
• A •
abrupt endings, 183–184
abuse

child abuse, 215, 235, 254
by counsellor, 32, 36
domestic violence, 235, 254
elderly, 215
emotional abuse, 216, 235

abusive calls, 247
acceptance, 132
accepting gifts, 187–188
access to records, 58
accreditation

importance of, 35
obtaining, 297–298, 307
professional bodies, 34

acting for someone, 70
action skills, 89–92
action stage of helping conversations

assessment, 166–167
defined, 14, 165
problem-solving, 168–175
skills used in, 166

active listening skills
action stage in helping conversations, 166
benefits of developing, 9
blocked listening, 19–20
counsellors, 12
defined, 1–2, 11, 88–89
distractions, 13–14
effective listening, 66–68
experience, 299
interruptions, 13–14
knowing when not to listen, 53
limits of listening, 277–278
sessions, 12
value of listening, 63–64

activities, 30
actualising tendency, 19
addictions, 77

adolescence, 223
adult development, 223
advanced empathy, 133
advice, 12, 36
advising

defensive behaviour, 101
power, 70

affirmative approach, 219
ageism, 215
aggression, 230
agreement with help-seeker, 50
agression, 231
alcohol, 228
alternatives to questions, 147
anger, 76–77, 230–231
answering questions, 152–153
anxiety, 231–232, 234
application of BEST-I BEST-R model,

278–279
appointments, 34
Asperger’s syndrome, 133
assertiveness

developing, 47–48, 250
personal quality of counsellors, 87

assessing strengths and limitations 
(in problem-solving), 174

assessment, 166–167
assumptions

avoiding, 26–27
helping conversations, 122

attachments, 222
attention, giving full attention, 134
aural cues, 245
autism, 133
automatic thoughts, 163
avoidance, 231–232
avoiding

assumptions, 26–27
distractions, 13–14
harm, 77–78
judgements, 26–27
prejudices, 26–27
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• B •
BACP (British Association for Counselling

and Psychotherapy)
accreditation, 34, 297, 307
code of ethics and practice, 51
contact information, 266
CPR (Counselling and Psychotherapy

Research), 267
Ethical Framework, 51, 81, 254
guiding principles for good practice, 58
membership process, 34, 267
Therapy Today, 29–30, 267

bad news, 247–248
barriers to listening

advising, 101
being right, 101
comparing, 101
defence mechanisms, 98–99
defences, 97–98
derailing, 101
discounting, 103
dreaming, 102
filtering, 102
identifying, 102
judging, 102
mind-reading, 102
placating, 103
rehearsing, 103
sparring, 103

BBC Web site, 269
behaviours

acting for someone, 70
advising, 70, 101
BEST-I BEST-R model, 200
clarifying, 70
defensive behaviours, 99–105
empathy, 70
prescribing, 70
questioning, 70
reflecting, 70
self-harming, 254–255
signs of distress/stress, 204
summarising, 70

being right (as a defensive behaviour), 101
belief patterns, 163

benefits of developing active listening
skills, 9

bereavement, 226–229
BEST-I BEST-R model

application of, 278–279
behaviours, 200
body, 195–196
case studies, 279–290
defined, 14–15, 194–195
emotion, 197
environment, 200
imagery, 199
metaphors, 199
relationships, 203
sensation, 197
spirit, 201
thinking, 198–199
time, 201–202

bipolar disorder, 234
birth experiences, 222
blind spot, 21–23
blocked listening, 19–20
blogs, 268
body

BEST-I BEST-R model, 195–196
healthy habits of care, 196
physical presentation, 195–196
self-care, 38
signs of distress/stress, 203
substance abuse, 195
trauma, 196

Bolton, Gillie
Reflective Practice: Writing and

Professional Development, 273
The Therapeutic Potential of Creative

Writing: Writing Myself, 29, 273
boundaries

ethics, 50
helping conversations, 92, 116–117
helping relationships, 50
reasons to stick within, 251–252
safe space, 32
setting, 32, 116–117

brainstorming, 169
breaking

bad news, 247–248
confidentiality, 55
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breaks in helping relationships, 185
British Association for Counselling and

Psychotherapy (BACP)
accreditation, 34, 297, 307
code of ethics and practice, 51
contact information, 266
CPR (Counselling and Psychotherapy

Research), 267
Ethical Framework, 81, 254
guiding principles for good practice, 58
Therapy Today, 29–30, 267

