Reflective Listening Cheat Sheet

In general, you will get more of whatever you reflect. If you reflect sustain talk you are likely to hear more sustain talk.  Reflect change talk and you get more change talk.

Simple Reflection: Repeat or Rephrase what the person said.  
Useful for clarifying what was said or to reflect Specific Change Talk Language.

Paraphrase: Restatement which brings in an educated guess or inference to add meaning to what the person said. 

Amplification: Strategic for softening Sustain Talk by exaggerating, overstating, or increasing its intensity; without sarcasm!
· Client: I’m not interested in quitting drinking at this time
· Staff:  There’s no way it makes sense to even consider it.

Double-Sided: Both sides of ambivalence (cons/pros) are contained in a single reflection.  
End with change talk. 
· On one hand [sustain talk], and on the other hand [change talk]. 
· On one hand, you don’t like the medication side effects; and on the other hand, it has helped you achieve more stability in your life.
· It seems like [sustain talk], and you know that [change talk].
· You really feel/value/enjoy [sustain talk], and you know that it is becoming a problem because [change talk] 
· Sometimes you think you could never [sustain talk], yet you have had some success [change talk].

Feeling: Reflection of implied underlying feeling (name the feeling).  Useful for softening sustain talk.
· Client: If I keep smoking marijuana, I know you are going to put me in jail.
· Staff:  You’re worried about the possible consequences.  

Metaphor:  This is “picture language” or statements that evoke images. 
· It’s like a dam finally broke this week and everything is flooding out.
· It’s like climbing a ladder:  you’re reaching for the next goal.
· You hit a wall trying to figure this out.

Coming Alongside:  Explicitly side or empathize with the negative (status quo) side of ambivalence.  
Strategic for softening Sustain Talk or responding to Discord.
· Client: I can’t give up drinking; it’s how I socialize. Staff: Drinking is very important to you.  Client: This program isn’t useful.  Staff: You’re having a bad experience here. 

Continuing the Paragraph:  Anticipate the next statement that has yet to be said.  
Starts with a conjunction (and... because…) to make a guess about future change to Cultivate Change Talk 
· Client:  I have to get my kids back.  Staff:  …and you’re ready to take a step toward change.

[image: On The “Mark”eting | Cincinnati Northern Kentucky Marketing Consultants]Reflect back more than the person said, but not more than the person meant to say.

Reflection Starters:  					Best Practice:
· It sounds like you…				Make your reflection a statement
· It seems to you that…				Keep it concise
· From your point of view…			Get the “I” out of it
· For you, it’s a matter of…			Reinforce any change talk
· You mean that…
· You’re wondering if…
· You’re feeling…
· You must be…	
EXAMPLES
Client:	I was worried there at first, but I don’t think I really have diabetes.  The doctor said it was “borderline” or something like that, and I feel fine.
	Staff:	You feel fine.
	Staff:	You don’t want to develop diabetes; that worries you.

Client: Well sure, I’d like to be as healthy as I can, but I’m 68.  I figure I can get away with some bad habits now. They won’t have time to catch up with me.
	Staff:	You want to stay as healthy as you can.
Staff:	You have nothing to lose at this point.

Client: I wasn’t doing anything wrong!  I just went along for the ride, and I didn’t know they were going to grab that lady’s purse. No, they’re saying that I violated my probation. I guess it’s not smart to be cruising around at 2 in the morning, but it happened so fast, there was nothing I could do about it. I didn’t break any laws.
	Staff:  	Cruising at 2 in the morning wasn’t such a good idea.	
Staff:	You didn’t do anything wrong.
	
Staff: 	I see the value that you have put on top is “Protect.”  How is that important to you?
Client:	It’s my job to protect my family, to provide for them.
Staff:	So, it’s a combination of protecting them and providing for them.
Client:	Yes. I think that’s what a man should do.
Staff:	Taking responsibility for your family is one of the most important things in your life. What are some ways in which you protect your family?
Client:	Well, I bring home paycheck and put food on the table.
Staff:	That’s something you feel really good about.
Client:	Yeah. I haven’t always been so reliable, if you know what I mean. I’m getting my life together and want my family to be able to count on me.
Staff:	So, you provide for your family by bringing home a paycheck.  How else do you protect them?
Client: 	I make sure they’re safe at home.  Smoke alarms, good solid doors, and things like that.
Staff:	So, they can be safe even when you’re not there.
Client:	Right.  I can’t always be there, but I want them to feel safe, to know that I’m here for them.

Client:	I really don’t want to exercise.
Staff:	Exercising is not for you.
Staff:	If and how you exercise really is your choice.

Client: 	I don’t know if I can do it.
Staff:	It would be quite a challenge for you – hard work!	
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