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WHY READ THIS BOOK?
This book is for you if you are struggling with any of the following 
questions:

‘How can I help someone who just doesn’t want to change 
something which is harming them?’

‘How can I help someone who wants to, but can’t change?’

‘How can I help someone who is resistant to every suggestion 
I make?’

The Toolkit explores all these questions and more. It won’t provide 
you with a magic wand to change others, but it can help you to change 
your approach, and in turn have a positive impact, not only on your 
own life, but everyone you communicate with.

WHO WILL BENEFIT FROM READING 
THE TOOLKIT?
The third edition of A Toolkit of Motivational Skills has been written for, 
and with reference to, experiences shared by professionals, front line 
workers, staff developers, managers, carers, and parents in a variety of 
settings including criminal justice, social care, health, welfare, citizens 
advice, veterinary science, education, benefit and employment 
agencies, ‘Samaritans’, drug and alcohol services, security services, 
public transport, and youth services. Indeed, it is relevant to anyone 
who is helping someone struggling with change.

Introduction
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In updating the Toolkit from earlier editions, we have responded to 
feedback to retain clear and simple every‐day explanations and 
exercises for both practitioners and for those undertaking change. 
These include trigger videos on the web‐site “www.wiley.com/go/
fuller/motivational-skills” so you can see and hear how a motivational 
approach is put into practice, together with training materials and 
more in‐depth updated research and theory sections.

WHY A MOTIVATIONAL APPROACH 
TO HELPING PEOPLE TO CHANGE?
People who help others to change are often passionate about wanting to 
make a difference to others’ lives. You may be one of these people and 
under pressure to solve problems instantly. Many of the public service 
workers we have worked with mention that they only have 10 minutes to 
change lives and question what can be achieved in this time.

It is very easy in such circumstances to slip into a ‘fix‐it now, 
righting reflex’. However, such an approach rarely works. We have 
found that the reaction to someone trying to ‘fix’ lives is often:

F – Fight or Flight

I – Intimation and

eXit

Time and time again the more people are warned, argued with, 
criticised, or threatened the more they resist, challenge, and continue 
to stay the same. Self‐motivation is not a thing which can be given to 
someone: it needs to grow within each individual.

What you can do is plant the seeds from which self‐motivation can 
grow and nourish the environment. ‘A Toolkit of Motivational Skills’ 
explores how the way you communicate can create that environment.

TRY IT AND SEE
Try testing out the impact of different interactions by listening to the 
responses you get in everyday life.
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Listen out for someone replying to you repeatedly with

‘Ah but …’.

What did you say beforehand? What happens if you continue with 
the same approach?

If the other person voices reasons to stay the same is this 
‘resistance’ or a normal response to your behaviour?

The more someone says they don’t want to, can’t or won’t change 
the more likely they are to stay the same.

Now listen out for someone saying ‘I want to … I can or I will’.

The more you hear someone talk of change in this way the more 
likely they are to change.

What is it about your level of interest, compassion, and approach 
which enables these expressions of motivation in others?

How can you build on your own strengths and style to be more 
effective at helping others to change?

You cannot force someone to change, but you can change your 
own behaviour to get a different response. Small changes can make a 
big difference. If you are not getting the response you want, change 
what you are doing.

HOW CAN THE TOOLKIT HELP YOU TO 
DEVELOP YOUR MOTIVATIONAL SKILLS?
The motivational approach outlined in the Toolkit is based on 
‘Motivational Interviewing’ described by William Miller and Stephen 
Rollnick (2002, 2013). It is a ‘collaborative conversation style for 
strengthening a person’s own motivation and commitment to change’.

The Toolkit offers you a simple user‐friendly approach to help others 
REACH for change in any interaction, not just formal interviews. You 
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do not need to be a therapist, academic or a professional to use the 
model, although you will notice that increasingly the approach is being 
used by a range of professionals. The principles apply equally to 
conversations undertaken by front‐line practitioners, volunteers, peer 
mentors, carers, and parents. Indeed, any communication where you 
are helping others REACH for change.

REACH themes throughout the Toolkit include:

R – Rapport

E – Empowerment

A – Ambivalence

C – Focus on Change

H – Help others Help themselves

The Toolkit will help you:

Reach for Rapport
Without rapport, communication is at best clumsy, and at worst there is 
conflict, tension, discord, argument, and resistance.

Rapport is a partnership. It has a clear shared remit, joint 
responsibilities and involvement. Unlike a confrontational or directive 
approach you, as the worker, are not the expert: the person 
undergoing change is the expert on what will help them to change.

