
After Phone Call Reflections Guide
Empathy

□  Was I able to reflect back exact meanings?

□  Did I offer unconditional support?

Discrepancy


□  Was discrepancy built? 

□  Was the discussion for change brought about by the client?

Roll with Resistance


□  Did I avoid arguments for change?

Questions

□   Did I ask open questions?
□   Did I ask close questions?

□   No more than 3 at once

□   Make 2 reflections for each question
Affirmations

□  Did I make affirmations?

□  Did I emphasize positive qualities?

□  Did I highlight positive actions? 

□  Did I express respect?
Reflections

□  Did I make reflections?
□  Did I choose a portion of what the client said and repeat it?

□  Did I repeat and substitute words?

□  Did I paraphrase deducing the meaning behind what was said?

□  Did I reflect feelings? 
Summarize 

□  Did I summarize?
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