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Training Goal 

• Effective family engagement requires those working with family to  
effectively communicate with those being served. 

• Through this workshop participants will learn to understand the impact 
of trauma on engagement as well as to learn skills intended to improve 
communication through the use of open ended questions, genuineness, 
and empathy.  

• When families feel respected they are more likely to feel empowered to 
make needed changes in their lives and improve the well being of their 
family . 



Activity

HO-01, My Action Plan

Part I, Strengths and Challenges:



Engagement

• Engagement: to obtain or 
contract for; to obtain and hold 
the attention of; to pledge or 
promise; to interlock or cause 
to mesh

(The American Heritage 
Dictionary)



Benefits of Family Engagement 

•Enhancing the Helping Relationship

•Enhancing the fit between family 
needs and services

•Building family decision-making skills

•Promoting family “buy-in”

•Better outcomes for children



Promoting Effective Engagement

• Tuning-in to Self and Others
• Focused Listening
• Clarification of Role and Purpose
• Respect – Tone of Voice
• Clear and Accurate Response to 

Client Questions
• Honesty
• Dependability
• Identification and Support of Client 

Strengths

• Seeking to Understand the Client’s 
Point of View

• Culturally Sensitive Practice
• Connecting Agency Goals with Client 

Goals
• Investment in Client Success
• Regular Feedback
• Confrontation
• Request for Work
• Appropriate Use of Protective 

Authority



How do you know if someone is engaged?

Reflections –
Able to reflect 
on what was 
said or what 

occurred

Application –
Taking active 
steps to make 

positive 
changes

Body Language 
– Forward 
leaning, 

nodding, etc.

Communication 
– Maintain 

active 
communication 
with supporters

Empowerment 
– Families feel 
like they can 

make and 
manage positive 

change

Involvement –
Because of 

involvement in 
the case 
planning 
process, 

families identify 
services and 

goals as 
achievable and 

necessary



The link between Trauma and Engagement

People need to feel safe and engaged with the other person, before they will disclose intimate 
information about themselves.

It’s all about TRUST. More







Key Principles of Trauma Informed Care

Safety

Trustworthiness 
and 

Transparency

Peer Support

Collaboration 
and Mutuality

Empowerment 
(Voice & 
Choice)

Cultural, 
Historical & 

Gender Issue





Engagement in the Context of Strength-Based Practice

The work you do matters. How you do it matters too.



What are Strengths?

What people have 
learned about 

themselves, others 
and their world

Personal qualities, 
traits and virtues

What people know 
about the world 

around them

The talents people 
have

Cultural and 
personal stories 

and lore
Pride The community



Strength-Based Strategies

• Identify strengths in a problem situation

• Exploring past successes

• Facilitating a positive vision of the future

• Developing action steps

• Encouraging commitment

• Finding and using exceptions to the problem



Activity

HO-01 My Action Plan

My Current Strength-Based Practice, 
Part II

List one or two examples of your 
present use of some of the elements 
of the Strength-Based Approach.



The Strengths, Engagement Connection

Specialists’ use of 
strengths, models a 
collaborative 
approach to problem 
solving

Noticing strengths 
encourages hope and 
confidence

Family resistance 
reduced, Specialist is 
less of a threat

Lets the family know 
that the Specialist 
sees them in a holistic 
way, not simply as a 
problem

Strengths

Engagement



Activity

HO-01, My Action Plan

Part III, Developing my engagement 
skills 

Select just one of the engagement 
skills you wish to improve, and 
identify one small step to begin to 
make that improvement happen.



Engagement Tools and Strategies

• Open-ended Questions

• Affirmations

• Reflective Listening

• Summaries



Open-ended Questions

Are questions that can 
evoke a variety of 
answers, as opposed to 
closed-ended questions 
that a person can 
answer with a “yes” or 
“no.”

More



Exception Questions

Exceptions are those occasions in clients’ lives when their problems could 
have occurred but did not – or at least were less severe.

Example:

“Are there times when the problem does not happen or is less serious, and 
when and how does it happen?

More

Types of Useful Open-ended Questions



Coping Questions

Coping questions are used as an attempt to help the family shift their focus 
away from the problem elements and toward what they are doing to 
survive the painful or stressful circumstances.

Example:

“What have you found that is helpful in managing this situation?”

More

Types of Useful Open-ended Questions



Scaling Questions

Invite families to put their observations, impressions, and predictions on a 
scale from 0 to 10, with 0 being no chance and 10 being every chance.

Example:

“On a scale of 0-10, with 0 being not serious at all and 10 being the most 
serious, how serious do you think the problem is right now?”

More

Types of Useful Open-ended Questions



Indirect or Relationship Questions

Invite the family to consider how others might feel or respond to some 
aspect of their life, behavior, or future changes.

Example:

“How do you think the judge is going to feel about your efforts to have 
your children returned?”

More

Types of Useful Open-ended Questions



Miracle Questions

The “Miracle Question” is the opening piece of the process of developing 
well-formed goals.  It gives families permission to think about an unlimited 
range of possibilities for change.

Example:

“I want you to imagine a time in the future when the problem which 
brought you to the attention of DCS is solved.  All the present barriers are 
gone.  So, when this happens, what will be different that will tell you that 
this positive future has happened and the problem is solved?”

