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Supervision as a Tool for Building Relationships
A Curriculum for Home Care Agencies

That Support Consumers with Disabilities
GOAL:


To increase participants’ effectiveness in helping direct-care workers to resolve issues that get in the way of developing quality support relationships with consumers.

OVERALL OBJECTIVES:

· To heighten the awareness of home care agency staff about the perspectives of consumers and direct-care workers; 
· To explore an intermediary model of supervision by agency staff; and
· To help them develop a specific set of communication skills related to supervising staff who work with consumers.


Real Play  

Consumer at the Center

Activity:
A trainer or carefully chosen participant should play the central character, Milton. Milton is seated in a chair in the middle of the training room. Each player is outside or at the edge of the room and comes in one at a time when called in by The Narrator (a trainer). This narrator will introduce each character as they enter. 

Players:

There are six players in the consumer real play: 

Milton, a person with quadriplegia;*

Calvin, Milton’s cousin; 

Stan, Milton’s friend; 

Teresa, the on-call service coordinator for the agency Milton uses; and 

Guy, Milton’s relief aide; and

The Narrator
________________________________________

* Milton and the Narrator should receive the entire Real Play while the other players should only receive their respective part.



Scene One 

Calvin

Narrator:

At 6:30 am Milton receives a call from his cousin, Calvin.

Calvin:

Milton, Did I wake you? Hey, I'm sorry to do this, but something has come up and I can't make it in today until 4:00.  I can’t get into the details now, but you know I wouldn’t do this to you if it wasn’t important, right? Can you get your aide to get you to your check up?"

Milton:

Calvin, do you understand the position you are putting me in?  I'm stuck in bed with a wicked bladder infection and a fever. You know my aide has to leave at 1:00 and I have to get up and be at the doctor’s at 3:30. It’s the only appointment I could get, and after I couldn't get in last week the doctor said he won’t deal with one more cancellation.

Calvin:

Milton, I'm sorry. Why don’t you try Diana, she’ll usually help you out.  I really gotta go. I'll call you later, OK . . . 

Calvin hangs up the phone.



Scene Two 

Stan

Narrator:

At 6:35am Milton calls his friend Stan who lives down the street. 

Milton:

Stan, I'm in trouble again. Calvin just called to say that he can't be here at 2 and I need someone to get me up around then so I can get to the doctors.  I've been running a temp for a week and my dysreflexia is going wild.  I know there's something up and really need to get in. But I'm afraid to get up too soon because I might pass out and nobody will be around.

Stan:

You know I keep telling you that you need more back up. That cousin of yours always has something going on. Did you check with the agency about having Diana stay longer?

Milton:

They got their rules about hours, you know, and anyway I don’t know if she’ll do it. She was so pissed off at me last time about making her iron those damn pants. I know I get too picky sometimes, but I had to go to the Social Security office that day, you know about the letter saying that I owed $856 because I worked and my benefits weren't adjusted—even though I did report the income. I was so afraid that they will cut me off, and, yes, I know I shouldn’t take that out on her. But I was also really mad at her for not showing up last week when I was supposed to go to the doctor, and she constantly tells me what to do. I know that she's stressed with her kid, and I've been trying to cut her slack by not telling the agency when she's late.But lately when she comes it's like I'm an inconvenience.
Stan:

Well, you might just have to suck it up one more time to get through this. You can't pass out and you have to get to the doctor’s. Why don't you call the agency and see what they say?


Scene Three 

Teresa

Narrator:

At 6:45 am Milton calls Compassionate Home Care and speaks to Teresa, the on-call service coordinator. He explains his situation and asks if Diana’s hours for today can be extended till 5pm to get him to and from his doctor’s appointment.

Teresa:

Milton, I’ll see what I can do.  I’ll have to get authorization for additional hours, and I can’t promise it will be Diana. I’ll have to check with her.

Milton:

I need Diana for this. You know I can’t have just anyone . . .

Teresa (in an annoyed tone):

I SAID I will take care of it. But, Milton, you can’t keep asking for last minute changes like this.  OK, I’ll call you back.