British Journal of Guidance and 
Counselling, 29

Building Confidence For Dummies (Burton
and Platts), 48

bullying, 222, 235
BUPA Web site, 269
Burton, Kate, Building Confidence For

Dummies, 48
Buzan, Tony (creator of mind-mapping

technique), 174

• C •
cancellation policy, 36
career satisfaction, 74
case studies

BEST-I BEST-R model, 279–290
loss, 285–290
struggling student, 279–285

catastrophising, 198
celebrating helping relationships, 179–180
Certificate in Counselling Skills, 298
challenging

edge of awareness, 156
help-seeker, 156, 160–164
yourself, 28–30

change
cycle of change model, 93–94
handling, 205–206
strategies for managing, 226
types of, 224–225

characteristics of counsellors, 81–82
chat rooms, 268
child abuse, 215, 235, 254
child safety, 56, 119
childhood development, 222–223

clarifying, 70, 142–143, 262
classes, 215
clinical supervision, 45
closed questions, 149–151
closing exploration, 262
closing skills (for ending helping

conversations), 178
co-counselling, 31
code of ethics and practice from British

Association of Counselling and
Psychotherapy (BACP), 51

colleagues, consulting, 221
commitment to the profession, 82
comparing (as a defensive behaviour), 101
competence, 87
complaints, 255–256
compliments, discounting, 103
concealing emotion, 136–137
concrete details in helping 

conversations, 162
conditions of worth, 19
confidentiality

breaking, 55
child safety, 119
confidentiality statement, 120
discussing, 35
exceptions, 35
helping conversations, 246–247
limits of, 118–120
organisational responsibilities, 119
record-keeping, 119

confronting, 156, 160–164, 259
consultation, 45
consulting colleagues, 221
contracting, 14, 244–245
control, relinquishing, 71
controlling unmanageable feelings, 207
conversations

action stage, 14, 165–175
assumptions, 122
boundaries, 92, 116–117
characteristics of, 13
closing skills, 178
concrete details, 162
confidentiality, 118–120, 246–247
coping with the different types of, 15
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conversations (continued)
differences between helping

conversations and ordinary
conversations, 88–89

disclosures, 248
empathy, 157–159
ending, 177–179
exploration stage, 14
face-to-face, 243
family, 242
focusing, 164
friends, 242
here-and-now talk, 125–126
immediacy, 161–162, 260–261
language, 137, 160
managing, 78–79, 92
metaphors, 160
opening, 92
prejudices, 122
prioritising, 164
privacy, 246
self-disclosure, 127–128
specific details, 162
stories, 92, 120–122
structure of, 129–131
telephone help-line, 243–247
themes, 158–159
three-stage model, 14, 89–92, 129–130
time, 131
time limits, 92, 178
uncharacteristic responses, 122–123
understanding stage, 14, 155–157
unexpected, 245–246

conveying the core conditions, 132
coping

with different types of helping
conversations, 15

with discussion about sexual difficulties,
206–207

core conditions
conveying, 132
defined, 65–67
empathy, 124–126
genuineness, 126–128
helping relationships, 131–132
If . . . Then hypothesis, 65–67
respect, 123–124

core message, 125
Counselling and Psychotherapy Research

(CPR), 29, 267
Counselling Directory Web site, 34, 266
Counselling for Toads: A Psychological

Adventure (de Board), 274
Counselling Ltd Web site, 34
counselling skills

action stage in helping conversations, 166
benefits of developing, 9
blocked listening, 19–20
counsellors, 12
defined, 1–2, 11, 88–89
distractions, 13–14
effective listening, 66–68
experience, 299
interruptions, 13–14
knowing when not to listen, 53
limits of listening, 277–278
sessions, 12
value of listening, 63–64

Counselling Skills and Theory (Hough), 272
counsellors

abuse by, 32, 36
accreditation, 35, 297–298, 307
advice, 36
appointments, 34
assertiveness, 87
avoiding harm, 77–78
benefits of the role, 72
cancellation policy, 36
career satisfaction, 74
challenges of the role, 72–75
characteristics of, 81–82
competence, 87
confidentiality, 35
counselling skills, 12
courage, 87
critical thinking, 83
effect of work on personal relationships,

71–73, 296
emotions, 74–75
empathy, 82–83, 299–300
experience, 35, 300, 306–307
fairness, 86
finding, 33–34
humility, 85–86
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information, 36
integrity, 84–85
job opportunities, 269–270, 296–297
knowledge areas, 94–95
life experiences, 300
maturity, 300
modes of delivery, 36
motivations, 18–19, 295–296
payment, 36
personal qualities, 64–65, 81–82
personal resources, 74
portfolio career, 296
qualification, 35, 304
resilience, 85
respect, 84
self-disclosure, 127–128
sincerity, 83
theory, 35
training, 35
venues, 34
wisdom, 86

couple counselling, 33
courage, 87
courses for counselling skills training, 

298, 300–306
CPR (Counselling and Psychotherapy

Research), 29, 267
creativity, 40
crisis, 55–56
critical thinking, 83
Cruse organisation, 266
cutting, 254
cycle of change model, 93–94
cycle of defences, 98–99

• D •
Daines, Brian, Medical and Psychiatric

Issues for Counsellors, 274
Data Protection Act legislation, 35, 58–60
de Board, Robert, Counselling for Toads: A

