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Module 17. Abuse, Neglect, and Financial Exploitation

North Carolina PHCAST

DIRECT CARE BASICS

Module 17. Abuse, Neglect, and Financial Exploitation

Competencies
Consumers’ Rights, Ethics, and Confidentiality
· Identify types, examples, and indicators of abuse, including physical, psychological, and sexual abuse, neglect, and financial exploitation and methods to prevent them
· Explain the PHCA’s responsibility to identify, prevent, and report abuse, neglect, and financial exploitation

· Demonstrate ability to resolve conflict
Time

3 hours and 50 minutes [plus additional time for breaks and closing]
	Activities

	Teaching Methods
	Time

	1 Recognizing and Reporting Abuse, Neglect, and Financial Exploitation
	Interactive presentations, large-group exercise, pairs work, large-group discussions, and small-group work
	1 hour and 30 minutes

	2 Factors That Trigger Abuse: Life Influences, Job Challenges, and Client Behaviors
	Interactive presentations, role play, and small-group work
	1 hour 

	3 Preventing Abuse: Reducing and Resolving Conflict 
	Interactive presentations, pairs work, large-group discussion, small-group work and reporting
	1 hour and 20 minutes


Supplies
· Flip chart, markers, tape- (may use instructor prepared PPT. in lieu of prepared flip chart)
· Paper and pencils

· Index cards
· Teaching Tool, Activity 17.2: Alicia’s Horrible Day
Teaching Time: 3 hours and 50 minutes of teaching content [plus additional time for breaks and closing]
	Activity 1. Recognizing and Reporting Abuse, Neglect, and Financial Exploitation [1 hour and 30 minutes]


	Learning Outcomes: By the end of this activity, participants will be able to:
· Define abuse, neglect, and financial exploitation.

· Give examples of the three types of abuse—physical, psychological, and sexual. 

· Give examples of active and passive neglect.

· Give examples of financial exploitation.

· Describe signs of abuse, neglect, or financial exploitation.

· Explain the responsibility of the Personal Home Care Aide (PHCA) to report abuse, neglect, and financial exploitation.

· Describe the process of reporting abuse, neglect, and financial exploitation.


	Advance Preparation:

Prepare the following flip chart pages:

· “Learning Agenda” (Step 1)

· “Physical Abuse” (Step 6)

· “Psychological Abuse” (Step 7)

· “Sexual Abuse” (Step 7)

· “Neglect” (Step 7)

· “Financial Exploitation” (Step 7)

Prepare 5" x 8" index cards (or half-sheets of blank paper) with signs of abuse, neglect, and financial exploitation. On each card, write one bullet from the signs listed in Handouts 17.2 through 17.6.

	Teaching Tip

During this activity, participants may start to identify examples or signs of abuse that apply to them personally. For some, this may be the first time they have ever considered that they may be abusive or that they may be the victims of abuse. Be sensitive to signs of emotional discomfort or distress. Do not force every person to talk. And take a break if it looks like people need it.

Interactive Presentation [10 min]

1. Introduce module and review the learning agenda. 
LEARNING AGENDA:

Abuse, Neglect, and Financial Exploitation
· What are abuse, neglect, and financial exploitation?
· Types of abuse, neglect, and financial exploitation
· Signs of abuse, neglect, or financial exploitation
· Reporting abuse, neglect, or financial exploitation
· Stress triggers and how they can lead to abuse
· How to reduce tension and deal with difficult workplace behaviors and situations

	[PCS Activity 20.2]


	2. Introduce the topic. Note that participants will spend the next 90 minutes learning about abuse, neglect, and financial exploitation—what they are, how to recognize when they are happening, and the role of the PHCA in reporting cases of abuse, neglect, or financial exploitation. 


	

	3. Assess participants’ current level of awareness. Ask: 
What comes to your mind when you hear the word “abuse”?

After a few responses, note that abuse of elders takes many forms—physical, psychological, and sexual. Neglect and financial exploitation are other types of behaviors that can harm elders. Elder abuse, neglect, and financial exploitation cuts across all racial, ethnic, socioeconomic, geographic, and relationship boundaries. A national study estimates that one in every 25 older Americans is a victim of abuse.

