Counselling
Handbook
by staff of ACS Distance Education

Contents
Credits

7

Chapter 1: WHERE CAN COUNSELLING BE USED?

8

What Are Counselling Skills?

9

Active Listening

9

Open Questions

10

Closed Questions

10

Paraphrasing

11

Clarifying/Encouraging

11

Minimal Encouragers

12

Silence

12

Summarising

13

Reacting

13

Reflecting

13

Non-Verbal Communication

14

Body Language

14

Electronic Non-Verbal Communication

16

Empathy

17

Body Language As Attending Behaviour

17

SOLER Theory

18

Influencing Skills

18

Confrontation

18

Focusing

20

Reflection Of Meaning

21

Consequences

22

Reframing

22

Self-Disclosure

23

Feedback

24

Advice

25

Role Of Counselling

26

Counselling Skills In Different Areas

26

Personal Relationships

26

As A Parent

26

In The Workplace

27

Teaching

27

Employer

27

Work Colleague/Team Member

27

Health Practitioner

28

Sales/Marketing

28

Human Resources

28

Consulting

28

Police

28

CHAPTER 2 HOW TO SEE BEHIND THE MASK

29

Defence Mechanisms

30

Denial

30

Sublimation

31

Projection

31

More On Body Language

32

Eyes

34

Mouths

34

Heads

35

Arms

35

Hands

35

Personal Space

36

Mirroring

36

Our Perception Of Others

37

Trait Theories

37

Stereotypes

37

Self-Fulfilling Prophecy

38

Personal Construct Theory

38

Primacy Effects and Recency Effects

38

Halo Effects

38

Schemas

39

Scripts

39

Other Schemas

39

Attributions

40

Fundamental Attribution Error

40

Self-Serving Bias

40

Locus of Control

41

Covariance Theory

41

Lay Epistemology

42

CHAPTER 3 EMOTIONS AND ATTITUDES

43

Emotions

43

Problems With Subjective Reports

44

Attitudes

45

The Range Of Emotions

46

Love

47

The Range Of Attitudes

48

Attitudes And Behaviour

48

Reasoned Action

48

Values And Attitudes

49

Heider’s Balance Theory

49

Social Judgement And Attitudes

49

Assimilation And Contrast Theory

49

Accentuation Theory

50

Attitude Change

50

Cognitive Dissonance

51

CHAPTER 4 HOW TO COMMUNICATE
BETTER WHEN ALL YOU HAVE IS WORDS?

53

Counselling In Non Face-To-Face Situations

53

Telephone Counselling

54

Online Counselling

54

Other Issues

56

Case Study – Telephone And Online Help – The Samaritans

57

Counselling Via Email

58

Video Communication

59

Social Implications

60

CHAPTER 5 THEORY VERSUS PRACTICE

61

Individual Differences

61

Client-Centred/Person-Centred (Rogerian) Counselling

62

Cognitive Behavioural Therapy

62

Existential Approach

62

Psychoanalysis

62

Strength-Based Counselling

62

Putting Theory Into Practice

63

Putting Theory Into Practice – Helping A Grieving Child

63

Case Study – Child X

64

CHAPTER 6 DIFFUSING DIFFICULT SITUATIONS

66

Timing In Counselling

66

Case Study: Counsellor Wishes To End Counselling

66

Case Study: Client Wishes To End Counselling

67

Some Examples

67

Diffusing Difficult Situations

68

Case Study I

70

Case Study II

70

Conflict

70

The Suicidal Client

72

The Chronically Depressed Client

74

CHAPTER 7 GOLDEN RULES OR TIPS

76

Empathy

76

Respect

76

Case Study – Euthanasia

77

Listening

78

Client’s Wishes And Needs

78

Case Study I

79

Case Study II

79

Understanding Oneself

80

Focus On Client Strengths

80

Adhering to ethical codes

81

Competence

81

Informed Consent

81

Confidentiality

81

Balance Of Power

81

Maintain Professional Boundaries

82

Multicultural Awareness

82

Burnout and Debriefing

82

APPENDIX

84

Distance learning and online courses

84

E-books by John Mason and ACS Staff include:

