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Collaborative Screening Skill-Building Series
Demonstrate Empathy: Open Questions and Reflective 

Listening

Ariel Singer, MPH
August 10, 2022 | 12pm-1pm

www.collaborativescreening.com

© Washington Association for Community Health



2

Reminders

This learning event is being recorded.

Recording and slides will be shared.
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BACKGROUND

The Association supports community health centers to establish and maintain social needs screening programs to 
connect clients to needed resources and better inform care leading to improved health outcomes and lives for clients. 

We host a monthly Social Determinants of Health Workgroup to enable peer discussion, share best practices and 
challenges and training on helpful topics.

With generous support from the 
Kaiser Foundation Health Plan of 

Washington
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PRESENTER

Ariel Singer
Healthcare Transformation Strategist,

Facilitator and Trainer



Tell-Tell-Tell

Ask-Tell-Ask



Motivational Interviewing

Trauma-Informed Care

Cultural Humility

Health Equity

Empathic Inquiry Collaborative Screening is an evidence-
informed and person-centered approach to 
gathering information and following up with 
referrals in health and social service settings 
that elevates the perspective, expertise and 
autonomy of the individual being served, rather 
than the needs and requirements of the 
institution.

Stakeholder Input



Patients Providers

What People Want

Connection

Mutual 
Understanding

Shared Meaning

Health



This handout was produced under Project TRUST 2018-VT-BX-K015, awarded by the Office for Victims of Crime, Office of Justice Programs, 
U.S. Department of Justice. The opinions, findings, and conclusions or recommendations expressed in this program flyer are those of the 
contributors and do not necessarily represent the official position or policies of the U.S. Department of Justice.

This handout was produced under Project TRUST 2018-VT-BX-K015, awarded by the Office for Victims of Crime, Office of Justice Programs, 
U.S. Department of Justice. The opinions, findings, and conclusions or recommendations expressed in this program flyer are those of the 
contributors and do not necessarily represent the official position or policies of the U.S. Department of Justice.

Building Person-Centered Practices through 
SAMHSA’s 6 Principles of Trauma-Informed Care

SAFETY TRUSTWORTHINESS
& TRANSPARENCY

PEER
SUPPORT

COLLABORATION
& MUTUALITY

EMPOWERMENT
VOICE & CHOICE

CULTURAL, 
HISTORICAL &

GENDER ISSUES

654321

Principles of Trauma-Informed Care



We have two ears and 
one mouth so that we 
can listen twice as 
much as we speak. 

-Epictetus, c. 50-135 CE





How Being Listened To Generally Makes Us Feel

• Ready to talk more
• Understood
• Accepted
• Able to change
• Open
• Respected
• Engaged
• Safe

• Empowered
• Comfortable
• Interested
• Cooperative
• Trusting
• Ready to come back
•More likely to move in a 

positive direction!



Establishing Empathy

12

UNDERSTAND the patient à Asking QUESTIONS 
and LISTENING

SHOW that we are LISTENING and that we 
UNDERSTAND à Responding with REFLECTIONS 

© Ariel Singer, 2021 



What are open questions?

• Does not have a yes/no, numeric or otherwise static response
• What…
• How…
• Who…
• Why…
• Tell me more…
© Ariel Singer, 2021 

Oxford Dictionary:

“a matter on which differences of opinion are 
possible; a matter not yet decided.”



Open Questions

• How are things going with your housing?
• How is this affecting your health?
• Would you be willing to tell me more about a typical day for you?
• What are you most concerned about?
• What are your top three priorities?
• Where would you like to go from here?
• What would you find most helpful at this point?
• What do you think about our plan for next steps?
• What questions do you have?



Reflective Listening

•Efficiently facilitates connection and the feeling of 
being heard

•Tests a hypothesis about what the speaker means
•Requires non-judgmental curiosity and non-
attachment to being “right” or in agreement with 
the speaker

• Is powerful, even when “wrong”
© Ariel Singer, 2021 15



Listen for...

•Values
•Strengths
•Emotions
•Priorities
•Concerns

© Ariel Singer, 2021 16
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Reflections have the 
effect of encouraging the 

other person to elaborate, 
amplify, confirm or 

correct.



Sounds like

• So you feel…
• You’re wondering if…
• You’re feeling…
• It sounds like you…
• It seems to you…
• So you….



