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The Florida Housing Coalition, Inc., is a nonprofit, 
statewide membership organization whose 
mission is to bring together housing 
advocates and resources so that all 
Floridians have a quality affordable home 
and suitable living environment.



Who Are You?
Nobody knows…



Pre-Test



Case Management



Case 
Management 

Definition

a “collaborative process that assesses, 
plans, implements, coordinates, monitors, 
and evaluates the options and services 
required to meet the client’s health and 
human service needs. It is characterized 
by advocacy, communication, and 
resource management and promotes 
quality and cost-effective interventions 
and outcomes”



Case Management 
is NOT

• Parenting
• Mentoring
• Fixing



Case Management 
IS

• Partnering
• Encouraging
• Solution-focused



CASE MANAGEMENT MUST
HAVES



MUST
HAVES

Trauma 
Informed

Housing 
Focused

Recovery 
Oriented

Person 
Centered 



•Recognizes that individuals experiencing homelessness 
have a higher prevalence of trauma histories

•“What is wrong with you?” to “What happened to you?” 

Trauma 
Informed

•Recognizes the participant as the expert and their 
strengths are essential to their recovery

•Recovery looks different for everyone

Recovery 
Oriented

•Stable housing is always the goal
•Housing First philosophy

Housing 
Focused

•Assessments are focused on strengths
•Offer choice in decisions (housing, treatment, programs)

Person 
Centered



ASSERTIVE
ENGAGEMENT





VOLUNTARY
SERVICES

• Participant has the choice to engage or not

• No “participate or else”

• Voluntary for participant; not voluntary for 
staff

• Housing is not tied to participation in services



WHY?

• Removes barriers to participants 
engaging

• Missing appointments
• Premature case closure
• Power imbalances

• Really listens to participants’ goals 
and works to accommodate those

• Rapport, rapport, rapport!



HOW?

• Throw away “one size fits all” approach

• Meet participant where they are at

• Be authentic

• Be flexible
• Where does the participant feel comfortable 

meeting?
• Should walk in hours be available?

• Be transparent
• What are you able to offer? What is not a part of 

your service scope?

• Be persistent
• Can I come back next week?
• Is there a better time for you?
• Is there anything I can do for you?



Assertive Engagement

Assertive 
Community 
Treatment

Strengths-
Based 

Practice

Motivational 
Interviewing

• Trauma-Informed Care
• Harm Reduction
• Unconditional Positive Regard
• Anti-oppression







What are some ways you have been engaged in different 
environments?

Positive?
Negative?



What are some ways you engage clients?



ENGAGEMENT STRATEGIES

Create a welcoming environment

Respect, accept, and support people

Active listening skills

Let their goals drive services

Help people make informed choices

Be consistent

Be non-threatening (no divisive topics!)



Motivational 
Interviewing



Have you ever 
wondered?

Why do people continue to behave 
in ways that seem 
counterproductive, negative, and 
sometimes with life threatening 
consequences?



What have you tried to change and been unsuccessful?

Why is that?



Does knowledge lead to 
change?

5-10%



What is the average number of 
tries it takes to quit smoking?





Change is more successful when there’s internal motivation.

Motivation can be grown to help people make changes.





WHO WAS YOUR FAVORITE TEACHER?



People need…

• Non-judgmental help
• Empathy
• Genuineness
• Warmth



MI DEFINITION

a client centered, directive method for enhancing 
intrinsic motivation to change by exploring and 
resolving ambivalence” (Miller and Rollnick, 
2002).



SIMPLY PUT…

A way to help people talk themselves into 
changing



IMPORTANT
FEATURES

• Meets people where they are

• Strengths-based

• Empathy

• Empowers consumers to take responsibility 
for their own recovery

• Collaborative

• Prioritizes relationship building



WHAT IT IS NOT

• Advice giving

• Coercion

• Confrontational

• Shame-based



BENEFITS
OF MI

Increased quality and 
consistency of services 
provided

Staff feels more confident

Clients are more 
engaged

Improved outcomes



SPIRIT OF MI
Compassion

Autonomy

Evocation

Partnership



YOU MAY NOT REMEMBER
THE PROCESS, BUT ALWAYS
REMEMBER THE SPIRIT!



