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Attending and Observing.
According to Summers (2016), attending and observing are two crucial elements in communication as they indicate that the parties involved are interested in the topic at hand and this is also an indication of attentiveness. The vignette video provides an interview between a human service agent and a client who is in financial crisis and the primary discussion focuses on how the client can be assisted out of her critical condition. In an attempt to fully understand the client's problem, the interviewer is required to demonstrate effective observing and attending skills. It is evident that the video presents both good and poor aspects of observing and attending to an interviewee. 
On the positive side, the interviewer relies on sustainable eye contact throughout the interview and this is an indication that she is interested in the conversation. The interviewer does not stare at the client but looks at her naturally, and this makes her comfortable. In addition, the interviewer relies on effective body language and this is evident from her movement of the hands and nodding. The body movements are also controlled to avoid the communication of unintended messages. DeVito (2017), emphasizes on the relevance of effective turn taking and giving timely feedback in conversations and interviews but the interviewer in the video seems to flout these principles. In most cases, the interviewer who is the human service agent interrupts the client and hence, the client is not able to fully present her points of view. It is this interruption which leads to untimely feedback from the interviewer.
It is indisputable that proper attending and observing techniques form the basis of effective conversations and interviews and hence, people should strive to improve the two principles. Devito(2017), states that people can improve poor observing and attending skills through maintenance of appropriate body postures (open and accessible) by all parties in conversation,  through the effective use of facial expressions, maintenance of eye contact, effective turn-taking, and emphasis on timely turn taking. As argued, all the parties in a conversation of an interview should strictly uphold these principles as they form the basis of interest and through them, the conversation is kept going. When the principles are not upheld, one party in an interview may feel neglected o avoided, and this leads to improper or ineffective communication (Summers, 2016).
Reflective listening.
Reflective listening is also very core as it forms the basis for understanding a person's emotions, attitudes, and feelings in a conversation. From the exercise on page 180-186, I selected reflective exercise number 1 and below are the feelings and empathetic responses;
1. FEELING: humiliated.
EMPATHIC RESPONSE: When I was in court, the defense attorney really humiliated me.
2. FEELING: outraged.
EMPATHIC RESPONSE: It is outrageous that they really ruined everything! I don’t care if I go on or not.
3. FEELING: Hopeless.
EMPATHIC RESPONSE: I am hopeless and I can’t stand to think I have to move again sometime.
4. FEELING: Abused.
EMPATHIC RESPONSE: I feel abused that he gets to stay in the house after beating me half to death.
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