer takestheresponsbility
for the devel opment of the conversation. He/she seesto it that the conversation moves
towardsthedesired godl .

Theprofessond interview isdifferent fromaninformal interview for varied reasons, the
predominant feature being that it isconducted within theframework of aspecialized
knowledgeand skill. Inaprofessional interview theinterviewer operateswithin the
confinesof awell defined setting and i sbacked by organi sed experience and recognized
competence, working towardsknown and established purposes.

Interviewingisanintegra and important activity in every profession. Both experienced
practitionersand rel atively inexperienced socia workersstruggling onthejobwith all
therecurrent problemsof interviewing, and seeking some specific guiddinesand answers,
may benefit from an explicit examination of theinterview inthisunit.

I nterview —A Purposeful Conver sation

Thesmplest definition of aninterview isthat itisaconversationwith addiberate purpose,
apurpose mutually accepted by the participants. Itisusually aface-to-faceinteraction
whichinvolveshbothverba and non-verba communi cation between peopleduringwhich
idess, attitudesand fedingsare exchanged.

Digtinguishing I nter view from Conver sation

Thecrucia characteristic which distinguishesan interview from aconversationisthat
interview interaction isdesigned to achieve aconscious purpose. If theinteraction has
No purpose, it may be conversation but it may not betermed asan interview.

Thepoint of differencesbetween aninterview and conversation arelisted below:

1) Sincetheinterview has adefinite purpose, its content is chosen to facilitate
achievement of the purpose. The orientation of the conversationisassociational,
and thereisno central theme.

2) Ifthepurposeisto beachieved, one person hasto take responsibility for directing
theinteraction (designated asinterviewer) sothat it movestowardsthegod. There
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are no comparable terms to indicate status, positions and role behaviour in a
conversation asits participantshave mutua responsibility for itscourse.

3) Inaninterview between aprofessiona and aclient, one person asksquestionsand
another answersthem partly because someone hasto take theleadership. Here,
two people areworking on the problem of one.

4) Theactionsof theinterviewer must beplanned, deliberateand conscioudy sdected
to further the purpose of interview whereasthe behaviour of all the partiestoa
conversation may be spontaneousand unplanned.

5) Aninterview requiresexclusive attention to theinteraction. A conversation,
however, can be peripheral to other activities.

6) Becauseit hasapurpose, theinterview isusually aformally arranged meeting. A
definitetime, placeand duration are established for theinterview.

7) Becauseaninterview hasapurpose other than amusement, unpleasant factsand
feelingsarenot avoided. Inaconversation, the usual tacit agreement isto avoid
theunpleasant.

What isa Social Casework Interview?

The casework interview refersto the meeting of the social worker andtheclientina
face-to-face conversation. Itisnot acasua conversation but aprofessional activity on
thepart of the social worker, because the conversation isgeared to aspecific or genera
purposeswhich may beobtaining or imparting information, giving help or studyingand
ngtheclient’ssituation.

Pur poseof Social Casework Interview

Interviewing isthe base on which the theory and the practice of social casework has
beenbuilt over theyears. Itisthemain medium of helpwithout whichthesocia casework
processwill never bepossible.

Interviewingisoneof theimportant casework techniquewhich functionsasaconveyor
for thetransmission of helptotheclient. The purposesit servesmay beone or more of
thefollowing:

1) Obtainingand impartinginformation

Interviewing isatwo way process. Just asinformation isreceived by the social
worker, so dsoinformationisimparted to theclient regarding officia procedures
and other mattersabout himsdlf/hersalf, his/her roleasasocia worker, and about
thefunction of theagency.

Generdly theclientisaperfect stranger to theagency on hisher first visit. He/she
may or may not bring anote of referral from athird person indicating the reason
for referral. The social worker hasto gather dataregarding the problem. Whena
clientisnot abletofurnish therequiredinformation, membersof higher family are
interviewed for the purpose.

2) Sudy and assessment of theclient’ssituation/problems

Datagathered from and about the client are sorted out and analysed, fromwhich
relevant aspectsarelinked to form averba picture of the problem situation with
clear indications of cause-effect relationships. Inthis process, the socia worker
appliesthe knowledge of social sciencesfor understanding the behaviour of the



clientsand othersin aproblem situation. Ordinarily afew interviewsare necessary
before an assessment of the situation can be made.

3) Interviewasadirecttool for giving help

Theinformation that the social worker elicitsand the social assessment that she
evolvesservesasablue print based on which she decides suitable mode of help.
During theinterview many other casework skillsand techniquesare also used.
Casework interview isoperative aslong astheindividua isaclient of theagency.
Theinterview isachannd of direct help even a thefirst contact betweenthesocia
worker and theclient.

