Chapter Summaries
Here you will find a summary of each chapter within the book: Online Counselling and Guidance Skills: A Practical Resource for Trainees and Practitioners. At the end of each summary are lists of points for consideration, which can be used as a focus for group discussions, course assignments, or exam questions. Some of the points for consideration have been extracted from the chapters within the book, whilst others are additional and only available on this companion website. These are also available as PowerPoint presentations which can be accessed by tutors and students.
Part I: Practical Skills
Chapter 1 
The Foundations – A Framework for Practice When Using Online Counselling Skills
This first chapter of the book encourages readers to consider the initial considerations which are pertinent when transferring counselling and guidance skills to an online context. Such considerations include practitioners possessing sufficient confidence in computer skills and computer-mediated technology to ensure effective delivery of an online practice. Within this context there is also a requirement to possess basic skills that assist practitioners in being able to manage technology issues which hold the potential or actually result in a loss of communication with prospective and existing clients. 
There may be an assumption that transferring the use of counselling skills to an online context does not require specialist skills and competency. This chapter assists readers in understanding the relevance of undertaking a self assessment of existing computer technology skills and forming a personal development plan where these skills can be ‘fine tuned’ to provide an initial platform for conducting an online practice.

The chapter introduces the subject of confidentiality and the manner in which effective storage of client material, encryption, and prevention of third party access to client files or work can be prevented. The concluding section of this chapter presents a format for structuring an online meeting with a client, in conjunction with the composition of continuing pieces of client work.
Points for consideration
1. What might be the resulting factors where practitioners have opted to work with clients through computer-mediated technology, but have not fully considered their personal expertise and personal barriers to being able to deliver a professional and ethical practice?

2. What level of expertise should be acquired prior to embarking upon online service delivery?

3. What resources are available to practitioners within a process of assessing personal and professional suitability to deliver an online client support facility?

4. What similarities exist in the structuring of an online appointment, or sequence of online meetings with a client, when drawing a comparison to face-to-face client appointments?
5. Having reflected upon the personal or organisational requirements which are necessary to progress with planning for using online counselling skills in client work, what training and additional resources will be required proceed prior to implementation?

6. What support do you need from within the organisation where you are employed in order to move forward with planning and developing an online practice?

7. What research might you be able to undertake which would be advantageous in ascertaining the potential for existing service users to engage with an online practice, or transfer from the current face-to-face service provision?

Chapter 2

Establishing an Online Presence and Online Relationship
This chapter begins the exploration into required personal attributes of the online practitioner and presents considerations which identify the manner in which practitioners can ensure effective relational qualities when conducting an online practice. The absence of visual and auditory cues places a different emphasis in how practitioners may engage with clients and ensure effective development of the online relationship and client trust. The chapter highlights how practitioners can establish an online presence which is conveyed effectively through computer-mediated communication. Securing an effective online presence is strategic to the process of clients experiencing an appropriate level of engagement with the practitioner and providing a basis for an effective helping or therapeutic alliance to begin. 

Avatars are frequently used by individuals when communicating with others using computer-mediated technology and this chapter explores how their use might impede or benefit the online relationship and client outcomes. Avatars can be adopted to fulfil a personal need for an online persona or identity, whilst also allowing individuals to construct a representation of themselves in a unique manner not available during face-to-face exchanges. Readers are encouraged to consider how avatars and physical perspectives of their online clients can represent aspects of personality or desired persona to inform client engagement and the online relationship.

The final content within this chapter discusses how practitioners can assist clients in developing problem solving skills. This feature of supporting clients requires a variation in approach to that which is encountered within face-to-face engagement with clients. This is encouraged within a non-directive style where clients are encouraged to form solutions without overt persuasion by the online practitioner. Managing this process within computer-mediated communication requires practice and particular aptitudes.

Points for consideration 
1. How can an online practitioner gain an effective sense of an online client with the absence of visual and auditory cues?

2. Why are features such as online presence and online engagement considered to be particularly pertinent within computer mediate relationships?
3. What personal attributes can assist in securing an effective online presence?