	

	4. Apply the discussion above to their work environment. Ask participants: 

How do you think abuse, neglect, or financial exploitation would occur in direct care work?

After a few responses, review the following:

· Abuse can occur in at least three ways in direct care—abuse of the client by PHCAs, abuse of the client by family or friends, or abuse of the PHCA by client or family. 

· While most caregivers intend no harm, abuse happens more often than we think. Neglect may be the outcome of chronic staff shortages. Direct care work requires PHCAs to provide health care and emotional support to clients, which can be demanding. PHCAs perform these tasks under working conditions that can be stressful, and PHCAs may receive little support from supervisors. They may also find themselves the target of abuse from clients or family members. As stress increases, so does the potential for abuse.

The focus of this module is primarily on abuse, neglect, and financial exploitation of clients. However, it is important to know that PHCAs can also experience abuse, and this will be addressed briefly.


	

	5. Review PHCAs’ responsibility to report abuse, neglect, and financial exploitation. No matter why it occurs, abuse, neglect, and financial exploitation are harmful and unlawful. PHCAs are required to report situations that appear to be cases of abuse, neglect, or financial exploitation to their supervisors or to a higher authority. Therefore, it is important for participants to know what abuse, neglect, and financial exploitation are, what the signs are, and how to report.
Note that this activity will provide a general orientation to abuse, neglect, and financial exploitation. Once the participants start working for an agency, they should learn about their agency’s specific guidelines on reporting. 


	

	Large-Group Exercise [20 min]

6. Define physical abuse and brainstorm examples. Ask participants to close their binders for this brainstorming exercise. Post the prepared flip chart page with the definition of physical abuse and the examples (see Advance Preparation). Fold the paper so that the examples are hidden, or cover the examples with another piece of flip chart paper. Review the definition and then ask participants to brainstorm examples. After a few examples, reveal the list of examples on the flip chart page and review.
PHYSICAL ABUSE:

Hurting someone’s body on purpose, attacking, trapping, or punishing them.

Examples:

· Hitting, slapping 
· Punching, beating
· Hitting with an object
· Shoving, tripping 
· Pulling, twisting
· Scratching, biting, spitting
· Squeezing hard, pinching
· Burning
· Too hot water for bathing
· Too cold water for bathing

	


	7. Repeat this exercise for each type of abuse, neglect, and financial exploitation. Use the prepared flip charts for psychological abuse, sexual abuse, neglect, and financial exploitation. Spend about 3 minutes on each category. Post all the flip chart pages on the wall, where they can be seen by participants in the next exercise.
PSYCHOLOGICAL ABUSE:

Threatening to hurt, trap, or punish someone. Includes humiliating with words.

Examples:

· Yelling, screaming
· Threatening to punish
· Saying mean things or making fun of someone
· Talking to someone as if they were a child

· Leaving someone stuck in a place with no way to get out

· Ignoring questions, comments

· Being silent

· Humiliating someone

SEXUAL ABUSE:

Sexual touching or activity that is not wanted by the other person.

Examples:

· Assault
· Rape
· Sexual harassment
· Client touching sex organs of another client
· PHCA touching sex organs of client (when they don’t need to)
· Client or family demanding sexual contact with PHCA
· PHCA having sex with client who is unable to say no
NEGLECT:

Not doing something for someone, and it results in them being hurt.

Examples of Active Neglect:

· Not giving food or water on purpose
· Not taking someone to the toilet when you know they need to go
· Not giving medicine on purpose
· Ignoring calls for assistance
Examples of Passive Neglect:

· Repeatedly forgetting to help someone with an ADL
· Repeatedly not following safety rules
FINANCIAL EXPLOITATION:

Using the client’s money or things for your own benefit without permission.

Examples:

· Taking money

· Stealing

· Using a person’s things without permission

· Not listening when client complains of things being taken or missing

· Not returning proper change after shopping
· Tricking a client to sign documents that transfer money, property, or other valuables

	


	Pairs Work [10 min]

8. Give instructions for pairs work. Ask participants to form pairs. Explain that “signs of abuse, neglect, or financial exploitation” means the way a client looks or the things that he or she says or does that indicate they may be abused, neglected, or exploited. Randomly distribute the prepared cards for “signs of abuse/neglect/financial exploitation” (see Advance Preparation). Instruct participants to discuss the signs with their partners and decide which type of abuse, neglect, or financial exploitation these signs indicate. Then they will go to that flip chart page and tape the cards to the page.