Check Your Progress|

Note: @ Usethe space provided for your answers.
b) Check your answerswith those provided at the end of this unit.

1) Defineinterviewing. How isit different from conversation?

4.3 TYPES OF INTERVIEW

Thevarioustypesof interview patterns are discussed as bel ow:

Onthebasisof themanner inwhichthey areconducted, interviewsaregenerally of the
followingtypes

1) Structured Interview

Itisalso known ascontrolled, guided or directiveinterview. Under thisapredetermined
questionnaireisused. Theinterviewer isasked to get the answersto those questions
only. He/shegenerdly doesnot add anything from hisown side. Thelanguagetooisnot
changed. He/she can only interpret the statement wherever necessary.

2) Unstructured Interview

Itisaso known asuncontrolled or non-directiveinterview. No direct or predetermined
questionsareused inthistypeof interview. Theinterviewersmay develop questionsas
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theinterview proceeds. Itisgeneraly held intheform of freediscussions. Thebasic
objectiveof thismethodisto get the client expresshimsalf/hersdf freely.

3) Mixed or Depth Interview

Itisacombination of structured and unstructured typesof interviews. Under thismethod
theclientisfreeto expresshimself/herself but at the sametime structured questions
provideabase of informationto theinterviewersto comparetheclients. The method of
conducting aninterview will beinfluentia to acons derableextent by the purposeof the
interview.

Onthebasisof the purposesthey serve, interviewsare of followingtypes, someare

primarily directed towards obtaining information, someprimarily towardsgiving help.
Mosgt, however involveacombination of thetwo.

1) Information gatheringor social study interview

Itspurposeisto obtain afocused account of theindividua intermsof socid functioning.
Theinformation enablestheworker to understand theclientinrelation to the socia
problem situation. Knowledgeabout theclient and hisstuationisanecessary prerequisite
to an understanding of theclient in hissituation. And understanding isanecessary
prerequisitefor effectively intervening to bring about change.

2) Diagnostic/ Decision-making I nterviews

Thistypeof interview isgeared towardsthe appraisal and determination of :
ad whattheproblemor thetroubleis.

b) what factorsseemto becontributingtoit.

C) what canbechanged and modified.

Asthe casaworker listensto each interview he/she constantly triesto answer theabove
three questions and what he/she doesin theimmediate interview will be, toalarge
extent, dependant on thisunderstanding. For example, inthecaseof addinquent juvenile,
the casaworker hasto direct theinterview in answering thefollowing questions:

e howtheclient seeshimsdlf/hersdf asaddinquent.

e whatrolehis/her parents, peers, neighbourhood have playedin contributing to
theproblem.

e Theteacher'sattitude, school curriculum and environment.

e  Other contributing factors such as current provocations, historical factors,
personality makeup etc.

e Theanxiety, anger and other such fedlingsexperienced by theclients.
e \What needsto bechangedintheclient and/or hisher environment.

Diagnosticinterview ismultifaceted and isan orderly attempt to understand the client-
gtuation configuration.

3) Therapeuticlnterview

Thepurposeof thisinterview isto effect changeintheclient, in his’her socia Situation,
or in both. The goal ismoreeffective socia functioning onthe part of theclient asa
conseguence of the therapeutic changes. Such interviewsinvolvethe use of special



remedia measureto effect changesin thefedings, attitudesand behaviour onthepart of
theclientinresponsetothe socid situation.

Check Your Progressi|

Note: @ Usethe space provided for your answer.
b) Check your answer with those provided at the end of this unit.

1) What arethe varioustypes of interviews?

44 |INTERVIEWING SKILLS

Theinterviewing process comprisesaseriesof interviewswhich deal withthebasic
stepsin the problem-solving process—Study, Diagnosisand Treatment.

Thesethree phases of social work are nothing but the process of datacollection, data
assessment and i ntervention pertaining to theclient in hisproblem-solving process. The
interviewing processin Socia Casawork, thus, followsaconscioudy dynamic movement
through these various stages to accomplish the purpose of casework. Each single
interview isonly apart of the sequence of thewhole process. We can dividethewhole
interviewing processinto threeimportant/basi c phaseswhich wecantermas:

e Initid/Introductory phase
e Developmentd phase
e Find/Concluding phase

Though in actual practice, it may not be possible to keep the phases in watertight
compartments, but for our conceptua understanding we need to demarcate and separate
thevarious stepsin the process and dwell on each one of them separately. Thus, the
interviewing processisviewed hereasaunit of seriesof stepsembodying aprocessof
three successive phases. Asthese phaseshave already been discussed indetail inthe
previousunit only thegeneric skillsand the specific skillsrelevant to each phasewill be
andysedinthisunit.

