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Module 5. Professionalism, Teamwork, Time and Stress Management


North Carolina PHCAST

INTRODUCTION TO DIRECT CARE WORK

Module 5. Professionalism, Teamwork, 

Time and Stress Management

Competencies
Roles and Responsibilities of the Personal Home Care Aide; 
Interpersonal Skills
· Describe how to demonstrate professionalism and responsibility, including in timeliness and appearance 
· Describe the role of the direct-care worker in relation to other members of the care team in various long-term care settings 
· Describe how to demonstrate use of time-management and organizational skills 
· Identify signs of stress in self and others, and identify stress reduction techniques 
Time

2 hours
	Activities

	Teaching Methods
	Time

	1. Professionalism
	Interactive presentation, small-group work and reporting, and large-group discussion
	45 minutes

	2. Teamwork 
	Interactive presentation, small-group work and reporting
	25 minutes

	3. Time Management 
	Interactive presentation


	20 minutes

	4. Job-Related Stress and Causes
	Interactive presentation, large-group discussion, pairs work, and go-round
	30 minutes


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

· Teaching Tool, Activity 2—Members of the Client’s Team
	Activity 1. Professionalism [45 minutes]



	Learning Outcomes:  By the end of this activity, participants will be able to:
· Define professionalism in direct care work.

· Explain the importance of timeliness and appearance in direct care work.
· Explain the importance of calling in when they are sick or will otherwise not be able to get to work.


	Advance Preparation:
Prepare a flip chart page with “Learning Agenda” (Step 1) 
Prepare four flip chart pages with the small-group assignments (Step 3):
· What personal things should I take care of so I’m not distracted at work?
· What should I do the day/night before to help me get there on time?

· What should I wear? What should I not wear?

· What do I need to know so I’m ready to work when I get there?




	Interactive Presentation [10 min]

1. Introduce the module and review the learning agenda.

LEARNING AGENDA:

Professionalism, Teamwork, 

Time and Stress Management
· Key elements of professionalism for Personal Home Care Aides (PHCAs)
· Elements of teamwork (4 C’s and an R)

· Who’s on the client’s team?
· Getting things done by managing time

· Taking care of yourself by managing stress 

	[PHI-PCS Activity 2.3, Professionalism]



	2. Define professionalism. Explain that professionalism may be an unfamiliar term. Ask what it means to participants. After a few responses, distribute Handout 5.1 and review. 

	Handout 5.1: Professionalism: Doing a Good Job

	Small-Group Work [10 min]
3. Set up small-group work. Explain that participants will now focus on four specific areas of professionalism(their appearance, being on time, being ready to work when they arrive, and taking care of home and personal issues so they are not distracted at work. Divide participants into four groups and give each group one of the prepared flip chart pages (below) and a marker. Ask each group to write down everything that comes to mind in their assigned area, with one person serving as the recorder for the group. Ask them to be prepared to report to the rest of the group.
What personal things should I take care of so I’m not distracted at work?

What should I do the day/night before to help me get there on time?
What should I wear? What should I not wear?

What do I need to know so I’m ready to work when I get there?


	

	Small-Group Reporting and Large-Group Discussion [15 min]
4. Facilitate reporting back to the large group. Ask each group’s reporter to post the group’s flip chart page and read it aloud to the large group. After each group’s report, ask if anyone has questions, comments, or would like to add something to the list.

Teaching Tip

There may be some overlap between the group reports. For example, planning for childcare could be both a “personal thing to take care of” and an item that falls under “what to do the day/night before.” If it is reported by both groups, simply note that both are correct.


	

	5. Summarize the discussion. Thank the groups for their work. Review Handout 5.2 to summarize the discussion, noting ideas that were not brought up in the group discussion. Note that all of the preparation steps are part of being professional. Although the preparation steps may change on different days or for different clients, it is important to know what is involved in getting ready for a workday.

