Lecturer Copy

Practical Exercises

Within this section you will find a series of practical exercises which encourage skill development relating to the individual subjects presented within the book. The extensive list of exercises includes those contained within each chapter of the book, with the addition of new exercises which are only available with this companion website. Students are advised to have a copy of the book at hand whilst working through the exercises which relate to each chapter. Exercises marked with * have sample answers included for the benefit of the lecturer only. 
Chapter 1:    The Foundations

This chapter of the book assists readers in identifying their current computer-mediated skills and the potential for these to be successfully transferred to an online practice with clients. The following exercises will assist in forming an increased understanding of your ability to convey communication and respond to communication when engaging with others using computer-mediated technology. 

Exercise 1

Reflect upon a recent personal or professional activity which you found enjoyable and spend one hour writing an account of this in the form of document email attachment. You will be writing this in the context that you will send it to an online practitioner for them to assist in you securing an enhanced experience when engaging with future activities of a similar nature. You might like to carry out this exercise with a partner where each party provides a response to the other person’s email

* Exercise 2

Imagine that you have received an email from a colleague who works as a face-to-face practitioner in your field of practice. They explain that they are considering developing their skills prior to engaging with clients using computer-mediated communication. They request your advice in identifying which areas of skill development they would require training or further practice in preparation for developing their online practice. 
Compile a checklist of all areas of required competency prior to engaging with clients. Use the checklist to assess your personal levels of knowledge and competency.
Sample answer

Checklist

1. Computer literacy skills.
2. Competency in effective asynchronous and synchronous communication using computer-mediated technology.
3. Sufficient competency in using various computer-mediated technologies and software.
4. Sufficient competence to manage/ resolve minor technology issues which impact upon potential/actual service delivery.
5. Understanding of Ethical and legal requirements relating to adopting the use of online counselling skills within client work.
6. Competency in electronic file administration.
Exercise 3

Using the simulated client email provided, construct a reply using a creative approach to assist the client with the presenting issues.
Simulated client email

Hi

I’ve just given birth to my first child, a baby boy. He is 7 days old. My partner and I have to register his birth, but we are still struggling with names. My parents have a family tradition of the father’s name being passed down throughout the family. Not as the primary name of a child, but as a middle name. My partner and I feel very reluctant to do this and we would prefer to choose all names for our son from one’s of our own choice. Both sets of parents are putting pressure on us to register the birth in the next few days. We haven’t even agreed on a first name yet!... besides considering how we will tell my parents that we are not taking the family name for our child. I know that you’re not meant to offer an opinion, or tell me what to do, but I really need some guidance here as I feel it’s going to cause a family rift if we don’t find a solution quickly….

Help!!!!

Exercise 4

Initial checklist for determining suitability for adopting the use of counselling skills in an online context:

1. Would I relate well to lone working using a computer as the vehicle for interacting with clients?

2. What proportion of my work would I be comfortable in transferring to an online setting?

3. Do I currently enjoy and feel comfortable when interacting with others through an online medium?

4. Am I content in working without actual the actual physical

5. presence of clients?

6. Could I manage the administration and practicalities of an online office with associated responsibilities and appointment system requirements?

	Exercise 5 

Are you able to convey clear and effective communication using both synchronous and asynchronous online software tools which may include some, or all of the following?



	Online communication method
	Skill level and feedback

Score 1–10
	Development activity

required

	Email


	
	

	IRC (internet relay chat)

	
	

	Online voice call e.g. Skype
	
	

	Online forum or web-board discussion 
	
	

	Synchronous online group work 
	
	

	Video conferencing
	
	


* Exercise 6

When reflecting upon your current skills and knowledge of technology issues that are likely to impact upon service delivery, consider what support and training you may require to minimise the potential for disruption to client service delivery.
Sample answer
The practitioner may require peer support from online practitioner colleagues or professional technical support to assist in developing the appropriate level of knowledge and skills in the potential technology issues which may arise during the course of engaging with clients. Within an organisation context, practitioners can seek support from the local information systems department for these requirements.
Exercise 7

	Box 1.1     Simulated client example – Sam

Julie has recently commenced working online with clients in independent practice. She has received an email enquiry regarding online counselling through her website email account. Julie’s website provides clear, user friendly information and guidance for potential clients including the nature of online counselling, computer-mediated approaches included within service delivery, the process for requesting appointments etc. The potential client, Sam, has only provided brief details of personal issues she would wish to explore in counselling appointments and has not given any medical history. Julie replies to Sam requesting further information, whilst also providing a brief illustration of the facilities she provides and attaches a client assessment/agreement which she requests Sam to read through and return, raising any resulting queries in the content as required. 

The document outlines:

· What a client can expect from the online counsellor and boundaries of the online relationship

· Provides information relating to maintaining internet privacy and security of asynchronous communication

· Further details relating to Julie’s qualifications and experience, with details of how this can be verified

· A request for telephone contact details in the event of technology breakdown and GP details. A full explanation of the purpose in requesting such details are included

· A request for information relating to current or past relevant medical or mental health issues, with guidance notes provided 

· Arrangements for appointments and response time to contact from clients, including arrangements for missed appointments

· Details regarding the management, dissemination, and storage of any personal and therapeutic records during and following completion of the contract for counselling. This includes a brief explanation of how client information is utilised for the purpose of clinical supervision  

* A list of additional features which can be included within such client agreements can be sourced from an example client contract which is one of the resources available through the companion web site to this book

 In this first reply Julie also directs the client to specific pages on her website where relevant information relating to her service delivery can be located. She encourages Sam to engage in a brief sequence of email exchanges during the process of assessing the suitability for online counselling in meeting Sam’s individual needs and circumstances. Julie is also aware that some clients make an initial approach to online services without continuing through to arrange an appointment. With this in mind she includes details of emergency services that provide online support in the event of the client choosing not reply to her email. 

Activity
How might your own approach to the initial stages of contact with clients differ to those identified in the example provided in Box 1.1?

Consider what points you would be required to include within a client agreement/ contract, relating this to the specific context of your online practice and any organisational requirements which may be pertinent when contracting with clients. 
An example contract can be found on this website to assist with this activity.



Exercise 8
The underpinning foundation requirements for an effective framework when applying online counselling skills were presented and discussed in chapter 1.
Consider what additional factors you will need to take into account specific to the context of service delivery where you intend to, or currently, adopt the use of online counselling skills. 

Chapter 2:    Establishing an Online Presence and Online Relationships
This chapter of the book encourages readers to reflect upon establishing an effective online presence, in conjunction with positive online relationships. The features of forming a physical perspective of clients and assisting clients with problem solving are also discussed.
Exercise 1 

Imagine that a friend is discussing with a colleague how they would identify aspects of your presence when others engage with you in face-to-face relationships. Such points would provide a unique identification of your presence and how others experience this. Make a list of the qualities or features they would identify. Use the list to consider which of those are transferable to establishing your online presence with clients. Reflect upon any aspects you feel may be ‘diluted’ or enhanced within computer-mediated communication and consider how these might be developed further to assist within your online practice. You might also wish to consider which of those features identified hold the strongest potential to represent you in a manner which would most benefit to client interactions.
Exercise 2 

Reflect upon people whom you communicate with on a regular basis, using either synchronous chat facilities or asynchronous communication such as email. Consider the aspects of online presence that these people convey and which you experience as positive or negative features.  List the exact features which promote both positive and negative facets of online presence. 