Interviewing in social casework isnot aroutine procedure of asking certain set questions
and recording their answers. It isan art, a skilled technique which the social caseworker
can improve and gradually perfect through practice. Therequisite skills however haveto
be tempered with adequate scientific knowledge. Knowledge of the theory underlying
interviewing gives you the required framework within which one can critically examine
the skills used and the ways to improve.

Inthissection youwill beacquainted with the skillswhich acasework interviewer hasto
acquireto become an effectiveinterviewer. Wewill bediscussingthem at two levels:
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® Phase-specificskills
e Genegicinteractiond skills

Casaworkersare congtantly struggling to hear, see, fed and understand what the others
aretryingto expressor hideand arewell aware of the complexitiesof thistask.

Phase Specific Skills
Thelntroductory Phase

Whileevery phase of theinterview contributes significantly to thewhole processthe
initial phaseisof particular importancefor it hasaspecid purpose whichisto establish
the setting, mood and pace most conduciveto aproductive conversation between the
client and the casaworker sothat theinterview can get off toagood start. Thefollowing
skillsaremost useful inthelntroductory/Initia phase.

1) Preparatory Reviewing

Preparatory reviewingisaskill used to examineand consider information availableto
you and your agency prior toaninitia contact with another person. For example, if a
prospective client hasreceived service at the agency before, you would look over
relevant recordstheagency hasonfile. Preparatory reviewing hepsyou grasp sgnificant
factud informationwhich reducesthe possibility that thegpplicant, client or other persons
will haveto repesat information they have previoudy provided.

2) Preparatory Arranging

Theskill of preparatory arrangingisthelogigtic preparation for afirs meeting. Itincludes
scheduling an appointment for theinterview, ensuring that thereisadequatetime and
privacy and organising thephysical environment. It may include securing aninterview
room, locating an interpreter, or rearranging furniture. It includes considering the
appropriatenessof theinterviewer’sappearance and perhapseven hygiene. Inagency
settings, it includes considering the potential effects of the physical environment. To
sumup, preparatory arranging should facilitate communication and diminish, to the
extent possible, interference and distraction.

3) Préiminary Planning

Theinterviewer should engageintheskill of preliminary planning beforetheinterviews
with the clients. Many first meetings have astheir primary purpose, gathering of
information. In such casesyou might formulateageneral but flexible plan concerning
what datato seek and from whom. Preliminary planning enablesyou to begin the
interview inacoherent fashion and hel psyou formul ate atentative purposeto share
withtheclient.

4) Introducing Yourself

At the beginning, you should identify yourself by name and profession and by agency
or departmental affiliation. You might also want to provideformal identification. In
most circumstances, afriendly facial expression and awarm, firm handshake or a
‘namaste’ are helpful inmaking contact. A few informal commentsmay also helpthe
clientsfeel moreat easewith you, but do not overdoit.

5)  Seekinglntroduction

Early inafirst meeting, theinterviewer should encourage each new client tosay his
or her name, and then pronounceit correctly. After knowing the client’sname ask



how the person prefersto be addressed and thereafter throughout theinterview, refer
toyour client by name.

6) Clarifying Purpose

Theinitid phaseof theinterview should darify the purposethat will engagethe participants
during the course of interview. The purpose needsto be of manageabl e proportions.
Frequently thestated purposeof aninterview iseaither far too ambitiousor too ambiguoudy
dated. Both participantsshould makeevery effort to formul ate the purposein operationa
terms.

7) Probing/Questioning

Whentheinterviewer and client substantially agree about the purpose of the meeting,
onemay then proceed to seek information about the concernsthat led to thisencounter.
‘Probes’ areusedto dlicit facts, ideasand fedlings concerning the person, the problem,
thestuation and potential meansfor resolving theidentified difficulties. The processof
probing yieldsinformation necessary for mutua understanding, assessments, contract
formulation, movement towards problems resol ution and goal attainment, eval uation
and ending. Generdly probesare phrased asquestions. A good genera ruleregarding
guestioning isthat it should befor thetwin purposesof -

a) Obtaining pecificinformation

b) Directing the conversationfromirrelevant to relevant areas so asto makethe
interview morefruitful and meaningful.

Questionsaregenerally of twotypes:

a) Closeended questions: They areasked to elicit short responsesusually a‘yes
or‘'no’ or onelineanswers. Example: “Doyou likegoingtothemovies?” “ Who
isyour best friend?’ Such questionsareespecidly ussful in crisssituationswhere
vital information must be gathered quickly. However, too many such questions
should not be asked in acasework interview, el sethe client may feel heisunder
someinvestigation andisbeinginterrogated than being interviewed. Someclosed-
ended questionsareknown as*leading questions’ inlegal terms. A leading question
isphrased in such away asto encourage aspecific answer—onethat the questioner
wishesto hear. Example: “Didyour parentsnot have afight onthenight youran
away fromhome?’ Such leading questionsshould generally beavoided.

b) Open ended question: Such questionsare phrased inamanner that encourages
people to express themsel ves more extensively. They are designed to further
exploration on adeeper level or inabroader way. M ost of thetime, they tend to
check afactual answer. Theseare‘what’ and ‘how’ questionsthat enablesthe
client toreact and respond in anumber of ways. Example: ‘ What happened after
that?” “ How did youfed at that moment?’