85

Printed books by John Mason

86

Useful contacts

87

ACS global partners

87

Social media

87

> BACK TO CONTENTS PAGE

Credits
© Copyright 2016 John Mason
Written By:
Staff of ACS Distance Education
Photos:
John Mason and Stephen Mason
Layout & Illustration:
Stephen Mason
Editorial Assistants/Contributors:
Miriam ter Borg
Gavin Cole
Tracey Jones
Published by:
ACS Distance Education
P.O. Box 2092, Nerang MDC,
Queensland, Australia, 4211
admin@acs.edu.au
www.acsbookshop.com
P O Box 4171, Stourbridge, DY8 2WZ,
United Kingdom
admin@acsedu.co.uk
www.acsebooks.com

ISBN: 978-0-9871395-6-6

page 7

The information in this book is derived
from a broad cross section of resources
(research, reference materials and
personal experience) from the authors
and editorial assistants in the academic
department of ACS Distance Education.
It is, to the best of our knowledge,
composed as an accurate representation
of what is accepted and appropriate
information about the subject, at the
time of publication.
The authors fully recognise that
knowledge is continually changing,
and awareness in all areas of study
is constantly evolving. As such, we
encourage the reader to recognise
that nothing they read should ever
be considered to be set in stone.
They should always strive to broaden
their perspective and deepen their
understanding of a subject, and before
acting upon any information or advice,
should always seek to confirm the
currency of that information, and the
appropriateness to the situation in which
they find themselves.
As such, the publisher and author do not
accept any liability for actions taken by
the reader based upon their reading of
this book.
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Chapter 1: WHERE CAN
COUNSELLING BE USED?
There are differences between
formal counselling and the use
of counselling skills.

As we said in the introduction,
a professional counsellor fulfils
a different role to someone using
counselling skills or techniques.

A counsellor is a person who meets with
a client on a professional basis to help
to resolve their problems and issues.
A counsellor will use counselling skills
in their work.

To summarise:

Basically, we can say that
counselling is –
A process where a counsellor and
client meet up to discuss difficulties
the client finds stressful or emotional.
Through these helping sessions, the
client is able to see their problem more
clearly. This can enable them to focus
on their feelings and experiences, which
can help them to facilitate change.
The client/counsellor relationship
is a relationship based on trust and
confidentiality.
Counselling is not –
■■ Being judgemental
■■ Giving advice
■■ Trying to solve problems for

the client

However, many people will use
counselling skills. This does not mean
that they are counsellors.

■■ Formal counsellors will tend to base

their counselling on a particular
theory or theories.

■■ They will receive supervision

at regular intervals during their
counselling.

■■ They should abide by ethical

guidelines and standards.

■■ They should have a formal contract

with their clients.

Formal counselling is undertaken by a
counsellor within a professional setting,
but many different professionals use
counselling skills e.g. psychologists,
psychiatrists, psychotherapists.
It is not just people involved in
psychology who use counselling skills.
Other people will use them, such as
■■ teachers
■■ social workers
■■ volunteers
■■ nurses
■■ doctors

page 8
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But basically, anyone working with other
people in a helping relationship.
This chapter will consider:
■■ What are counselling skills?
■■ Who uses them?

What Are Counselling Skills?
Counsellors use a wide range of
counselling skills and techniques. These
can also be used by other professionals
within their daily role. Counselling skills
fall into three main areas: attending
skills, listening skills, and influencing
skills. We will now consider important
counselling skills.

Active Listening

“active” listening. I am listening, what
needs to be active about it? Think
about how you listen. How often have
you been having a conversation with
someone where you have been listening
to them talk but whilst you are listening,
you are thinking about what you want to
say next, planning what to eat for lunch,
interrupting them and so on. This isn’t
really listening or paying attention. You
are not REALLY listening to what they
have to say, but thinking about what
you are thinking about. Active listening
means that you are really paying
attention. So what is active listening?
With active listening, you may do some
talking, but mainly you are acting as
a sounding board for the person to
discuss their difficult issue. Active
listening should just encourage the
person to talk, not influence what they
have to say.
Think about this, someone is telling you
something distressing and you say:
“I know, I had the same
experience when.......”
“I know how you feel.”
“Try not to worry about, it will get
better soon.”