When conducting a personal audit of qualities that you possess in relation to online presence, which of those that you encounter when communicating with others are possible to acquire or develop as positive features of your own. In addition which negative aspects demonstrated by others might also be present within your own synchronous and asynchronous communication. What steps might you be able to introduce to monitor or change any apparent negative personal qualities that you have identified?  

Exercise 3  

Recall a recent email you received from a person whom you have not met within a physical context. Take some time to consider what image you hold of that person and aspects of their personality which you experienced as being conveyed through the email content and style of writing. When you have formed all of these points, consider how you feel towards that person and the content of their email. If you were engaging with them in an online relationship, how might this impact upon your willingness and ability to ‘bracket’ or draw upon such thoughts to assist in securing a positive outcome?
*Exercise 4

List the qualities which you consider to be integral in forming positive relationships with clients within a face-to-face context. Consider how you will ensure that such qualities are present within online relationships you form with clients.
Sample answer
This list is not exhaustive and will vary according to the theoretical background of counselling training, but provides guidance for lecturers in the nature of responses required from students.
· Effective listening and responding skills

· Appropriate use of questions and enquiry skills
· Summarising

· Paraphrasing

· Displaying empathic understanding

· Providing structure to a client session

· Congruence

· Unconditional positive regard

· Appropriate ending to individual sessions and the sequence of client sessions

· Displaying appropriate duty of care to the client

· Confidentiality

· Referral

Exercise 5
Recall a situation where a friend or work colleague has assisted you with a problem using computer-mediated technology as the vehicle for providing assistance. In the context of this having been either a positive or negative experience, consider what features of their online communication promoted either a positive or negative outcome for you. How might your understanding of this influence your approach to assisting online clients in problem solving? 

Exercise 6

Consider how you experience the ‘presence’ of someone who is familiar to you. How might aspects of their unique presence be conveyed using computer-mediated communication?

Exercise 7 

Consider how your style of communication presentation differs within face-to-face interactions and those conducted through computer-mediated communication such as email. Which of the two interaction formats would provide a more comfortable platform for you to discuss difficult or uncomfortable feelings about yourself? What could a conveyer of online communication offer you which would increase your willingness to disclose uncomfortable feelings or thoughts?

Exercise 8

Avatars can be used by companies to provide an image for consumers which they hope will be beneficial in bring custom to the organisation. Consider which company avatars you are familiar with and how they evoke a positive or negative response within you. Think about what is present in the avatar that generates such responses. What do you feel it tells you about the company and the potential for you to feel comfortable in engaging in a consumer relationship with them?

Take this exercise one stage further by considering what you might choose as a personal online avatar to portray a representation of yourself. Reflect upon what it is about the avatar that shows others who you are, or aspects of how you would like to be represented. How might other online practitioners and clients interpret your avatar?

Exercise 9

Consider the additional practical requirements and responsibilities you may need to consider in your area of professional practice that could influence the potential for developing and maintaining effective and ethical online relationships with clients. 

Exercise 10 

How did you experience the communication and relational style of the examples in ‘The Initial Online Interaction’ section of chapter 2? Consider your natural style of engaging with others and replace the practitioner interventions with alternatives which reflect your personally preferred style.  

Exercise 11 

Reflect upon your personal opening and closing style within online interaction, and those of others you communicate with. Consider how this assists the intended intonation of your online exchange, and how this may be experienced by the recipient

* Exercise 12 

Consider how you will ensure that online appointments with clients are not disrupted by both external and personal influences which may arise. When considering the potential factors which may cause disruption, how you would introduce the discussion of prioritising work commitments as a feature?

Sample answer

By treating an online appointment in the same manner as within face-to-face encounters with clients, such as not allowing any external interruptions to disturb the session, i.e. incoming telephone calls, working in a quiet place without noise or distractions, arranging appointments so that there is adequate time between one client session ending and the next appointment beginning. Not allowing personal thoughts or distractions to interrupt concentration when engaging online with clients.

By ensuring that such conditions are present within an appointment schedule, all clients will feel they have the practitioner’s full attention.

Exercise 13

The relevance of a holding a physical perspective of a client

As an illustration of how we form a relationship with an individual in a fictional perspective, take some time to reflect upon a character in a novel that you felt engaged with and who seemed to ‘come to life’ for you through the manner in which the author had portrayed them. What was present in the written portrayal of a character that brought them to life for you and helped with the process of engagement?

Taking this a step further, consider how the quality of your relationship with the character could have been further enhanced by the author and the key aspects that would have facilitated this process.

You may feel that using a fictional example to illustrate this point is somewhat distanced from interacting with a real person in which case you might want to complete the exercise using an autobiography as an example and consider how you engaged with the writer of the text when you have not met them in a physical setting.

*Exercise 14

Using the following scenario, consider how your response in assisting a client with problem solving in an online interaction may differ from a face-to-face meeting. You may like to try this exercise with a partner, where you each take a turn in assuming the two roles within the scenario and alternate between face-to-face interactions and communicating synchronously or asynchronously online. Upon completion of the exercise, discuss any apparent skills variation that occur when using the two mediums in supporting the client with problem solving, whilst also considering how you feel this had influenced your sense of presence as an online practitioner and the overall quality of the relationship.

Scenario: 
A middle-aged male approaches your service for support with work related stress. You have a one-hour meeting with him in which he would like to discuss the following:

· Finding a way to discuss work priorities with his manager in order to reduce his stress levels.

· To consider ways in which he can relax in his leisure time, as opposed to spending much of his spare time worrying about his work situation 

· To discuss the impact of his current stress levels on his long term relationship, and explore ways to restore a good level of harmony with his partner. 

Sample answer
Within online exchanges there may be a requirement for practitioners to use careful construction of questions and responses to encourage clients to form problem solving skills for themselves, due to the absence of visual and verbal cues, and also body language used within face-to-face encounters which might assist in encouraging clients to form their own solutions to presenting problems.

Chapter 3:    Online Expression
This chapter of the book focuses on the skills of online empathy, responding to feeling expression, responding to online disinhibition, and effectively using and responding to emoticons and acronyms.

*Exercise 1
Using the examples provided below, construct empathic responses which you

consider would assist clients with securing a sense that you had gained a sufficient level of online empathy with their presenting issue.
Sample answers follow each example. You will notice that they are constructed in a very similar manner to the format which is adopted within face-to-face exchanges with clients. The learning point for students will be how such responses can be formed with spontaneity during synchronous exchanges.
· Example 1
‘I’m feeling as though my life is out of control and the walls are caving in.’
Sample answer

I think I’m hearing that you believe you have lost control within your life and what you previously felt as stable is now likely to fall apart. 

· Example 2 

‘I feel as though I’ve lost a best friend since my dog passed away. He was the only thing that seemed important in my life. All my family have moved away and I was lonely until Sam came into my life.’
Sample answer

I can hear how close you were to Sam and how important he was to you, particularly in feeling that you had something which filled the void of your family moving away.