8) Reflecting Feelings

In order to use competently the skill of reflecting feelings, theinterviewer needsa
sophisticated vocabulary of feeling wordswithout whichitisextremely difficult to
paraphrasethefeelings, emotionsand sensationsexperienced and expressed by clients.
Example: Under the ‘happiness category you might includetheword ‘ satisfied’,
under the* anxiety and fear’ category, you might list * Stress asan associated term. Thus
‘reflecting feelings mirrorsclient’semotionsand thefacts or thoughts associated with
them.
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TheDevelopmental Phase
1) OrganisngDescriptivel nformation

Itisthefirst step for assessment processto organisetheinformation gained through
explorationintoaformthat alowsfor efficient retrieva and examination. Typicdly, this
involvesarranging data according to certain categoriesthat theinterviewer and the
agency professionalsconsder to be sgnificant. Descriptive organisation alowsyou to
present coherently information that you read, directly observeor hear.

2) Analyzing

Andyzing entallsexaminingin detail thevariouspiecesof information about theclientin
his/her problem situation. Theattempt hereisto pinpoint thecritical dementsor themes
from among thisinformation. Finding out truth with probing at aright pointisaskill
which may be devel oped with experienceand sensitivity .

3) Synthesis

Synthesishuildsonwhat isgained from andyss. Itinvolvesassembling Sgnificant pieces
of informationinto acoherent whole by relating them to one another and to e ementsof
your theory , knowledge and experience base.

4) ReflectingaProblem

Theinterviewer demonstratesto the client that he/she understand his/her view of an
identified problem. Clients, especially adultswho voluntarily seek socia servicesare
usualy quiteready to sharetheir viewsabout the problemsof concern, but someclients
may need support guidance and encouragement to do so. Reflecting aproblemisan
important form of activeempheaticlistening.

5) Developingan Approach

In devel oping an approach, theinterviewer and the client must identify who will meet
withtheminwhat context or what will bethetarget of change. Together they must also
determinewhowill beinvolvedin the change effortsand how these effortsmight affect
others. Both of the participants consider anumber of factorsand devel op aschemeor
problemto guidetheir work together.

6) AttendingBehavioursand Minimal Encour agements

Attending behavioursarethose observable actions of theinterviewer, whichindicates
that he/sheisinterested and paying attention. Animportant component of attending
behaviour isnon-verbal, manifested in eye contact and body posture.

Minimal encouragementsare short utteranceswith little content which havetheeffect
of encouraging theintervieweeand reinforcing hisdesireto continue—"uh- huh,”
“goon” ,“s0”, “l see”, * sure’ —they include non-verbal nodding.

7) Summarizingor Recapitulation

Partial or detailed summaries and recapitulations help to extend the range of
communication. Theinterviewer briefly reviewswhat hasbeen discussed and givesthe
interview itsdirection. A summary tendsto pull together a section of theinterview,
make explicit what has not been covered. Summarizing requiresasifting out of less
relevant, lesssignificant material. It asoindicatesto theintervieweethat theinterviewer
has been listening attentively and knowswhat hasbeen going on.



8) MakingTransitions

Attimesduring theinterview, theinterviewer may decidethat achange should bemade
inthematerial being discussed. The content under discussion may have been exhausted.
Trangtionshelp extend the range of interview without disturbing therel ationship.

9) Paraphrasing

Paraphrasing is a selective restatement of the main ideas in the phrasing, which
resembles, but isnot the sameas, that used by theclient. * Para means‘ alongside’, and
aparaphrase parallelswhat the client said. A paraphrase hel pstheinterviewer check
his’her understanding of what the client issaying. It also helpstheintervieweeto see
moreclearly what he/shehassaid, sinceit holdsamirror up to his’her communication.

10) Interpreting

Animportant task that confrontsthe caseworker isto interpret what hasbeen said and
heard. Theinterpretation that worker givesto wordsand body languagewill bea
function of theoretical grounding/orientation. Theinterviewer must discover factorsby
going beneath the surface of his/her client’ sremarksand understand them morethanis
superficidly significant. For example, the casework interviewer must look for the
underlying anxiety and fear that may be symptomatically indicated by hostility and
dependency.

