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In this session…

•Context

•The theory and principles of motivational interviewing

•Evoking change talk

•Strategies for handling resistance

•Supporting the officer role

•Enhancing the customer journey
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Introductions
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Why are we moving towards 

motivational interviewing  

Context
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Housing Act 1996 (as amended)

Section 188 Interim accommodation provided if reason to believe

Section 1 Localism Act 2011 Discretionary power to accommodate

Section 193(2) Temporary accommodation provided if main duty owed 

Homelessness application

Investigations undertaken throughout

© NPSS 2017 Version 1 - 2017 

Investigative 

interviewing

Discretionary 

prevention
Main duty
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Interviewing techniques

Prevention duty Relief duty Main duty

Motivational

Motivational 

and

investigative
Investigative



Managing culture change: 
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What is motivational 
interviewing?

Theory
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What is motivational interviewing?

•Roots in work with drinkers and drug users

•Application nowadays in work with smokers, sex offenders, those with 
eating disorders and those who are homeless

•A particular way of helping people recognise and do something about 
their present or potential problems

•Useful with people who are reluctant to change or who are ambivalent 
about changing; they both want to change and don’t want to change, 
all at the same time

•Motivational interviewing is intended to help resolve ambivalence and 
to help a person moving along a path to change should they choose 
this
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What is ambivalence? 
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Ambivalence (n): 

The state of having simultaneous, sometimes 
conflicting feelings towards something



Role of the interviewer

•Make sure you don’t assume an authoritarian role

•Avoid the message that óIôm the expert and Iôm going to tell 
you whatôs best for youô

•Responsibility for change is left with the customer

•Interviewers are not powerless

•Professionals can exert a great deal of influence over 
whether or not their customers change
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Role of the interviewer in practice

•Seeks to create a positive atmosphere that is conducive to 
change

•Goal is to increase the customer’s own motivation

•Increased motivation helps change to come from within rather 
than being imposed from without

•When carried out properly, the customer will present the 
arguments for change, rather than the interviewer

•Evoke change talk and self motivational statements 

•Avoid argumentative discussions
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Example phrases
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•What do you think would be a 
good thing to do? 

•What would you like to do?

•What do you think you can do 
about that? 

•You could do that, you could 
also…..

•What I think you should do 
is…

•What you need to do is…

•I know what you need to 
do…

•In my expert opinion…



Change cycle

Relapse

The customer will return to the pre-
contemplation or contemplation 
stages. 

There will be things that can be 
learned from ‘failure’ so that the next 
cycle can be quicker, easier and more 
successful
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Pre-contemplation

The customer is not aware of the 

problems connected with their 

behaviour and/or has no desire to 

change

Contemplation

There is some awareness of 

problems and the customer may 

be weighing up the respective 

advantages and disadvantages 

of changing their behaviour 

Preparation

The stage where customer 

acknowledges they want to 

prepare for change 

Action

practical efforts are made to 

change behaviour 

Maintenance

The individual is 

engaged in an attempt 

to retain the gains that 

have been made. 



Section summary
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•Designed to help resolve ambivalence

•Responsibility for change rests with the individual

•Interviewers should not assume an ‘expert’ role

•Goal is to increase a customer’s motivation

•The customer will present their own arguments for change



Motivational interviewing 
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Customer must identify and resolve 
their own ambivalence

•Ambivalence takes the form of a conflict between two courses of 
action e.g. indulgence versus restraint, each of which has 
perceived benefits and costs 

•Many customers have never had the opportunity to express the 
often confusing, contradictory and uniquely personal elements of 
this conflict

•E.g. ‘If I stop smoking I will feel better about myself but I may also 
put on weight which will make me feel unhappy and unattractive’

•The interviewer’s task is to facilitate expression on both sides 
of the ambivalence impasse, and guide the customer toward 
an acceptable resolution that triggers change
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The interview see-saw
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Eating the biscuit

Benefits of change 

weight loss

Cost of change –

wouldn’t get to 

enjoy the biscuit

Benefits of status quo 

enjoy eating the 

biscuit

As the ‘interviewer’ you will use motivational interviewing to seek to enable 

the customerto move more ‘weight’ onto the pro-change statements, rather 

than placing it here yourself

Cost of status quo 

weight gain



Persuasion is not an effective method for 
resolving ambivalence

•It is tempting to try and be 
‘helpful’ by persuading the 
customer of the urgency of 
the problem and about the 
benefits of change

•These tactics generally 
increase customer 
resistance and diminish 
the probability of change
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The interviewing style is generally a quiet one

•To an interviewer accustomed to confronting and
giving advice, motivational interviewing can seem a
slow and passive process

•More aggressive strategies can easily slip into
pushing customers to make changes for which they
are not ready
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Partnership

•The relationship between the customer and interviewer 
is more like a partnership than expert/recipient roles 

•The interviewer must respect the customer’s autonomy 
and freedom of choice (and consequences) regarding 
his or her behaviour