Psychological Adventure, 274
deaf culture, 213
death, 228–229
decision-making

goals, 171
model for ethical decision-making, 52–55

defence mechanisms
cycle of defences, 98–99
defined, 18, 26
examples, 106–109
overcoming, 105–106
sincerity, 83, 98–99
undoing, 105–106

defensive behaviours
advising, 101–104
being right, 101
comparing, 101
derailing, 101
discounting, 103
displacement, 99–100
dreaming, 102
filtering, 102
identifying, 102
interactive effects of, 104–105
judging, 102
mind-reading, 102
placating, 103
put-downs, 103
recognising them in yourself, 104
rehearsing, 103
sparring, 103

delivering bad news, 247–248
demonstrating

acceptance, 132
empathy, 132–133

dependence of help-seeker, 78
depression, 223, 232
depth, 133, 157–159
derailing (as a defensive behaviour), 101
detective role type, 240
developing

assertiveness, 47–48, 250
personal qualities, 81

Developing Person Centred Counselling
(Mearns), 271–272

developmental theories, 222
difficult endings, 182–183
Diploma in Counselling, 35, 297–299
direct practice, 1–2
direct support, 41
Disability Discrimination legislation, 213
disabled, prejudices against, 213
disclosures, 178–179, 248
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discounting, 103
discrimination

ageism, 215
classes, 215
gender, 216
racial, 214

discussing confidentiality, 35
discussion groups, 30
displacement, 99
distractions

avoiding, 13–14
environment, 13–14
internal conversations, 134–135

distress signs and symptoms, 15, 204
disturbed emotions, 229–231
divorce, 235
domestic violence, 235, 254
doorknob disclosures, 178–179, 248
dreaming, 102
drugs, 228

• E •
EAP (employee assistance programme), 33
early childhood difficulties, 233
eating disorders, 234
edge of awareness, 156
educative function of supervisor, 46
effective listening, 66–68
Egan, Gerard

BEST-I BEST-R model, 194
The Skilled Helper, 271

elaboration, 260
elderly

abuse, 215
discrimation, 215
old age difficulties, 233

emotion
anger, 76–77, 230–231
BEST-I BEST-R model, 197
concealing, 136–137
counsellors, 74–75
emotional upset, 75–76, 183
help-seeker, 75–76
loss, 225
reflecting, 139

self-care, 39
signs of distress/stress, 204

emotional abuse, 216, 235
emotional distress, 229–231
emotional intelligence, 21
emotional language, 137–138
empathy

advanced empathy, 133
core condition, 124–126
defined, 70, 82, 260
demonstrating, 132–133
depth, 133, 157–159, 260
frame of reference, 133
non-verbal communciation, 124
over-identification, 124
personal quality in counsellors, 82–83
subtractive empathy, 133

employee assistance programme (EAP), 33
encouragement

non-verbal, 135–136, 261
self-direction, 93–94

ending a helping conversation, 177–179
endings

abrupt endings, 183–184
difficult endings, 182–183
goodbyes, 186
immediate endings, 182
phased endings, 181–182
planning, 181–182
reflecting on your own, 175–177
reluctance to end, 186
unexpected endings, 185

environment
BEST-I BEST-R model, 200
distractions, 13
signs of distress/stress, 204

ethical issues, 290–294
ethics

boundaries, 50
British Association for Counselling and

Psychotherapy (BACP) Ethical
Framework, 51, 81, 254

child protection, 56
crisis, 55–56
defined, 50
ethical-mindedness, 56
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examples of ethical dilemmas, 51–52
gifts, 187–188
helping relationships, 50
model for ethical decision-making, 52–55
non-maleficence, 186
record-keeping, 57–60
self-harm, 56–57
suicide, 56–57

evaluating
goals, 173
support network, 41–44
work, 189–190

evaluations, 189–190
exceptions to confidentiality, 35
expected consequences of meeting 

goals, 172
experience, 35, 299–300, 306–307
explicit agreement with help-seeker, 50
exploration stage of helping 

conversations, 14

• F •
face-to-face helping conversations, 243
fairness, 86
family

childhood development, 223
family patterns and systems, 223
helping conversations, 242

family therapy, 33
feedback

defined, 2
giving, 24–26
seeking, 23–24

feeling words, 137–138
feelings. See emotion
Feltham, Colin, The Sage Handbook of