11) Advisng

M aking asuggestion or recommendation can be aperfectly appropriate action by a
casaworker. Inusingtheskillsof advising, theinterviewer must alwaysconvey that the
client may freely accept or reject his/her advice. In general, resist the temptationsto
offer advicebased on your own personal feglings, attitudesand preferences. Of course
therearemany occasionswhen you clearly should offer direct and specific advice but
avoid communicating adviceascommandsor directives.

12) Confronting

Inconfronting, theinterviewer pointsout to theclients—directly and without disapprova—
inconsistencies, or contradictionsintheir words, feelingsand actions. Confrontation
can haveapowerful effect on clients. It hasthe potentia to cause severedisequilibrium
in peoplewho arehighly stressed or havefragile coping skills. Therefore, becertain
that the person hasthe psychological and socia resourcesto enduretheimpact. Avoid
judgmental or eval uative speculation or conclusons. Findly, itiswiseto” precedeand
follow confrontationswith empathic” responses.

13) Reframing

Reframing refersto the words you say and the actionsyou take when introducing
clientsto anew way of looking at some aspect of themselves, the problem or the
gtuation. Usudly, it involvessharing adifferent perspectivefromthat which clientshave
previously adopted. Reframing is applicable when the fixed attitude constitutesa
fundamental part of the problem for work. It liberatesthe clientsfrom adogmatic
perspective. Asaresult, clientsmay reconsder strongly held beliefswhichinturn affects
their feelingsand behaviour aswell.

TheFinal / Concluding Phase
1) ReviewingtheProcess

Itistheskill of tracing what has occurred between theinterviewer and theclient over
thetimethey have worked together. It isacooperative processwhere both sharein the
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retrospection. You might probe for additional thoughts and feelingsand then share
someof your own significant recollections.

2) Evaluating

Inaddition to reviewing the process, you a so engagetheclient in afinal evaluation of
progress towards problem resolution and goal attainment. For thisdiscussion, the
interviewer may draw ontheresultsof measurement instruments such asbefore-and-
after test scores, graphsand variousratings. You may a so shareyour own subjective
impressionsof progress. Whatever you dointheform of afinal evaluation, besureto
seek feedback from the client about it. Asa part of the process, you express your
pleasure concerning the positive changesthat have occurred.

3) Sharingending Feelingsand Saying Goodbye

Both the client and the caseworker may experience awide range of emotionsand
fedlingswhen thetime comesto say afina goodbye. The caseworker shouldinthelast
interview give ampleopportunity to theclient to expresshigher fedlingsrelated tothe
ending of therelationship. Theintensity of the feelings may vary according to the
personality of theclient, theduration and intensity of therelationship, theroleand the
function of the caseworker and thefinal outcome. The client may be encouraged to
sharesomeof higher fedlings(sadness, anger, fear, dependency, gratitude, affection) in
thelast meeting or el sethefedingsmay lie suppressed forever.

4) Recordingand Note-taking

Following your final meeting with aclient, you condensewhat occurred into awritten
closing summary. Includeinthefina recording thefollowinginformation :

e Dateof find contact.

e Thenamesof theinterviewer and theinterviewee.

e Beginningdateof service.

e  Thereasonwhy contact between you and the client wasinitiated.

e Theapproach taken, the nature of the servicesprovided , the activitiesyou and
theclient undertook.

e A summary evduationof progressand anidentification of problemsand goa that
remain unresolved and unaccomplished.

e A brief assessment of the person-problem situation asit now exists.
e Thereasonfor closingthecase.

Generic Interactional Skills

Talking (Voice, Speech and L anguage)

Takingasaskill impliesusing voice, speech, languageand body languageeffectively so
that interviewing can beasmooth affair. Thewordsyou choose, the quality of your
pronunciation, the sound and pitch of your voice, and therate and delivery of your
speech communicate agreat deal to the clientsand otherswithwhom you interact. A
caseworker hasto be very careful with the selection of the words and should use
words and phrasesthat are readily understood by most people. Try to usewordsthat



are descriptive and observational rather thaninferential. Through your voice, speech
and language convey that you aretruly interested in what the client hasto say. When
you speak or write, activevoiceis preferableto passivevoice and each unit of speech
should not be solong or complex asto impede understanding.

A caseworker should try to cultivate atalking stylewhichismoderatein vocal tone,
volume and speed of delivery. It should be, however, varied to match the pace of the
dient.

Listening
1) Hearing and Observing

‘Hearing’ referstothe processof listening that involvesattending to thevoice, speech
and language of other people.Effective hearing involvesremoving the barriersand
focusing completely onthewordsand soundsof thedient. Oneshould not hear sdectively
which happensduetojudging, comparing, criticizing or evauatingwhat isbeing said
by the other person.