· Example 3

‘All my friends are doing really well in their study. I feel as though they’re leaving me behind and will forget about me.’
Sample answer

You feel that your friends are achieving more than you are within your study, and due to this they are moving ahead and likely to not include you in the same way they had previously.
· Example 4

‘My parents are always pushing me to do well. They’re never satisfied with my results or choices I make.’
Sample answer

You feel under great pressure from your parents to achieve high standards, and experience your efforts and choices as not meeting their expectations.
*Exercise 2

Imagine that you are working with a client who does not include feeling expression within their computer-mediated communication, and conveys the content of their exchanges with a ‘flat tone’. How might you encourage the client to begin reflecting upon their feelings and explore the potential for this to facilitate a deeper level of empathy in your responses?

Sample answer

Practitioners might encourage greater feeling expression by checking with clients how they felt when they wrote specific aspects of their email content, or during synchronous exchanges, by asking the client to pause and reflect upon how they are feeling at that particular moment. Where it becomes evident that a client is personally limited in feeling expression (which is not related to depression etc), the practitioner might assist the client in developing an ‘emotional vocabulary.’
*Exercise 3

If a client consistently excluded feeling expression within online exchanges and you were unable to secure sufficient empathy to facilitate a positive outcome for the client, how would you proceed? How might you approach this with the client?

Sample answer

It may be appropriate to refer a client to a face-to-face service where it becomes apparent that a client is being inhibited by engaging with a practitioner using computer-mediated communication and is not showing progress in skill development. This should be approached sensitively and in a supportive manner with the practitioner assisting the client with a referral.

*Exercise 4

If you were engaging with a client during an initial email contact and they included a level of feeling expression which caused you to feel unsure as to their emotional wellbeing and the safety of others, for example, ‘If he keeps making a fool of me I’m going to lose control and do something stupid. I hate him’, what would be your initial thoughts and response to the client? In respect of ‘duty of care’, what would you need to consider?
Sample answer

It may be important to check out with the client if they are purely expressing angry or violent thoughts or intend to carry the expressed action. If the client confirmed they were seriously intending to harm another person the practitioner would need to spend time encouraging the client to consider the implications of their actions, whilst also making reference to the initial confidentiality clauses within the contract/agreement established with the client.

Exercise 5
Consider what emoticons and acronyms you would feel comfortable including during online practice. What factors have contributed to your conclusions?

Exercise 
Consider how you would reply to the client example provided in Box 3.1. 

What features of conveying empathy would you draw upon from your face-to-face or current online exchanges with others, to provide reassurances to the client that you are accurately demonstrating empathy and providing a supportive response? You may find it helpful to refer to the simulated practitioner reply within Box 3.1 for examples of how this can be conveyed.
	Box 3.1      Sam’s second email to the practitioner

Dear Julie,

You asked me to write this second email giving some details about what kind of support I need and a bit of background to myself. I’d like help regarding the relationship I have with my children, particularly my eldest child who is 14. I worry that my eldest doesn’t talk to me in the same way the used to. We used to be so close and I never worried about what she might be doing outside of the home or at school, but lately she seems reluctant to talk and even gets angry when I ask about where she’s going and what she’s doing. I’ve heard so many worrying things about what teenagers are doing in our area that it’s making me think that my daughter’s involved in some way. I can’t think of any other reason for her behaviour changing. She used to help out at home and even look after her younger brother and sister. Lately she’s not interested in the family and doesn’t really talk to any of us. I need help to find out what’s going on before she gets into trouble.

      I am a lone parent and  I have a lot of things that I’m responsible for as I don’t have  a partner or family to help out and talk to. I’m studying for a degree in primary education and I will be beginning my placement next term. This makes me feel more concerned about leaving my daughter as she will have more time to be away from home whilst I’m working in a local school.

      I hope you can help.

Sam


	Box 3.2      The practitioner’s reply to Sam (provided in Box 3.1)
Dear Sam,

I can hear how concerned you feel about the changes you are noticing in the relationship you have with your daughter, what you feel may be causing this, and your fears regarding her getting into trouble. I have a sense that previously you had the reassurance that all was well with your daughter due to having a close relationship with her. Her recent distancing from you, and the anger she is displaying, is causing you to feel that she may be involved in activities that could be harmful to her. I can hear that her anger towards your questions, regarding what she is doing and where she is going, is leaving you feeling that the communication between you is more difficult, and I sense that you may be experiencing some reservation in pursuing with your questions as a result of this.

     There seems to be quite a lot of incidences, which you discuss in your email, where you feel that your daughter is withdrawing from you and her younger brother and sister. I have a sense (although I’m aware that you haven’t mentioned this), that not only does this concern you, but is also causing you to feel that you and your children have lost an aspect of closeness in the relationship with your daughter.

     You mention, towards the end of your email, that you are a lone parent and within that context you feel that you don’t have others close to you who are available to talk through any problems or concerns you may have regarding your children. I can hear how much of a responsibility this feels for you and how difficult this situation could be, as you are making important decisions alone. I hope, that through the support I can offer that you are able to experience the current difficulties as more manageable for you………..




Exercise 7 

When considering the scope for empathic responses in both asynchronous and synchronous online contexts, identify which would feel a more comfortable setting for you, and the reasons for your decision.

Exercise 8

What kind of online phrases might you use to check with clients if their expression or revealing of feelings has left them feeling uncomfortable or vulnerable? How might your email reply differ to the practitioner response provided in Box 3.2 when seeking to clarify issues relating to feeling expression, or the absence of it?

Exercise 9 

As a reader of the book that accompanies this website, you may wish to try a simple exercise which could help to illuminate how to create an online narrative.
Recall a situation which has left you with feeling troubled or uneasy; take some time to type details of the event using a word document or blank email, without pausing to consider what you have written. You should spend at least 30 minutes on completing the exercise or longer if needed. When completed, read back through the text and reflect upon how you have expressed the event and what feelings arose naturally. Take a further moment or two to consider what, if any, feelings were not explicitly conveyed. 

If you have the chance to work in pairs there is the benefit of completing this exercise in an online context with the typed text sent to your partner as an email. This provides the opportunity of seeing the content in an electronic form and sharing your thoughts and responses regarding the expression within the emails.

*Exercise 10

What do you consider to be the advantages/disadvantages in having a ‘zone of Reflection’ prior to constructing a response? How might this differ for both yourself and online clients?

Sample answer

A ‘Zone of reflection’ can provide an opportunity for clients to have freely expressed their thoughts and pause to gain insight from the process, but leaving them with a choice to amend the content prior to actually sending the written piece. One of the disadvantages may be that either party does not have full access to the initial thoughts/feelings of the sender of the communication.
Exercise 11 

Take the example from Box 3.4 and adapt it further by adding a deeper reflection on the feelings expressed in the content of your typed text.
Box 3.4 The practioner’s reply to the client email
Dear Sam,
Thank for your reply and for telling me more about your family and current circumstances.