	

	9. Give additional instructions. Note that some of these signs could indicate more than one type of abuse. Participants may get to their flip chart page and find that someone has already posted the same sign as the one they are holding. In that case, they should think about what other type of abuse it could indicate and go post it on that flip chart page.

	

	10. Conduct exercise. Allow 5 minutes for the pairs to work. 


	

	Large-Group Discussion [10 min]

11. Discuss the results of the pairs work. Starting with the flip chart page for physical abuse, review the signs cards that are posted on it. If there are duplicates, ask participants what other type of abuse could be indicated by those signs. If some of the signs are incorrectly placed, ask participants which type of abuse they describe. Continue until all five categories have been discussed. 

	


	12. Refer to handouts. Ask participants to open their binders now to Handouts 17.1–17.6. Note that these are the same as the flip chart pages that you posted and that they worked on. Explain that, by working together, they were able to draw from and build on their own knowledge as a group. These handouts can now serve as reference materials to help them remember what they learned.

	Handout 17.1: Abuse, Neglect, and Financial Exploitation

Handout 17.2: Physical Abuse

Handout 17.3: Psychological Abuse

Handout 17.4: Sexual Abuse

Handout 17.5: Neglect

Handout 17.6: Financial Exploitation.

	Interactive Presentation [10 min]

13. Emphasize the importance of reporting abuse. Note that an important role of the PHCA is to use his or her observation skills to notice the signs of abuse, neglect, and financial exploitation, and then report the situation to the appropriate person. Proper reporting of potential abuse is essential for prompt action to reduce harm to clients, family, and staff. Review Handouts 17.7 and 17.8 with participants. 

	Handout 17.7: Reporting Abuse, Neglect, or Financial Exploitation: Why It Is Important 

Handout 17.8: How to Report Abuse, Neglect, or Financial Exploitation

	Small-Group Work [10 min]

14. Set up and conduct small-group work. Put participants into five groups. Distribute Handout 17.9 to each participant. Assign one of the case scenarios to each group. Tell participants they will have 10 minutes to read the scenario and then answer the questions. Briefly review the questions to make sure they are clear. Allow 10 minutes for group work.
Teaching Option

If there is not enough time for group work and discussion afterwards, this exercise can also be conducted by reading the scenarios out loud and discussing them in the large group. 


	Handout 17.9: Case Scenarios: Abuse, Neglect, or Financial Exploitation


	Large-Group Discussion [20 min]

15. Facilitate reporting back to the large group. Starting with the first scenario, read it out loud and then ask the group that discussed it to briefly report the answers to their three questions. Guide them to describe the indicators objectively. If they chose to report, discuss to whom and how they would report it. If they chose not to report, discuss why not and what might happen as a result. 

	

	16. Continue with the remaining scenarios. Allow 4 minutes per scenario. Thank the groups for their efforts.
	


	Activity 2. Factors That Trigger Abuse: Life Influences, Job Challenges, and Client Behaviors [1 hour]



	Learning Outcomes: By the end of this activity, participants will be able to:
· Explain how life influences, job challenges, and client behaviors can potentially be triggers for abuse.



	Advance Preparation:

Prepare the following flip chart pages:

· “Stress Triggers” (Step 6)

· “Stress Triggers: Life Influences” (Step 8)

· “Stress Triggers: Job Challenges” (Step 8)

· “Stress Triggers: Client Behavior” (Step 8)

Make six copies of Alicia’s Horrible Day (scripted role play—see Teaching Tools). Also make six name tags—one for each “actor” in the role play (including you, the narrator). For each copy of the script, highlight a different actor’s parts, to make it easier for each “actor” to read their role.



	Interactive Presentation [5 min]

1. Introduce the topic. Now that participants have learned about abuse, neglect, and financial exploitation, they will focus on how to prevent them by increasing their awareness of the stress factors that can lead to various forms of abuse by themselves and others.