High level rapport is only gained by a genuine interest and concern 
for the other person. The other person’s interests are put before your 
own. Without this compassion for the other person you may use the 
skills, but the approach will not feel or be genuine. We all know what it 
feels like when someone tries to sell us something we don’t want. Some 
of the skills identified in the Toolkit may be used in such a situation, but 
without this genuine desire to put the interest of the other person first 
there is still resistance.
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A motivational approach accepts and values the person as they are. 
There may be aspects of the other person’s behaviour which are 
harmful to them or others, but the behaviour is never the person. The 
person is fully accepted.

The absolute worth of each person undergoing change is 
recognised and valued.

Rather than focusing on negatives and areas to fix; positives are 
actively sought and highlighted. The emphasis is on affirmation and 
helping the other person build confidence and self‐belief.

REach to Empower
Empowerment is neither collusive (rapport without direction) nor 
controlling (your agenda without rapport). When you empower you:

Clarify Contracts and Expectations
A good starting point is for both the practitioner and the person 
under‐taking change to ask:

How come I am working with this person towards change?

To fully answer this question requires you to have a clear 
understanding of the working relationship between yourself and the 
other person. This will vary widely depending on your circumstances 
and the goals of any agency you work for. The words you use to 
describe the person you work with will reflect this relationship, for 
example, ‘patient’; ‘friend’; ‘service user’; ‘offender’; ‘student’; ‘client; 
‘colleague’. Each of these implies different expectations and 
boundaries. A motivational approach avoids labelling others negatively 
which may reinforce rather than change problematic behaviour.

Express Empathy
Each person you work with is unique and you need to respond to that 
difference, to be effective. One size does not fit all. Gaining accurate 
empathy includes understanding and responding to diversity and 
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genuinely seeking to understand and 
respond to the other person ’ s perspective 
and experiences.

         Develop Discrepancy 
 People are more likely to be empowered 
to change if they identify their own 
reasons to. The  Toolkit  will in turn 
empower you to help others recognise 
where their behaviour conflicts with 
their own values and beliefs. 

 It is the difference between ‘intrinsic’ motivation which comes 
from within and ‘extrinsic’ motivation which needs external rewards, 
sanctions, or threats.

         Avoid Argument and Unwanted Advice 
 If you think about your own interactions, there may well be some 
situations where you seem to be doing all the work; where you are 
constantly presenting arguments and reasons to change, and the 
other person is constantly arguing back all the reasons to stay the 
same. In such situations it can be easy to label such people 
‘resistant’, ‘in denial’, or ‘difficult’. A motivational approach sees 
such ‘sustain talk’ as a normal part of the change process and is 
linked with feeling uncertain or ‘ambivalent’ about change. If talk of 
staying the same starts to increase during an interaction, this is a 
sign to change your style of communication; to stop, to listen, reflect 
understanding and explore. Once all the 
reasons not to change have been 
explored, reasons to change can be 
explored and inconsistencies gently 
highlighted. In this way you ‘roll with 
resistance’ (Gordon   1970  ).

  Chapters     4   ,    7    , and     8    
 for more on 

building empathy. 

  Chapters     11   ,    12    , and     13    
 for more on developing 

discrepancy. 

  Chapter     10    
 for more on avoiding 

argument and 
unwanted advice. 
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         Support Self‐belief and Self‐responsibility 
 The person considering change is 
encouraged to believe in the possibility 
of change and to take self‐responsibility 
for change. 

    This principle of self‐efficacy is 
supported by the cognitive behavioural work of Bandura (  1977  ) and 
client‐centred work of Rogers (  1959  ), which found that the more you 
believe you can achieve something, the more likely you are to take on 
higher level tasks and the more likely you are to achieve them. There is 
evidence that the facilitator ’ s belief in the possibility of change is also a 
contributing factor (Leake and King   1977  ), whether this is labelling 
someone negatively as a ‘failure’, an ‘alcoholic’ or an ‘addict’ or 
positively as capable of achieving change. Rosenthal and Jacobson 
(1992) have referred to this as the ‘Pygmalion’ effect.

  We learn what we believe when we hear ourselves say it.  

         ReAch for Ambivalence 
 Most people are ambivalent or in two minds about 
change.  The Toolkit  explores the nature of 
ambivalence and core skills to empower others to 
grow from it.

 The ‘ A LOSS ’ spiral introduced in the  Toolkit  
will help you to

   A – Affirm  others and in turn build their self‐confidence and 
readiness to change. 

  L – Listen  so you can hear not only what is said, but also what isn ’ t 
said: feelings, strengths, and areas of doubt. 

  Chapters     13     and     14    
 for more on self‐belief 
and self‐responsibility. 

  Chapter     11    
 for more on 
ambivalence. 
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O – Open questions effectively to draw out self‐motivation.

