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Abuse, Neglect, and Financial Exploitation
Abuse is when someone does something or says something that hurts another person.

Neglect is when someone does NOT do something they were supposed to do, and it hurts another person.

Financial exploitation is when money or things belonging to one person are used to benefit another person, without the owner’s permission. 

Who are the abusers and who gets abused?

In direct care work, abuse can happen in three ways:

· PHCAs abuse clients
· Family or friends abuse clients
· Clients or family abuse PHCAs
Why does abuse happen?

· Trying to meet physical and emotional needs of clients can be draining and frustrating(for families and PHCAs.
· PHCAs often work without much support from supervisors.
· Clients are often physically weak and are sometimes dependent on others to take care of them. This can make it easier to abuse or take advantage of them.
It’s illegal. Abuse, neglect, and financial exploitation are all illegal. PHCAs are required by law to report if they think any of these may be happening. 
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Physical Abuse
Physical abuse is hurting someone on purpose, trapping them without a reason, or punishing them in a way that hurts or harms their body.

Examples of Physical Abuse:

· Hitting, slapping, punching, beating

· Hitting with an object

· Shoving, tripping, pulling, twisting

· Scratching, biting, spitting

· Squeezing hard, pinching

· Burning

· Using water that’s too hot (for example, for bathing)

· Using water that’s too cold
· Tying a client down (restraining them)
Signs of Physical Abuse:

· Bruises, swelling
· Skin tears, scratches, cuts
· Burns
· Arm or leg out of place or broken
· Change in walking
· Change in behavior
· Unexplained depression
· Unusual fear
· Withdrawal
· Denial of signs or excuses 
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Psychological Abuse
Psychological abuse is when someone threatens to hurt, trap, or punish someone else. It includes threatening or humiliating with words, in a way that hurts or harms a person’s emotional well-being, or makes them afraid. It is sometimes also called emotional abuse or mental abuse.

Examples of Psychological Abuse:

· Yelling or screaming

· Threatening to punish someone
· Saying mean things about or making fun of someone

· Talking to someone as if they were a child

· Talking about someone as if they weren’t there

· Leaving someone stuck in a bed or in a chair, without any way to get up or get out

· Not allowing someone to participate in activities

· Ignoring questions or comments

· Being silent

· Humiliating someone by leaving them naked or exposed with no privacy 

Signs of Psychological Abuse:

· Sudden change in behavior
· Unusual fear or suspicions
· Refusal to talk
· Denial of signs
· Unexplained depression
· Withdrawal
· Lack of interest in anything
· Change in activity level
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Sexual Abuse
Sexual abuse is sexual touching or sexual activity that is not wanted by the other person. The abuser might use threats or violence to force the touching or activity on the other person. 

Sexual abuse includes assault, rape, and sexual harassment, but it can be less obvious. It also includes when someone allows the touching because they are afraid of what might happen if they don’t. 

Sexual abuse is also touching or having sex with someone who cannot legally say yes. In most states, this includes children under age 15 and people who have a developmental disability. 

Examples of Sexual Abuse:

· PHCA touching the sex organs of a client during bathing (more than what is necessary for cleaning the client)
· Any sexual activity that happens when one person does not want it

· Client or client’s family member demanding sexual contact with a PHCA
· PHCA having sexual contact with a client who has a mental disability or who is unable to say no

Signs of Sexual Abuse:

· Scratches, tears, redness, or swelling around the genitals 

· Bleeding in the rectum or vagina
· Abnormal discharge from the penis or vagina

· Discomfort in sitting or walking 

· Withdrawal, depression

· Unexplained signs of fear or discomfort associated with specific people
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Neglect
Neglect is when you do NOT do something for someone, and it results in them being hurt, physically or emotionally. 

Active Neglect is when you don’t do something for someone on purpose, and you know that what you are NOT doing is going to hurt the other person.

Passive Neglect is when you don’t do something for someone, but you didn’t mean to hurt the other person. Forgetting to do something for a client happens to every PHCA once in a while. It becomes “neglect” when it happens over and over, resulting in harm to the client. Sometimes it is due to the workload being too great for the number of PHCAs(but the effect on the client is still considered neglect.