	[PHI: Draft Modules for Home Health Aide and Nurse Assistant Core Competencies, 2010 (unpublished). Activity 28.1]


	Role Play [10 min]

2. Introduce the role play. Explain that to focus on factors that can lead to stress in our lives, we will begin with a role play. Ask for five participants to help you with a scripted role play—all they have to do is to read their parts. 


	

	3. Prepare volunteers. Once you have five volunteers, distribute the prepared scripts for “Alicia’s Horrible Day,” and the appropriate name tag to each volunteer (see Advance Preparation). Ask the volunteers to read through their part of the script while you give instructions to the class. 

Teaching Tip 

It is helpful to the role players if their role is highlighted on their copy of the script. This makes it easier for people to know when to say their lines. It is also helpful to make the name tags large enough so that the names are clearly visible to participants. Ask the role players to line up in order of their appearance.
	

	4. Prepare the “audience.” Let participants know that the volunteers will be role playing “Alicia’s Horrible Day,” and that it is their job to look for the life influences that cause stress in Alicia’s life.

	

	5. Conduct the role play. Introduce the cast. Then begin the role play.

	


	Interactive Presentation [10 min

6. Introduce stress trigger categories. Explain that before you discuss the role play, you want to introduce three categories, or types, of “stress triggers.”  Note that “stress triggers” are anything that can cause a situation to become stressful. Post the prepared flip chart page and distribute Handout 17.10. Briefly define the three areas of stress factors.
STRESS TRIGGERS 

· Life influences

· Background

· Current life situation

· Job challenges

· Training and preparation 

· Coworkers and Supervisors

· Work environment

· Client behavior


	Handout 17.10: Categories of Stress Triggers


	7. Ask for examples for each category of stress triggers from the role play. Ask participants:
What is one “life influence” that they observed in the role play that triggered stress for Alicia?

What is one “job challenge” that triggered stress?

What is one “client behavior” that triggered stress?  

Teaching Tip

You are asking for only one (or two) examples to help make it clear what the trigger  categories are. Participants will continue to discuss the role play and these trigger categories in their small groups. 


	

	Small-Group Work [20 min]

8. Post the prepared flip chart pages around the room. Make sure there is enough space around each flip chart to allow one small group to stand near the paper and work on it together.
STRESS TRIGGERS: Life Influences 

STRESS TRIGGERS: Job Challenges 

STRESS TRIGGERS: Client Behavior 


	


	· After five minutes you will ask them to rotate clockwise to the next flip chart page (taking their markers with them!). The team will then review what the previous team brainstormed and add to the list. Each team will have about five minutes to add to the list.
· The groups will rotate one more time, so that all teams have worked on all three flip chart pages.


	

	9. Assign each team to a flip chart page and ask them to start. Quickly go to each group to confirm that they understand the task. Announce when five minutes have passed (from when they started working) and ask groups to move to the next flip chart page. Announce again when another five minutes have passed. Call time after 15 minutes of group work.

	

	Interactive Presentation [15 min]

10. Facilitate review of the flip chart pages. Thank participants for their efforts and ask them to take their seats. Beginning with the “Life Influences” flip chart page, read the list aloud. Ask which stress triggers apply to the role play of “Alicia’s Horrible Day.”
Teaching Tip

Don’t hesitate to ask for help reading the participants’ handwriting on the flip charts. Likewise, we do not suggest asking a participant to read a flip chart for which he or she was not the primary writer—it can be awkward. 

If necessary, add examples from Handout 17.11 that were not included on the participants’ list.


	

	11. Repeat with “Job Challenges” and “Client Behavior.” 


	

	12. Debrief the role play. Ask participants:
What could happen if Alicia does not do something about the stress triggers in her situation?  

Do you think she is at risk to abuse, neglect, or financially exploit someone?


	

	13. Summarize the role play debriefing. Explain that, for Alicia, stressful life influences, job challenges, and client behavior can create stress triggers, which could lead Alicia to do something she would probably later regret. Make the connection that Alicia is no different than yourself or any of the participants. Everyone has stress in their lives that, if unmanaged, could lead to abuse, neglect, or financial exploitation.