Counselling and Psychotherapy, 272
figures of speech, 199
filling the gaps (in a story), 142–143
film, 29
filtering, 102
finding a counsellor, 33–34
focusing helping conversations, 164
force-field analysis, 174
frame of reference, 133, 199

friend role type, 240
friends, and helping conversations, 242
friendships, 118, 253–254
furniture, 116
further education colleges and

universities, 269
future-proofing, 175

• G •
Gask, Linda, Medical and Psychiatric Issues

for Counsellors, 274
gender inequality, 216
generalisations, 162
genuineness, 126–128
gestures, 136
gifts, 187–188
giving feedback, 24–26
giving full attention, 134
goals

decision-making, 171
evaluating, 173
expected and unintended 

consequences, 172
identifying, 168–170
maintenance, 172
monitoring, 173
prioritising, 171
reaching, 171
SMARTER exercise, 170
support network, 172

goodbyes, 186
greeting help-seeker, 114–115
group discussion, 30
group therapy, 31–32
guiding principles for good practice, 58

• H •
handling change, 205–206
harm

avoiding, 77–78
self-harm, 77, 254–255

Hawkins, Peter, Supervision in the 
Helping Professions, 273

healer role type, 240
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helpers
abuse by, 32, 36
accreditation, 297–298, 307
advice, 12
assertiveness, 87
avoiding harm, 77–78
benefits of the role, 72
career satisfaction, 74
challenges of the role, 72–75
characteristics of, 81–82
competence, 87
courage, 87
critical thinking, 83
defined, 2
development as, 10–11, 16
effect of work on personal relationships,

71–73, 296
emotions, 74–75
empathy, 82–83, 299–300
experience, 300, 306–307
fairness, 86
humility, 85–86
integrity, 84–85
job opportunities, 269–270, 296–297
journal, 11
journey, 10–11
knowledge areas, 94–95
life experiences, 300
maturity, 300
motivations, 18–19
motivations of, 18–19, 295–296
personal qualities, 64–65, 81–82
personal resources, 74
portfolio career, 296
qualification, 304
reflection, 11
resilience, 85
respect, 84
responsibilities, 14
roles, 14, 239–241
self-disclosure, 127–128
sincerity, 83
stress, 40–41
wisdom, 86
work as, 10–11
worries, 40–41

helpful questions, 148–149
helping behaviour, 70
helping conversations

action stage, 14, 165–175
assumptions, 122
boundaries, 92, 116–117
characteristics of, 13
closing skills, 178
concrete details, 162
confidentiality, 118–120, 246–247
coping with the different types of, 15
differences from ordinary conversations,

88–89
disclosures, 248
empathy, 157–159
ending, 177–179
exploration stage, 14
face-to-face, 243
family, 242
focusing, 164
friends, 242
here-and-now talk, 125–126
immediacy, 161–162, 260–261
language, 137, 160
managing, 78–79, 92
metaphors, 160
opening, 92
prejudices, 122
prioritising, 164
privacy, 246
self-disclosure, 127–128
specific details, 162
stories, 92, 120–122
structure of, 129–131
telephone help-line, 243–247
themes, 158–159
three-stage model, 14, 89–92, 129–130
time, 131
time limits, 92, 178
uncharacteristic responses, 122–123
understanding stage, 14, 155–157
unexpected, 245–246

helping relationships
abrupt endings, 183–184
assumptions, 26–27
boundaries, 50
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breaks, 185
celebrating, 179–180
core conditions, 65–67, 131–132
ethics, 50
greeting help-seeker, 114–115
If . . . Then hypothesis, 65–67
meeting a help-seeker, 114–115
obstacles, 17–18
power, 27–28, 69–70, 209–210
prejudices, 26–27
reluctance to end, 186
reviewing, 179–180
seating arrangements, 116
starting, 113–114
touching, 115
unexpected endings, 185

help-line
abusive calls, 247
aural cues, 245
contracting, 244–245
helping conversations, 243–247
volunteering, 244, 266–267

help-seeker
agreement with, 50
anger, 76–77
challenging, 156, 160–164
confronting, 156, 160–164
contracting, 14, 244–245
defined, 2
dependence on listening helper, 78
doorknob disclosures, 178, 248
emotional upset, 75–76, 183
greeting, 114–115
manipulation, 249–251
meeting, 114–115
needs, 241
physical contact with, 186–187
touching, 115

here-and-now talk, 125–126
higher education colleges and 

universities, 269
homophobia questionnaire, 218
homosexuality, 218
Hough, Margaret, Counselling Skills and

Theory, 272

human experience, 14–15
humility, 85–86

• I •
‘I’ statements, 24, 147
ideal listener, 64
identifying

blocking mechanism, 102
goals, 168–170
obstacles to a helping relationship, 17–18
themes, 158–159

If . . . Then hypothesis, 65–67
illogical patterns of thinking, 163
imagery

BEST-I BEST-R model, 199
language, 160
signs of distress/stress, 204

immediacy, 161–162, 260–261
immediate endings, 182
implicit agreement with help-seeker, 50
importance of personal qualities, 64–65
inappropriate information-seeking

questions, 151
Incomplete Guide to Using Counselling Skills

on the Telephone, An (Sanders), 272
Independent Practitioner Network (IPN)

accreditation, 297
membership process, 34

indirect support, 41
information from counsellor, 36
Ingham, Harry (inventor of the Johari