Narrator:

At 6:55am Milton gets another call from Teresa.  

Teresa:

Hi Milton. I reached Diana and it sounds like she can do it . . .

Milton:

What do you mean, sounds like?

Teresa (impatient and annoyed):

She’s working on it.  If it’s not her I’ll get you someone else; I told you I’m on it. I’ll call you back when it’s settled.

Narrator:

At 7:20am, a half hour later, Milton gets yet another call from Teresa.  

Teresa:
Milton, this is Teresa from CHC. I thought I had things figured out, but Diana just called to say that she can't come in at all today. I'm trying to get someone there by 8:00, but I wanted to let you know that it may be later. And I’m still working on getting you coverage till 5:00.

Milton (in an angry tone):

Well, that's just great!! You people are supposed to be taking care of me. So I'm sitting here with a fever and my cath bag about to bust and you're telling me that Diana isn’t coming in at all and “someone” might not be here until 9:00?

Teresa:

Milton, I can only do so much. If your health is that fragile, maybe you should call the ambulance and go to the hospital. I know that Diana was out once last week, but overall she's been pretty available to you. You know, it's a two way street. We all have to be understanding toward one another.

Milton (now fuming):

It's a two-way street all right. Diana was late every day last week at least a half hour. I cut her slack and didn't involve you. All I was asking for was a little consideration returned to me and because she’s mad at me this is what I get—blown off!

Teresa:

Milton, I wish you had told me about the lateness issue. We will handle it, OK? But for today, an aide named Guy will be out and he promised to get there by 9:00 at the latest. He can stay till 2pm, and I am working on getting you someone else for the afternoon. I’m doing the best I can.



Scene Four

Guy

Narrator:

It's 9:05 and Milton's relief aide, Guy, shows up.  

Guy:

Hey, Milt, how’s it going?

Milton:
My name’s Milton. I don’t know you, do I?

Guy:

No, this is my first time here—no need to get all nasty with me, man. So how can I assist you?

Milton (sighing):  

I need you to empty my catheter bag and help me turn.” 

Guy:

OK, man, I got it… I’ve emptied your cath bag and now I’m going to turn you. Wait a minute, man, you’re slipping, I don’t have a hold of you... I have your shoulder…

Milton (screaming):

You idiot!  Don’t just stand there.  Get me up off the floor!

Narrator:

Guy transfers Milton to the bed. 

Guy:

Oh good God, I’m sorry, man.  I didn’t know what to do. This is just my second day on the job and I don’t think they covered this in training. Are you OK? Do you need medical attention?
Milton:

I need medical attention but not for this. Right now I need you to leave my house and tell that godforsaken agency of yours to send someone who knows what they’re doing.


Debriefing Questions

The trainer should stop at this point to discuss with the group their reactions, feelings, and thoughts about the play using the following questions as a guide:

1. What did you see going on in this play? (get a few different perspectives)

2. People with disabilities often have little choice but to rely on others to help them live the life they want to live. What do you think about the situation Milton finds himself in?

3. Does Milton have the support he needs in his life?

4. Do you have an opinion about Milton based on his behavior in this play?  

5. How would you describe Milton and Diana’s relationship based on the little bit you know from these scenes? 

6. From what you saw, what do you think is Teresa, the coordinator’s role in this?   

7. Is there anything you think Teresa could have done differently?

8. What ideas or opinions do you have about Diana from these scenes?

End initial debrief, and resume ‘Real Play’ with insight into Diana’s situation.



Real Play  

Worker at the Center
Activity:

A trainer or carefully selected participant should play the central character, Diana. She is seated in a chair in the middle of the training room. Each player is outside or at the edge of the room and comes in one at a time when called in by The Narrator, who will introduce each character as they enter. The Play continues with five more characters. This time Diana, the home care aide, is at the center. Teresa, the on-call coordinator, is continued from the previous Real Play and is played by the same participant.  

Players:

The four additional roles are: 

Paulette, Diana’s sister; 

Ms. Brown, a child care center administrator; 

Johnny, Diana’s boyfriend; and 

Dr. Perry, a pediatrician. 