	

	14. Distribute Handout 17.11. Note that there are many possible stress triggers in our lives. Note also that participants listed many of these triggers in their group work. 
Teaching Tip

Note that you have covered most of the triggers during the group reporting and discussion.  It is not necessary to talk about each one.

	Handout 17.11: Examples of Stress Triggers

	15. Summarize. Explain that this activity was meant to make us aware of our potential stress triggers, because we have to become aware of them before we can do something about them.

	


	Activity 3. Preventing Abuse: Constructive Conflict Resolution [1 hour and 20 minutes]



	Learning Outcomes: By the end of this activity, participants will be able to:
· Describe how conflict happens at work and its role in abuse, neglect, and financial exploitation.

· Identify steps to help them reduce tension and deal with difficult workplace behaviors and situations.



	Advance Preparation:

Prepare the following flip chart pages:

· “What Does Conflict Mean to You?” (Step 1)

· “What Causes or Contributes to Conflict?” (Step 3)

· “Conflict at Work” (Step 4)

· “Thinking About Our Conflict Strategies” (Step 7)

· “Steps to Reduce Tension and Resolve Conflict” (Step 10)

Decide if you want to add 20 to 30 minutes to this module, in order to conduct role plays for the conflict resolution scenarios (Step 20).



	Interactive Presentation [25 min]

1. Facilitate brainstorming. Tell the group that this exercise is about exploring what each of us believes about conflict. Display the prepared flip chart page:
What Does Conflict Mean to You? 

Then ask:

What words come to mind when you think of conflict? 

Record what participants share on the flip chart page. If necessary, prompt for positive words related to conflict.

Teaching Tips

Words that are likely to be suggested include: fighting, anger, yelling, hurt, tension, cursing, trouble, disagreement, and punishment. To elicit positive words and expressions associated with conflict, ask:

Can you think of any positive words you associate with conflict?  

Then prompt with a few examples: clearing the air, resolving disputes, energy, release, and hearing each other’s point of view.
If participants still have difficulty coming up with positive words, ask if anyone has ever had a conflict that had positive outcomes. Explore with them what happened as a result of the conflict. Give an example from your own life. Highlight the resolution that was beneficial to both parties involved.


	[PHI: Draft Modules for Home Health Aide and Nurse Assistant Core Competencies, 2010 (unpublished). Activity 28.4]

	2. Explore how conflict occurs in caring relationships. Distribute Handout 17.12. Explain that this is a diagram of how little things can grow and grow until they reach a point where the issue cannot be avoided. Validate that tensions and disagreements are bound to arise in even the most caring of relationships and organizations. Unresolved stress and different points of view over anything in life—past or present, at home or at work—can lead to disagreements, which may lead to explosive emotions. Explain that the best abuse prevention is to recognize our stresses and to resolve them before we and others reach the trigger point—the point at which abuse may occur. The next best strategy to prevent abuse is to handle conflicts constructively and effectively, as they occur.

	Handout 17.12: Disagreements and Tensions Can Arise in Caring Relationships

	3. Explain various causes of conflict. Display the prepared flip chart. Briefly review “Teaching Tips” on each of these points.
What Causes or Contributes to Conflict?

· Miscommunication

· Different values—culture, race, ethnicity, beliefs

· Different expectations 

· Different objectives

· Different ways of doing things

· Different personalities
Teaching Tips

If you have time, you can expand on each point, as follows:

Miscommunication. Many conflicts are due to miscommunication. For example, I say one thing and it may not be exactly what I meant. Also, what we hear is interpreted by our own perceptions, needs, and current preoccupations. 

Different values. Values may be based on generational differences. Conflicts arise when the generations clash about “the right way” to do something. The same can happen when people of different religions and cultural backgrounds have different views about how to behave and act. 

Different Expectations. Many conflicts arise because people aren’t clear about what is expected of them. Supervisors cannot expect PHCAs to be successful if expectations are not clearly stated. Sometimes differing expectations occur between coworkers or between a client and a PHCA. 

Different Objectives. Each PHCA has his or her own agenda for the day. Some are focused on getting the workday over with and heading home; some care most about socializing; and some want the satisfaction of providing great care to clients. These different focuses can create tension and conflict. 