Window), 21
insecurities. See defence mechanisms
institutionalised racism, 214
integrity, 84–85
interactive effects of defensive behaviour,

104–105
internal conversations, 134–135
Internet diaries, 268
Internet resources, 268–269
interrupting, 144
interruptions, 13–14
IPN (Independent Practitioner Network)

accreditation, 297
membership process, 34
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• J •
job opportunities, 269–270, 296–297
Johari Window model, 21–23
journal writing

client-related information, 60
reflection, 11, 80

journey, 10–11
judgements

avoiding, 26–27
non-verbal communication, 133–134

judging (as a defensive behaviour), 102

• K •
Karter, John, On Training to be a Therapist:

The Long and Winding Road to
Qualification, 274

keeping records
access, 58
confidentiality, 119
Data Protection Act, 58–60
guidlines for content, 59
journal, 60
legal proceedings, 59
medium, 59
organisational requirements, 57–60
ownership of records, 59
purpose of, 58
retention, 58
storage, 58
structure of records, 59

knowing when not to listen, 53
knowledge areas for listening helpers,

94–95

• L •
language (in helping conversations), 

137, 160
Lazarus, Arnold (counselling theorist), 194
leading questions, 151
learning opportunities, 163
legal proceedings and records, 59
legislation

Data Protection Act, 35, 58–60
Disability Discrimination, 213

Leigh, Anne, Referral and Termination
Issues for Counsellors, 273

library, 270
life experiences, 300
life stages, 206, 233–234
Likert scale, 190
limits of confidentiality, 118–120
limits of listening, 277–278
listening helpers

abuse by, 32, 36
accreditation, 297–298, 307
advice, 12
assertiveness, 87
avoiding harm, 77–78
benefits of the role, 72
career satisfaction, 74
challenges of the role, 72–75
characteristics of, 81–82
competence, 87
courage, 87
critical thinking, 83
defined, 2
development as, 10–11, 16
effect of work on personal relationships,

71–73, 296
emotions, 74–75
empathy, 82–83, 299–300
experience, 300, 306–307
fairness, 86
humility, 85–86
integrity, 84–85
job opportunities, 269–270, 296–297
journal, 11
journey, 10–11
knowledge areas, 94–95
life experiences, 300
maturity, 300
motivations, 18–19
motivations of, 18–19, 295–296
personal qualities, 64–65, 81–82
personal resources, 74
portfolio career, 296
qualification, 304
reflection, 11
resilience, 85
respect, 84
responsibilities, 14
roles, 14, 239–241
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self-disclosure, 127–128
sincerity, 83
stress, 40–41
wisdom, 86
work as, 10–11
worries, 40–41

listening skills
action stage in helping conversations, 166
benefits of developing, 9
blocked listening, 19–20
counsellors, 12
defined, 1–2, 11, 88–89
distractions, 13–14
effective listening, 66–68
experience, 299
interruptions, 13–14
knowing when not to listen, 53
limits of listening, 277–278
sessions, 12
value of listening, 63–64

loss
bereavement, 226–229
case study, 285–290
emotional reactions, 225
understanding, 206

low moods, 232
Luft, Joseph (inventor of the Johari

Window), 21

• M •
maintenance of goals, 172
management supervision, 45
managing helping conversations

boundaries, 92
expectations of help-seeker, 78–79
opening, 92
stories, 92
time limits, 92, 178

manic depression, 234
manipulation, 249–251
marginalisation of groups, 210
maturity, 300
Mearns, Dave

Developing Person Centred Counselling,
271–272

Person Centred Counselling in Action, 271

Medical and Psychiatric Issues for
Counsellors (Daines, Gask, and
Usherwood), 274

meditation, 29
meeting a help-seeker, 114–115
mental health

adult development, 223
anger, 230–231
anxiety, 231–232
birth experiences, 222
change, 224–225
childhood development, 222–223
depression, 223, 232
developmental theories, 222
life stages, 233–234
low moods, 232
nature, 221–222
nuture, 221–222
panic attacks, 231–232
past-present connections, 223
post-traumatic stress disorder (PTSD),

229, 233
pre-birth experiences, 222
transitions, 224–225

mental ill-health
anxiety, 234
depression, 223, 232
eating disorders, 234
schizophrenia, 223, 234
self-harming behaviours, 234, 254
stabilised bipolar disorder, 234

mentally disabled, prejudices against, 213
mentor role type, 240
mentoring, 45
metaphors

BEST-I BEST-R model, 199
imagery, 160
language, 160

middle class, 215
middle (understanding) stage of helping

conversations, 14, 155–157
mid-life difficulties, 233
mind and self-care, 39
mind mapping, 174
MIND (National Association for Mental