Scene One 

Paulette
Narrator:

Paulette, Diana’s sister, calls at 6:30am. 

Paulette:

Diana, I am sick as a dog. I been throwing up all night and I’m so weak I can hardly stand up. I’m sorry, girl, but there’s no way I can come over and watch the kids till the bus comes. You know I would if I could, right?  I’ll talk to you later.

Diana:

All right, well if you’re sick, I’ll work something out…

Narrator:

Diana calls the We Care Child Care Center.



Scene Two

Ms. Brown

Narrator:

Ms. Brown, administrator at We Care Child Care Center answers the phone at 6:35am.

Diana:

Hi, Ms. Brown, it’s Diana Watkins, Nicolle’s mom.  I am wondering if you would be willing to do me a big favor. When I drop Nicolle off this morning at 7:30, do you think you could also watch Gene and Marcella until the school opens at 8:30? It’s just down the street and they can walk from there. I’d really appreciate the help, Ms. Brown. I need to be at my case by 8.00 and my sister who usually comes to stay with the older kids can’t come today. Could you do that for me? I’ll pay you extra.

Ms. Brown:

Ms. Watkins, I’ll help you out this time, but you know you can’t make a habit of this. I can take only so many kids or I’ll lose my license. I already got a room full of kids sniveling and coughing who should by rights be home. But OK, bring them over this time. I’ll charge just $20 extra but you’ll need to pay me in cash today. I got so much owing to me and all this damn welfare paperwork, sometimes I wonder why I stay in this business. But speaking of welfare, I was meaning to talk with you this evening, but seeing as I have you on the phone… According to the new regs, with what you’re making on both your jobs you’re just over the limit for the child care subsidy. I need to tell you that from January1st, your rate will go from $65 a week to $125 for Nicolle. I’m sorry to be the bearer of bad news, but I don’t make the rules. And it’s good you’re working, right?  So. OK, I’ll see you and the kids at 7:30.


Scene Three 

Johnny

Narrator:

Johnny, Diana’s boyfriend, comes by at 6:40 a.m., as she is putting the phone down.

Johnny:

Hey girl, what’s up, you don’t look so good. Listen, I’m on my way to work and don’t have a lot of time, but I wanted you to know that I had my friend Bob, the mechanic, look at your car and he says if you take it to the shop it’ll probably cost close to $500, but he is willing to work on it himself on his own time and it’ll only cost you half that—like $250, or at most $300. He says you can drive it the way it is, but you should have it taken care of soon, and he’s available the next two weekends. So give him a call. Good news, right?

Diana:

If you say so. I don’t know, maybe I should just quit, it just doesn’t seem worth it.

Johnny:

Well I never understand why you hang in there, like the story you told about your patient, the quad...

Diana:

He’s not a patient, he’s not sick. And I don’t like you talking about him that way.

Johnny:

But that’s just my point.  Here you are defending him, and just two days ago you were talking about how he yelled at you and made you iron his pants five times before he was satisfied. No way you shoulda put up with five times! I still can’t believe you did that. I know you say you like them people, and they need you. But you know they don’t pay enough and the way they treat you, it’s just not right. Anyhow, I gotta go. Hey, if you can get someone to watch the kids tonight I heard there’ll be some good music at the club. Gotta run, see you later.


Scene Four 

Teresa Smith

Narrator:

The phone rings at 6:50am.  It is Teresa, on-call service coordinator at Compassionate Home Care, where Diana works as a home care aide.

Teresa:

Hi Diana. It’s Theresa. Milton called this morning and he needs coverage for a doctor’s appointment this afternoon. It seems his cousin was supposed to get him there and cancelled out.   I know you don’t have any cases later, and he sounds pretty desperate. So will you do it? It’s till 5:00pm. 

Diana:  
It’ll be hard for me today, Teresa.  I don’t know...