Different Ways of Doing Things. To illustrate this, pick a common landmark in the area, such as a shopping mall. Ask one participant how to get there. Then ask if anyone else has another route. Ask which is best. Then highlight that “different does not mean wrong.” Both routes get to the same place. But these differences in how we do things can sometimes cause conflict.

Different Personalities. Ask if anyone can think of a certain type of person who is hard to work with. Invite a few answers (without naming names!) and then ask, “Are these personality types similar to yours, or very different?” The type of personality that gets on our nerves is likely to be a bit different from our own. It is important to realize that our personality type is likely to get on someone else’s nerves as well.


	

	4. Focus on what causes conflict at work. Explain that in addition to the reasons just discussed, conflicts can arise because of the conditions at work. Display and review the prepared flip chart page.
CONFLICT AT WORK…

· Lack of information, skills, and/or supports 

· Trying to handle tasks and situations without adequate training or supplies

· Surrounding pressures

· Staffing and scheduling issues 

· Crises and loss in client lives

· Crises and loss in our own lives


	

	5. Wrap up the presentation. Acknowledge that everyone has to cope with challenging people and situations at times in their lives. Highlight that this is why it is so important to have strategies and skills that help us manage our own feelings and interact positively with others, even during difficult times. Also note how important it can be to understand the underlying causes of conflicts in order to resolve them constructively and to not take them personally. Explain that participants will learn how to better understand these underlying causes by using the communication skills they learned earlier in the training.
	

	Pairs Work and Large-Group Discussion [15 min]

6. Explore the “control” issue. Ask participants: 

How many of you wish you could control others in your life? Raise your hand.

Then ask:

How many of you have been really successful at that?

Teaching Tip

Chances are that the first question will get almost everyone to raise their hands, and most hands will go down after the second question. 

Explain that we can achieve the greatest success by focusing on controlling our own actions and what we say. Note that the next exercise will focus on how participants can respond to conflict situations more constructively and effectively.

	

	7. Form pairs and give instructions. Tell participants that in this activity they will explore their own personal styles in a conflict situation. Ask participants to find a partner. Display the prepared flip chart page:
THINKING ABOUT OUR CONFLICT STRATEGIES…

1. How do you handle conflict? 

· Avoid it? 

· Let it simmer until it explodes?

· Avoid it, but become resentful?  

· Address issues quickly and openly? 

· Jump in aggressively? 

2. How successful is your approach? 

3. What would help you handle conflict more effectively? 


	

	8. Begin pairs work. Instruct the pairs to answer the three questions on the flip chart and discuss their responses with one another. Give them four minutes to discuss.

	

	9. Ask participants to return to the large group and share highlights of their discussion for each question. Emphasize that each person has unique ways of handling conflict—and so each of us will have different issues that we may want to work on. However, the goal for all of us is the same: to resolve our concerns as much as possible, and to do it in a way that builds and maintains positive relationships with others.

	

	Interactive Presentation [15 min]

10. Introduce steps to resolve conflict at work. Distribute Handout 17.13. Note that the first page summarizes what you have discussed so far about conflict at work. Ask participants to look at the second page. Tell participants that they will explore some skills they can use to help defuse and/or resolve conflict situations. Post and review the prepared flip chart:
STEPS TO REDUCE AND 
RESOLVE CONFLICT
1. Use effective communication skills. 
2. Acknowledge the other’s viewpoint.
3. Pull back and think before you speak.
4. Respond constructively-- choose your words carefully. 
5. Propose a negotiation.

Explain that these five steps can help us calm things down and resolve situations where one or more people have been “triggered,” and the situation is, or could quickly become, dangerous. 

Emphasize that there is no such thing as winning an argument—there is only winning an agreement that addresses everyone’s concerns and builds a good relationship.


	Handout 17.13: Exploring Conflict at Work

	11. Discuss using effective communication skills as a way to calm things down. Distribute and briefly review Handout 17.14. Note that asking questions and paraphrasing stop us from immediately reacting to someone with hurtful words that could add to the tension and conflict. Through paraphrasing, you can validate the other person’s feelings and soothe them with comments such as “I can understand why you would be upset,” etc. Paraphrasing also gives you a chance to check in with the other person and be sure you are understanding them correctly.
Teaching Tip

Remind participants that this is a review of the communication skills they covered in Module 5.