PRINCIPLES OF MI



CORE
PRINCIPLES
- DEARS

Develop Develop Discrepancy

Express Express Empathy

Amplify Amplify Ambivalence

Roll Roll with Resistance

Support Support Self-Efficacy



DEVELOP
DISCREPANCY

• Examine how current behaviors fit with their 
values and goals

• Help client develop self-awareness of the 
discrepancy



EXPRESS
EMPATHY

• Create a safe space

• Attitude of acceptance

• Reflective listening



AMPLIFY
AMBIVALENCE

• Acknowledge the “two sides” the client is 
dealing with



ROLL WITH
RESISTANCE

• Diminish resistance by eliciting feedback from 
the client on why they might want to change



SUPPORT
SELF-

EFFICACY

• Empower clients by:
• Affirming strengths
• Providing resources
• Acknowledging autonomy
• Helping to increase hope



Stages of Change





Pre-Contemplation

• Not currently considering change
• Not willing to make the change
• Feels unable to make the change



Strategies

Talk about:

• Personal risks

• Potential problems

• Drawbacks

• Harm reduction strategies

Increase optimism, confidence, hope and 
provide lots of EMPATHY





Contemplation

Considering change, but has not yet 
committed

Most popular stage!



Strategies

• Examine personal values related to change

• Draw out change talk (desire, ability, 
readiness, need, and commitment – DARN-
C)

• Emphasize free choice and responsibility

• Elicit benefits and consequences (Pros and 
Cons)

• Enlist social support



Preparation

• Preparing literally and mentally for change



Strategies

• Clarify focus

• Plan and set goals



Action

• Taking steps toward change
• Modifying behavior, experiences, or 

environment



Strategies

• Identify challenging emotions or 
circumstances and ways to cope

• Support person’s sense of optimism and 
self-confidence

• Enlist social supports



Maintenance

• Met their goal for six months
• Working to maintain their gains
• Avoiding back tracking



Strategies

• Encourage their lifestyle changes

• Strengthen self-efficacy

• Elicit their long-term goals



Relapse

• Falling back into old behaviors
• Experiencing a setback
• Doesn’t mean they’ve given up entirely



Strategies

• Provide encouragement – relapse is normal

• Assess if the goals are realistic

• Assess environments or situations to avoid



Example

A man is drinking every day. Behavior is 
having physical health consequences, legal 
implications, and is at risk of losing 
housing. However, he doesn’t think this is a 
problem. What do you do?

• Talk about harm reduction strategies
• Give him facts about drinking
• Ask him if he’s ready for treatment



Readiness, Willingness, 
Ability



Find the will before the 
way



How ready are you?

Complete the handout “Assessing 
Readiness to Change”



Using the 
MI 
“Ruler”



The MI Ruler

• Assessing readiness, importance, and 
confidence

• Exploring ambivalence “On the one hand”
• Get a better grasp on where the client is at



The MI Ruler

• How important is this to you?
• How confident are you in your ability?
• How ready are you to make this change?



Using 
Decisional 
Balance



Decisional Balance

• Examining the good things/less good 
things about the future (If the change was 
made, if it wasn’t made)

• Conversationally or writing it down
• Opportunity to create a “congruent” 

lifestyle



Exercise

Partner up. Use either the MI Ruler or the 
decisional balance or both!



LISTENING



Exercise

Partner up – Talk about a small problem 
that you need help with. The other person 
will try and help the person work through 
the problem. Persuade the person to 
change!



ROADBLOCKS TO LISTENING

1. Ordering, directing 
or commanding

2. Warning or 
threatening

3. Moralizing, 
preaching, giving 
“should” and 
“oughts”

4. Advising, offering 
solutions or 
suggestions



ROADBLOCKS TO LISTENING

5. Teaching, lecturing, giving logical 
arguments
6. Judging, criticizing, directing, 
blaming
7. Name calling, stereotyping, labeling
8. Interpreting, Analyzing, Diagnosing



ROADBLOCKS TO LISTENING

9. Praising, agreeing, giving positive 
evaluations

10. Reassuring, sympathizing, consoling

11. Questioning, interrogating, cross-
examining

12. Withdrawing, distracting, humoring, 
changing the subject



WHICH ONE
DID YOU
USE?





BE ATTENTIVE

• Open body posture

• Positive attitude

• Don’t cut the person 
off



ASK OPEN-ENDED
QUESTIONS

• What do you think 
about…?

• Tell me about…?

• What is it I can help 
you with?



ASK PROBING
QUESTIONS

• What are some of the 
specific things you’ve 
tried?

• How does that impact 
XYZ?



REQUEST
CLARIFICATION

• Let me see if I have 
this right…

• Do you mean…?

• Are you talking 
about…?



PARAPHRASE

• So you feel…

• Repeat key points 
along the way



REFLECT FEELINGS

• Sounds like you feel…

• Angry vs. Hurt

• What’s the real issue?



SUMMARIZE

Summarize key themes 
and then move into 
problem solving



LET’S MAKE THIS BETTER

You should really think about taking your medication.

Is everything going well in your new apartment?

Is there a reason you missed your last appointment?

Do you think your drinking is a problem?