Examples of Active Neglect include:

· Not giving food or water to a person, on purpose
· Keeping medications away from a client who needs them 
· Not assisting with an ADL, when you know the person needs help
· Not taking a person to the toilet, when you know they need to go
· Not changing or cleaning a person who has had an accident
· Ignoring calls for assistance
Examples of Passive Neglect include repeatedly:

· Telling a person you will be back in 5 minutes, and then forgetting to come back
· Leaving a person on the toilet and forgetting to come back
· Forgetting to help someone with an ADL
· Not following all the safety rules
· Forgetting to clean, or cleaning improperly 
· Forgetting to feed a person
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Neglect
Signs of Neglect (Active and Passive): 
· Weight loss
· The client smells bad, has matted hair, is wearing soiled or stained clothing
· Skin breakdown in the perineum
· Pressure ulcers from laying in one position too long—on the sacrum, heels, or on the back of the head 
· Not having any clothes on 
· Dirty or unsafe living conditions 
· Withdrawal or unexplained depression
· Sudden changes in behavior
· Anger, demanding behavior from the client
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Financial Exploitation
Financial exploitation is using the client’s money or things for your own benefit, without the client’s permission. 

Financial exploitation can also refer to putting something that belongs to a client in the wrong place on purpose. Even if you plan to put things back after you use them, this is still illegal.

Examples of Financial Exploitation:

· Taking money from a person

· Stealing 

· Using a person’s things without permission

· Not listening when a person complains of things being taken or missing

· Not returning proper change after shopping

· Eating the client’s food without permission
· Tricking a client to sign documents that transfer money, property, or other valuables to another person
Signs of Financial Exploitation:

· Missing clothes
· Missing valuables, including money
· Missing food
· Reports of theft by the client
· Bills not paid 
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Reporting Abuse, Neglect, or Financial Exploitation: Why It Is Important
Why is reporting important?

· Clients can suffer serious physical and emotional harm when they are victims of abuse, neglect, or financial exploitation.

· The sooner it is reported, the sooner it can be stopped.

· Under North Carolina state law, “health care providers” are required to report any situations that they feel might be abuse, neglect, or financial exploitation. 

· Agencies representing clients and other long-term care service providers, such as home care agencies, generally have policies and procedures about reporting abuse. 

What could happen if it’s not reported?

· The abuse, neglect, or financial exploitation could get worse.

· The client could be hurt badly.

· The client could die.

· The person abusing, neglecting, or exploitingcould do it to other clients.

· If the abuse, neglect, or financial exploitation is discovered later, the PHCA who didn’t report it could be accused of wrongdoing.

· If the PHCA doesn’t report, that person will have to live with their conscience.

Shouldn’t the PHCA be sure it’s abuse before reporting?

· No. It is not the PHCA’s job to investigate the situation. Other people are responsible for that. 

· If there is no abuse, but the report was made in good faith, the person who reported it will not be punished.
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How to Report Abuse, Neglect, or Financial Exploitation
Who do you report to?

· Your immediate supervisor

· Your supervisor’s supervisor (if your supervisor is not available) 

· The County Department of Social Services , which is responsible for ensuring clients’ rights are protected 

Every home care agency should have a written policy for reporting abuse. This is usually explained during new employee orientation. Follow your agency’s policies for reporting.

Report to the police if you think there is:

· Sexual abuse

· Serious body injury

· A suspicious death

When do you report?

· As soon as you think abuse or neglect is happening

How do you report?

· Tell someone (in person or by phone) 

· Agency or police may follow up for written report within 48 hours

What do you say? 

· Report what you saw or heard, in detail

· Do NOT report what you “think” happened 

Example:

DO NOT report what you think happened(“I think the daughter slapped my client because I heard the noise and saw her run from the room.” 

DO report what you saw(“I heard a sound like a slap and saw the daughter run from my client’s room. When I checked my client, the side of her face was all red.”
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Case Scenarios: Abuse, Neglect, or Financial Exploitation
Case Scenario A:

You arrive at Melvin’s home in the afternoon to begin your 4-hour shift. Melvin’s nephew, Jimmy, was helping Melvin in the morning. He is leaving as you arrive. He says to you: “He’s really a pain in the butt today(I couldn’t do anything with him!”

When you go in, Melvin is in his usual chair, crying. He has urinated on himself and had a bowel movement in his pants. His walker is just out of reach. He tells you that Jimmy got upset with him. Then he put the walker where he couldn’t reach it, and refused to help him get to the bathroom.

· Is this abuse, neglect, or financial exploitation? 

· Why do you think so? 
· What should you do?
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Case Scenarios: Abuse, Neglect, or Financial Exploitation
Case Scenario B:

You are one of five PHCAs who work with David. You really like David and he likes to talk with you. He tells good stories about his life. 