	Handout 17.14: Effective Communication to Calm Things Down

	12. Discuss pulling back as a way to decrease tension in a situation. Explain that participants will now review another skill that can help them avoid misunderstanding and miscommunication: pulling back.
Distribute and briefly review Handout 17.15. Note how important pulling back is in tense situations.  Participants have to remember that they are healthcare professionals and must act accordingly.

	Handout 17.15: Pulling Back—Think Before You Speak

	13. Discuss how to respond constructively. Distribute and review Handout 17.16. Then read the following scenario to highlight the importance of the first bullet—“Avoid jumping to conclusions.” Ask participants to listen carefully to the interaction between Sara and Gail.
Sara is a quiet PHCA who keeps to herself and doesn’t socialize with others at the group home where she works. 

One day, others notice that she’s on her cell phone every 20 minutes, and she’s being clumsy in her tasks. Three hours into the shift, one of the residents complains to Gail, another PHCA. The resident says that Sara hasn’t even bothered to visit her and help her with her shower. Gail reports to the supervisor that Sara is neglecting her residents and spending all her time on the phone. 

As Sara walks by, the supervisor calls her over and says, “I understand you’re having trouble with your work today.” Gail jumps in, “Yeah! What’s the matter?! I shouldn’t have to take care of your residents! Why can’t you do your job?” 

Sara apologizes awkwardly and says she’ll take care of everything. Gail is not satisfied and insists, “Oh yeah, does that mean you’re not going to spend the whole day on the phone too?!”

Sara looks panicked, with tears held back in her eyes, “My Mom’s dying and I have to know what’s happening with her, but I can’t afford to miss work.”


	Handout 17.16: Respond Constructively

	14. Debrief. After reading the scenario, ask: 

What strategies could Gail have used to avoid jumping to conclusions with Sara? 

How would that have made things different in the end?


	

	15. Review the other bullets in Handout 17.16. Note that the way we respect another person is by imagining a situation from their point of view—and believing that their point of view has some value. How we respond to people and situations will determine whether the outcome is positive or negative. We’re not responsible for what others say or do, but we are responsible for how we choose to respond to people and situations.

	

	16. Introduce conflict resolution. Distribute Handout 17.17. Explain how each of these steps can help to calm a situation. “Brainstorm possible solutions together” engages the other person as a fellow problem-solver and helps them “own” any resolution. “Reach agreement on the best solution” strengthens each person’s commitment to the outcome. “Compromise” allows one or both parties to show generosity. “Work on the solution together” can ensure real follow-up that addresses stresses.

	Handout 17.17: Conflict Resolution—Propose a Negotiation

	Small-Group Work and Reporting [25 min]

17. Introduce and set up small-group work. Explain that participants will now practice their conflict resolution skills with case scenarios. Divide participants into five groups. 

	

	18. Give instructions. Ask participants to go back to Handout 17.9. Assign one scenario to each group. Refer to the flip chart with “Strategies for Reducing and Resolving Conflict” and explain that the groups will have ten minutes to re-read the scenario and discuss how they could use these strategies to resolve the situation constructively and effectively. 

	

	19. Begin group work. While the groups are working, circulate around the room to check in with each group and answer questions. Announce when there are three minutes remaining, and again when there is one minute left for participants to complete the exercise. 

	

	20. Debrief. Ask each group to read their scenario and share their strategies to resolve the situation.
Teaching Option

If you can add 20 more minutes to this module, you can ask the groups to role play their scenarios and the conflict resolution strategy.


	

	21. Review. Refer back to the flip chart from Step 10. Emphasize the importance of following the steps to conflict resolution, and how important this process is to establishing good relationships. 

	


Teaching Tool, Activity 17.2
Alicia’s Horrible Day
Role players: 
They should line up in the order in which they appear in the 
role play. The Narrator introduces each role player.
Narrator (the instructor)



Supervisor 


Alicia






Mrs. Davis

Grandparent





Harold

Narrator:  Alicia is a PHCA who works at a group home and also happens to be a single mother of two young children.  As she prepares for work one day, she gets a phone call from her grandmother (or father). 