	Handout 5.2: Getting Ready for Work

	6. Review Handout 5.3. Discuss how to use this to organize for work.


	Handout 5.3: Work Schedule and Contact Information

	Large-Group Discussion [10 min]
7. Lead a discussion on elements of a professional introduction. Ask participants: 
When you introduce yourself to someone you are meeting in a work relationship, what information should you include? What is important to do and to keep in mind?


	

	8. Review key points. After a few responses, review Handout 5.4. 


	Handout 5.4: Your First Meeting with a Client


	Activity 2. Teamwork [25 minutes]



	Learning Outcomes:  By the end of this activity, participants will be able to:
· Describe the benefits of working as a team.

· Identify the members of the care team in various long-term care work settings. 

· Describe the role and explain the importance of the PHCA as a member of the team in person-centered care.



	Advance Preparation:

Prepare flip chart pages for:

· Teamwork (Step 1)
· Members of the Client’s Team (Step 5)


	Interactive Presentation [10 min]

1. Define teamwork. Ask participants what “teamwork” means to them.  After a few responses, note that a basic definition is two or more people working together for a common goal.  Post and review the prepared flip chart page, noting the elements of team-building.
 
TEAMWORK:

Two or more people working together toward a common goal

TEAM-BUILDING:

4 Cs AND AN R

· Common goal

· Communication 

· Cooperation 

· Clarity

· Respect

	[PHI-PCS Activity 2.2, Teamwork and Team Building]



	9. Identify a common example of a “team” and apply the “4Cs and an R” to it. Ask participants to identify a team that they are all familiar with. Then ask them to give examples of how each of the team-building elements apply to that team. 
	

	3. Discuss the purpose of the client’s team and who is on it. Working on a team requires having a common goal. When a team works well together, it can provide far better, more comprehensive care to a client than individuals working separately. In all direct care settings, there is a team in place, and every team has one MVP (most valuable player)—the client. Ask:
What do you think is the common goal in providing long-term care services for an individual?

[Responses may include: to provide quality person-centered care, to keep the client as healthy as possible, to make the client happier, to help the client live independently, etc.]

	

	Small-Group Work and Reporting [15 min]

4. Give instructions. Divide participants into groups of three. Ask them to list all the different types of workers who are involved in the client’s care team. Note that they should consider a variety of work settings--home care, assisted living, group homes, adult day services, and consumer direction. Explain that they will have 5 minutes to make their list. 

	

	5. Facilitate reporting back to the large group. Ask one group to volunteer to start. Ask them to name one type of worker who is part of the client’s team. List on the prepared flip chart page. Quickly go to another group, and continue until all groups have reported once. Then go around again until all the groups have listed all of their team members. (Although not officially “workers,” the client and the client’s family should be included on this list.) 
MEMBERS OF THE 

CLIENT’S TEAM 

	

	6. Highlight the PHCA’s role. Ask participants:
Which position do you think has the most contact with the client? [Answer: the PHCA!] 

Explain the key role the PHCA plays for the client and the team.

	

	7. Review Handout 5.5. This provides descriptions of each position listed on the flip charts. The lists are separated by those workers with direct contact with the client, and those with indirect contact. Remind participants about the elements of team-building and the importance of being aware of all the people who play a role in the client’s well-being.

	Handout 5.5: Members of the Client’s Team 




	Activity 3. Time Management [20 minutes]



	Learning Outcomes:  By the end of this activity, participants will be able to:
· Define “time management.”

· Define “prioritize” and describe how to do it in their work.
· Explain why time management is important in direct care work.


	Advance Preparation:

Prepare a flip chart page for “Prioritizing” (Step 2)


	Interactive Presentation [20 min]
1. Define “time management.” Ask participants:
What does time management mean to you?

After a few responses, explain that “time management” means figuring out what to do and when, so that things get done when they need to be done. Not getting some tasks done on time can put the client at risk.