Health) organisation, 266
mind-reading, 102
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Miracle Question, 169, 171
mirroring, 261
model for ethical decision-making, 52–55
modes of delivery, 36
monitoring

goals, 173
work, 50

motivations of listening helpers, 
18–19, 295–296

• N •
National Association for Mental Health

(MIND) organisation, 266
national organisations, 266–267
nature, 221–222
The Nature of Unhappiness (Smail), 211
needs of help-seeker, 241
negative stereotypes, 27
Newcastle, North Tyneside, and

Northumberland Mental Health 
NHS Trust Web site, 269

niceness, 252
non-maleficence, 186
non-verbal communication

empathy, 124
encouragement, 135–136, 261
judgements, 133–134

non-verbal exploration, 29
normalising experience, 127–128
normative function of supervisor, 45–46
note-taking, 146
nuture, 221–222

• O •
observations, reflecting, 139
obstacles to helping relationship, 17–18
obstacles to listening

advising, 101
being right, 101
comparing, 101
defence mechanisms, 98–99
defences, 97–98
derailing, 101
discounting, 103

dreaming, 102
filtering, 102
identifying, 102
judging, 102
mind-reading, 102
placating, 103
rehearsing, 103
sparring, 103

obtaining accreditation, 297–298, 307
old age difficulties, 233
On Training to be a Therapist: The Long 

and Winding Road to Qualification
(Karter), 274

open questions, 148–150, 261
opening exploration, 262
opening helping conversations, 92
oppression, 26–27, 211–212
organisational requirements for keeping

records, 57–60
organisational responsibilities and

confidentiality, 119
organisations, 266–267
overcoming defence mechanisms, 105–106
over-identification, 124
over-probing questions, 151
ownership of records, 59

• P •
panic attacks, 204, 231–232
paraphrasing, 140–141, 262
parent role type, 240
past-present connections, 223
payment, 36
peer attachments, 222
peer counselling, 31
peer group discussion, 30
Person Centred Counselling in Action

(Mearns and Thorne), 271
personal development

activities, 30
challenging yourself, 28–30
couple counselling, 33
family therapy, 33
film, 29
group discussion, 30
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group therapy, 31–32
importance of, 10
meditation, 29
nonverbal exploration, 29
peer counselling, 31
personal therapy, 31–33
prayer, 29
radio, 29
reading, 28–29
relationship counselling, 33
television, 29
theatre, 29
writing as therapy, 29

personal qualities
assertiveness, 87
commitment, 82
competence, 87
courage, 87
developing, 81
empathy, 82–83
evaluation of by selectors, 299–300
fairness, 86
humility, 85–86
importance of, 64–65
integrity, 84–85
life experience, 300
maturity, 300
resilience, 85
respect, 84
sincerity, 83
wisdom, 86

personal references, 299
personal relationships, effect of counselling

work on, 71–73, 296
personal resources, 74
personal supports, 44
personal therapy, 31–33
phased endings, 181–182
physical contact with help-seeker, 186–187
physical presentation of body, 195–196
physically disabled, prejudices against,

213–214
placating, 103
planning endings, 181–182
Platts, Brinley, Building Confidence For

Dummies, 48

poor attachments, 222
poorly timed questions, 151
portfolio career, 296
positive reframing, 163
positive transference, 104–105
post-traumatic stress disorder (PTSD), 

229, 233
posture, 136
power

helping relationships, 27–28, 
69–70, 209–210

marginalisation of groups, 210
society, 210

practice
direct practice, 1–2
effect on personal relationships, 296
evaluating, 189–190
feedback, 2
guiding principles for good practice, 58
monitoring, 50
record-keeping, 57–60
reflecting on, 49, 79–80
replenishing your batteries, 46
self-care, 10, 38

prayer, 29
pre-birth experiences, 222
prejudices

affirmative approach, 219
ageism, 215
avoiding, 26–27
classes, 215
forms of, 26–27, 211–212
helping conversations, 122
mental disabled, 213
physically disabled, 213–214
racism, 214
sexuality, 216–218

prescribing, 70
presenting problem, 142–143
prevailing attitudes in society, 211
priest role type, 240
Princess Diana, 229
principles for good practice, 58
prioritising

goals, 171
helping conversations, 164
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privacy, 246
private counsellors, 34
probing, 142–143
problem-solving

action stage of helping conversations,
168–175

assessing strengths and limitations, 174
defined, 19–20, 262
future-proofing, 175
mind mapping, 174
scaling and measuring, 174

procedures for complaints, 255–256
Proctor, Brigid (counselling pioneer), 45–46
professional bodies, 265–266
professional supports, 44
prompting, 143
The Psychotherapist, 267
PTSD (post-traumatic stress disorder), 