One day David won’t talk with you. You ask him what’s wrong and he won’t answer you. You check with some of the other PHCAs and find out that, about a week ago, David and one of the PHCAs were heard shouting at each other. Someone reported it to the supervisor, and the PHCA was docked a couple of days’ work, without pay. Now that same PHCA is back and still working with David.

· Is this abuse, neglect, or financial exploitation? 
· Why do you think so?
· What should you do?
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Case Scenarios: Abuse, Neglect, or Financial Exploitation
Case Scenario C:
Your friend Carmen is the PHCA who works with Lily. Sometimes you’re asked to work with Lily when Carmen can’t make it. Carmen tells you that she really likes Lily. She says she started watching TV with her, to keep her company. Now she watches Lily’s TV whenever she wants(and Lily says it’s okay. 

One day Carmen is sick, and you go to assist Lily. You are shocked at how dirty the place is. Also, the laundry is piled up in the bathroom, and Lily doesn’t have any clean clothes for the day.

· Is this abuse, neglect, or financial exploitation? 

· Why do you think so? 
· What should you do?
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Case Scenarios: Abuse, Neglect, or Financial Exploitation
Case Scenario D:

You are a new PHCA and you work one day a week with Loretta. Diane is another PHCA who has been working with Loretta for over a year. Sometimes Diane stays later on her shift to help orient you to working with her. Loretta seems kind of hard to work with, so you appreciate Diane’s help. 
Diane seems nice, but she also teases Loretta a lot. She calls her “grumpy old woman” in front of you. She always points out to you what Loretta does wrong around the house, when Loretta’s standing there and listening. Sometimes Diane yells at Loretta if she soils her pants before Diane leaves for the day. 
At first Loretta didn’t complain. Then she started yelling back at Diane. But lately, Loretta doesn’t say anything at all. She just sits and refuses to say anything until Diane leaves. 
· Is this abuse, neglect, or financial exploitation? 

· Why do you think so? 

· What should you do?
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Case Scenarios: Abuse, Neglect, or Financial Exploitation
Case Scenario E:

Ed is a PHCA for Tim. He works with him on weekdays and you work on the weekends. You’ve gotten to know Ed a little, but he’s always asking if he can borrow money, so you kind of keep your distance.

One weekend you notice that there’s no food in the house. You ask Tim if he wants you to go shopping, and he says he gave Ed money to go shopping on Thursday. Tim also complains that he “loans” Ed about $20 a week, but never gets paid back.

· Is this abuse, neglect, or financial exploitation? 

· Why do you think so? 

· What should you do? 
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Categories of Stress Triggers

Life Influences—things about your life outside of work can affect how you think, feel, and act at work.

· Your background—where you grew up, your culture, how family members deal with anger—has shaped you into the person you are now. 

· Your life today—family relationships, health, finances—can put pressure on your performance at work.

Job Challenges—things about the work itself can be stressful. 

· How you get along with coworkers or supervisors. 
· Whether you feel prepared to do the job you’re asked to do.
· Inspections and other public feedback.
· How clients’ families behave.
· The physical work environment. 
Client Behaviors—things that clients say and do can add stress to your work. 
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Examples of Stress Triggers

LIFE INFLUENCES—A Person’s Background:

· Your relationship with your parents and grandparents (good and bad)

· Generational differences.

· Different norms about communication—“Yelling is how we communicate with each other.”

· Communication barriers—“I speak with an accent and not everyone can understand me.”

· Different ideas about appropriate physical contact. 

· Prejudice against people who are different.

· Different values.

· Low self-esteem.

· History of being abused.

LIFE INFLUENCES—A Person’s Life Today:
· Child care issues.

· Family conflicts—fighting with spouse or another family member.

· Divorce—troubled family relationships. 

· Ill children.

· Home chores—things that need to get done or repaired.

· Feeling overwhelmed with responsibilities at home.

· Moving.

· Dealing with grief.

· Feeling like you never have enough time.

· Financial problems.

· Parents needing care.

· No support network.
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Examples of Stress Triggers

JOB CHALLENGES—Training and Preparation:

· Expected to perform duty or task without training.

· Physical demands of the job—standing for long periods of time, lifting.

· Emotional and mental demands.

· Never enough time.

· Didn’t really know what was expected when accepted the job or responsibility.

JOB CHALLENGES—Relationship Issues with Coworkers:

· Some PHCAs don’t work as hard as others.

· Not enough PHCAs.

· Lack of respect; lack of appreciation.

· Negativity; back-biting.