Listening is an art that requires
practice.
Many people will experience distressing
or painful situations that they find hard
to talk about. Active listening skills
can encourage people to talk. Active
listening helps people to talk through
their problems by helping them to find a
way to put into words what is troubling
them. It may sound odd to consider
page 9

“That doesn’t sound so bad, last week,
this happened to me........”
All of these statements may be wellintentioned, but they could lead to the
person stopping what they are saying,
changing the subject or ending the
conversation because they feel you
don’t understand. With active listening
this can be avoided. By listening actively
you demonstrate to the person or client
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that you are interested in what they
have to say. It is one of the chief skills
in building rapport and trust in a clientcounsellor relationship. Active listening
is part of the repertoire of listening and
attending skills a trained counsellor
uses to help client’s to discuss their
issues. The following skills are all part
of the listening techniques.

Open Questions
Open questions are those that are likely
to receive a longer answer. They give
the respondent time to think and reflect,
to give their opinions and feelings. They
give control of the conversation to the
respondent. They are useful to find
out more about the person, what their
problems are and so on.
The use of open questions is one
method of active listening. Try to use
questions that do not require a yes or
no answer. This encourages the person
you are speaking to, to open up more.
So rather than say “Does this really
bother you?” you could try “This sounds
like it really bothers you. Tell me why?”
The first question could be answered
“yes” or “no” and that could be the end
of the question. The second question
requires the person to speak more, to
expand on why the situation bothers
them. This encourages the person
to keep talking. So, if you want to
encourage the client to talk more freely
you should avoid questions like “Are
you okay?” or “Does that help?” or “Do
you want to talk more about this?” as
this can shut down a conversation. Try
instead to use questions like:
■■ Do you want to tell me more about

how you feel?
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■■ What would help you now?
■■ Can you tell me more about this?
■■ How did you feel when

that happened?

Active listening and using open
questions does not just have to be part
of a helping relationship. It can also be
part of our day to day conversation.
All of these questions encourage
conversation. They encourage the
person to express their feelings, say
how they feel. If you are not experienced
in counselling skills, you may find this a
little awkward at first. It may be artificial,
but the more you do this the easier it
becomes. Try asking open questions in
your general conversation. You will be
amazed at how much more people will
open up, when it looks like you are really
interested in what THEY have to say. It
doesn’t just have to be when someone
has a problem. You can also use open
questions and active listening when
people are talking to you about anything.
Often, open questions begin with the
words: can, could, why, how or what.

Closed Questions
Closed questions are questions that can
be answered by a single word or short
phrase. How old are you? Where do you
live? They can often be answered by
yes or no. Closed questions are useful
in some ways ■■ They give us facts.
■■ They are easy for the person to

answer.

> BACK TO CONTENTS PAGE

■■ They are quick to answer.

Paraphrasing

■■ They keep the control of the

Another element of active listening
is paraphrasing. It is a way that the
counsellor can say back to the client
what they have heard using some of
the client’s own words. It is not merely
repeating back parrot-fashion what
the client has said, rather it is an
abbreviation of the client’s statements
using several of the client’s key words
along with a few of the counsellor’s
own words.

conversation with the person
answering the question.

Closed questions do sometimes have
their place. Sometimes you want a
person to make a definite decision or
choice. So closed questions can be
used to clarify something. For example,
“So let me see if I’ve got this right, you
are annoyed with your boss because he
wouldn’t let you have last Friday off?”
The client can then answer ‘yes’ or
‘no.’ This tells you that you are on the
right track, you have understood what
the person is saying. This also tells the
person you are listening to that you
have understood as well.
As we said above, open questions allow
conversations to flow more freely and
encourage conversation and debate,
so are more useful in exploring client
issues. But closed questions are
more useful for obtaining brief factual
information. They are also useful for
bringing focus to an interview situation,
though the onus is on the counsellor to
guide the interview.
Often, closed questions begin with the
words: do, is or are.
Whether asking open or closed
questions, they should not be overused.
Too many questions may make a
client feel as though they are being
interrogated. Alternatively, they may feel
overcome with anger or guilt. Also, the
guiding nature of questions may be too
authoritarian for some. Indeed for some
non-Western cultures questions are
deemed inappropriate.
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For example, a client might say: “I’ve
had a terrible week - my car broke
down, my cat has run away, I’ve got
a cold, work is stressful, and my
neighbour is pissing me off.”
To paraphrase, the counsellor
might say: “You’ve had a terrible
week because lots of things have
gone wrong.”
Again, paraphrasing demonstrates to
the client that they have been heard
and understood. Done properly, a
paraphrase will stop the client from
feeling that they have to keep repeating
the same information and can go on to
discuss and explore other issues.