I am so sorry to hear that you have experienced the loss of both of your parents and also your family home. When I read your email I was left unsure regarding how you have felt at the time of your parents’ deaths and how you have managed such a series of loss and change within your life. I also wonder how you experience these events in your life currently? You mention in your email that there are times when you feel lonely and there are occasions where you find it hard to motivate yourself towards everyday activities. I have a sense that there are times when you feel weighed down by your situation and find it hard to manage day to day things on your own. I hear that you have had some support from your brothers and sisters, but you feel that they are not affected by your mother’s death in the same way that you have been, and still are. It does feel as though you have the support of your partner, but at times this is limited by him having to share his time with his children………………

Chapter 4:    Online Listening, Attunement and Attending to the Client
The skills discussed within this chapter of the book include communicating presence, interest, and attention in conjunction with practitioner skills in developing and maintaining attunement.
Exercise 1
Identify individual features of your presence, when engaged with clients during face-to-face exchanges. For the purpose of the exercise it may help if you form a list of such qualities. When reviewing the list, consider which of these personal features you consider to be transferable to exchanges uses computer-mediated with clients. 
Where you form the decision that specific features are conveyed by holding a physical presence with clients, formulate ideas on how these could be adapted to computer-mediated exchanges, or review which computer-mediated technology could be incorporate within your client practice to convey such features of presence.

Exercise 2 

Consider how you convey interest and attention when engaged in face-to-face interactions with clients. Form a list containing all such aspects of conveying interest and attention, and then review each one in turn in a manner which highlights how you may be able to transfer or adapt them within your computer-mediated exchanges with clients. 
Where you feel that particular features of conveying your interest and attention are not transferable, consider how this may impact upon the online relationship and potential outcomes within client work.

Exercise 3
How would you define the process of securing attunement to individual clients and their presenting material within your own use of words? What are your initial thoughts relating to the potential for securing this in an equivalent manner within computer-mediated interactions with clients?

Exercise 4
Reflect upon an experience of face-to-face client work where you believe that your attunement with the client had been successfully secured. What specific skills were you adopting to secure the desired level of attunement? Consider how such skills could be applied within computer-mediated exchanges and areas where specific development activity would be required for you to achieve this.

Exercise 5

What additional features of narrative content are apparent to you in Box 4.2 and how might your replies differ or be further developed to those provided by the simulated practitioner response? 


Exercise 6
Upon reflection of the examples provided in Box 4.2 of the book, consider how you might interpret or express the pitch of voice in an online context with the following list of emotions:

· Excitement

· Happiness

· Fear

· Anxiety

· Sadness

· Low mood

· Frustration

· Anger

*Exercise 7

Consider what additional methods of highlighting dialogue continuation or natural flow of narrative presentation can be adopted within in both asynchronous and synchronous exchanges. Sharing this activity with a colleague could provide valuable feedback on how this might be experienced when using it within client work

Sample answer
The use of .......... between words can be used to represent a natural pause before continuing in both asynchronous and synchronous computer-mediated exchanges, or when releasing a small amount of text onto a dialogue screen with the intent of continuing a further sentence. Additional symbols or pre-agreed ways of showing pauses or continuation can be used.

*Exercise 8

How might you approach the subject of pacing with clients within synchronous exchanges? What considerations would influence how you might approach this subject with clients? 

Sample answer

It is important to secure appropriate pacing within client exchanges, particularly during synchronous computer-mediated communication; otherwise either party can feel confused or de-motivated in engaging with the other person(s). By simply expressing to the other person that it is difficult to hear all that is being said and have time to reflect on content can cause them to slow down in order to be fully heard and understood. If there was evidence of a mental health condition, or additional learning need which was creating difficulties with pacing, this should then be discussed with the client in how the pacing could be adjusted. If the difficulty in pacing continued, it may be appropriate to seek a referral for the client to a face-to-face service.

Exercise 9 

How would you envisage that you would be able to maintain a focus and concentration when there are lengthy pauses due to a client requiring more time to construct their thoughts and form a synchronous reply?

*Exercise 10 

Consider how you might encourage a client to identify where uncomfortable thoughts or feelings are causing the client to divert their attention.
Sample answer

The client may be unaware that they are diverting attention away from expressing or acknowledging uncomfortable feelings. An online practitioner could use a question such as the following to initiate awareness or exploration of this: ‘I have a sense that you may be finding it uncomfortable to consider how you feel about this ..... (subject matter introduced by the practitioner) event/experience in your life, or perhaps you’re not feeling that it has any relevance at this moment. I wondered if you would like to pause to consider if it might be something you would like to discuss now or in future exchanges?’
Exercise 11

Consider how you encourage and support client in face-to-face exchanges where apparent ‘blocks’ occur. How might your skills in this area transfer across to online exchanges?
Chapter 5:    Establishing and Maintaining an open Dialogue
The skills discussed within this chapter of the book include: The effective use of questions, seeking clarification, paraphrasing and summarising, working with client resistance and non verbal cues, offering challenge and feedback, managing misunderstandings and conflict, online immediacy, and self disclosure

Exercise 1:
During computer-mediated communication with clients, the use of direct questions can hold a different emphasis to that experienced within face-to-face interactions and may have a negative impact on the online relationship. Using the following examples, provided as illustration of question formation within face-to-face interactions, adapt the structure using the guidance provided within Chapter 5 of the book to establish a more suitable format for computer-mediated exchanges:
· ‘Tell me more about how you are feeling.’
· ‘Explain your last question again as I’m not sure what you are asking me.’
· ‘How long have you been interested in that subject of study?’ 

· ‘When did you last have a holiday?’
· ‘Do you frequently get angry with people?’
· ‘Is there anyone within your family who provides you with support?’
*Exercise 2

Seeking clarification within computer-mediated exchanges requires additional consideration and skill than is apparent within face-to-face exchanges. If you were to receive the following piece of text within a client interaction, where the content and intended conveyed meaning is ambiguous and unclear, how might you phrase your reply to seek clarification?
‘I don’t understand why others do really well in life and I seem to find my self continually facing a brick wall…it’s not that I believe others are better than me, but they seem to have more luck. It’s a bit like putting all your effort into something and it fails. It all seems quite pointless….anyway I don’t suppose you would really understand as this probably only happens to me.’
Sample answer
‘I have a sense that you feel others do well in life, but you feel that there are obstacles in your way which prevent you from achieving in the same way even though you consider that your potential to achieve is the same as theirs. I can hear how frustrated you feel by putting a lot of effort into things and they don’t work out for you and also that others might not experience this happening in the same way. This last point seems to also leave you with a sense that I wouldn’t be able to understand how you feel and that there couldn’t be a way you could share your thoughts on this further to try and understand why it happens to you. Can we talk more about how I might be able to help you with this? ‘
*Exercise 3:

There may be occasions where communicating with clients using computer-mediated communication enhances the instances of misunderstandings occurring within client and practitioner exchanges. When referring to the example provided below, where a client is showing signs of mistrust and resentment towards an aspect of communication from the practitioner, consider how you might reply to the client in a manner which promotes a more positive and clear communication pathway.

Extract from the practitioner email where the source of miscommunication originates:

Dear Salish,
I can hear how you are hoping to make a career change and require some advice on how you might find a more suitable career path for yourself. I would like to help you with your decision making, but would need you to say more regarding your current qualifications and career history. I also need to say at this point that I am not able to provide you with direct advice regarding your suitability for particular job roles…..

Extract for the client reply

I felt that when you replied to me in your last email that you felt I don’t have enough qualifications or experience to be able to move into a new job. I also felt that you were saying that I would have to make the decision on my own because you’re not allowed to give me direct advice…….