S – Summarise Selectively to encourage disclosure and steer 
towards change

S – Support Self‐motivating statements such as

‘I want to change’
‘I can change’

‘I will change’

None of the skills are miracle techniques to ‘use on people’ to produce 
change. Without the spirit of motivational work, they may indeed 
produce the opposite effect. Of all the skills the most important is 
listening. Without listening, the others will not amount to a 
motivational approach. The acronym for recalling the skills ‘A LOSS’ 
serves as a reminder that all change involves a loss and the stages 
associated with grief and loss (Kubler‐Ross 1969), such as denial, anger, 
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bargaining, depression, and acceptance 
may be experienced by the person 
undertaking change and need to be 
recognised, listened to and worked with 
by the facilitator.

         ReaCh for Change 
 How the skills and principles are used varies 
according to how ready someone is to change. 
Prochaska and Di Clemente’s (  1982  ) research 
into behaviour change within the field of 
‘addictive’ behaviours provides a useful model 
for a cycle of change. 

  

Relapse

Maintenance Precontemplation

Decision

Active Changes Contemplation

  

  Any individual you are working with could be at one stage for 
one sort of behaviour, another for other behaviour or be moving 
between stages. 

  Chapters     7   ,    8    , and     9    
 for more on A 

LOSS skills. 

  Chapter     6    
 for more on the 
cycle of change. 
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Pre‐contemplation
At pre‐contemplation, change is not being considered. Other people 
may think someone has a problem, but s/he does not.

Relapse

Maintenance Precontemplation

Decision

Active Changes Contemplation

Contemplation
Seeds of doubt have been sown. There is 
awareness of some of the advantages of 
change and the disadvantages of present 
behaviour. However, a clear decision to 
change has not been made. It is almost 
as if there are four voices in the head 
constantly arguing for and against 
change. The ambivalence this produces 
can lead to confusion and inactivity or 
continuation with the problematic 
behaviour as the easiest option.

A motivational approach at this stage 
aims to help the individual explore and resolve ambivalence without 
trying to impose change.

Relapse

Maintenance Precontemplation

Decision

Active Changes Contemplation
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    Decision 
 When there is a clear decision to change you will 
hear increased self‐motivating language and 
reduced resistance talk. The art of the motivation 
approach is to assess whether someone is ready 
for change now, and to nurture his or her early 
intimations of change.

     

Relapse

Maintenance Precontemplation

Decision

Active Changes Contemplation

    
    Action 
 When someone is at action stage he or she 
has started to take small steps towards change.

   At the action stage, actively helping 
someone to overcome barriers can be very effective. 

   

Relapse

Maintenance Precontemplation

Decision

Active Changes Contemplation

    

  Chapter     14    
 for more on the 
decision stage. 

  Chapter     15    
 for more on 

supporting change. 
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Maintenance
At the maintenance stage change has occurred 
over a period of time. This is usually considered 
to be over six months or more. Cognitive 
behaviourist methods also work well at this stage 
and can be used in conjunction with 
motivational skills.

Lapse
Prochaska and Di Clemente (1982) found that 
smokers tended to go around the cycle on 
average seven times before change occurred. 
Lapse is a normal part of the change cycle. People react to lapse in 
different ways. Disappointment, anger, guilt, and loss of hope can 
lead to a more long‐term relapse. A motivational worker affirms the 
person who has lapsed and returns with them to contemplation to 
re‐establish optimism.

Relapse

Maintenance Precontemplation

Decision

Active Changes Contemplation

ReacH to Help Others Help Themselves
The last part of the REACH model explores how to help people 
effectively once commitment to change is established. It explores 
modelling and teaching new behaviours and establishes support 
structures for a new lifestyle. It explores how you can help yourself 

Relapse

Maintenance Precontemplation

Decision

Active Changes Contemplation
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develop your own skills and develop a motivational culture within the 
team you work in, your organisation, even your family.

HOW TO USE THE BOOK
Most of the chapters include step‐by‐step practical exercises for you to 
develop your own skills and for you to use with the people you are 
helping to change. We have laid exercises out to be visually attractive 
and to appeal to all age groups. An electronic colour version of these 
exercises and trigger videos of applications are provided on www.wiley.
com/go/fuller/motivational-skills which can be adapted to suit your 
requirements. Throughout we have avoided labelling the people you 
are helping to change as there is evidence that such labels can be 
counter‐productive. In response to feedback since the second edition 
we have retitled exercises you use with others as ‘Self‐Help’ worksheets 
recognising that not everyone you work with will be a ‘service‐user’ or 
‘client’ and that even this label can be unhelpful. We have on 
occasions referred to ‘clients’, ‘service users’, ‘interviewees’ or simply 
‘the person you are helping to change’.

We are indebted to Kath Wilson from De Montfort University for 
the next chapter which provides an analysis of the theoretical and 
evidence base of the Motivational REACH approach of the Toolkit.

Finally, Chapter 17 and the website include training materials 
which can be used by staff developers.
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