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Counselling do’s and don’ts
1. Listening appropriately

· Give undivided attention and limit your own talking.
· Limit outside distractions
· Listen for feelings as well as content.
· Be aware of body language and other non-verbal cues like tone of voice
· Don’t interrupt
· Don’t jump to conclusions
· Be aware of your own emotional and value responses to what the person is saying and don’t impose these on the other person
· Don’t feel that you have to fill silence
· Respond to what you hear and nothing more
· Ask for clarification if you don’t understand
· Check that you have understood accurately by paraphrasing what the person has told you.
· Don’t feel you have to solve the problem for the person – the best and most sustainable solutions for that person’s problem will come from the person herself.
2. Show Empathy

Empathy is the skill of listening to and responding to the content and feelings conveyed by the other person.  It involves reflecting back to the person what he or she is saying in order to facilitate self-understanding and decision making:  “You feel……(feeling), because……(content)”
Empathy entails:
· Careful listening to feelings and content
· Respect for the other person’s experience and perception
· A commitment to self-determination
· Being non-judgmental 
· Moving at the client’s pace
· An ability to identify and tolerate feelings in yourself and others
· An ability to paraphrase
· Reflection
Watch out that you don’t do the following:

· Blaming/ judging/moralising/lecturing
· Reassuring & sympathizing & praising and agreeing too readily
· Advice giving


· Analysing/diagnosing
· Interrogating
· Persuading with logic

3. Questioning appropriately
It is often necessary to probe in order to get clarification and information which will facilitate decision making.  
· Distinguish between open and closed questions (closed questions are unhelpful)
· Be wary of “questions” which are not genuine questions but veiled criticisms/judgments 
· Ask one question at a time.
· Probe respectfully
· Ask yourself “Do I really need to know this?” before you ask a question, if it is not relevant to the task at hand, don’t ask. 
4. Facilitating the complainant to reach a decision
· Identify the central issue/problem
· Explore the issue/problem in terms of alternatives and consequences
· Choose the next step, exploring alternatives available (pros and cons for each – refer to supporting documentation for that)
· Act on the choice identified
· Evaluate Results
5. Behave ethically

· Commit to ethics of fairness, non-judgementalism, self-determination and confidentiality
· Boundaries – limit “counselling” to the issues at hand. Questions, probes and exploration must be limited by the primary task of ensuring that the complaint is dealt with in the ways prescribed by the university policy
· If you are unsure of something ask for consultation, and get back to the person.  
· If you feel overwhelmed or out of your depth get supervision or consultation  
6. Refer when appropriate

Refer the complainant for professional counselling if:
· He or she is unduly distressed and is not contained by basic listening and empathy
· He or she appears depressed (sleep disturbance, eating disturbance, negative thoughts, social isolation, suicidality)
· He or she is unduly conflicted and cannot come to a decision about what action to pursue after a consultation
· He or she is overly dependent or demanding
· Any material pertaining to earlier (or concurrent) abuse or trauma comes to light in the course of consultations
With thanks to Dana Labe for the content for this document.
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