Sounds like

• So you feel…
• You’re wondering if…
• You’re feeling…
• It sounds like you…
• It seems to you…
• So you….

YOU



Reflective Listening

Listener: When was the last time you felt confident about yourself? 
Speaker: Probably about 12 years ago. 
Listener: Really? What was going on 12 years ago? 
Speaker: When I met Abbey. 
Listener: When you met Abbey. 

Listener: Ben told me that he knows nothing about you and that it breaks his heart. 
Speaker: I do think a lot of my friends feel, I think, a little disconnected from me, 
because I know everything about them, but they know very little about what's 
going on with me. I thought if I'm the loyal guy, dependable, that'd be enough for 
me not to have to open up. And I think that builds this, like, not equal kind of... 
Listener: You're not being vulnerable with people around you. 

https://tvshowtranscripts.ourboard.org/viewtopic.php?f=1158&t=48856 | https://tvshowtranscripts.ourboard.org/viewtopic.php?f=1158&t=48855

Complex Reflection

Simple Reflection

Open Question

Open Question

https://tvshowtranscripts.ourboard.org/viewtopic.php?f=1158&t=48856
https://tvshowtranscripts.ourboard.org/viewtopic.php?f=1158&t=48855


Reflective Listening
Listener: Okay, so this is your kitchen. 
Speaker: Mm-hmm. Yeah. 
Listener: You look nervous in your own kitchen. 
Speaker: Um... I didn't ever cook at home. My dad is a retired chef.
Listener: So there was always a nice home-cooked meal. 
Speaker: Yes, I was super super lucky.

Listener: Food-wise, I know that there's a Mexican restaurant that you really like. 
Speaker: Absolutely. I get the same thing every time. 
Listener: And what's that? 
Speaker: Beef burrito supreme and a jumbo Texas margarita. 
Listener: You're a creature of habit. 
Speaker: Absolutely, I am.

https://tvshowtranscripts.ourboard.org/viewtopic.php?f=1158&t=48891 | https://tvshowtranscripts.ourboard.org/viewtopic.php?f=1158&t=48855

Complex Reflection

Complex Reflection

Confirm and amplify

Confirm

Open Question

https://tvshowtranscripts.ourboard.org/viewtopic.php?f=1158&t=48891
https://tvshowtranscripts.ourboard.org/viewtopic.php?f=1158&t=48855


Reflective Listening

Speaker: I've always set others ahead of me. 

Listener: Putting yourself second is something that you've practiced for a very long time. 

Speaker: It's not even second, dude. It's, like, 300th, you know? 

https://tvshowtranscripts.ourboard.org/viewtopic.php?f=1158&t=49913 | https://tvshowtranscripts.ourboard.org/viewtopic.php?f=1158&t=49915

Speaker: I actually had a pair that were like this when I first met Jodie. She loved ‘em.
Listener: And what do you think Jodie would think about this whole experience?
Speaker: She would want this for me. Yeah. She would want me to go on. 
Listener: Yeah, hopefully, you're gonna have many, many, many more years ahead of you. And you 
wanna enjoy your life.  
Speaker: Exactly. 

Complex Reflection

Amplify

Complex Reflection

Confirm

Open Question

https://tvshowtranscripts.ourboard.org/viewtopic.php?f=1158&t=49913
https://tvshowtranscripts.ourboard.org/viewtopic.php?f=1158&t=49915
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Interviewer: “I heard from your caregiver that you’re hoping to be released because 
you’re feeling better. I'd like to talk with you about this for a few minutes. Is this a good 
time?
Guest: "Ok, great, thank you.”
Interviewer: “First, I'm interested in hearing your perspective --what are your thoughts 
on this right now?”
Guest: Well, it’s pretty simple.  I feel perfectly normal, I’m sick of this place, and I need 
to get on with my life.
Interviewer: “You’re feeling good and ready to get out of here.”
Guest: “That’s right.“
Interviewer: “May I ask what’s your understanding of how long people remain 
contagious with the virus?”
Guest: “About a week after they no longer have symptoms?”
Interviewer: “From your understanding, a week or so after there are no more 
symptoms.”



