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Agenda

• Where are we at?.

• Emotional and Behavioural Landscape.

• Barriers to engagement.

• Facilitating Barrier indentification: Communication and 
Listening Skills.

• Encouraging Engagement: COM-B Model, Change Model 



Learning Objectives 

• Identify Emotional States and causes.

• Facilitate communication to uncover barriers to 
engagements.

• Encouraging Engagement 



Ground Rules

olgaztherapy@gmail.com

We want to ensure 
that everyone has 

a positive, 
enriching 

experience of this 
webinar.

We ask you to treat 
what is discussed 

during the training 
with complete 
confidentiality.

Respect the rights, 
life choices, beliefs 

and opinions of 
others. 



Will relaxing of 
Lockdown  
restrictions be 
experienced with 
relief or a sense of 
loss?



Are We There Yet?

• Lack of closure creates alarm.

• Playing the waiting game.

• The Zeigarnik effect – Cognitive 
Tension

• To be continued … causing 
disappointment, anger, 
sadness…



Facing a New Transition

• Amidst the COVID-19 outbreak, everyday life will continue 
to change for most people for the foreseeable future. 

• We have made significant adjustments to our routines which  
interfere with our sense of structure, predictability, and 
security.

• Seemingly endless news cycles may feel overwhelming, 
confusing and scary to many.



Anxiety and Anger Rising …Why?

• Relaxed restrictions means new adjustment. 

• Resurgence of infection when lockdown measures are 
relaxed.

• Having to make decisions about what is safe and what is not.

• When faced with a crisis, we activate attachments. When 
restrictions are lifted, some family member might feel 
unsafe as not having that safe environment anymore.



Activating the Nervous system

Deactivating the Nervous System 

The Nervous System 

(DEZELIC & ASSOCIATES, 2017 based on the ‘Window of Tolerance by Dr. Dan Siegel)



Sequence of  Emotions & Behaviours

Anger
& Rage.

Fear, stress, 
worry

Sadness, 
Hopelessness, 
Tears of Futility

Acceptance Adaptation
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Acceptance and Adaptation

Painful Experiences

Anger, Frustration,Fear,Worry

Thoughts, feelings, sensations

You 
are 

Here

Observing Self 
”I am feeling …
“I am having that thought of …””

Goals & Values

”What matters most to me…”
“Who matters most to me…”



Behavioural
Landscape

• Withdrawal and isolation.

• Need for Control.

• Refusal to engage in community.

• Increased agitation.

• Aggressive behavior. 

• Validation seeking and 
Procrastination.

• Lack of focus and forgetfulness.



Emotional
Landscape

• Worry and fear

• Anger and Sadness 

• Emotional Fatigue 

• Nervous  and Irritable

• Low Tolerance levels 

• Despair and Depression.



Family Conflicts

• Beginning to feel unsettled about how to 
cope with this next inevitable transition.

• Some family members may feel a sense of 
loss when leaving behind the intimacy 
and togetherness of lockdown.

• Others will feel a great sense of relief at 
the prospect of being allowed contact 
again with the world outside of the family.

Differences in risk assessment 
between different family members 
might cause family conflict.



Barriers to Engaging 

• Fears

• Lack of Flexibility

• What for?

• Lack of information

• Too much information 

• Lack of motivation



Facilitating Barrier Identification

• Validating Emotions 

• Meaningful Communication 

• Listening Skills 

• Helping Dynamics.



The Power of Validation

• Validating feelings means you see their pain and you 
acknowledge the presence of those feelings and you stay with 
them not trying to fix them. 

• It provides a sense of feeling understood, heard and seen. It is 
needed to make sense of our emotional experiences, particularly 
situations unusual for us.

• Validation can help the person feel calmer and enhance their 
ability to process emotions.



Seen, Soothe, Safe 

Secure
Developing an 
internalised 
sense of 
wellbeing

Adapted from Dr. Dan Siegel and Dr Tina Payne Bryson The Power of Showing Up

Feeling Secure 





Effective 
Communication

Prof. Chris Argyris



Playing our P.A.R.T

Mindsight Institute – Daniel J Siegel



Open Discovery Questions

• What is going on for you?

• What stops you from …?

• What is most important for you?

• What do you want to achieve?

• How will you achieve …?

• What will you do if …?



Core Communication Skills

• Paraphrase “Can I just check, you said …”, “So what you are 
saying is …” Helps by giving you space to respond and not 
react and allows time for self regulation.

• Reflective Feelings “You seem upset about”, “You sounded a 
bit angry about …”

• Summarise information provided.