4. How would you define the positive qualities of an online relationship?

5. What do you consider to be the advantages/disadvantages of Avatars when seeking to engage with online clients?

6. If you elect to adopt the use of an avatar when conducting your online practice, what points would you need to consider so that your personal representation does not impede or adversely affect online relationships with clients

7. How will you facilitate positive client outcomes given the absence of visual and auditory cues to assist with the process?

8. What assessment procedures will you adopt to determine client skill levels in using computer-mediated technology and their ability to communicate effectively through online interactions?

9. How might differences in adopted Avatars vary within gender orientation and other aspects of difference and diversity?

10. What practical experience do you possess in assisting clients with problem solving and how will you transfer this to online interactions with clients?

11.  How do you consider that assisting a client with problem solving might differ within face-to-face and online meetings?

Chapter 3

Online Expression

This chapter focuses on practitioner skill development in the areas of online empathy, online feeling expression, responding to online feeling expression, online disinhibition, and discussion relating to emoticons and acronyms. 

With the absence of visual, auditory, and physical cues, the securing of accurate empathy requires extended counselling skill development when conducting an online practice. Practitioners are reliant on clients being able to express feelings in a manner that generates empathic understanding, whilst also actively seeking to being tuned to a client’s inner world and explicit expression through the medium of text-based narrative and dialogue. For some clients online expression may be a new avenue for seeking to convey feelings and effective significance related to the area of support they are seeking. Practitioners should assist clients where this becomes apparent and is subsequently creating communication difficulties relating to online expression. Without practitioners securing accurate online empathy and appropriate responses to feeling expression, the online relationship will not hold the potential to achieve a successful client outcome. 
During the initial stages of the online relationship, practitioners will be actively seeking to engage the client whilst also conducting an initial an assessment of a client’s ability to convey adequate online feeling expression. This chapter demonstrates how this can be achieved, and reinforces the reader’s understanding by the inclusion of practical examples and exercises. Online disinhibition is a dynamic which is widely recognised, and this chapter explores both the positive and negative aspects which this may bring to client interactions. Discussion is also included which provides the reader with insight into how clients can be appropriately supported where online disinhibition occurs and leaves a client with a sense of vulnerability.
The use of emoticons and acronyms is widely accepted and acknowledged within computer-mediated communication and relationships. Subject-matter within this chapter highlights both the advantages and potential disadvantages of their use within an online practice.
Points for consideration

1. How does online empathy differ to empathy experienced within face-to-face relationships with clients? 

2. What additional considerations will the online practitioner be required to reflect upon when attempting to ensure the acquirement of effective online empathy skills?

3. What presenting factors may inhibit or restrict practitioners being able to secure adequate levels of online empathy?
4. What personal aptitudes does a client require to be able to effectively convey online feeling expression?

5. What are the potential benefits and disadvantages to clients of online disinhibition occurring within their interaction with practitioners?
6. What might it signify where online clients include excessive use of emoticons and acronyms within their online communication with practitioners? How might you address this issue with clients in a manner which does not have an adverse impact upon the online relationship?

7. What cultural and gender differences may affect a client’s ability to express an open account of feeling in an online helping situation, and how might you approach this within your work?

8. How might variations in theoretical orientation and helping roles influence the response to a client’s expression of feeling when working online?

9. How familiar and comfortable are you with the use of online expression such as emoticons or acronyms? How might this benefit or disadvantage your online interaction with clients?

10. What are your thoughts regarding online disinhibition and how might you support clients where this becomes evident in a piece of client work?

11. What specific groups of potential clients might be advantaged in having the opportunity to engage in the use of online acronym and emoticon expression as a more accessible resource than that which is available to them as clients in face-to-face interactions? 

