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Agenda

Introductions and overview

Three sets of techniques for *one-on-one 
conversations*

Description, videos, activity, debrief
Basic engagement techniques (review from last 
year)

Empowerment within a meeting

Keeping it on track while keeping it real

Questions, discussion, miscellaneous topics



Research and Training Center on 
Pathways to Positive Futures

• Center with multiple projects focused on 
youth/young adults with SMHCs

• Website with resources from today, plus 
others:  www.pathwaysrtc.pdx.edu

• Monthly rtcUpdates, quarterly webinars 
(next ones 9/19 and 10/24)

http://www.pathwaysrtc.pdx.edu/


Quick questions…

• Connected to Wraparound?
• Role with respect to Wraparound

• Work directly with youth/young 
adults?

• Expectations within Wraparound?
• Actual practice?



Why enhance practice? Research 
shows…

*Walker & Flower, 2016; **Walker, Moser, Pullmann, & Bruns, 2011; Full text 
available on Pathways website

• Providers unclear about how to implement 
the elements/principles*

– Person-centered planning processes lack 
structure/definition

– Lack of specification of how to ensure that 
practice is strengths-based, etc. (Not just 
“what” but also “how”)

• Planning processes don’t appear to be 
driven by Y/YA perspectives

– Young people often not engaged

• IEP, Systems of Care, Wraparound**

– Professionals also dissatisfied with level of/skills 
for Y/YA engagement and participation*



What’s to be Gained?
• Youth voice is part of the first principle of Wraparound
• Engagement increases when people feel they have a choice 

• Choice => more interest, excitement, and confidence, 
commitment to act on the chosen option

• When adolescents choose activities, they have more positive 
mood and higher well-being AND they perform better

• Learning to make plans and achieve goals is an essential life 
skill. People with higher self-efficacy/self-determination 
tend to:

• be more optimistic and hopeful, persist in face of obstacles
• have better mental health, cope better and avoid depression
• adopt healthy habits and maintain behavior change
• do better after high school (youth with disabilities)

• Young people who are heavily system-involved often have 
lacked opportunities to develop self-determination



Youth Participation in Wraparound: 
Best Practices

• Best practices derived from 
research, vetted and refined 
through work with youth and 
stakeholders

• Supporting participation includes:
– Organizational support

– Coaching– engagement, preparation, 
follow up, participation skills

– During the meeting: meeting 
structures and interactions that 
promote youth participation

– Accountability
download at pathwaysrtc.pdx.edu



The AMP Enhancement

• Developed in collaboration with youth and stakeholders

• A structured process for incorporating best practices and 
key elements into regular Wraparound practice
– Increase voice and choice

– Practice self-determination: Work with the young person to 
come up with activities where they can take the lead

• Model, coach and teach self-determination skills

– Prepare the young person for collaboration

• Not qualitatively different, just more structured and 
intentional focus on “active ingredients”
– Curriculum is structured into “modules” and “boosters,” with 

elements that are recycled as needed



Randomized study of Achieve My 
Plan*

• Brief enhancement intervention 
for older youth in Wraparound

• Focuses on key elements of 
effective approaches for Y/YA 

• ~2.5 contact hours between 
meetings over 3 months

*Walker, Seibel and Jackson, 2017– Online at Pathwaysrtc.pdx.edu

• Findings strongly favored the intervention 
condition: Engagement, participation, 
therapeutic alliance with team



Search “pathwaysrtc” (www.pathwaysrtc.pdx.edu)
=> publications   => peer reviewed articles

http://www.pathwaysrtc.pdx.edu/


Further learning about 
techniques

• Techniques further validated through 
research engaging NWI experts

– Next version available soon for testing!

• Techniques and “virtual coaching” approach 
now being used in several studies

– Hundreds of hours of watching videos submitted 
by trainees

– No substitute for what can be learned from real 
practice



Guide without leading (GWOL)
• In conversation with another person about their 

thoughts and ideas, a delicate balancing act

Too much leading Too little guiding 



The Balancing Act
• Upsetting the balance

– Provider leads too much

• Molds or manipulates when youth/young adult ideas 
are forming

• May be completely unintentional

– Provider guides too little: “Aimless chit chat”

• Time is not being used efficiently to focus on the task 
at hand 

– Not uncommon to see both at the same time



Not Easy!!

