The Training Times
March 2007         The Monthly Training Publication for Meridian Services, Zenith Services and Pinnacle Services

CPR/FIRST AID CLASSES in March:

CPR & FA:  March 12 from 9:00am-3:30pm in the Metro Office
CPR & FA:  March 19 from 5-8:30 pm and March 20 from 5-8pm at the Metro Office
CPR & FA:  March 27 from 9:30-4pm at the St Cloud Office
March Staff Meeting “Topic of the Month:” Severe Weather and Lifting and Transfering
March 5

Golden Hills Home Staff Meeting
at Golden Hills 

5:00 to 7:00 PM

March 7

Green fields Staff Meeting

at Green fields

10:00 AM to 12:00 PM

March 7

Springbrook Staff Meeting

at Springbrook
 
12:00 to 2:00 PM

March 7

Maple Lake Staff Meeting

at Maple Lake

12:30 to 2:30 PM
March 8

Northwood Staff Meeting

at Northwood

5:30 to 7:30 PM


March 13
Hampshire Staff Meeting

at Metro Office

4:30 to 6:30pm


March 14
Heritage Park Staff Meeting
at Metro Office

9:30 to 11:30 AM


March 14
Eidelweiss Staff Meeting

at Eidelweiss

1:00 to 3:00PM

March 14
Aquila Staff Meeting

at Metro Office
 
4:00 to 6:00 PM

March 15
Timber Crest Staff Meeting
at Timber Crest

5:00 to 7:00 PM

March 15
Logan Staff Meeting

at Logan


3:00 to 5:00 PM
March 15
Olympia Place Staff Meeting
at Olympia Place

6:00 to 8:00 PM

March 19
Silver Lake Staff Meeting

at Silver Lake

12:00 to 2:00 PM
March 19 
Girard Staff Meeting

at Girard


1:00 to 3:00 PM

March 19
Golden Hills Home Staff Meeting
at Golden Hills

5:00 to 7:00 PM
March 20
Diamond Lake Staff Meeting
at Diamond Lake

4:00 to 6:00 PM

March 20
Zenith Staff Meeting

at Zenith


5:00 to 7:00 PM

March 26
Calhoun Staff Meeting

at Metro Office

5:00 to 7:00 PM
March 27
Bassett Creek Staff Meeting
at Bassett Creek

5:00 to 7:00 PM



March 28
Wirth Park Staff Meeting

at Wirth Park

6:00 to 8:00 PM
There is no management meeting or supervisor training in March.
Increasing Compliance and Cooperation
by Jason Hoffrogge, Orion Associates

It can be really frustrating for consumers’ caregivers when he does not do the things that they ask or suggest.  First, our feelings get hurt when we do not receive the respect that we were expecting.  However, the most frustrating aspect is that most of the things that we ask of them are very important and are for the safety and well-being of the consumers and their peers.  Often, the caregivers’ reputations, or even jobs, are on the line.  As caregivers, we are expected to be able to make sure that the consumers comply with rules and carry out everyday tasks.

Why do they not comply with requests?

1. To escape or avoid an undesirable task.
· The task is perceived as being too difficult.
· The task creates fear or anxiety.
· The task is too boring.
· Another task is more desirable.
2. To gain control of themselves or other people.
3. To get a reaction from the caregiver or other people.
4. Depression—lack of motivation.
Too often, most of the focus is put on what to do when a consumer refuses a request.  That is reactive thinking.  Let's find ways to increase the likelihood that they will comply with requests rather than trying to come up ways to react when he says "No!".

This Requires:

· Planning 

· Creativity 

· Patience

Good Rapport:  This is the most important element!  Make sure that you have a good working relationship with the person you are serving.  Give him the motivation and desire to please the staff.  If there is animosity between you and the consumer, he is less likely to want to please you.

· Greet the person when you arrive.  Say “goodbye” when you leave.  Simple, but very important.

· Take an interest in things that he likes.

· Interact with him frequently.  Give frequent bursts of attention.

· Use humor.

· Use touch-- handshakes, pats on the back, high fives

THINK BEFORE YOU ASK!

What kind of mood is he in?