Chapter 4 
Online Listening, Attunement, and Attending to the Client 

The skills discussed in this chapter provide online practitioners with the foundations for generating an overall sense of their clients experiencing a sense of the practitioner being actively engaged, attentive, and ‘listening’ during online exchanges. There are two elements to the term ‘online presence’ which readers are encouraged to consider. The first is the manner in which a practitioner conveys their individual sense of presence when communicating with clients using computer-mediated technology, in addition to the conveyance of presence whilst actively listening to a client during online meetings. The former represents a unique ‘watermark’ which each individual presents as their online identity, personality, personal attributes, and communication style, and so on. The second feature is focused on how a practitioner conveys attentive 
adherence to listening during the course of an online exchange which clients experience as valuing and authentic. When conducting a face-to-face meeting with a client, the practitioner has the advantage of being able to convey these features by clients being in their physical proximity. Clients are therefore able to witness visual, auditory, and physical signs that the practitioner is actively engaged and in tune with them and the presenting issues. When conducting an online practice, all such reassurances have to be conveyed using additional skills and indicators. This chapter provides discussion and exercises which assist the reader in developing such skills using examples from face-to-face encounters with clients as a basis for considering how some of these skills can be developed and transferred to computer-mediated exchanges with clients. 
During online exchanges there may be increased incidences where both the practitioner and the client could become distracted by external factors which are not so apparent within the confines of a private meeting room. Discussion within this chapter highlights how such disturbances can be minimised, and rectified where this occurs. 
Points for consideration

1. How would you identify key aspects of your unique ‘presence’ when engaging with others using computer-mediated technology?

2. How might an online practitioner effectively convey that they are actively listening during an online meeting or asynchronous exchange with a client?

3. Consider how you secure attunement within face-to-face client exchanges. How can appropriate aspects of these skills be adapted and developed within online exchanges with clients?

4. How effective are you as a practitioner in ‘bracketing’ any personal thoughts or deviations from focusing on clients during face-to-face exchanges? How might your skills in bracketing require further development when engaging with clients using computer-mediated technology?

5. How might gender issues and differences impact upon a practitioner and client conveying a sense of presence which is conducive to an online relationship?
6. How do you currently communicate interest, attention, and attunement within face-to-face encounters? Consider how this could be transferred into computer-mediated communication.
7. What key issues would be apparent within differing platforms of computer-mediated communication, which are additional to those illustrated within this section, and may impact upon securing attunement and the appropriate listening skills when engaging online with clients?

8. What do you anticipate might influence your personal tendencies towards stereotyping or prejudicial reactions when encountering diversity within your engagement with online clients? 

Chapter 5  
Establishing and Maintaining an Open Dialogue
There are many variations in how an online practitioner communicates effectively with online clients in comparison to communication adopted within face-to-face exchanges. When engaged in dialogue exchanges with face-to-face clients, both parties have access to facial expression, tone of voice, body language, and so on which can offer reassurances in how either party is trying to convey the content of their dialogue. The absence of these features within computer-mediated exchanges requires online practitioners to pay particular attention to their communication style and potential nuances which could be interpreted by clients as detrimental to the relationship and developing trust in the practitioner. The use of questions, seeking clarification, paraphrasing, and summarising are all features widely used within face-to-face exchanges, and are also very pertinent within online communication with clients. In the majority of instances, all computer-mediated dialogue will be composed of written words and may be subject to misinterpretation. It is therefore vital that all phrasing of questions, paraphrasing, and summarising are given careful consideration to assist the process of relational elements of the communication and also to minimise the potential for misunderstandings to occur.
There are specific skills which feature in approaching any underlying aspects of client resistance that become apparent during the progress of an online relationship. As in other areas of computer-mediated communication, the absence of visual cues necessitates a skilled intuition by practitioners to identify where resistance and non-verbal cues arise within exchanges. Practitioners hold the responsibility of ensuring that online clients are aware of the potential for misunderstandings and conflict to arise and to encourage an open dialogue for this to be explored where relevant.
Challenging resistance during client exchanges has the potential to disrupt positive elements of the online relationship.  Content within this chapter demonstrates how this can be achieved with a positive resolution.

Immediacy and self-disclosure feature within computer-mediated relationships in a more enhanced format than is apparent within face-to-face relationships. With respect to immediacy, practitioners may initially experience difficulty in being able to offer appropriate spontaneous replies during synchronous exchanges, whilst at the same time developing skills in reading and responding to text on a computer screen, as well as processing the information received. This has obvious implications for securing the same level of immediacy as is apparent within face-to-face exchanges, until appropriate skill development has been achieved. Discussion and practical examples within this chapter illustrate how the necessary skills can be developed.