‘Observing refersto listening through your eyes. It occurswhen you pay attention to
theclient’sphysical characteristics, gesturesand other non-verbal behaviour . The
purposeof observing isto understand thewaysin which theclient viewsand experiences
hiswords. Thereishardly any situationin casework where hearing and observing do
not go handin hand.

Among the specific aspectsto observeare
e facia expressons

e eyecontact

e  body language, position and movement

Observation makesit possibleto record the behaviour of theclient asit occurs. You
should not only listen to what the client saysbut also note closaly what he doesnot say,
thevital blanksleft in higher story. Non-verba signalsmay supplement or contradict
what theclientissaying. Asyou magter theart of interviewing it will become apparent
toyou that people do not always say what they mean or act asthey fedl.

2) Encouraging and Remembering

‘Encouraging’ isan element of listening that very closaly approachestaking. You can
encourage other people to continue expressing themselves by making very brief
responsesintheform of singlewords, short phrasesor soundsand gestures. Example:

“Pleasegoon”, “Uh-huh”, “Please continue’.

‘Remembering’ isthefind dimension of listening. Itisthe processof temporarily storing
informationinorder that it may later beused, for exampleto communicate understanding,
make themati c connecti ons between messagesexpressed at different times, preparea
written record, or devel op an assessment.

Body L anguage (Non-Ver bal Communication)

Though we may not be aware of it, for most of us, our body language speaks more
than our verba speech. A lot of communicationisnon-verbal and our body isthemain
channel of thisform of communication. Factorssuch asposture, facia expression, eye
contact and body positioning are powerful formsof communication. Thebody language
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should be congruent with your verba language. You cannot say ‘thank you' but actually
look “ sorry’.You can convey through your smilethat you arefriendly, caring and attentive
totheclient. It should communicate attention and interest in other person, aswell as
care, concern, respect and authenticity. You should typically adopt an openor ble
body position when beginning interviews. Tightly clasped hands, looking at awatch
tend to communi cate nervousness or impatience and slouching in chair may suggest
fatigueor disinterest. Thefrequency and intensity of eye contact should depend onthe
purposeof interview.

ActiveListening

Accordingto Barry Cournoyer activelistening combinesthetal king and listening skills
insuch away that clients feel understood and encouraged towards further self-
expression. It representsaclear and tangible demonstration that you have understood,
or atleast aretrying to understand what the client hasexpressed. It indicatesthat you
want to comprehend fully and accurately what the client hasexpressed and that you are
interested intheclient’sviews, feelingsand experiences. It congtitutesamajor element
of the vital feedback loop between you and your client. Your sincere attempt to
understand by activelistening dmost lwayselicitsfurther expressionfromtheclient.
Becauseit conveysempathy and understanding, thereissmply no substitutefor active
listening. If you only talk or only listen but do not actively listen, you will probably
discourageclientsfrom freeand full expression.

Check Your Progressii|

Note: @) Usethe space provided for your answers.
b) Check your answers with those provided at the end of thisunit.

1) Listthe skills specific to different phases of the interviewing process.

45 ESSENTIAL/REQUISITE QUALITIES OF
THE CASEWORK INTERVIEWER

A discussion on skillswould beincompleteif wedo not touch uponthequditiesrequired
onthe part of the caseworker to be an effective practitioner. However, thetask tolist all




thequditiesisacomplex oneasdefinite conclusonsmay never bereached. Further the
qualitiesmay also vary according to the purpose of theinterview. For example: The
warm acoepting quaitiesnecessary for aninterviewer whosemain objectiveistherapeutic,
may not berequired for aninterview where primary purposeisassessment. However,
the demonstration of these qualitiesalonewill not enable the caseworker to reach the
god sunlessthey areaccompanied by specialized knowledgeand skills. According to
Cournoyer, thefollowing qualitiesare desirable on the part of an effectiveworker:

1) Empahy

2) Respect

3) Autherticity

4) Sdf-undergtanding
5 Sdf-control

6) Understanding of socia work valuesand ethics
7) Professonal socia work knowledge
8) Responsibleassartiveness.

“Empathy” isaprocessof feding with another personrather thanfedling for or fedling
towards asin sympathy. Baker (1991) definesempathy as*” The act of perceiving,
understanding, experiencing and responding to theemotiond stateand ideas of another
person”. Empathy helpsthe caseworker to gain an appreciation for and sensitivity to
theclient and hel psin devel oping argpport and maintai ning sound working rel ationships.

“Regpect” accordingto Rogers(1957), isthe demonstration of unconditional positive
regard. The caseworker should maintain arespect for al clientsirrespectiveof their
class, caste and economic status. The caseworker should al so recogni ze and respect
thefundamental right of the client to make hisown decisions.