	[PHI-PCS Activity 21.2, Managing Time]



	2. Define “prioritizing.” Ask participants the following question. After a few responses, post and review the flip chart page.
What does “prioritizing” mean to you? What do you think it has to do with time management?
PRIORITIZING 

Putting tasks into 3 Categories:

· Things that have to be done immediately

· Things that need to be done by a certain time

· Things that would be nice to do, if there is enough time 

	

	3. Invite participants to share their knowledge and experience. Ask:
How do you prioritize tasks in your own life? 


	

	4. Note that for direct-care work, the key is figuring out which tasks are most important. Ask:
What tasks do you think would be most important when assisting a client? 
[Desired response: Those that affect the client’s safety and health.]


	

	5. Explain that PHCAs have two important tools for setting priorities--the care plan and the client. The care plan identifies the tasks or services to be provided, and sometimes it indicates when things need to be done and even how much time should be spent. (In consumer-directed settings, what needs to be done and when are almost always directed by the client.) Regardless of the setting, talking with the client about his or her priorities will also help the PHCA plan their work.

	

	6. Review Handout 5.6. When you get to the section on “Being Organized,” ask participants to brainstorm ideas about what it means to “get ready” to do direct care tasks. Discuss how getting ready and cleaning up can help them to manage time better.
Teaching Tips 
Examples of the impact of being organized on time management:

· Getting ready to assist with a shower: consider the difference between bringing towels, soap, lotion, and clothing with you when you accompany the client to the shower, vs. having to make a separate trip out of the bathroom to get each item.
· Cleaning up after each task: consider the difference between putting cleaning items away after each task is completed, vs. leaving them all out and suddenly having to race around the house putting things away when it’s time for you to leave.
	Handout 5.6: Managing Time: Setting Priorities




	Activity 4. Job-Related Stress and Causes [30 minutes]



	Learning Outcomes: By the end of this activity, participants will be able to:
· Identify common causes of stress.

· Identify signs of stress.

· Explain the importance of reducing stress.
· List three ways to reduce stress in their lives.



	Advance Preparation: 
Prepare a flip chart page for “Ways to Manage Stress” (Step 4).



	Interactive Presentation [10 min]

1. Explore participants’ understanding of stress. One common result of NOT managing time well is stress. Ask:
What does the word “stress” mean to you?

Do any of you ever feel stressed?
What causes it?

	[PHI-PCS Activity 21.3, Managing Stress]




	2. Discuss causes of stress. Note that stress is often connected to changes in our lives. Many of these causes of stress are “good” changes. One way to think about situations that cause stress is to put them into two categories—predictable and unpredictable. Review Handout 5.7 and discuss how the situations on the handout can cause stress in participants’ lives.

	Handout 5.7: Stress and What Causes It



	3. Discuss the need for self-awareness in managing stress. Note that we each experience stress differently. Knowing when our stress levels are hurting us rather than helping us—i.e., self-awareness—is the first step in managing stress. Review Handout 5.8.


	Handout 5.8: Signs of Stress



	Large-Group Discussion [10 min]

4. Brainstorm ways that participants deal with stress. Explain that the focus will now shift to techniques for managing stress. It is important to recognize that stress is a part of life and cannot be eliminated—but it can and should be managed so that it is helpful and not harmful. Ask participants to brainstorm all the ways that they try to reduce stress in their lives—whether at work or at home. List their ideas on flip chart paper.  
WAYS TO MANAGE STRESS

	

	5. Review Handouts 9 and 10. Review the stress management “tips” of typical PHCAs. Note any that were not mentioned in the brainstorm list. Note that you will skip the individual strategies assignment on Handout 5.9 for a moment and review Handout 5.10. Note that eating balanced meals and nutritional food are important not only for clients but also for PHCAs to maintain their health, their energy, and their ability to manage stress.

	Handout 5.9: Ways to Manage Stress

Handout 5.10: MyPlate and Nutritional Strategies

	Pairs Work and Go-Round [10 min]

6. Quickly form pairs. Ask participants to help each other identify at least one strategy that they can use in the next week and write it down at the end of Handout 5.9.

	

	7. Go-round.  Ask participants to share their strategy with the large group. 

	

	8. Summarize. Thank participants for their sharing. Explain that people often see stress management strategies as luxuries—things they would do if they had more time or more money. But NOT doing activities that are energizing or relaxing may make people more tired and more stressed. Keeping or adding those things back into one’s life is important for relieving stress, increasing one’s energy, and doing a good job. 