Sample answer
‘I’m very sorry that I may have worded my response in a way that left you feeling I was doubting your qualifications or experience in your career. I feel I may also have left you with a feeling that I wouldn’t be able to support you with the decision regarding making a career change. Perhaps if I try to clarify what I had intended to say......If you were able to provide some brief information regarding your qualifications and career history, this would help me to support you when trying to match this against the requirements of the posts you are currently seeking. In respect of you feeling that I had indicated I wasn’t able to offer support in this matter, I had meant that it isn’t part of a counsellor’s role to give direct advice as doing so might influence you making choices which are right for you. What I can offer is to be supportive in helping you to find a new job which feels suited to your needs.’
*Exercise 4

As would be relevant within face-to-face interactions, it is appropriate to include summarising and paraphrasing within computer-mediated exchanges. Refer to the content of the client email below and form appropriate paraphrasing and summarising of the content which you feel would be relevant to include within a reply to the client.
Hi Jo,

This week has been okay for me. I’ve had a lot of interesting feedback from my friends who are beginning to notice that I am benefiting from the assertive coaching you are providing. I think I noticed a difference myself when I went out the other evening to the theatre, we were standing as a group whilst waiting to go in and everyone was just chatting. Normally I would have stood back a bit and let the others talk, but this time I used some of the techniques we’ve looked at and went ahead and joined in the conversation. I felt a bit awkward at first as I’m not used to feeling comfortable with everyone looking at me, but I managed to get over this and continue. I’m beginning to see a difference at work too. The other day my manager asked me a question about a project I’m working on. Normally I would have gone red, mumbled a reply and then felt stupid afterwards. This time I stood and thought about her question for a minute and then gave my reply. She even thanked me for what I had said and told me I had done really well with the project. This feels like a big change for me.

My partner is also noticing a difference and we seem to be getting along a lot better at the moment.

Sam

Sample answer
‘I can hear how you feel this week has been okay due to feedback received from friends and also you having felt more comfortable in joining in with conversations, where previously you might have felt uncomfortable in doing so. I can also hear how this may have been hard for you, but you decided to go ahead and succeeded. 
It sounds as though taking a different approach when speaking with your manager also brought a realisation that you can approach interaction with others in a way which produces positive outcomes for you, and is also very different to how it might have been in the past. This all seems to have been reinforced by the way your relationship is going well with your partner.’
*Exercise 5:

Using the following piece of simulated client communication, consider how you might challenge any apparent resistance which is explicitly or non-explicitly conveyed with the content. Consider the additional dynamics that may be evident by a client electing to contact the practitioner via email, where the usual channel for communication is sourced within synchronous communication.
Hi Jack,

I’ve thought a lot about what you had said to me in our last meeting. I felt I would find it easier to reply by email as I find it harder to think of everything I want to say when we have a live meeting. We talked about my redundancy in the last meeting and my subsequent depression from losing my job. I feel you made some useful suggestions on how I can improve my situation and I think I need some time to think about where I could go from here. I’m under a lot of pressure from my partner to turn things around and not ‘dwell on the past’, as he calls it! I guess it’s easier said than done and also he’s not been through the same situation as me as he’s always had regular employment. In fact I’m finding that I’m getting annoyed with a lot of people lately…even at the benefits office, as I’m sure they think I’m enjoying being out of work and don’t listen to their advice. Sometimes I just wish everyone would leave me alone so I can spend some time thinking about what I really want in the future. It would be good to go back to the days where I could just get up in the morning, go to work, then relax in the evening without any worries. I really don’t want others to keep saying to me ‘come on, get yourself together and think positive’. I’d like them to see how difficult it is to start all over again!!!!

I’m thinking that having my sessions via email might be a better option for me than the live meetings, as they seem to be adding to the general pressure I’m feeling. Can you let me know if that would be possible?

Patrick

Sample answer
‘Dear Patrick,

I’m glad that you felt able to contact me by email and explain how you are feeling at the present time, and also how you would prefer to have online counselling via email in the foreseeable future. I do sense that you are feeling under a lot of pressure from everyone at the moment, and I sense that meeting “live” online might also be adding to that. I hope that you didn’t experience anything which I might have said has placed additional pressure upon you, and also that when you feel more able to manage the difficulties of your current situation we might resume our “love” online meetings. I mention this as I felt that it was one place where you could express your feelings regarding the current circumstances without feeling that others might be making judgements or being directive.
Jack’
One of the additional dynamics which may be evident in such circumstances may be that  a client is finding it hard to draw a conclusion to the online relationship and feels that moving to email exchanges could be an easier way of ‘ending’ with the online practitioner.

*Exercise 6

Managing client resistance and offering appropriate challenges can provide a basis for assisting clients in securing a positive outcome from their computer-mediated interactions with an online practitioner. Careful consideration should always be applied if including this within client work. When reflecting upon the content of the simulated client email provided within Exercise 5, consider the potential benefits of offering feedback or including an aspect of challenge within a reply to the client, and your rationale for considering it to be appropriate or inappropriate.

Sample answer
The potential benefits may be that a challenge put forward by the online practitioner can bring something to the online exchanges that client feels reluctant or wary of introducing. It can be experienced as giving the client permission to discuss something they feel restricted in introducing. It may also assist the client in being able to express themself, to engage in developing conflict resolution skills, and to find a positive way forward with a personal difficulty within their online expression and so on.
Exercise 7

Immediacy features within both face-to-face and computer-mediated supportive interactions and relationships. Consider the benefits and disadvantages of engaging with the client in Example 5 using asynchronous or synchronous computer-mediated technology and the potential for immediacy to feature within either context. What rationale have you used to reach your decision? Consider also whether your conclusions were based upon the preferred option for yourself or the client. 
Exercise 8
Individual and service provision disclosure is pertinent to ensuring that potential clients have sufficient information to form a decision on the appropriateness and validity of an online service provision they wish to approach, and also related to the practitioner who will be providing clients with computer-mediated support. Compile a list of points relating to self-disclosure and disclosure regarding your service (either independent or employing organisation) that you would consider appropriate within the context of online service provision. You may find it beneficial to discuss your decisions with a colleague who is also practising within this field of work.
Exercise 9

Within a personal or professional setting you may have engaged in both synchronous and asynchronous exchanges with friends or colleagues where questions have been phrased to you with or without a ‘softening’ introduction. Take some time to reflect on how you experienced this, and also how it may have influenced your response to the other person(s). How might this influence your skill development in developing online question phrasing during online interactions?

*Exercise 10

Consider what current skills you have for retaining written narrative over a period of online exchanges in a personal or work context. How might such skill be further developed to promote your ability to paraphrase and summarise material from online exchanges?

Sample answer
Further development in the skill of retaining written narrative can be achieved by working with a fellow course member using both asynchronous and synchronous exchanges and paraphrasing/summarising content. The effectiveness of the exercises can be discussed as a shared exercise. Students might also choose to practice the skills using the simulated case study material within each chapter of the book.