With respect to self-disclosure, practitioners hold the responsibility to provide information to clients that offers reassurance of their credibility, experience and so on. This point is particularly relevant to this field of practice as clients are remotely distanced from practitioners and have limited potential to verify the authenticity of an online practice or service. This chapter discusses how this can be effectively presented to clients without compromising aspects of professionalism. 
Points for consideration

1. How might your personal format for phrasing of questions within face-to-face exchanges with clients have a positive or negative impact within computer-mediated exchanges? 

2. How do you consider the inclusion of summarising and paraphrasing may assist in ensuring effective online exchanges with clients?

3. What might give rise to possible causes of client resistance within your field of practice? How might this appropriately be discussed with online clients and increase the potential for positive outcomes to client work?
4. When conducting an online practice, how might gender, cultural and faith differences become evident within client non-verbal cues?

5. How might your own personal and professional non-verbal features be experienced by online clients? How might this hold a positive or negative potential within computer-mediated communication with clients? 
6. When reviewing relevant skills for securing information via verbal questions, what further development is required to concisely secure required information when communicating in an online context? 

7. How might an online practitioner’s approach to working with resistance and non-verbal cues be influenced by the cultural orientation of clients? 

8. What are your initial thoughts regarding online mediation and conflict resolution? How can features of face-to-face practice for conflict resolution and client grievances be successfully transferred or adapted to computer-mediated communication?

Part II: Professional Considerations
Chapter 6 
Online Assessment and Contracting
This chapter discusses the many variations where growth in engaging with clients using computer-mediated communication has developed rapidly during the last decade. With such variations being apparent, it is relevant to discuss how each specialist service provider can consider whether their existing systems for assessment and contracting fall in line with ethical and legal requirements. 

The apparent variations in fields of practice where online practitioners elect to engage with their clients will influence the features that are specifically relevant to contracting within each specialist area. The content of this chapter acknowledges this consideration and offers discussion which relates to generic factors that are essential to contracting across all fields of practice. This includes the practitioner’s responsibility for providing clear information at the onset of engaging with clients relating to:
· the likelihood of misunderstandings to occur within computer-mediated communication and the role that the practitioner has in taking responsibility for minimising or resolving conflict and misunderstandings should they arise.

· providing clear guidelines regarding confidentiality, data storage and dissemination of information to third parties, and so on
· procedures for appointments

· systems being in place to continue with client communication during incidences of technology failure, and so on 
· providing guidance for clients relating to privacy and security of the content of their exchanges.
In addition to the relevance of appropriate contracting with clients, there is also the consideration of how clients may be effectively assessed in relation to the suitability of the medium to meet their required needs and individual competency with computer- mediated technology. Online practitioners have a responsibility to assist with appropriate referral where it becomes apparent that online communication may not provide the service delivery which individuals require, or where it becomes evident that clients are at risk of harm to themselves or others. Regardless of the nature of online service delivery, there may be instances where a client unexpectedly reveals information which indicates that they cannot be appropriately responded to, or supported by the existing service, and therefore require assistance from the online practitioner to secure an a suitable alternative. This chapter provides practical examples and exercises to encourage readers to consider how they might respond in such circumstances. 

Confidentiality of client material and data will feature within all fields of online practitioner specialism. This will vary in degree according to the remit of the service and the online practitioner. This chapter provides legal and ethical guidance on the subject of confidentiality when engaging with clients using computer-mediated communication.
As within face-to-face exchanges, endings feature in a similar manner within computer-mediated exchanges and relationships. Content within this chapter provides guidance on how endings can be appropriately included within online meetings across a broad spectrum of how these might arise, given differing professional circumstances.

Points for consideration

1. What do you consider to be the specific advantages and disadvantages of agreeing a contract with online clients prior to commencing an online relationship?

2. What specific aspects would you need to consider within your field of practice which would influence the content of client contracts?

3. How do you consider the inclusion of client contracts might provide appropriate reassurances to potential clients?
4. What specific considerations may apply to assessment processes which you will be required to adopt within your field of online practice?