229, 233
purpose of keeping records, 58
put-downs, 103

• Q •
qualification, 35, 304
qualities of counsellors

assertiveness, 87
commitment, 82
competence, 87
courage, 87
developing, 81
empathy, 82–83
evaluation of by selectors, 299–300
fairness, 86
humility, 85–86
importance of, 64–65
integrity, 84–85
life experience, 300
maturity, 300
resilience, 85
respect, 84
sincerity, 83
wisdom, 86

questioning
alternatives to questions, 147
closed questions, 149–151
helpful questions, 148–149

inappropriate information-seeking
questions, 151

leading questions, 151
open questions, 148–150, 261
over-probing questions, 151
poorly timed questions, 151
power, 70
responding to questions, 152–153
role of, 145–147
tentative approach to, 149–150
unhelpful questions, 151
why questions, 151

questionnaires
homophobia questionnaire, 218
Likert scale, 190
self-care questionnaire, 37–40

• R •
racism, 214
radio, 29
reaching goals, 171
reading, 28–29
reasons to stick within boundaries,

251–252
record-keeping

access, 58
confidentiality, 119
Data Protection Act, 58–60
guidlines for content, 59
journal, 60
legal proceedings, 59
medium, 59
organisational requirements, 57–60
ownership of records, 59
purpose of, 58
retention, 58
storage, 58
structure of records, 59

references, 299
Referral and Termination Issues for

Counsellors (Leigh), 273
referrals, 188–189
reflecting

defined, 70, 138, 262–263
emotion, 139
on facts, 138–139
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on feedback, 24
journal writing, 11, 80
observations, 139
on practice/work, 49, 79–80
on thoughts, 138–139
on your own endings and transitions,

175–177
reflection techniques

paraphrasing, 140–141, 262
silence, 144–145
summarising, 70, 140–141, 263

Reflective Practice: Writing and Professional
Development (Bolton), 273

reframing, 163
rehearsing, 103
Relate counselling service, 211, 267
relationship counselling, 33, 234–235
relationships (helping)

abrupt endings, 183–184
assumptions, 26–27
boundaries, 50
breaks, 185
celebrating, 179–180
core conditions, 65–67, 131–132
ethics, 50
greeting help-seeker, 114–115
If . . . Then hypothesis, 65–67
meeting a help-seeker, 114–115
obstacles, 17–18
power, 27–28, 69–70, 209–210
prejudices, 26–27
reluctance to end, 186
reviewing, 179–180
seating arrangements, 116
starting, 113–114
touching, 115
unexpected endings, 185

relationships (personal)
BEST-I BEST-R model, 203
relationship-building skills, 89–91
signs of distress/stress, 204
strained relationships, 207

relinquishing control, 71
reluctance to end helping relationships, 186
replenishing your batteries, 46
resilience, 85

respect, 84, 123–124, 263
responding to questions, 152–153
responsibilities of listening helper, 14
restorative function of supervisor, 45–46
retention of records, 58
reviewing helping relationships, 179–180
Rogers, Carl (counselling theorist and

educator), 19, 65
Rogers’ Core Conditions, 65–67, 131–132
roles of listening helper

defined, 14, 239–241
detective, 240
friend, 240
healer, 240
mentor, 240
parent, 240
priest, 240
teacher, 240

• S •
safe space, 32
safety of children, 119
The Sage Handbook of Counselling and

Psychotherapy (Feltham), 272
Samaritans organisation, 57, 267
Sanders, Pete, An Incomplete Guide to Using

Counselling Skills on the Telephone, 272
SANE Web site, 269
saying goodbye, 186
scaling and measuring in problem-

solving, 174
schizophrenia, 223, 234
seating arrangements, 116
secure attachments, 222
seeking feedback, 23–24
self-acceptance, 128
self-awareness, 18, 21–23, 250
self-beliefs, 163
self-care

body, 38
creativity, 40
emotions, 39
importance of, 10–11
mind, 39
questionnaire, 37–40
replenishing your batteries, 46
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self-care (continued)
spirit, 40
support network, 41–44
work, 38

self-defeating thinking, 163
self-direction, 93–94
self-disclosure, 127–128
self-esteem, 18
self-harm

behaviours, 234, 254–255
defined, 77
ethics, 56–57
handling situations with, 254–255

self-help books, 267–268
self-protection, 18, 26
self-understanding, 10
sensation

BEST-I BEST-R model, 197
signs of distress/stress, 204

separation, 235
sessions

counselling skills sessions versus
counselling sessions, 12

emotional upset at the end of, 183
setting boundaries, 32, 116–117
setting for helping conversations, 34, 218
sexual problems, 234–235
sexuality

coping with sexual difficulties, 206–207
homosexuality, 218
prejudices, 216–218

Shohet, Robert, Supervision in the 
Helping Professions, 273

signs of distress/stress, 15, 203–205
silence, 144–145
sincerity, 83
The Skilled Helper (Egan), 271
Smail, David, The Nature of 