RATIO OF
REFLECTIONS
TO
QUESTIONS

2-3 Reflections to 1 
Question

Beginner Goal 1:1



NON-VERBAL LISTENING

• Ways in which I have changed as a person over 
the years

• The good things and not so good things about 
my high school years

• What I hope and plan to do over the next ten 
years.

• Describe one of your parents, or someone else 
close to you.

• How I came to do the kind of work I am doing.



OARS

• Open-Ended Questions
• Affirmations
• Reflective Listening
• Summarize



Utilize 
Motivational 

Interviewing -
OARS

Open ended questions
• How can I help you with ___?
• Help me understand ___?
• How would you like things to be 

different?
• What are the good things about ___ 

and what are the less good things 
about it?

• What have you tried before to ____? 
(ex. help you stay housed, stay sober, 
drink less, keep appointments, 
consistently take medication?)

• What do you want to do next?



Utilize 
Motivational 

Interviewing -
OARS

Affirmations
• I appreciate that you are willing to meet 

with me today.
• I know it took you a lot of time to get here 

on the bus. I really appreciate you taking 
that time.

• You are clearly a very resourceful person.
• You handled yourself really well in that 

situation.
• That’s a good suggestion, great idea, etc.
• If I were in your shoes, I don’t know if I 

could have managed nearly so well.
• I’ve enjoyed talking with you today.



Utilize 
Motivational 

Interviewing -
OARS

Reflective Listening
• Repeating or rephrasing: Listener repeats 

or substitutes synonyms or phrases, and 
stays close to what the speaker has said. 

• You are not going to take your 
medication because you don’t like the 
way it makes you feel.

• Paraphrasing: Listener makes a 
restatement in which the speaker’s 
meaning is inferred.

• It seems like no one is really listening to 
what you’re saying you need help with.

• Reflection of feeling: Listener emphasizes 
emotional aspects of communication 
through feeling statements. This is the 
deepest form of listening.

• So you feel a bit hopeless and 
discouraged.



Utilize 
Motivational 

Interviewing -
OARS

Summarize
• Let me see if I understand so far…
• Here is what I’ve heard. Tell me if I’ve 

missed anything.
• (If there’s ambivalence) “On the one 

hand…, on the other hand…”



Exercise

• Now try reflective listening. Remember 
OARS!

• How was it?
• What differences did you notice?



CHANGE TALK



YOUR JOB

Listen to the change talk and respond with 
questions/reflections to help “grow” the 
motivation



DARN-C

Desire

Ability

Reason

Need

Commitment



DESIRE TO
CHANGE
STATEMENTS

I wish…

I really want to…

I would like to…



ABILITY TO
CHANGE
STATEMENTS

I can do this

I could do this

If I had this, then I 
could



REASONS TO
CHANGE
STATEMENTS

I should because

I know I would 
feel better

This will help 
because



NEED TO
CHANGE
STATEMENTS

I have to

I should do this 
because

I really should do 
XYZ



COMMITMENT
TO CHANGE
STATEMENTS • Any statement with low 

commitment or high 
commitment 

• I think I’m going to…
• I will do this…



DESIRE, ABILITY, REASON, NEED, OR
COMMITMENT
1. I’ve got to quit smoking.
2. I wish I could.
3. I’ll think it over.
4. I’m sure I’d feel a lot better if I did.
5. I don’t know how I’d relax without a cigarette.
6. I swear I’m going to do it this time.
7. I want to be around to see my grandkids.
8. It really is bad for you, I know.
9. More and more of the people I know are trying to quit.
10. I’ll try.
11. It’s really important for me to quit.
12. I did quit for six weeks once.
13. Maybe I’ll get around to it this year.



ONE MORE PRACTICE!

Split off into groups of 4
-3 Counselors
-1 Client

Use a client situation you have encountered 
recently that’s been difficult for you and use 
that story.
Counselors “tag team” the role and can 
pass



What if someone starts arguing with you or 
you feel some resistance?



REACTANCE
THEORY

People are 
resistant to 
treatment 
because:

• Afraid the worker 
will tell them what 
to do and make 
them do it

• They do not want 
to be controlled

• They are trying to 
maintain their 
independence 
and freedom



“WRITE ON THE WALLS”



Your attitude should be one of acceptance, 
but not necessarily approval or agreement, 
recognizing that ambivalence about change 
is to be expected.



Seven 
strategies for 
responding to 
resistance



BARRIERS TO
IMPLEMENTATION

Organizational culture

Emotional distance

Judgments

Coercion (timeline, frustration, 
just do the right thing)

Personal beliefs or values

Lack of coaching/feedback



PRACTICAL
USE – 10 
THINGS

Ask 

Create 

Learn

Find out

Refrain

Determine

Explore

Affirm

Elicit and Reinforce

Help



POST-TEST
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