• What can help with achieving the right 
kind of balance?

– Be prepared with a structure, and possibly 
with a tool or process for each conversation

– Be familiar with the techniques

– Most important is the sense of GWOL

• Remain confident in guiding even as you 
are uncertain about what will emerge. 

• Be curious, alert and ready to learn 



Getting the Balance Right

• Knowing about the 
techniques is not 
enough 

• Providers must 
develop a sense of 
GWOL



Techniques

• Necessary but not sufficient for having a 
youth-driven conversation: “GWOL test”

• Simple but not simple

• Simple but profound

• Commonly known but not commonly used



Four Sets of Techniques
• Basic techniques

– Seen in the smaller chunks of conversation
– elicit meaningful content for the conversation
– other techniques require the use of these

• Promote control 
– Applies to the conversation as a whole

• Keeping it on track while keeping it real
– Balancing achieving the goals of the conversation 

and allowing room to explore meaningful material

• Managing your own perspective in a youth- or 
young adult-driven conversation



A Special Thanks

• Thank you to everyone who participated in 
the videos we collected for the NWI’s work

• These are invaluable, because the content of 
real videos is markedly different from role-
play videos

• All the videos had many examples of good 
practice, as well as some examples of not-so-
good practice. 

• Not-so-good practice examples are extremely 
valuable and sometimes we had to look hard 
for them.



Basic Engagement Techniques 

Essential ways to encourage the young 
person to take the lead in developing 
content for the conversation.

• Open-ended questions

• Reflections 



Technique 1: Open-ended 
questions

• Does not ask for a “multiple choice” or 
yes/no answer; instead, invites speaker 
to elaborate or expand



Open-ended Questions and 
GWOL 

• Using open-ended questions are a useful 
way to guide a young person to:

– Share their thoughts, ideas and experiences

– Think more deeply

– Get more specific and/or gain more clarity 
about an idea

– Look at a situation from a different 
perspective 

– Consider different options 



Open-ended Questions and 
GWOL, Cont. 

• Simply asking OEQs does not guarantee they will 
be GWOL:
– Some questions are asked in a way that expects a 

certain answer
• “Why” questions/ mind reading

– Open-ended questions can be subsequently 
undermined, for example:

• An open-ended question immediately followed by a “closed 
choice” question

• “Stacking” questions
• Asking an open-ended question and then immediately 

offering an answer

• Yes/no questions are not always bad!



Technique 2: Reflections

• A technique that is well known but not 
frequently used

• A reflection is a kind of summary or 
restatement of what a speaker has 
communicated. It shows 
– You’ve been listening

– You are trying to understand

– You are “getting” what is most significant– the 
things a young person particularly cares about



Reflections and GWOL

• Reflections may or may not be consistent with 
GWOL

– Not actually about whether or not the reflection is 
‘accurate’

• An off-base reflection may provide an opportunity 
for the young person or family member to correct 
and clarify

• An accurate summary, stated with a sense of 
finality or closure, can close down further talk on 
the topic



Reflections and GWOL 
(continued)

• Reflections may or may not be consistent with 
GWOL

– The real issue: What’s the agenda?

• Curiosity versus controlling/leading, telling

• The desire to lead can be very subtle, for example, 
when the provider only reflects things he/she 
approves of or wants to reinforce

– The best protection against leading reflections is to 
recognize and express that this is a guess



Reflections: When and what

• It’s not always easy to find the right moment to 
reflect
– Use natural pauses in the conversation

– Be confident about the importance of understanding

– Be genuine in your responses

– Use tools that offer many opportunities to reflect

• Not reflecting can be a problem
• “missed opportunity”



Reflections : Missed Opportunities

• The provider misses opportunities to reflect on 
key things that seem really important to the 
young person. 
– Something said with more than usual passion, 

excitement, emotion or emphasis deserves a 
reflection

– If the young person mentions it more than once it’s 
probably pretty important to him/her. 

