Having the Conversation.....
Cheice Advising

WerwillFcover:
Definitions
TFalking| Peints
Process
Questions and ARSWErS



Defining choeice

Choice means an individual's
expression of preference,
opportunity for, and active role in
decision-making related to the
services received including but not
limited to case management,
service settings, and service
providers.

Be alert to an individual’s desire to
discuss a possible change in case
management, service options,
service settings, and providers of
service

Choice may be communicated
verbally, through sign language, or
by other communication methods.



Defining a Choeice Adviser .

Initial Choice Advising is typically .
provided by a Services Coordinator, or
someone meeting those qualifications,

after a determination of I/DD

eligibility. Information must be

provided in an impartial manner

about the choices of case

management delivery, service options

and service settings.
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Presentation Notes
Reference why we are not referring to them as Choice Counselors




Initial’ Choice Advising

Initial choice advising means the

sharing of information about
case management delivery, the types of
services that are available to the individual
based on knowledge of financial eligibility,
a functional needs assessment, and
service settings available.


Presenter
Presentation Notes
Case management delivery:

 PA – in home services for adults

SC – 24 hour res; foster; supported living; in home comp; case management only; family support



Types of services:

K State Plan – Community First Chioce – ADL; IADL; etc….refer to expenditure guides

Waiver – Employment, Family training, etc.

PC 20 (ADL/IADL)

Family Support

Case management only


Delning OpJectvILY.

5 Not InTuencead By persenal
Ieelings, Jmterore [atiens,
OIf PrejJudIce; nased on
lacts; uniasea: ari

ORJECHIVEI O

/1
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Presentation Notes
Others who may be supporting the individual may not be objective – important to share information, gain trust, use professional judgment when competing interests are becoming apparent (difference between the adult child and the parent). 



Objectivity in sharing options without your own perceptions is important. Suggest that there are ways that they can visit, tour or research on their own the options available. 


Timeframe

The CODP will'need to determine the
timeframes; forf previding choice advising
as leng as; it Isf previded pror te or
concurrent withrthe: level ofi care.

EOK an Individualimevingl Inte; a: ceunty With
an existing eligibnity, determination Wnoe
IS net enrelleadl ini suppert Services;

cheice advising must e provided within
10 days.
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Presentation Notes
This can be done within the context of the Level of Care for those entering services for the first time



CDDPs have discretion to determine who does the choice advising.



Want to assure as neutral and objective process as possible – may be beneficial to have someone other than the potential SC to be providing available options


[T, during the Level of Care assessment,
SOMEBNE requests; Institutienalf Services
ever Home and Community: Based
Senvices, let the: family o iIndividual know.
that a leferralitor anether: state Wweuld lve
necessany, I looking for ICE/IDD services.
[T the persen Wantsi Nursing faciliity
placement or hespital services), help them
Understanad that different eligioiity,
stanaards would apply, and that yoeu could
facilitate a referral to the locall DSO.
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This conversation must occur with the completion of the level of care


Talking Peints wihen Providing Choeice Advising

e the importance: ofi the Levell ofi Care to: the ability,
10; Offer cheice to Mnadividuals abeut communiity
epliens;

Explaini that meeting a Level of Care: standard,
allews; fiederal finads to pay. fier SUpports assuing

an individual can liver and thrive: inr thelr L
communIty. W
/ R

*
s\ |\ W
. ¥
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Because the person met the   Level of Care for ICF/IDD services, you will be offering  options for  services that meet the persons need in a community rather than in an institution.  The feds believe that it is important to waive archaic rules that require institutional placements. 



The services coordinator must ensure that OHP Plus and OSIP-M eligible individuals are offered the choice of home and community-based waiver and state plan services.


IHelp familiarze with terminelogy.

ADL  (Activities' off Daily: Living)

means the persenallevenyday activities
[eguirng assistance including buit net limited
10:

" eating,

s USing the restroom,

5 greoming,

= dressing,

s bathing, and

s transferring


Presenter
Presentation Notes
It is ok to say these are institutional terms that are used, and we need to call them out as we define services – but it does not mean the services need to be delivered institutionally. 