5. Within your field of specialism, what do you consider to be the appropriate duty of care where a client presents to an online service ‘at risk of harm to self or others’?
6. How does confidentiality feature within your face-to-face service delivery? How might the systems you have in place transfer to requirements within an online practice?

7. How do you envisage that assessment and contracting would advantage or hinder the effectiveness of your online exchanges with clients?

8. How might you present the process of assessment and contracting to clients in order for this to provide a positive element to the online relationship?
9. Having considered the relevance of assessment and contracting within the context of your professional framework, what do you regard as the overall advantage to yourself, clients, and organisation in adopting the use of, or revising, current assessment and contracting processes to comply with appropriate online practice?

Chapter 7 
Professional Considerations in Online Practice

In conjunction with online counselling and guidance skill development being central to effective practice, practitioners require an understanding of the broader professional responsibilities and considerations which apply when conducting an online practice.

This chapter covers these features in detail and highlights how these can be applied within the many variations of online service delivery. 

Compliance with professional boundaries is relevant within all manner of face-to-face engagement with clients and holds equivalent significance within computer-mediated activities with clients. This chapter discusses how effective boundary definition and maintenance with clients holds variations to those which are apparent within face-to-face encounters and encourages thought on how individual practitioners and online services can seek to ensure appropriate compliance with the apparent ethical and legal requirements relevant to computer-mediated relationships.
Organising and managing an online practice and effective appointment schedule requires specialist skills as the distinctions between physically located practices and online practices brings unique facets of service delivery and organisation. Where practitioners are delivering a combination of both face-to-face and online appointments, there are further considerations necessary to ensuring that appropriate organisation does not adversely impact upon each distinct facet of client commitments. Where practitioners are engaging with clients solely through computer-mediated technology, it is relevant to consider the potential implications of lone working over extended periods of time and to take the relevant precautions to avoid an isolated work routine where contact with peers is not included on a daily basis. In addition, spending excessive periods of time working at a computer may prove to be detrimental to posture and general health. Practitioners are advised on how to plan a healthy working schedule where such circumstances are considered and accommodated. 
Engaging with clients using computer-mediated technology holds the potential for practitioners to encounter service users across a global platform. This brings the potential for increased diversity within presenting issues, communication style, individual differences, and so on which may not be so apparent within a physically located practice. Readers are encouraged to consider how they might develop an online practice where such encounter, with its potential broader scope of client difference, offers a positive experience for service users.
The nature of the distanced relationships which clients experience with online practitioners requires additional assurances by practitioners in how clients can gain increased satisfaction that they are being supported by a bona fide individual or service. This chapter discusses how practitioners can increase their professional visibility for clients, which in turn can offer encouragement to clients that the service organisation and delivery complies with all relevant ethical and legal requirements.

Just as is apparent within face-to-face supportive relationships, computer-mediated communication provides an opportunity for practitioners and online services to be creative in how they structure resources which are conducive to client outcomes. The individual creative talents of practitioners can be transferable to an online media, and this chapter includes discussion encouraging readers to consider how they might achieve this within their online practice.
Points for consideration

1. Consider the professional responsibilities which you have to your clients within a face-to-face context and reflect upon how these might transfer across to engaging with clients using computer-mediated technology. What additional considerations are apparent in the latter, and how might these be accommodated?    
2. What legal issues may apply within computer-mediated engagement with clients which are not evident within face-to-face client relationships?

3. Given an outlying structure of how a face-to-face client practice is structured within your field of practice, how might you accommodate online client appointments within this structure? You may wish to consider this in the context of managing a practice where you engage with clients using both

face-to-face and online clients, or a work schedule where you would only

engage with clients using computer-mediated technology.
4. Consider how diversity matters currently feature within your face-to-face client encounters. What do you envisage are the potential advantages and disadvantages to potential clients in being able to engage online with practitioners across a broad spectrum of difference than might arise in face-to-face supportive relationships?
5. Consider specific features of your current face-to-face client practice which you have found beneficial in assisting the process of securing positive outcomes for clients. How might these ‘tools’ be adapted or developed to a format where they can be utilised within online client encounters?

