Module 102.2 Learner Handout
CHW 102: Communication, Advocacy and Community Resources
Module 102.2: Listening, Interviewing and Motivational Interviewing
OARS skills, change talk, intake interviews and teach-back
What you will learn
1. Use open questions, affirmations, reflections and summaries in a conversation
1. Describe the spirit and four processes of motivational interviewing
1. Recognize change talk and respond in a way that strengthens it
1. Run a respectful intake interview and close with teach-back
Study sheet
	The big idea: People change for their own reasons. We listen well, draw out those reasons, and connect them to real community assets.


Key points
1. OARS means open questions, affirmations, reflections and summaries: the core listening skills.
1. The spirit of MI is partnership, acceptance, compassion and empowerment.
1. The four MI processes are engaging, focusing, evoking and planning, in that order.
1. Change talk favors change; sustain talk favors staying the same. Reflect change talk and do not argue.
1. Resist the righting reflex. Ask permission before giving information.
1. A good intake explains privacy, starts with strengths, lets people skip questions, and ends with teach-back.
Remember
1. OARS: Open questions, Affirmations, Reflections, Summaries
1. Change talk: Desire, Ability, Reasons, Need, then Commitment, Activation, Taking steps
1. MI processes: Engage, Focus, Evoke, Plan
1. Do you understand? is not a teach-back question
Ask yourself
1. When do I feel the righting reflex most strongly?
1. What helps me change: being told, or being heard?
Vocabulary
	Word
	What it means

	Active listening
	Giving full attention, noticing feelings, and showing the person you heard them.

	Open question
	A question that cannot be answered with yes or no and invites the person to tell their story.

	Affirmation
	A genuine statement that names a person's strength or effort.

	Reflection
	Saying back, in your own words, what you heard the person say or mean.

	Summary
	Pulling together several things a person said to show you understood and to move forward.

	Motivational interviewing (MI)
	A partnership way of talking that helps people find and strengthen their own reasons to change.

	Ambivalence
	Feeling two ways about something, such as wanting to change and not wanting to at the same time.

	Change talk
	Anything a person says in favor of making a change.

	Sustain talk
	Anything a person says in favor of keeping things the same.

	Righting reflex
	The helper's urge to fix, warn or argue a person into changing.

	Intake interview
	The first structured conversation where a CHW learns a client's needs, strengths and goals.

	Teach-back
	Asking a person to explain in their own words what you shared, to check that you explained clearly.


Real-life situations: what you should do
1. The client who will not talk
Darnell, 24, in Hough was referred after an ER visit. He gives one-word answers and keeps checking his phone during your first meeting.
What to do
1. Slow down and focus on engaging, not on the form
1. Ask an open question about something he cares about
1. Reflect what you notice without judgment, such as, this was not your idea
1. Ask what would make meeting worth his time, and offer a short next meeting
Why: Engaging comes first in MI. Without trust, focusing and planning will not work.
2. Hearing change talk
Mrs. Alvarez in Clark-Fulton says, through an interpreter, I keep missing my blood pressure checks, but I want to be around for my grandson's graduation.
What to do
1. Reflect the change talk: your grandson's graduation really matters to you
1. Ask an open question: what might help you get to your checks
1. Affirm any step she has already taken
1. Summarize her ideas and agree on one small next step together
Why: Reflecting and asking about change talk helps people hear their own reasons, which makes change more likely.
3. The medicine worry
During an intake, Mr. Patel says he stopped his diabetes pill because it upset his stomach. He asks if he should try half a pill.
What to do
1. Thank him for being honest and reflect his concern
1. Do not advise on doses; explain that is the provider's decision
1. Offer to help him call his doctor or pharmacist today
1. Note it and tell your supervisor, then use teach-back to confirm the plan
Why: Good listening keeps the client talking, but medication decisions stay with providers. The CHW connects him to them quickly.
Activity: Reflection practice log
About 20 minutes
1. Have a 10 minute conversation with a friend or family member about something they want to change.
1. Use at least two open questions, one affirmation, three reflections and one summary.
1. Write down one change talk statement you heard, without names or private details.
1. Write what was hardest for you and post one lesson in the course discussion.
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