• The provider only responds to what the young 
person has shared with global praise and does 
not provide any specific reflections.



Some Video Examples



Activity

• Break into pairs and practice using open-ended 
questions and reflections
– “Think about different contexts of your life: family, 

work, friends, community… What’s something that’s 
causing you some anxiety just now.

– Remember to GWOL
– Five minutes for each partner to “guide” the 

conversation 
– Make the guide work a bit to draw you out. If they ask 

yes/no questions, answer “yes” or “no.”

• Debrief: How did it go? 
• Questions about the content from the morning?



LUNCH 

• See you back here promptly at 1 p.m. 



Promoting Control 

Giving the young person a sense of comfort 
and control over the conversation as a whole

Three techniques:

• All the Other Stuff 

• What and why

• Takeaways



Technique 3: All The Other 
Stuff (ATOS)

• Inviting the young person to make 
decisions—or to share in decision-making—
about:
– Pacing
– Ordering
– Setting or context
– How things will happen

• This is a signal to the young person that you 
are comfortable when they exert control.



ATOS and GWOL
Simply stating options or asking about 
preferences does not guarantee GWOL as in, 
for example, if you…

• Ask for preference/decision and then ignore 
the response.

• Ask for preference/decision when it is clear 
you have a preference for a particular 
response:

• If you do have a preference, own it.

• If there is no choice, don’t pretend that there is.



ATOS and GWOL, Cont. 

• If you take all of the control, it is hard to 
build trust with the young person.

• Don’t overdo it. Making too many 
decisions can be a burden for young 
people. 



Some Video Examples 



Technique 4: What and Why 

• Be transparent with the young person 

about how you will be guiding the 

conversation:

– Explain what will happen, and why you 

are doing this.

– Check in to see if they have questions…

• particularly if this is an activity that is 
new to them 

– Wrap up at the end with a summary



What and Why, Cont. 

• What and Why gives clear information 
about the control you plan to take as you 
guide the conversation: 

– Eases anxiety about what your agenda is. 

– Promotes engagement and creativity. 



What and Why and GWOL 

• Problems that come up with What and 
Why

– Failing to orient the young person to What 
and Why can give the impression that

• You don’t really have a clear plan for how you will 
be guiding the conversation

• You have a secret agenda for the conversation

• You don’t care whether the young person 
understands what is going on 



What and Why and GWOL 

• Problems that come up with What and 
Why 

– Describing What and Why and then doing 
something different

• If you don’t have a clear idea of what you are 
trying to do or how to do it, you can get yourself 
muddled up

• If you need to change the agenda, discuss it with 
the young person or family member



Some Video Examples 



Technique 5: Takeaways 
• Good Takeaways ensure that the youth-

driven ideas that were generated during the 
meeting will be remembered and built upon 
in the future. 
– In the absence of Takeaways, it is likely that the 

provider’s perspective is the one that will be 
recorded 

– Not making a record can imply that what was 
discussed is not worth remembering 

– Takeaways should be organized so that it is easy 
to spot the important decisions or key 
information 



Takeaways, Cont. 

• Strategies for creating Takeaways that will 
be consistent with GWOL and reflect the 
youth’s perspective: 

– Engage the youth in creating the Takeaways.

– Ensure that the youth is helping to craft the 
actual language that gets recorded.

– Invite the young person to write. 



Takeaways, Cont. 

• Strategies for creating Takeaways that will 
be consistent with GWOL and reflect the 
youth perspective: 
– Use a worksheet or tool to create the record

– Review the Takeaways at the end of the 
meeting to make sure you got the youth’s 
perspective right. 

– Give the youth a copy. 

– Ensure the youth knows what the Takeaways 
will be used for. 



Takeaways and GWOL

• Problems around Takeaways undermine 
GWOL and make it unlikely that the young 
person’s perspective will be carried 
forward: 
– Not having any Takeaways

– Not having Takeaways that accurately reflect 
the young person’s perspective

• Not phrased in their words/Provider records their 
own words/ideas

• Not checked over by the young person



Takeaways and GWOL, Cont. 