Unhappiness, 211
SMARTER acronym, 43–44, 170
society

oppression, 26–27, 211–212
power, 210
prejudices, 26–27, 211–212
prevailing attitudes, 211
socio-cultural influences, 209

sparring, 103

speaker
agreement with, 50
anger, 76–77
challenging, 156, 160–164
confronting, 156, 160–164
contracting, 14, 244–245
defined, 2
dependence on listening helper, 78
doorknob disclosures, 178, 248
emotional upset, 75–76, 183
greeting, 114–115
meeting, 114–115
needs, 241
physical contact with, 186–187
touching, 115

specific details in helping conversations, 162
spirit

BEST-I BEST-R model, 201
self-care, 40
signs of distress/stress, 204

stabilised bipolar disorder, 234
starting helping relationships, 113–114
stereotypes, 27
storage of records, 58
stories (in helping conversations), 

92, 120–122
strained relationships, 207
strategies for managing change, 226
stress

childhood development, 223
listening helper, 40–41
signs of, 15
symptoms of, 15

structure of helping conversations,
129–131

structure of records, 59
struggling student case study, 279–285
substance abuse, 195, 228
subtractive empathy, 133
sudden death, 228
suicide

bereavement process, 228
dealing with as a counsellor, 254
ethics, 56–57
Samaritans organisation, 57

summarising, 70, 140–141, 263
supervision, 45–46
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Supervision in the Helping Professions
(Hawkins and Shohet), 273

support network
evaluating, 41–44
goals, 172
personal supports, 44
professional supports, 44

survivor guilt, 229
symbols, 199
symptoms of distress/stress, 15

• T •
taking notes, 146
teacher role type, 240
teasing, 222
telephone help-line

abusive calls, 247
aural cues, 245
contracting, 244–245
helping conversations, 243–247
volunteering, 244, 266–267

television, 29
tentative approach to questioning, 149–150
theatre, 29
themes, 158–159
then-and-now immediacy, 161–162
theory, 35
The Therapeutic Potential of Creative Writing:

Writing Myself (Bolton), 29, 273
therapy

abuse, 32
family therapy, 33
group therapy, 31–32
personal therapy, 31–33
writing as therapy, 29

Therapy Today, 29–30, 267
thinking

automatic thoughts, 163
belief patterns, 163
BEST-I BEST-R model, 198–199
critical thinking, 83
illogical patterns of thinking, 163
self-defeating thinking, 163
signs of distress/stress, 204
‘What if . . .?’ pattern of thinking, 198

Thorne, Brian, Person Centred Counselling
in Action, 271

three-stage model of helping conversa-
tions, 14, 89–92, 129–130

time
BEST-I BEST-R model, 201–202
signs of distress/stress, 204

time limits for helping conversations, 
92, 131, 178

touching help-seeker, 115
tracking, 262
training

Certificate in Counselling Skills, 298
commitment, 303–304
courses, 298, 300–306
Diploma in Counselling, 35, 297–299
professional bodies, 265

transference
defined, 104
positive transference, 104–105

transitions
reflecting on your own, 175–177
strategies for managing, 226
types of, 224

trauma
body, 196
childhood development, 222

travelling, 198
trust, 17–18

• U •
UKCP (United Kingdom Council for

Psychotherapy)
accreditation, 297–298
contact information, 266
membership process, 34

uncharacteristic responses in helping
conversations, 122–123

understanding loss, 206
understanding skills, 89–91
understanding stage of helping

conversations, 14, 155–157
undoing defence mechanisms, 105–106
unexpected endings, 185
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unexpected helping conversations,
245–246

unhelpful questions, 151
unintended consequences of meeting

goals, 172
United Kingdom Council for

Psychotherapy (UKCP)
accreditation, 297–298
contact information, 266
membership process, 34

university counselling services, 269
unmanageable feelings, controlling, 207
Usherwood, Tim, Medical and Psychiatric

Issues for Counsellors, 274

• V •
value of listening, 63–64
venues, 34
viewing the body of a lost loved one, 227
volunteering

Cruse, 266
help-lines, 244, 266–267
MIND (National Association for Mental

Health), 266
Relate, 267
Samaritans, 267

• W •
WEA (Workers’ Educational 

Association), 269
Web logs, 268

‘What if . . .?’ pattern of thinking, 198
why questions, 151
Wikipedia, 268
wisdom, 86
women and gender inequality, 216
work

direct practice, 1–2
effect on personal relationships, 296
evaluating, 189–190
feedback, 2
guiding principles for good practice, 58
monitoring, 50
record-keeping, 57–60
reflecting on, 49, 79–80
replenishing your batteries, 46
self-care, 10, 38

Workers’ Educational Association 
(WEA), 269

working class, 215
workplace counselling, 33
worries, 40–41
writing

journal writing, 11, 80
therapy, 29

• Y •
you-me talk, 162
young adulthood difficulties, 233
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