Grandparent (pretends to be on the phone):  Alicia, Alicia, honey? It’s Grandma. I hate to do this to you, but I forgot about my appointment with my physical therapist clear across town. I just can’t watch Susie and Sally this afternoon.

Alicia (very upset):  But Grandma, what am I going to do? I can’t miss work! They called me in! I know how short they are this afternoon! They are counting on me! 

Grandparent (in a loud tone of voice):  Listen, young lady. I’m sorry, but remember, when I agreed to watch the kids, I said that sometimes things would come up in my schedule that might get in the way.  

Alicia:  Never mind! I’ll think of something. (hangs up) 

Teaching Tool, Activity 17.2

Alicia’s Horrible Day (page 2)
Narrator:  Alicia tries calling several people, hoping to find someone to watch her daughters. 
Alicia (while the narrator is speaking, she pretends to frantically call anyone she can think of to see if they can take care of her kids while she’s at work).

Supervisor (looking at her watch and dialing the phone):  I wonder where Alicia is. She’s late and her phone is still busy… She promised us she would be on time. I’m counting on her to be here!

Alicia (on the phone):  Oh, thank you Mrs. Smith! Grandma said you always come through in a pinch! How can I ever thank you? You will be here in 15 minutes? That will be great! (Hangs up and then says to herself) Now, I hope my car will start!
Alicia (mimes driving):  Hope there aren’t any cops out this afternoon. At this speed, I will only be a half hour late!

Narrator:   The first person Alicia meets when she gets to work is her supervisor.

Supervisor (scowls at Alicia when she enters):  Alicia, where have you been? Mary refused to cover for you again and so Dave had to fill in. They are not happy with you. I’ve been trying to call you for the past hour. If you were going to be late, why did you offer to come in? Now everyone here is on edge because we expected you a half hour ago. We need to talk about this later. (Supervisor storms off in a huff.)

Teaching Tool, Activity 17.2

Alicia’s Horrible Day (page 3)
Alicia (talking to herself): I hope I won’t get written up for this. I really, really need this job since Joe left me and the girls. And now my supervisor is going to make things difficult for me. She really looked mad.

Narrator:  Next, Alicia runs into Mrs. Davis, who is visiting her father at the group home.

Mrs. Davis:  Excuse me, Miss, why are there no paper towels in my father’s room? There are never enough supplies in this place!

Alicia (turning away from Mrs. Davis):  I’ll look into it, Mrs. Davis!

Narrator: And now Harold, who lives in the group home, comes up to Alicia.

Harold (one of the group home residents):  Alicia, Dave has been bothering me all day—getting right in my face! But I showed him a thing or two. POW! Right in the kisser. I knocked him flat! 

Alicia (bursts into tears):  Oh Harold, not this—not on top of everything else today! I haven’t been trained to deal with things like this.
Harold (bursts into tears too):  I’m sorry!
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� This module is adapted from Adult Abuse and Neglect Prevention Training, developed by BEAM in cooperation with the Michigan State University and the Michigan Office of Services to the Aging, (� HYPERLINK "http://phinational.org/training/resources/adult-abuse-neglect-prevention-training/" �http://phinational.org/training/resources/adult-abuse-neglect-prevention-training/�) and from Providing Personal Care Services to Elders and People with Disabilities, PHI 2009, � HYPERLINK "http://phinational.org/training/resources/pcsc" �http://phinational.org/training/resources/pcsc�.; NC PHCAST team made adjustments as needed.





� This curriculum is an open source document, licensed under the Creative Commons Attribution-Noncommercial-Share Alike 3.0 Unported License (� HYPERLINK "http://creativecommons.org/licenses/by-nc-sa/3.0/legalcode" \t "_blank" �http://creativecommons.org/licenses/by-nc-sa/3.0/legalcode�). Individuals and organizations are free to use and adapt this curriculum, in whole or in part, for noncommercial use, as long as there is full attribution to PHI (� HYPERLINK "http://phinational.org/" \t "_blank" �http://PHInational.org�) and other original authors. You may distribute the resulting work only under the same or similar license to this one. 
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