Teresa:

He really needs to get to a doctor because he didn’t make it last week when you called out. You know he wouldn’t want a relief taking him and his evening aide doesn’t come till 5. You could use the extra hours right now, right?  So would you do this, PLEASE, Diana? 

Diana:
I’ll have to see if I can work it out. I’ll call you back.



Scene Five 

Dr. Perry

Narrator:

The phone rings again, at 7:00am.  It is Dr. Perry, pediatrician at City Hospital. 

Dr. Perry:

Mrs. Diana Watkins? This is Dr. Perry over at City Hospital. We have the results back from the tests we ran on Nicolle when you brought her into the emergency room 2 nights ago. I would like you to bring her back in for additional tests. Her levels are high enough to cause concern, so we need to run more tests. No need for alarm, Mrs. Watkins, but given all her medical problems we just need to be sure we know what’s happening with little Nicolle. So I need you to bring her in today, as soon as possible.  Just stop at outpatient registration, and they’ll tell you where to go.  Make sure you bring her in, Mrs. Watkins. Even if she isn’t in pain right now, your child’s health is important.



Scene Six 

Teresa 

Narrator:

Enter Teresa, on-call service coordinator at Compassionate Home Care. After sitting in her chair staring at the floor for 5 minutes, at 7:05 Diana calls Teresa, her supervisor at Compassionate Health Care.  

Diana:

Hello, this is Diana. Something came up and I can’t come in today. I know I said I’d stay late, but I have some personal business I need to take care of. I’m sorry. You could try...

Theresa (interrupting):

Diana, do you have any idea how hard it is to find a relief now for 8am? And you have the nerve to be telling me this AFTER I called Milton and told him you’d be there till 5:00? (Sigh) I just don’t understand you people. You know Diana this is the second time this month you’ve called out, I’m beginning to think I can’t depend on you. We’ll have to talk about this when you come in tomorrow.

Diana:

Just find someone, OK?  I gotta go.

End of Real Play



Debriefing Questions

The trainer should stop at this point to discuss with the group their reactions, feelings, and thoughts about the play, including the following points:

1. Many personal assistants have complicated lives that force them to choose between the needs of the disabled person they work with, and their personal needs. Oftentimes they may not share these complexities fully even though they may have a very good relationship with that individual. What do you think about the situation Diana finds herself in?

2. What led to your initial impressions about Diana?  Does knowing more background about Diana and her situation change you opinion about her? Why/why not?

3. What do you think about the way Diana is going about trying to address her feelings and her problem? How is her way of addressing her problems similar or different from Milton’s?

4. Did she have other alternatives than not coming in (if so, what were they)?

5. If you were in the aide’s place, what would you have done?

6. What could Theresa Smith, the agency supervisor, do that would make things worse or better for Diana and Milton?



Teaching Tips

For the Real Play
The goal for this exercise is to help service coordinators and other supervisors understand that workers and consumers have problems sometimes, and that effective communication can make a significant difference in resolving them. The essential content to reinforce is:

1. Both workers and consumers with disabilities may be dealing with significant problems that make it challenging to manage their lives.

2. When people are stressed, they often take it out on the people closest to them or the people they most depend on.  

3. There was a problem with Milton and Diana that might have been avoided with more effective communication.  Communication is necessary for agencies, workers, and consumers to stay on the same page.

4. We don’t know the story behind people’s behavior until we hear what’s going on for them.

5. Listening to the cause of a problem from the worker’s and consumer’s perspectives can help to lay a foundation so that the supervisor, direct caregiver, and consumer can work together to find satisfactory solutions.


 Active Listening

· Good listening is essential to clear, effective communication and is of primary importance in intermediary supervision.

· “Body language” refers to the way people communicate non-verbally, through postures, facial expressions, gestures, and movement. Body language often communicates more clearly than words. Since people often respond to our body language rather than to our words, we must become more aware of our body language and learn to control it.

· Active listening (i.e., listening with full attention to the other person—including attentive body language) is the underlying skill in intermediary supervision for the following reasons:

· Being listened to attentively feels caring and helpful to the speaker.  Not being listened to, or being listened to in an inattentive manner, feels hurtful and unhelpful.