We are all about integrating into communities and being a part of the local fabric 


Mere Terminelogy

JADLE (Instrumental activities: ofi daily living). I1ADL
Include activities other than ADL reguired te) continue
Independent living suUch as:

meal planning and preparation,
pudgeting,

sheppPINg folf feed, Clothing, and ether essential
tems,

performing essentiall household choeres,
communicating by pheRe o1 other media
Participating in the community.



Examples of services available under the

INeRI medical transpertatien

In-hoeme services

Respite Care

SEervices to suppert activities of daily,
living (ADL’S)

Examples; of settings where ADL and
JADL services are provided include:

s Child and adult foster care
s 24 hour residentiall Services
s Suppoerted Living

Instrumenial activities of: daily/ living
(IADLS)

Day SUpports
Envirenmental Modifications

(aka K) include:

v}\:
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Refer to the expenditure guidelines for further discussion


Examples ofi services available under the
SUppEI: SEVIcCEs\Vaverieradultsinciides

Wailver Case Mamnagement by’ a Persenal Agent
Individuall Supported Employment

Smalll Greup Supperted Employment
Discoveny/Career Expleration

Employment Path Services

Eamily Traiing

Envirenmentall Safety Modifications

Specialized Supplies

Vehicler Moedificatiens
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Presentation Notes
Need to confirm this


Examples of services available under the Comprehensive
Waiver for children and adults; includes:

a \Walver case management by a ClIS or
Residential/Senvices Coordinator

a SUpperied empleyment

s SmallfGreup Supposied Employment
a Disceverny/Career Exploration

s Employment Path Senvices

x Eamily training
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Need to confim 


Services available for children withi intensive
needs;, Walving against a nursing heme te
lIiverin: thellr family: heme Include:

= \Walver case
management by a CliIS
Senvices) Coordinator

a Eamily training
m Special diets
x [ranslation

s Respite fier childreniin
AuUrsing facilities
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Is this correct?


TFhisi Is as muchr about
RaVIng a ConVversaton

as It IS providing

advice. Listening to @ 5}
What IS Impertant te

SOMEoRE and Where Q

they need supports Pt

can! firame how: you
offer your advice.
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Active listening involves listening with all senses.  As well as giving full attention to the speaker, it is important that the ‘active listener’ is also ‘seen’ to be listening - otherwise the speaker may conclude that what they are talking about is uninteresting to the listener.

Interest can be conveyed to the speaker by using both verbal and non-verbal messages such as maintaining eye contact, nodding your head and smiling, agreeing by saying ‘Yes’ or simply ‘Mmm hmm’  to encourage them to continue.  By providing this 'feedback' the person speaking will usually feel more at ease and therefore communicate more easily, openly and honestly. 

Listening is the most fundamental component of interpersonal communication skills.  Listening is not something that just happens (that is hearing), listening is an active process in which a conscious decision is made to listen to and understand the messages of the speaker.  Listeners should remain neutral and non-judgmental, this means trying not to take sides or form opinions, especially early in the conversation.  Active listening is also about patience - pauses and short periods of silence should be accepted.  Listeners should not be tempted to jump in with questions or comments every time there are a few seconds of silence.  Active listening involves giving the other person time to explore their thoughts and feelings, they should, therefore, be given adequate time for that.

Active listening not only means focusing fully on the speaker but also actively showing verbal and non-verbal signs of listening. Generally speakers want listeners to demonstrate ‘active listening’ by responding appropriately to what they are saying.  Appropriate responses to listening can be both verbal and non-verbal: 

��


EXplain that your e tegether: IS; te:

previde anioverall description off Oregen's
service delivery system

[DEsCcrie What SerVICes: may. e availlable hasead
onfinancial eligioiity status

Explore Rew: they: may. investigate epiiens thai
are of interest
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Seek a meaningful life by choosing from available services, service settings, service providers consistent with the support needs of the individual identified through a functional needs assessment and enjoying the benefits of community involvement and community integration:



A  Services must promote independence and dignity and reflect the age and preferences of the individual; and



B  The services must be provided in a setting and under conditions that are most cost effective and least restrictive to the liberty of the individual, least intrusive to the individual, and that provide for self-directed decision-making and control of personal affairs appropriate to the preferences, age, and identified support needs of the individual 


Signs that support active listening...

Smiles
Eve Contact
Poesture

Mirrering
Not berag distracted

(remember to pay attention to cultural differences)
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Signs of Active Listening

Non-Verbal Signs of Attentive or Active Listening

This is a generic list of non-verbal signs of listening, in other words people who are listening are more likely to display at least some of these signs.  However these signs may not be appropriate in all situations and across all cultures.