• Request Clarification.
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Three Levels of 
Listening  

• Internal Listening: My thoughts, my 
internal dialogue, my perceptions 
about the situation, my expertise.

• Focused Listening : Paying full 
attention to te other, their words, their 
emotions, their feelings and asking 
discovery questions. 

• Global Listening : Soft focused on the 
person, being aware of their body 
language, eye cues, environment and 
using our intuition to ask problem 
solving questions.



Parent
Adult
Child Model



Encouraging 
Engagement 

• Motivations

• Capabilities 

• Opportunities and

• Behaviours



COM – B Model

• People Need COM to 
perform behavior.

• Wide range of factors 
that 
influence behavior.

• Was developed to 
explain behaviour
change.



Capability

• Physical : mobility, tight schedules, dependants, skills.

• Psychological: What stops the individual to engage?Fears, 
Worries, Bad Experiences, decision process, memory.

Possible Solutions:

• Start with online Activities followed by a setting session 
once a forthnite.

• Advise, Guidance, Reassurance, Gradual Exposure.



The STAR method
For Resilience Boosting 

A way to structure talking about personal examples of resilience or 
adaptability.
Ask “Describe a time when…” or “Tell me about a time when…”.
S = Situation – Explain the what, why and when.
T = Task – Describe what needed to be done.
A = Action – Describe what you did and how.
R = Results – Describe the outcome and what happened as a 
result of your actions.



Opportunity

Physical 

Social 
Both of these factors are external to the 
individual i.e  our communications, rapport, 
complexity of the task, fear of feeling judged, 
criticised by family or friends, cultural beliefs.

Possible Solutions:
• Building a sense of purpose
• Buddy Systems.
• Peer Mentors
• Modelling behaviours
• Empathy 



Empathy

• Enter their world

• Explore Feelings 

• Encourage problem 
solving.



Motivation 

• Reflective : Concious thought processes 
i.e planning, evaluating.

• Automatic : Habits, impulses, drive-
related processes and desires, 
environmental Influences. 

Posible Solutions: 

• Elicit and identify motivating VALUES.

• Create a vision.

• Draw on a sense of identity.



The Five Stages of Change Model 



Moving towards Goals

Dickens Process 

Moving TowardsMoving away from

Commitment 
to  Values

Escape from 
Pain 

Behaviours

Wants and needs are generated by feelings 
of anticipated pleasure or anticipated relief 
from discomfort.



Goal Setting 

6. Stay Problem Solving Focus  

5. Take Action: When,How,What?

4. Create a plan of action.

3. Set S.M.A.R.T Goals 

2. Clarify the motives.

1. Write them down.



Take Action

0-100%, How likely are you to do this assignment

“What makes you 70% and not 40%?” and write down the reasons. 

“What’s keeping you at 70% instead of 95%?” 

• schedule them on an activity monitor sheet. 

• set reminders on their phones.

• set alarms.



Problem Solving Steps 

Define the 
problem

Analyze the 
Problem 

Identify 
Solutions 

Choose 
Solutions Plan of Action Implementation 



Gradual 
Exposure

• Imaginal Exposure 

• Real-Life situations.
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Imaginal Exposure

• Exposure to a mental image of 
the feared situation.
• Try your best to imagine the 

scene as VIVIDLY as possible
• Try to let yourself feel the 

anxiety.
• STAY with the anxiety in the 

situation until your anxiety level 
drops by at least HALF.
• Practice each exercise DAILY .
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Getting 
Ready

• Help create a LIST of all feared thoughts / 
urges / images or situations.

• Rate them for levels of anxiety they 
produce.

• Create FEAR HIERARCHY by rating them.

• Plan Graduated Exposure to the first item 
on the list. 

• Then move on to the next situation on your 
Fear Hierarchy

olgaztherapy@gmail.com



Real Life 
Exposure 
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Break down the 
fearful situation into 

small steps.

Stick to a well 
defined PLAN

Use a Support 
Person 

Continue each 
exposure until your 
anxiety levels drop.

Repeat OFTEN or 
until the anxiety is 

minimal.



Identify 
Stressors 



Join us Next … 29th 
June at 11am-12pm

Get Berkshire Active - Physical 
Activity: Supporting People to Stay Active 
through the Coronavirus Outbreak.

This 1hr interactive webinar aimed at new and existing volunteers who 
have a role in supporting people during this period. In this session we’ll 
look into the importance and benefits of physical activity, national 
guidelines, signposting resources, and having positive conversations about 
staying active. 



Thank you!
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