· When we listen with our full attention, we remember and understand more of what is being communicated. On the other hand, when we listen inattentively, we miss a great deal of what is being communicated.  



AMBIGUOUS PICTURE 
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It’s much harder to be…

…To see the whole picture.

“It is the incompleteness combined with the conviction of the rightness (accuracy) of their perception which is the source of potential problems.”


—Barry Johnson, 

Polarity Management, 1996

When an issue emerges involving a consumer and a worker…
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A PROBLEM TO BE SOLVED…

“Is like Catching a ball”

· Is not ongoing;

· There is a solution or an end point;

· There is an either/or choice between one or more options.

Problem Solving requires a certain skill set, including: 

· Quick Thinking

· Decisiveness

· Ability To Act

A DIFFERENCE TO BE MANAGED...

“Is like Juggling three balls”

· An ongoing issue;

· There are various perspectives;

· There is no one right answer.
A difference to be managed requires a certain skill set, including:

· Listening and Paraphrasing

· Pulling Back
· Ability to see and communicate the whole picture


ESSENTIAL COMMUNICATION SKILLS
The Two “P’s”: Pull Back and Paraphrase
PULL BACK 

The ability to gain emotional control in stressful work settings.  

· In home care supervision, you may be faced with challenging workers or clients, angry family members, disappointed co-workers, and many unanticipated situations. Building on the skills that you already have, it is critical to learn effective techniques for maintaining emotional control and evaluating a problem situation before responding.
· To Pull Back is to be able to pause, to get your emotions under control, and to clearly observe and assess the situation.  
· Good communication and problem solving can only come from clear and objective thinking.
· Your ability to handle a situation well will be determined by your ability to stay calm and think clearly.
· After pulling back for a moment, you can make sure you understand what’s going on and get additional information if necessary.



PARAPHRASE  

The ability to gather information, using active listening, reflecting back and clarifying questions.

· Paraphrasing and Asking Effective Questions are communication skills that focus on the importance of active listening, and clarifying and gathering information. The goal of using these skills is to connect with the other person and get the best information possible before taking action. 

· Paraphrasing is one part of a three-step listening process: non-verbal listening techniques; restating information to ensure that you have heard the person correctly; and asking questions to gather additional information.  

· Many people’s tendency is to move straight into problem solving without confirming the accuracy of information or gathering sufficient information. Active listening, paraphrasing and asking clarifying questions are essential before effective problem solving can take place.

· Listening is an active process that requires your participation.


Rewards of Paraphrasing:

When you paraphrase you will be rewarded five important ways:

· People deeply appreciate feeling heard.  

· Paraphrasing can stop anger and cool down a crisis because the focus is on clarification of information rather than on reacting to the situation.

· Paraphrasing prevents miscommunication–false assumptions, errors and misinterpretations can be corrected on the spot.

· Paraphrasing helps you remember what was said.

· When you paraphrase you'll find it much harder to fall into the traps that block listening, such as: the temptation to judge, interrupt, rehearse your response, spar, advise, derail, dream, etc.  Your focus (when you are not doing it in a mechanistic kind of way) is on really understanding what is going on with the other person.

EIGHT STEPS

Helping Workers and Consumers See the Whole Picture

A.  “Walk a Mile in Their Shoes”
1. Don’t contradict their reality

Don’t tell them they are wrong. They are relating their perception of events, which is their reality.

2. Confirm their reality

Use “2Ps” to hear the situation from their point of view. If you can see another’s point of view, they are more likely to accept an invitation to see the other side.

B.  Help Them See the Whole Picture

3. Paraphrase their perspective

Reflect back to them what you heard to make sure you got what they said and let them know you really heard it.

4. Present other point of view for consideration

Offer some aspect of the other person’s story that may shed some light on his/her actions, feelings, or behavior.

5. Ask if hearing the other side has an impact on their view of the 

         situation

Has anything that was “fixed” in their feelings or opinions shifted for them?

C.  Move Toward Resolution

6. Paraphrase again what you understand about their current   

perspective
Reflect back what you heard is different and what is the same.