Interviewer: “I heard from your caregiver that you’re hoping to be released because 
you’re feeling better. I'd like to talk with you about this for a few minutes. Is this a good 
time?
Guest: "Ok, great, thank you.”
Interviewer: “First, I'm interested in hearing your perspective --what are your thoughts 
on this right now?” Open Question
Guest: Well, it’s pretty simple.  I feel perfectly normal, I’m sick of this place, and I need 
to get on with my life.
Interviewer: “You’re feeling good and ready to get out of here.” Reflection
Guest: “That’s right.“
Interviewer: “May I ask what’s your understanding of how long people remain 
contagious with the virus?” Open Question
Guest: “About a week after they no longer have symptoms?”
Interviewer: “From your understanding, a week or so after there are no more 
symptoms.” Reflection



Jim:  Well, I got assigned a probation officer and she’s a blond headed gal.  And I think she’s out to just destroy me totally, 
you know.   She’s talking about me getting a lot of jail time and a big fine and everything that she’s going to do if I don’t do
certain things. And I just kind of think maybe you’re going to do the same thing to me. 
Terri: So it seems to you like I might try to push you around and make you do a whole
bunch of things you don’t want to do. 
Jim:   Yeah.  And I’m about up to here with this kind of stuff.  I hope you know that. It probably isn’t your fault but that’s just 
kind of the way things have been going, you know. 
Terri:  You’re pretty fed up.  
Jim:   Yeah.  My daughter she you know, she uh…  (sigh) won’t let me see the kids. 
Terri:  Your grandchildren. What’s that about?  
Jim:    Well she’ll let me see them but she won’t let me take them anywhere anymore. 
Terri:  Really?  
Jim: And that really has me upset you know.  She’s afraid that I’ll take them and hurt them driving around, drinking and 
driving and things like that. And I never have hurt one of them kids.
Terri:  So she’s afraid that if you take the children with you that you’ll be drinking and then you might hurt them or get in an 
accident.
Jim:   Even when I say to her that I wouldn’t drink she still don’t trust me now. And that’s really got me upset, really got me 
ticked off. 
Terri:  So the fact that your daughter won’t even take your word for the fact that you won’t drink kind of bites at you a little 
bit.



Jim:  Well, I got assigned a probation officer and she’s a blond headed gal.  And I think she’s out to just destroy me totally, 
you know.   She’s talking about me getting a lot of jail time and a big fine and everything that she’s going to do if I don’t do
certain things. And I just kind of think maybe you’re going to do the same thing to me. 
Terri: So it seems to you like I might try to push you around and make you do a whole bunch of things you don’t want to do. 
Reflection 
Jim:   Yeah.  And I’m about up to here with this kind of stuff.  I hope you know that. It probably isn’t your fault but that’s just 
kind of the way things have been going, you know. 
Terri:  You’re pretty fed up. Reflection 
Jim:   Yeah.  My daughter she you know, she uh…  (sigh) won’t let me see the kids. 
Terri:  Your grandchildren. What’s that about? Reflection + Open Question
Jim:    Well she’ll let me see them but she won’t let me take them anywhere anymore. 
Terri:  Really?  Encourager
Jim: And that really has me upset you know.  She’s afraid that I’ll take them and hurt them driving around, drinking and 
driving and things like that. And I never have hurt one of them kids.
Terri:  So she’s afraid that if you take the children with you that you’ll be drinking and then you might hurt them or get in an 
accident. Reflection 
Jim:   Even when I say to her that I wouldn’t drink she still don’t trust me now. And that’s really got me upset, really got me 
ticked off. 
Terri:  So the fact that your daughter won’t even take your word for the fact that you won’t drink kind of bites at you a little 
bit. Reflection 



Your turn!

• My health is good, so I’d rather keep drinking.
• I have been crashing with my friend, but now his girlfriend wants me 

to move on.  I’m not sure what’s next. 
• I don’t need the pills—there’s nothing wrong with me!
• My son is at that age where he’s hungry all the time and there are 

times when I worry about keeping the fridge stocked.
• Since the pandemic started, I haven’t been able to get out much.  I 

see my neighbors on occasion, but I am home by myself a lot.
• I tend to get behind on my cell phone bill.  Sometimes I am able to

keep up with all the bills, but with the way prices have been lately, it’s 
been really tough.



Collaborative Screening Skill-Building Series
July-December 2022 | Second Wednesday 12-1 PM

• Supporting Change: Building Motivation for Next Steps – September 14
• Build Self-Efficacy: Affirmations and Strengths-Based Care
• Facilitate Referrals with Ask-Tell-Ask
• End with Clarity: Summaries and Teachback