• Problems around Takeaways undermine 
GWOL and make it unlikely the youth’s 
perspective will be carried forward: 

– Creating Takeaways that bury the youth’s key 
points

– Using Takeaways for the purposes other than 
what was described to the youth 



Some Video Examples 



Activity
• Break into pairs and take turns.

• 10 minutes each
• Guide will use prompts or other 

questions to work on one section of the 
Dream Wheel. Have the talker pick the 
response that feels most important and 
create a sentence describing the vision. 

• Keep in mind the following techniques: 
• Open-ended questions 
• Reflections 
• What and Why
• Takeaways 

• Talker: don’t be too helpful! Let them 
work a bit to draw you out.



Break 

• 15 minutes 



Keeping it on Track while 
Keeping it Real

Techniques for balancing the need to 
accomplish the goals of the conversation 
with the need to draw out and capture what 
is most meaningful.

• Keeping it on Track 

• Go With It 

• Super Host



Technique 6: Keeping it on Track 

Keeping it on Track means…

– Effectively steering the conversation so that 
the purpose of the meeting is accomplished 

– This technique works hand in hand with What 
and Why 



Keeping it on Track 

• Most basic strategy is to actually have a 
clear plan in mind. Typically, this is 
specified by the intervention or process 
you are using. 
– Curriculum, worksheet, tools, set of steps, etc. 

• You are comfortable and confident, and 
move competently through the steps of 
the intervention or process



Getting Back on Track 

• Conversations will go in unexpected 
directions
– This is not a bad thing! But…

• There are times when it’s necessary to get 
back on track
– The important thing is to capture the key 

content of the “digression” and weave it into 
the steps of the intervention or process  



Strategies for Getting Back on 
Track 

• Sometimes, the “digression” is obviously 
related to the main track 

– A simple reflection can provide a connection 
back 

• Sometimes, the connection to the main 
track is not clear

– Try using questions and reflections to clarity 
to help find the connection back 



Strategies for Getting Back on 
Track, Cont. 

• Sometimes the digression is not connected to 
the main track at all
– The topic may be particularly meaningful or 

preoccupying to the young person 

– Show the youth that you are not going to ignore 
or drop the topic

• A good strategy usually involves 
– Getting clear about the topic and why it is 

meaningful

– Plan for follow up: Write it down, “parking lot”

– Make sure the youth is comfortable with leaving 
the topic 



Keeping it on Track and GWOL 

• Providers may not know how to guide the 
conversation 

– They have not mastered the intervention or 
approach they are using

• The intervention or approach may not be 
sufficiently specified 



Keeping it on Track and GWOL, 
Cont. 

• Providers who lack skills for getting it back 
on track will have trouble guiding 
effectively

– Conversations may wander too long and 
through too much material

• Both people lose track of what’s going on and 
confidence in the provider’s ability to guide

– Useful and important “digressions” can be cut 
off, dropped or ignored 



Some Video Examples 



Technique 7: Go with It 

• Offer the young person the chance to 
explore and expand on what is meaningful 
to them 

– Even if it seems like a digression 

• Providers should be eager to Go With It 

– Important information might emerge

– You have skills for “getting it back on track” 



Going With It and GWOL 

• Going With It is ESSENTIAL for young person 
to develop the content of the conversation 

• When a young person mentions something 
that seems particularly important to him/her, 
invite them to expand 

– Open-ended questions 

– Reflections 



Going With It and GWOL 

• Not Going With It = Not GWOL 

• Failing to utilize opportunities to help a 
youth to develop the content and lead the 
conversation 



Some Video Examples 



Technique 8: Super Host 

• A Super Host makes sure that their guest

– Feels comfortable 

– Feels like they are fascinating and interesting 

– Feels like they are in a warm glow of attention

• Super Host:  Shhhhhhhh



Super Host, Cont. 