7. Ask for ideas about what to do to resolve the difference.


Help him/her think about possible ways to address the issue, clarify the criteria for choosing, and determine what will be effective.

      8. Choose the best option

Support the employee or consumer in his/her choice. Go over key points to reinforce common understanding and ownership.


PULLING BACK

When Feelings Get in the Way of Listening

What behaviors / people/ situations trigger your emotions?

· The same problem over and over again

· A person refuses to take responsibility for the problem

· I feel personally blamed / attacked / defensive


· The sense that I am failing / have messed up

· The issue is too close to the bone for me

· I’m being blamed for something that isn’t my fault

· I think the other person is lying

· I think / know I’m right

· I think one person is right (and the other person is wrong)

· My idea was brilliant and the other person won’t accept it

· I think this will go on forever and I don’t have the time for it

· Someone’s behavior reminds me of my mother/spouse/ex, etc.

· When I’m tired, stressed, or just not in the mood

· Others…___________________________________________

_____________________________________________________



_____________________________________________________


_____________________________________________________



_____________________________________________________



_____________________________________________________
What is your method to calm yourself down—your Pull Back strategy?



COACHING SUPERVISION

Case Scenario

1. Anita is a 43-year-old woman with cerebral palsy. She lives alone and has no family and few friends. She describes herself as a private person who likes her life to be orderly and predictable.

She has received six hours of aide services daily through your agency for the past three years, three in the morning and three in the evening.  In the past she asked frequently for aides to be replaced, indicating that they did not perform tasks according to her standards. She gives few details. For the past nine months Anne has been her week-day aide, and Anita calls you periodically to tell you how much she loves her, asking each time, if it isn’t possible for her to work at least part of the weekend so that she doesn’t have to have anyone else in her home.

Over the past three weeks, however, Anita has called twice to complain about Anne. She says she’s beginning to think that Anne doesn’t have the maturity for the position, and she should have someone older. (Anne is 31). She is vague and indirect about the problems she is experiencing with Anne. When you ask if she wants to replace Anne, she says “maybe” and asks if you have anyone older who is as good as her.

Anne began working with Anita shortly after Anne was hired by the agency. She had no prior experience as an aide or personal assistant. The match with Anita seemed “made in heaven.”  She is soft-spoken, calm, and not easily rattled, and seems clearly committed to supporting Anita in whatever way she can—other than working weekends, which she will not do as that is her time for her children and church.

This past week when Anne came in to the office, she seemed anxious and upset. When you asked her if anything was wrong she said she was fine, but then asked what the leave of absence policy was. When you explained the policy she seemed to be distracted and not listening.
You want to gather more information to determine:

1. Is this a problem to solve or a difficulty to manage?

2. What is each person’s perspective on the issue?

3. Will they be able to resolve it, with your support, if they understand more about each other’s perspective?


TRAINER GUIDE

  “Back Story”

COACHING SUPERVISION

CASE SCENARIO

Anita has recently become involved with a man, Jerome. She is both nervous and excited about this new relationship. He is very different from her; not only is he able-bodied but he is outgoing, tells many stories about the people in his life, and has a lively sense of humor. He gets Anita out of herself, and she has been laughing for the first time in years.

Anita has become quite jealous when Jerome comes around during Anne’s evening shift. He has helped Anne transfer Anita, does the cooking when he is there, and likes to chat. Anita feels that Anne is flirting with Jerome. She even wore a dress to work this past week to impress him, and it worked—Anita saw Jerome looking at her legs when she bent over. She feels upset, betrayed, and nervous that she will lose Jerome to Anne.  

She thinks that Anne is stabbing her in the back, after they have been so close, and maybe it’s time for her to leave.

Anne has loved working with Anita, even though she drives her crazy sometimes with her pickiness and need for everything to be “just so.” She was really surprised when Anita informed her that she had a new boyfriend and that Jerome was coming over, as Anne had felt like family to Anita and thought surely this was something she would have known about. And frankly, she was shocked when she discovered the nature of their relationship. She doesn’t really approve, and all of a sudden Anita is OK with the routine changing, when she never would have tolerated Anne changing anything before.