Clarifying/Encouraging
Sometimes we want to avoid difficult
things. We can avoid saying them. A
person you are speaking to might do
this. They may avoid saying something,
but their body language tells you it
is a difficult thing. So you can use
statements such as:
“This sounds like it is a difficult thing
for you?”
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“Tell me more about ............”

DO actually use them.

Then encouraging them more with
statements, such as “Go on”, “Tell
me more”, or “Yes.” This may sound
obvious, but it is so easy to forget to
make these sorts of comments when we
are thinking about our issues and what
we have to say next.

Minimal Encouragers should be used
with care though. Too many mmms or
nods can make the person think that
you are not really listening or are bored.

One way of clarifying is to repeat
keywords used by the client. The key
word selected will influence the direction
of the interview.

Silence is also a good way to encourage
people to open up. Many people are
brought up to find silence uncomfortable
or awkward. So when there is a silence
they will rush to fill it with the first thing
that comes into their mind. This is often
helpful as it tells us more about what the
person is thinking.

Another method is to restate certain
parts of what the client has said through
the use of short statements. These
restatements can again influence the
direction of the interview like minimal
encouragers.

Minimal Encouragers
Another way to show that you
are listening is by using minimal
encouragers. Minimal encouragers
help to put the speaker at ease, and
encourage them to continue talking
with minimal interruption or influence.
You probably use minimal encouragers
subconsciously in your conversations
already. Some examples include “mmm
hmmmm”, “uh-huh”, “I see”, “tell me
more”, or nodding your head. Even a
silence accompanied by appropriate
body language can serve as a minimal
encourager.
Counselling skills can sound quite
simple. I am sure many of you reading
this will think, I do that all the time. The
next few times you have a conversation
with someone, try to use these different
skills and techniques. Consider if you
page 12

Silence

The silence can feel uncomfortable
for the person using counselling skills
and the person they are helping. If you
can start to use silence in an effective
way, though, it can help open up
communication. The person helping
should listen to the silences as well
as the words. Silences can help. The
helper can use the silence to –
■■ Encourage the person to think more

about their situation.

■■ Encourage the client to carry on

the burden of the conversation (so
talking more about how they feel).

■■ As a way for the helper to organise

their own thoughts.

■■ As a natural ending to a discussion.

The person being help can use silences
to –
■■ Think about what they want to say
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■■ Allow their feelings to develop
■■ Recover from emotions
■■ Encourage a response from the

helper

■■ As a way to collect their thoughts

and reflect on feelings.

Silence can be uncomfortable, but it
does show that you are listening. If the
person is talking and taking time to think
what they want to say next, you might
normally rush in with a comment. But
if you are silent, the person realises
that you are really listening and waiting
for what they have to say next. That
you are interested in what they have to
say. So when a person is talking about
something difficult for them, silence,
nods and maintaining eye contact can
show attention and interest.

Summarising
Summarising is another technique
used in active listening. It shows that
you have listened to the person and
understood what they have said. An
example might be:
“So you love your job, but you don’t
like your new boss, so you are not sure
whether to find another job.” This just
briefly summarises the main points of
what the person has said.
Although similar to paraphrasing and
encouraging, summarising is used to
sum up a longer period of the interview.
It is used to check that the counsellor
has understood the gist of a whole
section of an interview, or even to
review an entire session or several
page 13

sessions. It is best done with a check
at the end to see if what the client has
portrayed through thoughts and feelings
has been correctly understood. For
example, you might ask “Does that
sound about right?”, “Have I understood
you?”, or “Does that sound like a fair
summary?”

Reacting
You are listening to a person talking.
They are telling you about how difficult
things have been for them. They don’t
want you to sit/stand there and be
totally neutral, so it is important to
show sympathy and understanding
without cutting short the conversation.
Statements such as “You sound like
you’ve had a terrible time” or “That must
have been so difficult for you” show that
you are being understanding of how
difficult it has been for them.

Reflecting
Another technique that can be used
is reflecting. There are two types of
reflection used by counsellors:
1. Reflection of feeling
2. Reflection of meaning
Reflection of feeling is considered part
of the listening sequence. It involves
repeating a word or phrase back to
the person to encourage them to talk.
For example, if the person says “I’ve
been really stressed lately”. You can
repeat back to them – “So you’ve
been stressed lately?” This is different
to paraphrasing which focuses on
reflecting back content. Instead, the