· Cliques.

JOB CHALLENGES—Relationship Issues with Supervisors:

· Lack of respect. 

· Lack of appreciation.

· Feeling not listened to.

· Violating confidentiality.

· Favoritism.

· Overly critical.
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Examples of Stress Triggers

JOB CHALLENGES—Inspections and Other Public Feedback:

· Everyone feeling anxious during survey.

· Never good enough.

· Fault finding.

· Lack of respect.

· Critical.

· Lack of appreciation.

JOB CHALLENGES—The Physical Work Environment:

· Temperature.

· Air circulation.

· Physical layout.

· Small room and even smaller bathroom.

· Lack of storage.

· Smells, sounds.

· Colors of the environment.

JOB CHALLENGES—Behavior of Clients’ Families:

· Lack of respect; lack of appreciation.

· Unrealistic expectations; wanting special treatment.

· What family wants conflicts with what client wants.

· Complaining.

· Dysfunctional family systems.
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Examples of Stress Triggers

CLIENT BEHAVIORS

· Slapping, pinching, kicking, spitting, biting
· Swearing
· Racist remarks

· Refusing care, refusing to eat

· Arguing
· Wandering

· Crying

· Yelling, screaming

· Throwing things
· Confused
· Angry
· Sad
· Fighting

· Withdrawal

· Inappropriate touching

· Inappropriate comments

It is important—for our awareness of our own stress triggers—to acknowledge that these client behaviors are challenging. 

But it is also important to recognize that these behaviors could be signs that the clients are feeling stress—and they need to be explored.
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Disagreements and Tensions Can Arise in Caring Relationships
[image: image1.wmf]
No matter how much we focus on creating person-centered care, unresolved stresses can lead to emotional conflicts, which can lead to abuse, neglect, or financial exploitation—or to healthy resolutions that improve relationships
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Exploring Conflict at Work
Conflict can be caused by: 
· Miscommunication

· Different values—based on culture, ethnicity, or religion 

· Different expectations 

· Different objectives

· Different ways of doing things

· Different personalities
Conflict at work can be caused by:

· Lack of information, skills and/or support: 

· Tasks and situations are assigned to someone without adequate training or supplies.

· Surrounding Pressures:

· Staffing and scheduling issues 

· Crises and loss in clients’ lives 

· Crises and stress from outside the workplace.

Steps to reduce and resolve conflict:

1. Use effective communication skills. 

2. Acknowledge the other person’s point of view.  

3. Pull back and think before you speak.

4. Respond constructively —choose your words carefully.

5. Propose a negotiation.
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Effective Communication to Calm Things Down 
Active listening can help calm things down: 

· Encourage the other person to talk—this can calm things down and uncover insights into possible solutions.

· Ask open-ended questions to get the other person’s point of view.

What’s upsetting you?

What could I do that would relieve this situation? 

· Paraphrase what they’ve said to ensure understanding.
· Remember: Their perception is their reality.
Pay attention to body language—yours and the other person’s:

· Relax your body to calm yourself down.

· Use your body to show that you’re paying attention—lean in, make eye contact, nod, etc.

· Identify the emotions the other person’s body language suggests. Ask them if they are feeling what you see.
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Pull Back—Think Before You Speak
Pause before responding. Take a deep breath to gain emotional control.

Ask for a time out before talking if your emotions are so strong that you cannot pull back. 

Prepare yourself:

· What do you want the outcome to be, regarding this issue and the relationship? 

· What is your plan for handling this well? 
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Respond Constructively
Consider Your Words:
· Avoid jumping to conclusions. 

· Don’t be defensive. 

· Don’t blame others.

· Look for common ground—to address your own and the other person’s concerns.

· Attack the problem, not the person.

· Use “I” messages.  

“I” Messages reflect an attitude that accepts responsibility for yourself and describes the other’s behavior and its impact on you. Example: I am upset about how you’re behaving.
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Propose a Negotiation
Propose a negotiation that addresses both points of view:

1. Brainstorm possibilities together.

2. Reach agreement on the best solution.

3. Compromise—give a little to get a little.

4. Work on the solution together.

Remember...

· A “win/win” solution does NOT mean:

I win....and I win again!

· A “win/win” solution means you brainstorm, reach agreement, compromise, and work together for the good of all involved—that way both sides “win.” 

Unresolved


Stress





Emotional


Conflict





Abuse, Neglect or Financial Exploitation





Different Points of View





Simmering Tensions





Healthy Resolution 








� 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�.





� 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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