Supporting you to prevent homelessness



Section summary
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•Identify goals and motivation for change

•Facilitate discussion on both sides and guide towards change 

•Persuasion is ineffective

•Speak less than your customer, this is a quiet technique

•Goal is to create a partnership

•When faced with resistance, modify your approach



Motivational interviewing
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Four principles of motivational interviewing

1. Expressing empathy

2. Supporting self-efficacy (belief in the ability to succeed)

3. Avoiding argumentation

4. Developing discrepancy 
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1. Expressing empathy

•Demonstrate warm and reflective 
listening is employed throughout the 
process of motivational interviewing

•Seek to understand the customer’s 
feelings and perspectives without judging, 
criticising or blaming

•Acceptance is not the same thing as 
agreement or approval

•Acceptance and respect builds an 
‘alliance’ and supports the customer’s self 
esteem which is important for change

•Resistance to give up a problem 
behaviour is to be expected; otherwise 
the person would probably have changed 
already
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2. Supporting self efficacy

•Self-efficacy refers to a personôs belief in his 
or her ability to carry out and succeed with a 
specific task

•If a person does not feel as though change is 
within their reach, then no real attempt to 
change is likely to be made

•Self-efficacy may be linked to self-esteem but it 
is not the same or dependent on it. E.g. A 
person may have high esteem but still feel that 
a specific goal is beyond him/her

•Goal is to promote the idea in the customer’s 
mind that change is possible for them

•If you can speak knowledgeably and clearly 
about a range of options, this should foster a 
customer’s hopes that change can be possible 
for them
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3. Avoiding argumentation

•Avoid confrontation about what is best 
as confrontation evokes resistance

•When resistance is encountered; shift 
strategies

•Motivational interviewing is not 
combat; it is not about winning or 
losing

•What to do about a problem, 
everything is, ultimately the customer’s 
decision

•The interviewer should not impose 
goals

•The customer is invited to consider 
new information and is offered new 
perspectives
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4. Develop discrepancy 

•Create and amplify the discrepancy between 
present behaviour and broader goals, 
between where someone is and where they 
want to be

•When a behaviour is seen as conflicting with 
important personal goals (such as health, 
independence, or positive self-image) change is 
likely to occur

•Clarify the important goals for the customer and 
explore the potential consequences of the 
present behaviour which conflict with these 
goals

•People are often more persuaded by what they 
hear themselves say than what others say
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Section summary
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There are four principles of MI:

•Expressing empathy
•Supporting self-efficacy
•Avoiding argumentation
•Developing discrepancy

We can support productive interviews through: 

•Asking open questions
•Reflectively listening
•Affirming
•Summarising
•Evoking change talk



Change talk and evoking
self-motivational statements
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The disadvantages of status quo: 

•What worries you (most) about your 
current situation?

•What makes you think you need to 
do something about your 
homelessness?

•What difficulties have you had in 
relation to your drug use? 

•What is there about your drinking 
that other people might see as a 
cause for concern? 

•What do you think will happen if you 
don’t change anything? 
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The advantages of change: 

•How would you like things to be 
different? 

•What would be the good things about 
losing/gaining weight? 

•What would you like your life to be in 5 
years from now? 

•What are the main reasons you see for 
making a change? 

•What would be the (biggest) 
advantages of making this change? 
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Optimism about change: 

•What encourages you that you can 
change if you want to? 

•When else in your life have you 
made a significant change like this? 
How did you do it? 

•How confident are you that you can 
make this change? 

•What personal strengths do you 
have that will help you succeed? 

•Who could offer you support in 
making this change? 
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Intention to change: 

•What do you think about your 
gambling/drinking/drug use/ at this 
point? 

•How important is this to you (try a 
scale of 0-10). How much do you 
want to do this? 

•What would you be willing to try? 

•Of the options I’ve mentioned, which 
one sounds like it fits you best? 

•What do you intend to do and how 
can we help you?

Supporting you to prevent homelessness



Strategies for handling resistance
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Strategies for handling resistance…

At times, your discussions will be met with resistance. There
are a number of ways to tackle this…

1. Simple reflection

2. Double sided reflection

3. Agreement with a twist

4. Emphasising personal choice and control

5. Reframing
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1. Simple reflection…

You can meet resistance with reflection

Example 1 

•Customer: We keep talking about making changes but I just know I 
canôt do it

•Officer: You are saying you donôt feel able to make changes in your 
life

Over to you: 

•Example 2

•Customer: Iôm not the one with a probleméif people donôt like me 
then thatôs their probleméô

•Officer:

Supporting you to prevent homelessness



2. Double sided reflection…

Acknowledging what the customer has said and then outlining both sides of his or her 
ambivalence, perhaps by referring to statements that have been made previously

Example 1 

•Customer: I donôt know what to do. I start of the week really well but then I go out 
with my mates and I spend a load of money. Once Iôve started I just think, well why 
bother stopping? I deserve to have a nice time 

•Officer: : I realiseyouôre finding it very difficult just now. On the one hand you 
really want to stick to a budget but on the other hand thereôs pressure from friends 
causing you to have doubts. Can we maybe talk about both sides? 