Exercise 11

Consider how you might form a response to the simulated client example provided in Box 5.1. How would you interpret and challenge any apparent resistance within the content of the client email in addition to that which was presented within the simulated practitioner reply within Chapter 5 of the book?
Box 5.1   Working with client resistance
Hi Julie,
I’m glad you suggested the live meeting as I feel it helped me to be more relaxed about talking. I’d like to say more about other things which have happened over the last three years. My partner left me after a four-year relationship. I feel upset with him as I discovered that he had been having an affair during the last year we were together. I knew that he didn’t love me during the last two years that we were together and wasn’t committed to the relationship, but at the time it was easier to let things carry on the way they were as I didn’t want to go through with a separation. I had always wanted another child, even before we had met, but he said he wasn’t ready for that commitment and was always angry with me when I approached the subject. I did think about the possibility of becoming pregnant against his wishes. I feel that I wasted so much time with the relationship when it was obvious that it wasn’t going to work and also it’s made things so difficult with my eldest daughter as she was very close to him and unhappy about the separation.
Hopefully you can help me to move on from this so I can find another chance to be happy and gain back the trust I once had from my daughter……………

Exercise 12 

Consider what additional online features you consider may indicate non-verbal cues being apparent within online presentations, other than those discussed within Chapter 5 of the book.
Exercise 13

To assist with understanding how conflict or misunderstanding can arise through written or online communication, it may be helpful to reflect upon where you have received a letter or email which has evoked a negative reaction within you and caused you to feel aggrieved or angry towards the sender. You might also like to reflect on how you responded to this in both a negative or positive manner and the resulting outcome. 

Exercise 14Consider how you currently respond to, and manage misunderstandings or conflict within face-to-face client interactions. How might these skills be developed and transferred into circumstances where conflict may occur within online client interactions? 
Exercise 15

What reassurances regarding managing misunderstandings or conflict would you want to offer online clients and how could this be achieved within your online practice?

Chapter 6:    Online Assessment and Contracting

This chapter of the book discusses the skills of: Assessment, contracting, online risk assessment, confidentiality, and online endings 
Exercise 1
Consider features of face-to-face client assessment which are integral to your field of professional practice. How might each feature be adapted to ensure effective assessment procedures when conducted using a computer-mediated communication resource. Would there be sufficient engagement and information available within this context to secure effective assessment systems? If this is not the case, which specific aspects could not be transferred across into a computer-mediated assessment and how might you overcome this to ensure that sufficient information is collected to complete an assessment?
Exercise 2

Compile a client contract or client agreement which contains all relevant information and content which would be applicable to your field of online practice and any evident legal or ethical requirements which would need to be included. Consider how you would introduce the contract to clients, and at which point of contact a client agreement or contract would be negotiated. You might like to refer to the example provided within this companion website for points to include within your own version of a client contract/agreement.
Exercise 3

Formulate a risk assessment plan which could be adopted within your online practice which would assist in securing a system for managing situations where a client either presents to your service ‘at risk’, or moves into a position of risk when engaged with your service.

Exercise 4

If you are familiar with working with clients within a face-to-face context, consider how you personally experience ‘endings’, and also how you accommodate endings within your current practice. When considering both of these aspects, compile a list of points which are relevant to how you would include endings within an online practice, and any specific points which require adaptation or thought when transferring this to an online practice. Refer to chapter six of the book for guidance in this exercise.
Exercise 5 

Consider what factors might influence the suitability of online support for general use with client groups, and also within your particular field of practice. Please refer to Chapter 6 of the book for general guidance on this subject.
Exercise 6

Consider:

· What features would be required within the assessment process in your particular sphere of practice when working online with clients. 

· What distinct differences do these hold to other practitioner settings that you are familiar with, and explore the reasons behind specific requirements being a feature in your field of practice. 

· What instances may lead you to undertake an ongoing assessment with clients, and where relevant, how you would approach the matter of onward referral. 

Exercise 7

· Consider your initial feelings and response in requesting client’s to negotiate and agree to an online contract prior to proceeding with online exchanges? 

· What do you consider to be the potential advantages and disadvantages of using contracting with clients in your field of professional online practice?

· Consider what would constitute essential elements of a client contract within the context of your professional practice.

Exercise 8

If you intending to adopt the use of online counselling skills within a sphere of practice which is outside of the remit relating to supporting clients who present at risk of self-harm, consider how you might respond to circumstances such as those identified in Box 6.1. What specific systems will you need to have in place to support clients and yourself in the event of such instances occurring?

	Box 6.2           Risk assessment and duty of care
Dave is a qualified and experienced life coach who is developing a successful online practice. He is working with an online client called Mathew who requested support with his interpersonal skills which are a strong feature within his work role as a customer service manager. During the fourth online exchange Mathew discloses that he has recently separated from his partner of four years and is struggling with the emotional response to this. He indicates that he has experienced a previous period of suicidal ideation during the breakdown of his first long-term relationship, whilst also mentioning that he fears the same reaction to the current circumstances. Mathew also discloses that he did not seek support during the first occurrence and felt more at ease to broach the subject through the current online communication, in conjunction with the strength of the relationship he felt was developing with Dave.

            Dave is not qualified as a counsellor and has no previous experience of supporting clients who are potentially moving into potential risk of harm to self. He initially feels uncertain how to react to Mathew’s emotional statements, but responds by offering an empathic and supportive reply where he outlines his lack of experience and knowledge with clients who indicate they may be at risk of harm, whilst also recommending to Mathew that he seek assistance from his GP as a resource of medical support. Dave suggests that Mathew may want to consider some face-to-face counselling, highlighting that as Mathew had taken the first step in revealing his feelings online he may now feel more comfortable in considering the benefits of discussing this further with a face-to-face practitioner who would be better placed to support Mathew if his emotional wellbeing deteriorated further.

                Mathew agrees to Dave’s suggestions, and during the process of securing the recommended additional support they agree to maintain contact. Once this is in place they reach a mutual agreement that Mathew should temporarily cease the life coaching sessions and resume them at a point where he is feeling that his emotional state is settled and he is able to focus on his initial goals for their work together.


Exercise 9

Compile a list of the specific procedures required within your area of professional practice which relate to confidentiality issues and the sharing or dissemination of data generated from client exchanges. Consider what systems are required to ensure appropriate management of such systems within the context of online exchanges.

*Exercise 10

Consider how you might approach the circumstances identified within Box 6.3 What other options might Julie have been able to suggest to Sam which would comply with professional and ethical directions for ensuring appropriate support to online clients? 

Sample answer
If Sam had been unable to continue with an appointment the following day, it might have been appropriate to suggest a face-to-face meeting if both counsellor and client lived in the close proximity to each other. Julie may also have considered refunding the fee for the lost appointment with the client if unable to re-schedule the appointment time. If Sam had been in urgent need of support, Julie could have suggested alternative face-to-face practitioners or services within Sam’s locality who could offer an interim service.

Chapter 7:    Professional Considerations in Online Practice
The subjects discussed within this chapter of the book include: Maintaining appropriate online boundaries, organising appointment and working schedules, online practitioner professional responsibilities, online diversity issues, professional indemnity insurance, verification of practitioner identity and credibility, and professional creativity.
Exercise 1
Within each field of face-to-face professional practice there are specific boundaries which feature within client work. Consider the boundaries which are evident within your field of practice and how these will feature within your engagement with clients using computer-mediated communication. Where there is evidence to suggest that specific boundary issues may occur, develop a system for effectively overcoming any anticipated difficulties or legal and ethical dilemmas.
Exercise 2

Planning a working schedule where both face-to-face and computer-mediated appointments are integrated within a weekly work schedule requires consideration. 