• The guest is doing most of the talking
– You might share some tidbits, but then make sure 

to bring the focus back to the young person

• A Super Host 
– Does not come off as superior or patronizing 
– Apologizes for intentionally being rude 

(interruptions, putting words in their guests 
mouth)

– Uses humor! 
– Is aware and mindful about how their guest is 

doing, and is on the lookout for signs of 
discomfort 



Super Host and GWOL: Shhhh!

• Failing to be a Super Host often involves
– Monopolizing the conversation (or even 

sections of the conversation)

– Making it about them or what they want 

• Signs the host is monopolizing the 
conversation 
– Explaining too much 

– Badgering (lecturing, arguing, convincing, 
giving advise)



Super Host and GWOL: Shhhh! 

• A Super Host avoids “jumping in” when 
their guest is silent or thinking 

• But, a silence of more than 7-10 seconds 
gets awkward. 
– Follow up with a new/rephrased question or 

use a reflection to “go back” to what was 
being said before the silence

• How the host breaks the silence matters
– Apply the GWOL test 



Some Video Clips



Activity: Narrow Down

• Guide will guide the process for 10 
minutes (Don’t worry if you don’t finish.)
– Use your “dream” statement from last time.

– Brainstorm three strategies you could use to 
move toward your dream.

– Pick one and narrow it down to some steps 
you could take in the next month. Write those 
down.

• Talker: Don’t be too helpful. Let your 
digressions happen.



Strategy for AMP Training Projects

• Wanted to be able increase providers skills and 
provide evidence that this has happened

• Strategy based on success from our AMP randomized 
study…
– University interns had a significant impacts with only 6 

weeks of training

• …and recognition of shortcomings of many training 
approaches

• Wanted a process that would conform to “Gold 
Standard” training practices and be relatively 
inexpensive



The “Gold Standard”

“Gold standard” elements of practice-
focused staff development:

• observation of practice (either live or via 
audio- or video recording) 

• provision of feedback in a manner that is 
– connected to the intervention theory and 

– based on objective criteria

• repeated until specific benchmarks 
achieved

Dorsey et al., 2013; Kolko, Baumann, & Davis, 2010; Milne, Sheikh, Pattison, 
& Wilkinson, 2011; Garland, 2013; Herschell, 2014) 



Dunning-Kruger effect

Unskilled and Unaware of It: How Difficulties in Recognizing One's 
Own Incompetence Lead to Inflated Self-Assessments (2000)

Stimulated 100s of studies showing that novices…
• Fail to recognize their own lack of skill

• Fail to accurately gauge skill in others

• Recognize and acknowledge their lack of 
skill only after being exposed to formal 
training in that skill

Conversely, experts tend to…

• underestimate their competence

• presume that tasks that are easy for 
them to perform easy for others



AMP Training Process  

– Learn about the module during a video-conference. 

– Observe: Log into VCP to watch an experienced 
coach. 

– Practice doing the module, video record, upload to 
VCP.

– Get feedback on strengths and “improvables” via 
the teleconference and report from VCP.

– Repeat!



Virtual Coaching Platform 



Back to the Basics 

• Engagement techniques are the foundation 
for youth-driven practice 

• Subtle changes can make a BIG difference 

• Providers can practice these skills all the time

• In our work to train providers, we give a lot of 
feedback around these basic skills 

• These techniques can be helpful in combating 
the dreaded, “I don’t care”, “whatever” 
responses! 



Questions??



Thank you! 
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AMP Intervention 



AMP training evaluation study

• Trainees’ ratings of confidence regarding 
skills in specific areas

Paired samples t-test, all significant <.05



Early and late skills as 
demonstrated in videos

• Trainer and research assistant coded each video 
to ensure reliability

Paired samples t-test/Wilcoxon signed rank, all significant <.001



Pre- ratings: Self vs video



Aspects of training impact and 
satisfaction

• Ten-point scales from none/terrible/completely 
disorganized, etc.; to fabulous, unsurpassed credibility, 
extremely confident, etc.



Helpful Resources

• To learn more about Achieve My Plan and 
Pathways RTC please visit:

– https://www.pathwaysrtc.pdx.edu/

https://www.pathwaysrtc.pdx.edu/
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