The mood that the consumer is in at the moment will certainly affect whether or not he is going to comply with what you asked of him.  If he is not in the best of moods at the moment, is it possible to ask him to do the task at another time?  Since this is a time that he is more likely to refuse, you may need to increase the motivation to comply.

Is he doing another activity that he may not want to interrupt?

If the consumer is doing a preferred activity, you may have a tough time getting him to stop that activity to do something that may be less preferable.  If you can, wait until the activity is over before even asking.  If it cannot wait, prompt him to take a little time to finish what he is doing; then make the request.  If it is necessary to interrupt before he finishes a task, be clear with him about when he will be able to return to that activity.

How did he respond to this request before?

This will give a clue as to how he will respond this time.  You may need to try a different approach or phrase the question differently from the last time if he did not comply.  Don't use the same mistakes over and over.  Change things up!

Is there anything going in the environment right now that may affect his willingness to comply?

If there is anything going on around him that may make it less likely that he would comply, try to remove that element.  Change the environment to make it as conducive to the consumer as possible.

Is he going to be able to comply with this request?

The consumer should be physically able to comply with the request.  Make sure that the request is not over-whelming.  Make sure that he understands what the request is.  Make sure that there is enough time to complete the request.

What will I do if the consumer does not comply with the request?

Have a plan.  Don't be caught off guard.  Have a positive strategy to see it through.

Is it absolutely necessary to comply with this request?

It may not even be worth it to make the request if it is certain that a power struggle could arise.  By evaluating the necessity of the task, you can determine how important it is to get him to follow through.  Whenever possible, wait until the conditions are right.

OTHER TRICKS:

· Make sure that the consumer is paying attention to you.  Get eye contact if possible.  Make sure that he understands what is being asked.  
· Pair the request:  When you make a request of the consumer that might be unfavorable, try pairing it with a more desirable activity that would follow.  Ex: "Bill, why don't you shave quickly, then we will sit down and have a donut".

· At the most, give the consumer only one or two different requests at one time.  Do not give him a verbal list of things to do.  It is difficult to process and remember, and it may overwhelm him.  If that happens, he will shut down.

· Try to establish a routine in which many of his typical tasks occur.  As it becomes more of a pattern to do these things, he will eventually think less about whether or not he should do them-- he just does them.

· Build a momentum:  Try to get the consumer into a positive momentum.  Talk with him first.  Get him in a good mood.  Be upbeat and use humor when making the request to the consumer.  Play around with him a little before and after making the prompt.  Try first asking him to do something that he is likely to comply with.  Give him praise for complying, and then follow it up with the task that you are seeking compliance with.

· The consumer may be more willing to comply with a request if it is seen as doing someone a favor or helping someone, especially if he likes that person.  If he does not like that person, he may see it as an opportunity to upset the person.  In this case, phrase it to him as a way to help himself.

· Try writing the request down or presenting a visual prompt such as a picture.  People with DD tend to process and understand things when they are presented visually to them.  

· You may need to praise the individual for carrying through with part of the request.  Hopefully, he will then follow through with more of the request next time.

If the consumer first says "No"... 

Remember: It is not possible to make somebody do something.  In the end, it is always his/her decision to comply.

· Don’t always take “no” know as the final answer.  Sometimes, “no” is simply the first word that comes out of somebody’s mouth.  He may then think about it, and change his decision.  Give the consumer some time to process the situation and think about his choices. 

· Remember to stay calm and give a neutral reaction.  Do not let on that his decision not to comply affects you.

· Ask yourself what it is that may be preventing him from following through with the request or affecting his decision to refuse the request.  You might be able to address that and change it.  

· Start up a conversation with him, interact with him, and gradually steer him toward compliance.

· Give him some time to process and respond to the prompt.

· If possible, negotiate a time in which he will be able to do it.

· Remind him of the expectations.

· Hold off on the next desirable activity until the request is followed through.

· If the consumer begins to yell, hit, kick, or any other undesirable behavior, back off.  Wait for him to calm down, then restate the request.  Do not let the consumer get out of the request by exhibiting behaviors.

· Never make a threat that you will not be able to follow through with.
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