Over to you: 

Example 2

•Customer: I know I need to make changes in my relationship, I really do but I 
already feel like Iôve lost so much already and that this is the only thing in my life 
Iôve held on to

•Officer:
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3. Agreement with a twist…

This retains a sense of agreement but allows the officer to continue
influencing the direction and momentum of change

Example 1 

•Customer: Why do you keep going on about me keeping the music down at night? 
Youôd play your music loud too if youôd had the type of day Iôd had 

•Officer: Maybe I have been focusing too much on the music. Obviously there are 
other factors that are affecting you, do you want to tell me about those? 

Over to you: 

Example 2

•Customer: Why do you keep talking about me paying my rent? My landlord 
doesnôt even fix things when they break. You wouldnôt pay your rent if you had a 
window that didnôt close

•Officer:
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4. Emphasising personal choice…

•No-one much likes feeling as though they are being told what to 
do, and if they do feel this they are likely to push back against it

•Reminding people that you can’t actually make them do anything 
can take a bit of pressure off

ñIf you want to make changes we will do our best to support you, but 
if you decide against it, we canôt force anything on youéitôs your 
choice.ò
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6. Reframing…

This is useful where a customer is offering
arguments to deny a problem. It
acknowledges the customer’sobservation
but offers a new meaning or interpretation.

Example 1: 

•Customer: Iôve tried so many times before 
but I just fail again and again

•Officer: Youôve been really persistent, this 
must be something that is really important 
to you
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Theory
As an officer, if you make the case for change your 
customer is likely to disagree:

Officer Customer

Yes                                                     No

Never argue on the side of change!
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How can motivational 

interviewing support 

the officer role?
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Delivering the HRA

Code of Guidance Quote:

óHousing authorities will wish to adopt assessment tools that enable 

staff to tease out particular aspects of need, without appearing to take a 

óchecklistô approach using a list of possible needs. Some applicants 

may be reluctant to disclose their needs and will need sensitive 

encouragement to do so, with an assurance that the purpose of the 

assessment is to identify how the housing authority can best assist 

them to prevent or relieve homelessness.ô
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Delivering the HRA
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www.npsservice.org.uk

1. Local authorities must assess and provide meaningful assistance to everyone who is
homeless or threatened with homelessness, regardless of any priority need



Delivering the HRA
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2. Following the assessment, the LA must seek to gain agreement from the customer on
the reasonable steps within the housing plan



Delivering the HRA
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3. Requirement on applicants to co-operate with the reasonable steps that the local
authority takes to meet the prevention duty and the relief duty



Delivering the HRA

Supporting you to prevent homelessness
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4. Provision for the local authority to bring the prevention duty and the relief duty to an                   
end if the applicant  deliberately and unreasonably refuses to cooperate with the 
reasonable steps

5. An applicant is able to request a review on:

•the reasonable steps in an applicant’s personalised housing plan (during the 
prevention or relief duty) 

•a notice bringing the prevention duty to an end (including where the reason for this 
is deliberate and unreasonable refusal to co-operate) 



What impact can motivational 
interviewing have on the 

customer journey
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Customer Journey

Supporting you to prevent homelessness

www.npsservice.org.uk

•Building a partnership between the customer and officer

•Empowering the customer

•Full engagement in actions and outcomes

•Better engagement in prevention activity

•Long term sustainability of accommodation

•Closing the revolving door
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Top tips

Using motivational and 

investigative techniques



Top Tips

Focus on one change at a time

(interview is a catalyst to those changes)
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Top Tips
An applicant needs to be invested to take 
ownership or it can rob them of their motivation
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Top Tips

•Dilemma
•Stay or go?

•Do it or not do it?

•Say something or not?

The customer needs 

to make the decisions

The choice is theirs to make
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Top Tips

Our job is 
to hold the 

focus
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MotivationalInvestigative

Empowering
Providing TA

Preventing 
homelessness

Reasoned 
decisions

Partnership 
working



Top Tips
Use prompts and flowcharts  
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Top Tips

A nod does not necessarily mean yes –it is 
permission to continue
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Top Tips

Engage partner agencies to achieve positive 
outcomes
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Next steps
•Action Plan

•Assessment
• consider length of interview

• consider how you can include motivational techniques into your interview 

•Interview rooms
• how many

• how easy are they to access?

• could partner agencies assist? (DWP)

•Partner agencies –what is their role?
•Do you have the right partners and do you know who they are?

•Raising awareness and providing support
•Referrals (ALERT) 

• 3rd party actions on the PHP? 

•Out sourcing elements of the HRA service
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Keep in touch
We are here to help…

•support@npsservice.org.uk

•01962 851 747

•www.npsservice.org.uk

•@NPSService