And if that isn’t bad enough, Jerome has a fresh mouth and is leering at Anne—although she is doing her best to keep out of his way. She had to dress up one evening last week as her son, Steven, was auditioning for the youth gospel choir, and she was going to meet Steven there right after work. She saw Jerome trying to look up her skirt.  

She is so upset by all this, she thinks maybe it’s best if she takes some time off so she can think and pray on it.


Paraprofessional Healthcare Institute
Supervision as a Tool for Building Relationships
Participant Evaluation

1. What were the highlights of the program for you?

2. What would you recommend that we change if we were to offer this program again?

3. What did you learn about the needs of consumers with disabilities?

4. What did you learn about the needs of direct care workers who support consumers with disabilities?

5. What did you learn that feels new or significant to you about the role of a supervisor of direct care workers who support consumers with disabilities?


6.  We would like to know which parts of the program worked for you and which didn’t.  Please rate the program activities (by putting a circle or check on the number):

1=Worked very well
2=Worked moderately well
3=didn’t work at all

Introductory Exercise: 1st Awareness of Disability

1
2
3

Worker and Consumer “Real Plays”



1
2
3

Conversations about Agency Role



 1
2
3

Communication Skill Building:




Listening Exercise





1
2
3



“Being Right and Being Complete” presentation

1
2
3


“2 Ps” (Pull Back and Paraphrase)


1
2
3












Eight Steps to Managing the Difference


1
2
3

Case Scenario and Role Play



1
2
3

Other:
__________________________________________________

Other  __________________________________________________.


7.  Did you feel comfortable with the training approach/style?

8.  Did you feel comfortable with your own level of participation?

9.  Did you feel that time was used effectively?

10.  How do you think you might use the material presented at this seminar?  Please provide as much detail as you are able to.

OPTIONAL INFORMATION

Name___________________  Organization____________________

Phone________________________
 Email___________________________


Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Overhead/Handout: Goals and Objectives


Module 1; Activity 1





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Trainer Guide: Real Play Debriefing Questions- Consumer at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Trainer Guide: Real Play- Consumer at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout to Calvin: Real Play- Consumer at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout to Stan: Real Play- Consumer at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout to Teresa: Real Play - Consumer at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout to Guy: Real Play - Consumer at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Trainer Guide: Real Play Overview- Worker at the Center


Module 1; Activity 3





Handout for First Player Paulette: Real Play - Worker at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout to Paulette: Real Play - Worker at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout for Johnny: Real Play - Worker at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout for Teresa Smith: Real Play - Worker at the Center


Module 1; Activity 3





Handout for Fourth and Sixth Player Theresa Smith: Real Play - Worker at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout for Dr. Perry: Real Play - Worker at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Trainer Guide: Real Play- Worker at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Trainer Guide: Real Play Trainer Tips


Module 1; Activity 3





Supervisor as Intermediary 


Communication and Problem Solving Skills





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout: Ambiguous Picture


Module 2; Activity 6





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout: Active Listening


Module 2; Activity 5











Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout to Teresa: Real Play- Consumer at the Center


Module 1; Activity 3





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Participant Evaluation





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout: Being Right is Easy


Module 2; Activity 6





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout: Being Right is Easy


Module 2; Activity 6





Paraprofessional Healthcare Institute


Supervision as a Tool for Building Relationships


Handout: Pull Back and Paraphrase


Module 2; Activity 6





Pulling Back





Notice your internal reaction and judgments.





Freeze-frame it – put it aside.





Put your attention back on the other person





Paraphrase


To paraphrase means to state in your own words what you think  someone just said.  





Paraphrasing is absolutely necessary to effective listening.  It keeps you busy trying to understand and know what the other person means. 





When paraphrasing, repeat the statement in a positive way:  e.g.:   Person says:  “Don’t come that close.  You stink”.


 


Practice- Paraphrase this statement:  “You think that I have an odor.”
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