Smile

Small smiles can be used to show that the listener is paying attention to what is being said or as a way of agreeing or being happy about the messages being received.  Combined with nods of the head, smiles can be powerful in affirming that messages are being listened to and understood.

Eye Contact

It is normal and usually encouraging for the listener to look at the speaker.   Eye contact can however be intimidating, especially for more shy speakers – gauge how much eye contact is appropriate for any given situation.  Combine eye contact with smiles and other non-verbal messages to encourage the speaker. 

Posture

Posture can tell a lot about the sender and receiver in interpersonal interactions.  The attentive listener tends to lean slightly forward or sideways whilst sitting.  Other signs of active listening may include a slight slant of the head or resting the head on one hand. 

Mirroring

Automatic reflection/mirroring of any facial expressions used by the speaker can be a sign of attentive listening.  These reflective expressions can help to show sympathy and empathy in more emotional situations.  Attempting to consciously mimic facial expressions (i.e. not automatic reflection of expressions) can be a sign of inattention.

Distraction

The active listener will not be distracted and therefore will refrain from fidgeting, looking at a clock or watch, doodling, playing with their hair or picking their fingernails

��Find more at: http://www.skillsyouneed.com/ips/active-listening.html#ixzz3AQFLuyzh




Verbal Signs ofi Attentive or Active
Listening

Pesitive Relniorcement
Rememienring
Questioning

Reflecting

Clarification
Summarization
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Positive Reinforcement

Although a strong signal of attentiveness, caution should be used when using positive verbal reinforcement.   

Although some positive words of encouragement may be beneficial to the speaker the listener should use them sparingly so as not to distract from what is being said or place unnecessary emphasis on parts of the message.  

Casual and frequent use of words and phrases, such as: ‘very good’, ‘yes’ or ‘indeed’ can become irritating to the speaker.   It is usually better to elaborate and explain why you are agreeing with a certain point.

Remembering

The human mind is notoriously bad at remembering details, especially for any length of time.  

However, remembering a few key points, or even the name of the speaker, can help to reinforce that the messages sent have been received and understood – i.e. listening has been successful.  Remembering details, ideas and concepts from previous conversations proves that attention was kept and is likely to encourage the speaker to continue.  During longer exchanges it may be appropriate to make very brief notes to act as a memory jog when questioning or clarifying later.

See our page: Note-Taking.

Questioning

The listener can demonstrate that they have been paying attention by asking relevant questions and/or making statements that build or help to clarify what the speaker has said.  By asking relevant questions the listener also helps to reinforce that they have an interest in what the speaker has been saying. 

See our pages: Questioning and Types of Question for more information.

Reflection

Reflecting is closely repeating or paraphrasing what the speaker has said in order to show comprehension.  Reflection is a powerful skill that can reinforce the message of the speaker and demonstrate understanding.

See our page: Reflection.

Clarification

Clarifying involves asking questions of the speaker to ensure that the correct message has been received.  Clarification usually involves the use of open questions which enables the speaker to expand on certain points as necessary. 

See our page on Clarification.

Summarisation

Repeating a summary of what has been said back to the speaker is a technique used by the listener to repeat what has been said in their own words.  Summarising involves taking the main points of the received message and reiterating them in a logical and clear way, giving the speaker chance to correct if necessary.

�


[f-a persen decides they want te live inja
greup heme, fester heme, o6 supperted
IVing, thenrservices would lhe through the

CDDP: fer new.

[i- 2l adult Wants theilrr Senvices) to e
provicediin thelr neme: or thensfamily,
eMe, or receive enly case management
Sernvices, then either the Brekerage or the
CDDP can previde case management



Fhemdividual and
PErhaps thelr fiamily,
oI designated
[Epresentatve: can
take time: ter Weigh
eptiens;andl nake a
decisien on the
Medicaidl senvices
they are interested in
[eceving
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Emphasize that these are major decisions and people should have time to be thoughtful.  But also encourage a short timeframe for making the decision


It IS} ok o) take time to think abeut
WhICHh Services te pursue. Seme
MIght Want te teurr a residential
Neme; uUnderstana Wne: can: previde
sUpports In a family home; reguest
more infermation, IRteIew
providers, Services Coerdinators o
Persenal  Agents;, and seek advice
from family:and firienads.
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Presentation Notes
Need to also advise about the time frames once someone is eligible, and the need to get into services and have a plan developed. 


fihe individual and
tRelr family memiber
make a decision on
the services desied,
and coniiifm these
CECISIoNS, Wit the
Senvices; Coorainator.