Authenticity : Hamund, Hapuer and Smith ( 1977) state that, “ Authenticity refersto
asharing of self by behaving in anatural, sincere, spontaneous, real, open and non
defensive manner. An authentic person relatesto others personally, so that expressions
do not seem rehearsed or contrived. However, it does not give an absol ute liberty to
the caseworker to say or do whatever he/shethinks/feelsat any given moment.

Sdf-under standing: Itisaquality which acaseworker must possesif he/sheistouse
himsdf/hersdf effectively inhe ping others. The caseworker hasto go throughthe process
of “salf exploration and sdlf discovery” inorder to* know thyself”.

Sdf-control: Sdf-disciplineand Saf-control havetofollow sdf-understanding. Situation
may be painful , upsetting, disturbing or provocative wherein the caseworker may be
overwhemed by higher own emotionsand feglings. But an enormous self-control has
to beexercised. Theworker hasto direct her wordsand action in such amanner that
they do not go against the val ues and ethics of the profession.

Under standing of Social Work Valuesand Ethic: Thecasaworker must pay consstent
attentionto professond ethicsand obligationsasthey aregpplicabletoamost dl aspects
of one’'sprofessional life. For this, he/she must have athorough grasp of social work
vauesand ethicsaswell astheir legal obligations.

Professional Knowledge: A caseworker without professional knowledgeislikea
painter without abrush. Knowledgerel ated to theory and research of human behaviour,
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socia problems, use of social work theory and principlesetc. and other widerange of
areasisessential to be effective. The caseworker must keep himself/herself abreast
with thelatest devel opment of thefield to be updated and informed.

Responsible Assertiveness: Itincludesthe capacity to expressknowledge, opinions,
and feelingsin amanner that respectsboth your own and othersrightsand preferences
asunique and valuable human beings. It includesthe ability and themanner inwhich
you express your knowledge and opinions, your authority and responsibility, your
persona and professiona power without showing disrespect to your own dignity and
that of theclient.

Check Your Progress|V

Note: @ Usethe space provided for your answer.
b) Check your answer with those provided at the end of this unit.

1) What arethe essential qudlities of a caseworker interviewer?

46 BASICRULES OF INTERVIEWING

Onewishesthat therewasablueprint of an‘idea’ or * perfect’ interview availableto
the caseworker which could serve as ready reference before embarking on the
interviewing process. Itisimpossibleto haveacomprehensivelist of ‘infalliblerules
for conducting acasework interview. However an attempt hasbeen madeheretolist
therulesof interviewing whichif followed/kept inmind by the caseworker, will ensure
asmooth flow of interaction between the client and the casaworker.

e  Effectiveinterviewingispossibleonly whenitisgroundedinabasc understanding
of human nature, behaviour and motivation.

e Thesetting of interview isof vital significance. 1t should ensure some degree of
privacy, providefor an atmospherewhichisrelaxed and physically comfortable,
should befreeof distracting noiseand interruptions. Provide asetting with which
theinterview can get off to agood start.

e Thelength of theinterview should be determined according to the purpose of the
interview. It should be neither too long nor too short.

e Theclient should beput at ease, stimulated to talk freely about his/her problems,
helped to organise his’her own confused thoughts and feelings about his/her
difficulties. Helptheclient torelax, which isnot possible, if you arenot relaxed.

e  Therdationship betweentheinterviewer and intervieweeisof utmost importance
incasawork. Theinterviewer must never forget theimpact that her own personality,
appearance and manner may behaving ontheclient.



e Takinalanguage understood by theclient, beginwheretheclient isand proceed
at the pace of theclient. Theinterview must aways be adapted to the emotional
andintellectua needsof theclient.

e Beawarm, receptive and patient listener. Competent listening on the part of the
caseworker requires minimal attention to ones own thoughts and feeling and
maxi mum concentration onwhat theclient isexperiencing and expressing. A good
interviewer isalwaysagood listener and akeen observer.

e Listentosilencefor it can be more evocativethan words. You should know how
to respond and manage pausesand silence. Do not beinahurry tofill the gap
created by slence because an unwarranted or hasty intervention may leaveavita
part of thestory forever unsaid. A decent respect be shownto silence.

e Master the fine art of questioning. The type of question asked should bein
accordance with the purpose of interview. Thewording isimportant but equally
important isthetoneof voiceinwhichthey areput. Framedin simplewords, the
guestionsshould be neither very few nor too many. A reassuring toneisbetter than
anaccusing and suspiciousone.

e Tounderstand what issaid, understand what isnot said, non-verbal behaviour
cannot beignored. Often it can beamoreeffectiveamessage conveyor thanthe
spokenwords.

e Peopledo not always say what they mean or act asthey feel. Look for * bodily
tensions' becausethese non-verbal signalsmay supplement or contradict what the
clientissaying and thereby help youto read between thelines.

e Haveahighleve of awareness of your own feelingsand emotions, biasesand
prejudices should be kept outside the purview of theinterview asthey haveno
placein aprofessonal interview.

e Theinterviewingincasework should beareciproca process. Theintended meaning
of the communication should be received and understood by both parties. The
client should beincluded asan active participant in theinterviewing process.

e Acknowledgetheclient’sright to self-determination. Direct your activitiesinthe
interviewing processtowards promoting self-determination and participation.