More

Types of Useful Open-ended Questions



Follow up to the Miracle Question

Through follow-up questions, the interviewer further extends and 
amplifies the impact of the miracle (change) in the families life.

Example:

“What will be the first thing you notice that would tell you that change has 
happened, what things are different?”

Types of Useful Open-ended Questions



Encouragers Extend Open-Ended Questions

What else?

What example of that comes to mind?

Say more about that.

Wow! That’s really interesting!

Go on.

Mmmm-hmmm.

Really?



Activity

HO-06, Convert These to Open-Ended Questions

Be creative and use as many different types of open-
ended questions as possible:

• Exception

• Coping

• Scaling

• Miracle 



Engagement Tools and Strategies

Open-ended Questions

• Affirmations

• Reflective Listening

• Summaries



Affirmations

Are statements that 
acknowledge our families’ 
strengths, characteristics, 
and positive attempts at 
change or actual change

More

“You worked 
hard to make 
sure you met all 
of your plan’s 
requirements.”



Affirmations – Examples of How to Use Them

• Recognize effort (over success)

• “The important part is that you tried so hard.”

• Express confidence

• “If you decide to change this, I believe you can eventually succeed.”

• Express support

• “You’re doing a great job, considering the circumstances.”

• Recognize strengths (reframe resistance)

• “You are very persistent and strong-minded.”



Engagement Tools and Strategies

Open-ended Questions

Affirmations

• Reflective Listening

• Summaries



Reflective Listening

A hypothesis as to what the talker is getting 
at said as a statement, not a question.  

Integrate underlying feelings, values and 
unsaid portions.

Usually brief:  5-10 words

Period. Pause. – Wait, Watch.

“Reflective listening is a way of checking rather than assuming that you 
know what is meant.” Miller and Rollnick



Reflections Are Statements

Question:

“You’re thinking about  counseling ?” (voice inflection goes up)

Statement:

“You’re thinking about counseling.” (voice inflection goes down)



Different Types of Reflections

• Simple

• Complex

• Double-Sided

• Amplified

Miller & Rollnick, 2002 More



Simple  Reflections

Client:

“I went to see about getting that job, but the man there said that he 
wasn’t hiring.”

Family Support Worker:

“There were no jobs available at this time.”



Complex  Reflections

Client:

“I went to see about getting that job, but the man there said that he 
wasn’t hiring.”

Family Support Worker:

“And that really disappointed and frustrated you, as you know getting a job 
is important to providing for your family.”



Double-Sided  Reflections

Client:

“I know that I have to find work, but on the other hand, I worry about 
putting my kids in child care and also about the cost of transportation.”

Family Support Worker:

“You worry about how your kids will do in child care and if getting to and 
from work will cost you a lot; on the other hand, you know that this job is 
important to your family and making you independent .”



Amplified  Reflections

Client:

“There are no jobs out there that will take someone like me on.  I mean, 
who would hire me?.”

Family Support Worker:

“Even with your past work history and job skills, it all seems like there is no 
one who will want to hire you.”

Client:

“Well, it is true that I did work for awhile and know how to work a cash 
register.  And I am good with people.”



Activity

Reflective Listening

HO-07, Your Reflections, Please --
Literally

Practice reflective listening with a 
partner.  Take turns reading the 
statements off the handout and 
responding using different types of 
reflections.



Engagement Tools and Strategies

Open-ended Questions

Affirmations

Reflective Listening

• Summaries



Summaries

Summaries are really long reflections.  They allow us to pull together all of 
the various aspects of a concern that clients have talked about.  In this 
way, clients get to hear themselves again, in a more organized manner.

More



Summaries - Example

Specialist:

“So let me summarize all that we have talked about.  You are willing to look 
for work and you have had some good experience and reviews in the past.  
You are worried about how much you’ll have to spend on child care and 
the bus.  Did I get that right?  One thing that might help you is a bus pass, 
which I can arrange for you.”



Engagement Tools and Strategies

Open-ended Questions

Affirmations

Reflective Listening

Summaries



Engagement Skills

• Open-ended Questions

• Exception

• Coping

• Scaling

• Indirect Relationship

• Miracle

• Follow up to the Miracle

• Affirmations

• Reflections

• Simple

• Double-Sided

• Complex

• Summaries



Activity

HO-01 My Action Plan

Moving My Strengths-based 
engagement competency forward, 
Part IV

Write down several steps you are 
committed to take in order to 
become more strength-based and 
better engage families in your work.

My Personal Engagement Philosophy 
Mantra



Summary of Key Concepts

• Look for family/client strengths

• Clarify your role and the purpose of the conversation

• Listen and seek to understand the family’s/client’s perspective

• Recognize and consider the impact of trauma

• Use engagement skills and strategies to improve engagement with 
families/clients
• Open-ended Questions

• Affirmations

• Reflective Listening

• Summaries

• Check: Was the interview/conversation professional?
More



Continuous Process

Engagement is a continuous process 
that must be initiated, maintained 
and adjusted as necessary 
throughout the life of the case.



Engagement Does NOT End With Our Families

Co-WorkersPersonal Relationships

Other Child Welfare Entities



Closing Comments and Question

Linking it all together!

Listening