	


Teaching Tool, Activity 2
Members of the Client’s Team

Clients( Clients (and/or their representatives) are the most important members of the team! Clients should be involved in making decisions about their care and be encouraged to express their feelings and desires. Due to cognitive impairments, sometimes clients are limited in their ability to make decisions but all efforts should be made to include the client (and/or their representative) to the greatest extent possible.

The Client’s Family(The client’s family often contributes to the planning of the care as part of the team. When the client has significant cognitive, mental, and/or physical limitations, a family member may be the designated “surrogate/representative” who makes decisions on the client’s behalf.
Direct Contact

Direct Care Workers: Personal Home Care Aides and Nurse Aides(Direct care workers spend more time with clients than other members of the health care team; they are the “eyes and ears” of the team. Other team members will rely on the direct care worker to report changes in the client’s condition or behavior. 

Nurses(There are three kinds of nurses:

Registered Nurse (RN)(Registered nurses are licensed professionals responsible for providing skilled nursing care and developing care plans for clients. The nurse assigns tasks and supervises the direct care worker’s daily care of the client.
Nurse Practitioner (NP)—These are advanced registered nurses who manage a broad range of health problems. They usually emphasize primary care and health promotion.
Licensed Practical Nurse (LPN)(Licensed practical nurses are licensed professionals who participate in treating clients and giving them medicine. LPNs may also supervise direct care workers under the supervision of an RN.

Doctors(Doctors (physicians) are licensed professionals who diagnose disease or disability and prescribe treatments. 
Physician Assistant (PA)—PAs are licensed to practice medicine under the supervision of a physician. 
Members of the Client’s Team (page 2)

Social Workers(Social workers are professionals who help clients with complex social problems (relationships with others, family issues, financial problems, housing issues, etc.), provide counseling and emotional support, and may also make appointments and arrange services or transportation. In home health care, the social worker typically acts as the hospital ‘discharge planner’ and consults with the client about the range of medical and non-medical services required in the home. The initial plan of care is completed by the social worker who contacts the licensed home health agency selected by the client.

Recreational Therapists(Recreational therapists provide social and recreational activities for the clients. They work in nursing homes, adult day facilities, and assisted living centers.

Occupational Therapists (OTs)(Occupational therapists are licensed professionals who help clients perform daily living tasks and adjust to their disabilities. OTs may work with clients in all settings.

Physical Therapists (PTs)(Physical therapists are licensed professionals who administer therapy and exercise to muscles, bones, and joints to improve function. PTs may work with clients in all settings.

Speech Therapists(Speech therapists are licensed professionals who help clients speak when a physical disability has made it difficult. 

Chaplains or Clergy(Chaplains address clients’ religious needs and provide emotional support.

Van Drivers(In some settings, especially consumer-directed and Adult Day Services, the van driver is a very important member of the team. The van driver can spend considerable time with clients and may have good information about their physical capacities. The van driver also often interacts with the client’s family or others that live with the client.
Members of the Client’s Team (page 3)

Indirect Contact 
Administrators(In a nursing facility, the administrator is legally responsible for the care that is provided and oversees all activities.

Dietitians(Dietitians are licensed professionals who create specific diets for clients with special needs in order to help people learn to maintain or improve their health and to manage disease.

Food Service Personnel(Food service personnel prepare and deliver meals. In some nursing homes, food service workers also assist the client in eating meals.

Pharmacists(Pharmacists are licensed professionals who fill prescriptions and provide medications as ordered by the physician.

Housekeeping Personnel(Housekeeping personnel keep the environment clean and safe. In some nursing homes, housekeeping workers are encouraged to build relationships with clients as they do their tasks.

Maintenance Workers(Maintenance personnel provide upkeep to the building and perform repair work.
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� Materials adapted 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 management 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. 





� Adapted from the Institute for Caregiver Education’s 4Cs approach to team development. 
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