Use your current weekly client caseload figures and other related duties to plan a weekly schedule consisting of equal numbers of face-to-face and computer-mediated client appointments. How would you effectively schedule each aspect of appointments to produce a workable and effective routine for the week?

*Exercise 3
Competence in effective client referral is a strong feature within an online practice. Using the example provided below, where a simulated client approaches your service for computer-mediated support, consider what would be an appropriate source(s) for referral, based upon the presenting issues. This may include the relevance of face-to-face support or online support as a referral point. In addition consider how you would approach the client with your suggested referral.
Simulated client email to the service:

Hi,

My GP has diagnosed me with an anxiety disorder and has prescribed some medication for this. I’m currently studying at college and it’s proving difficult to get to my lectures etc as I begin to panic when in a crowded place. I can’t even pluck up the courage to go to student services to ask for support as it’s always busy and I just can’t face standing at the counter with so many people around. I need to get some advice on my student accommodation and also where I could go to for the next level of training as a veterinary nurse. I think that if I could get the anxiety under control it would help as I then wouldn’t feel so stupid about getting upset when I’m in a crowded place. I need help soon as its even effecting being able to do my part time work, and if I lose my job, then I’ll have to drop out of college.

I hope you can help….

Sample answer
The practitioner who received the reply could offer the following options to the client:

· Offer to make an appointment with the student accommodation service on the student’s behalf

· Ask the student if they have spoken with their tutor regarding the difficulties in getting to lectures. Offer to contact the tutor on the student’s behalf if the client was clearly feeling unable to do so on their own

· Suggest additional online support for anxiety to the client, such as www.nopanic.co.uk
In all instances the online practitioner should be mindful of protecting the confidentiality of the client’s contact with their service and seek permission from the client prior to making/assisting with referrals. It can be helpful to make suggestions to a client and ask them to consider their preferred choices for a period of time prior to agreeing to a referral.

*Exercise 4

Within the scope of engaging with clients using computer-mediated technology across a global platform, there is increased likelihood of you experiencing an increased range of diversity issues. It is therefore pertinent to consider how this may impact upon your effectiveness as an online practitioner, particularly in light of any personal prejudices you may hold.

Write a list of all potential areas of personal prejudice which you are aware of and consider instances where such prejudices may have influenced your ability to assist clients in securing a positive outcome from their engagement with you. Take some time to reflect on points you have identified and consider how this may feature within your online practice. What steps might you be able to take to ensure that this does not influence your effectiveness as an online practitioner?

Sample answer
Regarding the last question within this exercise, students might choose to engage with a number of personal therapy sessions to explore any potential prejudice or bias which might influence their effectiveness as an online practitioner. If  receiving clinical supervision for their client practice, this may also be a matter which could be discussed with their supervisor. 

Exercise 5

Consider what might present as potential boundary issues within your sphere of professional online practice and how these can be approached in the process of developing an ethical framework for service delivery.
*Exercise 6

Consider both the personal and professional advantages and disadvantages in delivering an online client service using:

· An appointment based system

· The equivalent of a face-to-face ‘drop in’ appointment system.
Sample answer
Working or sitting at a computer station for extended periods of time can be detrimental to health and posture. It is therefore beneficial to establish an online appointment schedule which includes frequent breaks away from a work station, and is within the practitioner’s control regarding the volume of work with online clients. Where a practitioner has both face-to-face and online appointments with clients, having an scheduled arrangement for appointments prevents overlapping or the potential for online clients to try to initiate contact with the practitioner and not receive a response.

*Exercise 7

Consider how you approach and seek to establish effective communication within the face-to-face context of engaging with clients when encountering cultural and diversity differences. Take into account the variations that will be apparent in the medium of working online with clients, such as the absence of physical presence and expression, and identify how you would seek to achieve effective communication and outcomes.
Sample answer
Variations will include not having access to visual or auditory indications of difference and diversity within online client exchanges. Practitioners therefore need to consider how they might pick up on indications of difference and diversity within client narrative and structuring of communication and so on.

Exercise 8

How might professionals who engage with clients in your area of specialism seek to enhance their authenticity and credibility to potential online clients?

What professional guidelines or code of ethics are in place within your sphere of professional practice which relates to client work, both in a face-to-face and online context? In cases where online guidelines are not currently available, what do you consider  naturally transfers across from a face-to-face framework, and what additional considerations need to be identified to ensure appropriate practice?

Exercise 9

Consider what features, or additional aspects of your face-to-face practice could be provided within an online service delivery. Where you adopt the use of creative ‘tools’ within your face-to-face practice, consider how these might be transferable when working with clients through computer-mediated technology.

Chapter 8:    Professional Guidelines for Online Practice

The subjects discussed within this chapter of the book include: Ethical practice and guidelines, membership and affiliation to professional bodies, and Supervision arrangements for online practitioners. 

*Exercise 1

If you were engaged with an online client and became aware of dynamics developing within the relationship which could adversely impact upon the client securing a positive outcome, how would you approach this? What additional resources could you access, or be able to secure, which might assist in ensuring that a positive outcome could be achieved?

Consider the range of potential instances that you believe would lead you to conclude that a referral may be the most beneficial option to the client.

Sample answer
In all instances, except legal requirements which affect confidentiality of client and counsellor relationships (such as acts of terrorism and drug trafficking), where a practitioner believes that there are factors which may influence a positive outcome, it would be beneficial to sensitively broach the subject with a client and endeavour to find a positive resolution. 

Additional sources of support for securing positive outcomes for clients could be:

· Referral.
· The practitioner seeking peer or individual supervision to discuss the concerns.
· Assisting the client with securing additional resources, or support networks.
Exercise 2
Consider your current skills level in practising as an online practitioner. What areas of professional development do you consider would increase your knowledge base and aptitudes for engaging with clients using computer-mediated technology resources? 
Compile a development plan and consider how you can implement and achieve the personal goals points contained within it.
Exercise 3

If you were faced with an ethical dilemma within your online practice where and how would you secure appropriate support in discussing this and establishing an appropriate route forward for resolution? 
What do you see as the personal and professional benefits in having immediate access to systems of support in instances where clinical or ethical related matters arise within your current practice? 
How might your conclusions vary when considering the apparent distinctions within face-to-face and computer-mediated engagement with clients and the potential dilemmas which may arise? You may find it helpful to refer to Chapter 8 of the book where this subject is discussed in detail.
Exercise 4

You may find it beneficial to carry out this task with a partner, where you each complete the task, form a response to each other’s email, and then discuss your reflections of the experience.

Consider the features of a particular current client work where you are supporting the individual within a face-to-face context. Select a client where you consider that the support or advice of a third party could enhance the potential outcome for the client. 

Construct an email to the third party where you outline the selected client case in a manner which provides sufficient insight to the third party for them to secure sufficient understanding of the client and presenting issues, whilst also including specific points you would like to address.