6. What existing platforms are available to practitioners and organisations to engage with the process of sharing good practice in online service delivery within your area of specialism, and how could these be further expanded or enhanced in the process of informing others and encouraging continuing development in this area? 

7. What face-to-face resources which you currently include within face-to-face client encounters can be adapted to online interactions?
8. What professional responsibilities within your particular sphere of practice would require consideration prior to engaging with online clients?

Chapter 8

Professional Guidelines for Online Practice
The first section of this chapter presents an ethical guide where key points for developing and establishing a client focused computer-mediated service. This guide is not intended to replace or supersede any existing guidelines which have previously been defined, such as the BACP guidelines for online counselling or the ISMHO ethical practice guide, but is proposed as a generic ethical framework which may be applied across a broad spectrum of professional fields where practitioners engage with online clients and service users. A full version of the guide is presented separately within this web material as it would not be appropriate to include an abbreviation due to the likelihood of key elements being lost in the process of condensing the content. 
The second section of this chapter provides discussion on the subject of potential benefits to practitioners in establishing an affiliation with professional bodies offering expert guidance and support in this relatively new and developing field of practice. This discussion leads on to highlight the potential benefits for practitioners in seeking to secure supervision for their online practice with specialists who have experience within this media. Supervision may be a professional development area which some practitioners may not be familiar with due to the nature of their particular specialism. The discussion encourages readers to consider how supervisors with specialist skills in this area hold the potential to provide the level of support which will assist practitioners in ensuring the required quality of service delivery as well as the opportunity for further skill development. The advantages of peer supervision and support are also discussed.
Points for Consideration
· What systems would you consider appropriate to your own area of specialism in circumstances where a practitioner is unable to fulfil appointment obligations with clients due to ill health, or instances of extended absence.
· Within the considerations of assessment and risk management, what is the identified format for ‘duty of care’ to service users within your sphere of professional practice and the requirements within the specific context of the organisation who employ you as an online practitioner? How does this define the structure of delivery of service to clients, and any resulting influences on your relationship, or potential relationship with online clients? 
· What systems do you have in place to assess and risks manage your current practice with clients and how does this transfer into online practice with clients? 
· In the context of professional affiliation support what would you consider to be the advantages to you reinforcing the professionalism of your work by either joining an existing organisation allied to your field of practice, or alternatively establishing an online forum where you invite other colleagues to work collaboratively with you? 
· If you were ever to receive a complaint or grievance within your sphere of professional online practice what systems of support do you have at hand with responding and managing the process. In addition do you have appropriate insurance cover for such incidences and what process would be required by your insurer?
Conclusion

The first section of the Conclusion focuses on the evolution of computer-mediated resources which have been applied within client work, highlighting the point of limited research evidence being available to substantiate the effectiveness of variations in media adopted for client use and their outcomes. Without doubt, the resulting outcomes from both formal and informal computer-mediated client and practitioner exchanges will have contributed to the current developments where such resources are deployed as a vehicle for providing client services.
This first section goes on to discuss how the advent of the internet and the development of computer-mediated technology and resources will continue to be a feature which holds the potential to influence how individuals form supportive interactions across a global canvas. Highlighting also, the requirement for practitioners and organisations, which do elect to provide computer-mediated resources for clients, to ensure their compliance with professional, legal and ethical guidelines, whilst also demonstrating a commitment to continuous review regarding the maintenance and improvement of their service delivery. 

Part 1 also includes discussion regarding the current need, and relevance of continuing research in defining whether computer-mediated therapies/treatment plans are more beneficial than other traditional forms of treatment, as current research indicates that within computer-mediated supportive and therapeutic interventions, a significant factor in determining the potential for successful client outcomes lies in a client’s willingness and ability to engage with a practitioner and the specific intent of the service delivery.

The final section focuses on training opportunities within this sphere of professional activity and the potential for sharing of good practice for those professionals who are engaged in computer-mediated exchanges and relationships with clients. Discussion within the Conclusion also presents the attitudes of society towards computer-mediated client services and considerations to how professional relationships with face-to-face and online clients can sit alongside each other harmoniously and compliment each aspect of the style of service delivery and the variations in accessibility they each offer to service users. 
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