Tihe; Servicess Coordinator
documents the what
SErvices and case
management entity: the
Inaiviaual/familyy/
guardian: desires
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Progress notes for now


Matehing a pPersen's
SUpport needs 1o the
availaklerand willing
SEnVIce providers
@ceurs after Choice
AAVISInG, as: a pat of
the service planning
PIOCESS.
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PA will work with the individual to identify providers

SC will offer available options for individuals to consider in the comp services


ORS 427.121

I accordance withr ORS 427.121, a SEeIVICES Ceorainator
must present at least three approprate lIcensed or
certified residentiall placement setting) eptions;, Inciuding
at least twe diffierent types ofi licensed or certified
residential settings, teran adult mdividual eligible te
[ECEeIVE SENVICES Inra licensedl or certified residential
setting prier te the initialfplacement of the adult
Individual intoe the licensed or certified residentiall setting.
The services coerdinater IS not reguired te present the
residential placement Setting optiens; ii:


Presenter
Presentation Notes
This is found under the entry and exit requirements within the CDDP rule


ORS 427.121

fhe sernvices coerdinater demoenstrates that
UAree: apprepriate: placement Settings or twe
different tyjpes ofi residential settings ane not
avallablewithin the geegraphic area WhEere: the
adult mdividualiwishes tes reside;

Fhe adult ndividual selectsy a placement setting
epuIeR and Walves the rnght ter e presented wiih
ether residential placement setting eptions

The adult mdividual s at imminent hsk terhealth
OIf safety Inl the current placement setting


Presenter
Presentation Notes
Importance of documenting this…..Darlene’s story 


Documentation

IR & pProgress nete capture the
date of the Choice advising
Session,, What Wastefifered
and whatwas desired: 1oy
the persen.

Indicate wWhether the persen
needed time; for making a
decision and the agreed
Upoen time frame. fer thell;
decision.

Progress; note the decision
WhHERNE IS  made

Be certain to get the
Individuals; signature on the
LOC form




Perieadic checking In.....

Checking Iniat menitorng| Visits or other opportunities as tor “how: are
tINGS going™ opens the door for flrther conversation I someone
Indicates some dissatisfaction er an Interest In triing semething
dififerent.

Be mindiul ofi unintentionally infilencing someone, Whnen: talking about
a change! I Service option, Service setting or Senrvice provider.

Sometimes; intenvention might be needed toiresolve a smalll problem
that seems big, and Is leading to guick decisions to make a chamnge

Ofifer options I semeone Isiinterested andiindicating a  desire for a
change inicase management services, service options, setting or
provider



Choice Advising Annually

Choice advising must be provided at least annually, and must incltde
Information to the individual, of thelr Hght tol request access; to
other available senvices.

This needrnot be as fermal as the miual choeice advising, but you Want
t0 ask abouit satisfaction: In| SERVICES sUch as: IS, their plan Working;;
IS the living| envirenment Working? De they have epportunities terde
new things? Are they interested in talking| anout ether options?

If- concens are noted), start the conversation aneut What options the
persen IS interested in. I ethers are invelved as a part ofi the
individuals team), ask whether it weuld e helpful ter have a
conversation Withi these peeple te explere Ideas.

Be open andi supportive of an individual WNe I expressing an interest
IN changing case management options, a Service or service setting
OpLion Or al Service provider.


Presenter
Presentation Notes
Document this discussion in progress notes.



For people in comp services the annual choice advising should be handled in advance of the ISP meeting (not a half hour before the meeting) – perhaps at the quarterly monitoring visit three months prior to the ISP team meeting. 


Use your phenemenal skills!

Practice Active:r Listening

Share your knewledge ofi CDDP & Brokerage
SErVICEs In amnl elhjective manner

Provide neutralfguidance
Be sensitive tor cultural differences

Rememer that yourr nenverhal communication
IS asi Important as Wihat yeu say

\Welcome mdividuals, and families inte: our:
senvices!
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