Check Your ProgressV

Note: @) Usethe space provided for your answer.
b) Check your answer with those provided at the end of this unit.

1) Describeany four rulesof interviewing in casework.

Interviewing in Social
Casework-I

67



Social Work with
Individuals

68

47 LET US SUM UP

Inthisunit, we have studied the process of interviewing and itsrelevancein Social
casawork. Interviewingisthe most important, frequently employed socia work skill. It
isapurposeful conversation between the caseworker and the client —an interaction
designed to achieve aconscious purpose. We have studied varioustypesof interviews
on thebasisof the manner in which they are conducted and on the purposesthey serve.
In‘information-gathering’ interviews, you encourage peopleto discusstheir viewsand
fedingsabout themselves, their preferencesand strengths, goal sand problemsand the
Stuation (you gather datathat may help you andyour client reech abetter understanding
of thecircumstances). In‘information-giving’ interviews, you share needful or useful
knowledge. In‘ assessment-forming’ interviews, your overall purposeistoarriveat an
assessment, diagnosis, evaluation or conclusion, often which is followed by the
preparation of arecommendation. In‘ change-making' interviewsyou effect or helpto
effect movement or change somewherewithin atargeted system.

The process of interview beginswith theintroductory phase that involves getting
acquainted and initiating theinterview process. The next step involvesasequence of
actionsguided towardsthedesired godl. It includes attending minimal encouragement,
paraphrasing, reflecting, summarizing, trangtionsetc. Oneof the principa difficulties
encountered during thismain body of theinterview isto stimulatetheintervieweeto
discussfreely al therelevant aspects of the problem for which hewantsservice. In
appraisingwhat needsto be covered, theinterviewer again needsan expert knowledge
of the particular socid probleminvolved. When the purposeisaccomplished, theadhoc
socid system of interviewsisdissolved. Having conducted and compl eted theinterview,
theinterviewer isfaced with the responsibility of recording it. Asaconsequence of
recording, theinterviewer hasto selectively decidewhich aspectsof theinterview were
most significant. Throughout the interview, the competent interviewer uses some
proceduresand skillsfor helping the client to achieve the obj ectives of theinterview.
Aninterviewer must never forget theimpact hisown persondity and appearance may
be having ontheclient, evenin small waysand quite possibly inwaysinwhich the
interviewer cannot possibly foresee.

4.8 KEY WORDS

Attending behaviours: Thoseobservableactionsof theinterviewer whichindicate
that sheisinterested and paying attention.

Empathizing . Empathizinginvolvestheimaginaiveviewing of thestuation
asthedient seesit and understand hisfedingsandtrandferring
to onesdlf these particular fedlings.

I nterpretation . Explanation of theclient’sbehaviour intermsof itsmeaning.

Evaluation . Theactivity of ascertaining whether casework service has
achievedthedesired resultinacase.

Skills . Ability to useone’s knowledge effectively in doing
something. Skill refers tothesocial worker’scapacity to
useamethodin order tofurther aprocessdirected towards
the accomplishment of a social work purpose as that
purposefindsexpressoninaspecific programmeor service.

Therapeutic . That having treatment and healing € ements.
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410 ANSWERSTO CHECK YOUR PROGRESS

Check Your Progressl|

1) Interviewingisapurposeful conversation, apurposewhichismutually accepted
by the participants. Itisdifferent from conversationinthefact that itisdesigned to
achieve addiberate conscious purpose.

2) Thepurposesof Interviewingin Social Casawork are:
i)  Obtainingandimpartinginformation.
i) Study and assessment of the client’ssituation or problem.
iy Givinghdp.
Check Your Progressl|
1) Theinterview patternisclassified onthefollowing two basis:
i)  Onthebasisof themanner on whichthey are conducted:
e  StructuredInterviews
e  Unsructured Interviews
e  Mixedor Depthinterviews
i)  Onthebasisof the purposesthey serve:
e  Socid Study Interview
e  DiagnodicInterview
e  ThergpeuticInterview
Check Your Progressii|
1) Thephase-gpecific skillsof theinterviewing process.
a Thelnitial/Introductory Phase
e  Preparatory Reviewing
e  Preparatory Arranging
e  Preparatory Planning
e  IntroducingYoursdf
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