When you have completed this task, consider any differences in how you have experienced writing the information down, as opposed to verbally recounting such details to a third party. What do you consider to be the benefits/disadvantages of this approach? If you were to adopt this practice as a feature of reviewing or receiving supervision of an online practice, what confidentiality, ethical, and legal issues would you need to consider?
Exercise 5 

If you are currently delivering an online practice, consider what steps you are taking or could take to review your systems and service delivery and increase the availability of your service to potential clients who are restricted in accessing the current service provision.
If you are in the process of establishing an online practice, consider what systems you could introduce?
Exercise 6

 Given the case study example in Box 8.4 consider how you might approach, or do currently approach, the situation with online clients where they request flexibility in their appointment schedule, in addition to displaying a reluctance on their part to commit to an agreed ending. 
Having defined or reviewed the current procedure for flexible working arrangements, consider how this can be effectively communicated and agreed with clients so that both parties achieve a workable and professionally structured online relationship.

*Exercise 7

What do you consider to be the potential benefits and drawbacks in Simon receiving dedicated, individual professional support with a supervisor who is both experienced in this field of online practice and works independently from the organisation? How might he present a case to the service manager to request funding for supervision support with his online practice?

Box 8.5 provides a further example showing the potential benefits of supervision for online practice

	Box 8.5    The need for dedicated professional support
 Simon is a voluntary worker with an online organisation which provides a variety of resources for individuals and couples seeking support with relationship and marriage issues, including an online forum where clients make asynchronous contributions to discussion topics. Simon’s duties include moderating online forum entries and responding to replies where ‘expert’ guidance is sought from individual members. He has the opportunity of peer support when encountering issues which require discussion prior to posting a response, and the service manager is sometimes available to discuss his work. 
                   Simon feels that dedicated supervision with a professional who is experienced in managing forums and discussion boards, whilst also not employed by the organisation, would be valuable to both his work and professional development. The current support available to Simon is structured in a way that does not provide access to consultation as and when required. Often colleagues and the service manager are required to find space within their own work commitments to talk with Simon regarding client issues. The basis of the current support is also face-to-face and does not reflect the medium in which he engages with clients.  


Sample answer
Potential advantages: 

· Simon would be able to access specific support for his clinical practice without having to rely on adhoc meetings with peers or his line manger
· Simon would receive a more distanced and potentially unbiased arena to discuss his client work and administration of the service he provides

· By seeking supervision support from a practitioner who is experienced in engaging with clients using computer-mediated technology Simon could draw upon this expertise to enhance his own clinical practice, whilst also have access to support regarding specific issues relating to engaging with clients using online media.

Potential disadvantages:
· The supervisor may not be sufficiently familiar with the organisational features where Simon is employed to be able to offer ‘expert advice’ regarding service delivery and so on.
Box 4.2 Initial email exchanges





Pete: Hi john….. I was waiting for you to appear online....i thought you may have had problems with your internet connection. How are you… are you okay to begin our session this evening?


John: Hi Pete, good thanks arrived home late from work This is the first time I've ever used this so I may be a little slow, apologies


Pete: don't worry we have an hour for our meeting and I can offer support if you are unsure of anything………


John: Great! Now how does it work? Do you ask questions and I answer them? 


Pete: i'll ask a few questions along the way…. and give you space to think etc and talk where you need to...


[Pause]


Pete says:


it's your 'session' so i'll let you lead it as it feels best for you……..do you have any initial questions before we begin 


John: OK. No questions it was all clear in your initial email which I received. The booklet on how to use the service, confidentiality etc was also helpful.  


Pete: Good…..I’m glad you feel the booklet was helpful. Perhaps you could begin by telling me some background to the issue you would like to explore in our meetings together?


John: OK. I’d like to understand why I suffer with bouts of depression that have been ongoing over the last 4 or 5 years. It affects my work and friendships/relationships. I often distance myself from people when I’m feeling depressed and this then makes matters worse.





Box 6.3     Sam experiences a technology breakdown





A simulated client example of technology issues preventing a pre-arranged online appointment using the client example of Sam, who features within each chapter of the book. 


Julie has arranged a second synchronous online meeting with Sam, as both parties had agreed that supplementing asynchronous contact with asynchronous meetings was proving beneficial to the level of relational engagement and overall quality of the online relationship. Just prior to the scheduled meeting, Julie receives an email from Sam who is experiencing difficulties with a consistent online connection due to a power failure in her village. 


Julie replies by email suggesting three alternatives to Sam: the first option to postpone the meeting and re-schedule at a convenient time for both parties. The second option to continue with the arranged meeting and if they experience a loss in connection, to continue by telephone; the third option to arrange an email exchange the following day.


Sam replies to Julie by telephone, as they had exchanged telephone numbers at the onset of the counselling contract and agreed this as an alternative communication route in the event of technology issues preventing contact through computer mediated communication. Sam explains that she is experiencing a further power failure and would prefer to arrange an appointment for the following day. Sam confirms that there are no urgent issues which she was hoping to address within the session and they agree a time for a synchronous meeting, with the option of conducting a telephone session if the power failure issues persist.





Box 8.4    The benefits of a supervisor experienced in online practice





Petra works online with clients as an extension to her private face-to-face therapeutic practice. She receives clinical supervision for this work on a monthly basis and visits the supervisor for this service. Petra’s supervisor has no experience or training relating to working online with clients, and although he could support her to some degree on aspects of the therapeutic work, he feels unable to empathise with the relational and further reaching aspects of Petra’s work. 


Petra decided prior to developing her online practice that she would seek the support of an online supervisor. She meets with her online supervisor twice monthly through a combination of email and synchronous exchanges, also having the opportunity of back up via telephone contact if required. One example of Petra valuing this medium of supervision support arose with a client who was sporadic in her contact and seemed unwilling to engage in regular ongoing appointments. The client then ended sessions without notice, but returned some month’s later requesting further support. Petra had become accustomed to a situation within her face-to-face counselling work where the majority of her clients were consistent and arrived for appointments on time for weekly appointments. If they were intending to end therapy, there was usually a planned process which clients engaged with. Petra was finding that her irritation with the online client, caused by frequently ‘arriving’ late for appointments or cancelling at short notice, was affecting her ability to offer unconditional positive regard to the client. She decided to take this issue to supervision with the intent of identifying boundaries which could help with responding to clients who presented in this manner whilst also seeking to improve the dynamics in the relationship with the identified client. The supervisor had experienced such occurrences within her own online practice and was able to share her approach in responding to clients and online boundaries with Petra.


 	 A brief summary of the supervisor’s questions included the following:





Was Petra anticipating that online clients should fit into a similar routine as her face-to-face clients, i.e. regular weekly appointments, and would Petra want to consider introducing a system of flexible arrangement for clients who couldn’t commit to weekly sessions? 


What workable boundaries might Petra be able to put in place when clients presented in this manner?


Had Petra communicated to her client the relevance and benefits of endings, even when temporarily ceasing contact for a brief period?


What dynamics may be evident in that particular client example which may have contributed to the client being resistant to engaging in regular sessions with an appropriate ending?





The benefits to Petra in taking this matter to supervision featured predominantly in the guidance and support she received from a supervisor, who was familiar with the dynamics of how this was impacting on the client work and Petra herself, and assisted the supervisee in establishing ways to respond effectively to the current client issues. 
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