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Objectives

= Provide an opportunity for interactive role-playing related
to areas of self-advocacy, service delivery, and questions
to ask providers.

= Discuss how to evaluate service delivery.

= Share a variety of questions to ask providers before and
during hiring process.

= The participant will be able to list places to find ongoing
and additional information.
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Who is Delmarva?

Under Quality Assurance Contract with AHCA
since 2001

Interview people receiving services about the
services they receive

Review Providers rendering services

Provide data from reviews to AHCA/APD to
support the Quality Management System




f@ statewide quality assurance program df

Delmarva Foundation — Florida

Key Services

« Residential Services (RH)

= Personal Supports

= Behavior Services

« Respite

= Life Skills Development Services: ADT,
Companion, SEC

= Support Coordination

= Supported Living
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Your Roles & Responsibilities

« Assessing your own wants and needs
= Interviewing potential providers
Setting clear expectations

Evaluating the service and provider for
over all effectiveness

Addressing concerns and changing
providers If applicable
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Assessing your own wants and needs

Life Dreams
Relationships/Community
Work and Home

Growth

Health



Presenter
Presentation Notes
Each area can have short term and long term goals
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Presenter
Presentation Notes
Assessing your own wants and needs/Support planning
Bad Example: 
Staff is in a room with the person receiving services. They are talking about the services but not including the person. They then turn to the person and ask them to sign all the documents without additional discussion or explanation. 
Good Example: 
Staff is in a room with the person receiving services. They turn the meeting over to the person receiving services. The person is encouraged to go over what she/he liked about this past year and what worked/did not work. She/he then talks about her desires for the upcoming year and reminds people these have been discussed at prior information gathering sessions. Staff actively solicits information about her social, home, and work goals. 
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Lesson Learned

Let’s Discuss...what worked? What did not

work? What else could the self-advocate
do?



Presenter
Presentation Notes
Each situation will be discussed with an emphasis placed on what just happened; what went right or wrong and ending with an interactive conversation identifying possible alternative solutions.)
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Interviewing Potential Providers

How long have you been providing services?

How will I select my staff?

How flexible are you on times & dates as my needs change?
What happens if someone is a no show?

How will you ask about my goals?

How will you see if | am satisfied?

How can | see what is written about me?

How will you and your staff respect my rights?

How will you and your staff support my privacy?



Presenter
Presentation Notes
Share a variety of questions to ask providers before and during hiring process.—also shared in a handout
Was the provider an active listener?
Did the support flexibility?
Will they keep you fully involved and informed?
How will they check satisfaction?
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Presenter
Presentation Notes

 
Interviewing potential providers/Questions to ask
Bad Example: 
The person receiving services interviews potential staff. The staff does not allow the person receiving services to ask any questions and mainly talks to the family member with them. The person receiving services tries to redirect the conversation to ask their questions about service delivery but the staff does not listen to them. 
Good Example: 
The person receiving services interviews potential staff. The staff encourages the person receiving services to ask their questions and answers them. The questions include details about the person receiving services expectations about the service including times, days, flexibility, and activities.  They have a conversation about all preferences.
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Lesson Learned

Let’s Discuss...what worked? What did not

work? What else could the self-advocate
do?
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Presenter
Presentation Notes
(Each situation will be discussed with an emphasis placed on what just happened; what went right or wrong and ending with an interactive conversation identifying possible alternative solutions.)
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Setting clear expectations

= Expectations of time

= Expectations of location

= EXxpectations of activity/goal
« Expectations of staff
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Presenter
Presentation Notes
Setting clear expectations  
 
Bad Example: 
The person receiving services meets with a new provider. When they arrive, the person receiving services lets the provider know she would like to look at employment options to work with animals. The staff indicates she needs to go to the store, but maybe they could do that another day. 
 
Good Example: 
The person receiving services meets with a new provider. When they arrive, the person receiving services lets the provider know she would like to look at employment options to work with animals. The staff indicates asks if the person receiving services has any ideas about locations and what type of work she would like to do with the animals. The person receiving services states she has worked in a pet store in the past and would like to try their first but then would like to explore other locations too. 
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Lesson Learned

Let’s Discuss...what worked? What did not

work? What else could the self-advocate
do?



Presenter
Presentation Notes
(Each situation will be discussed with an emphasis placed on what just happened; what went right or wrong and ending with an interactive conversation identifying possible alternative solutions.)
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Evaluating the service & provider

Reaching Goals
Satisfaction
Other needs
Grievance



Presenter
Presentation Notes
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Presenter
Presentation Notes
Evaluating the service and provider/Satisfaction/realizing goals
 
Bad Example: 
Staff arrives at the home of a person receiving services. The staff hands the person receiving services a survey and states it should be filled out with all good feedback so the person can keep going out with them.  
Good Example: 
Staff arrives at the home of a person receiving services. The staff hands the person receiving services a survey, explains its purpose, and asks for it should be filled out. The staff lets the person know they can have their other supports assist. The staff asks if there are any concerns or changes the person receiving services would like to make. The staff discusses each question so the person receiving services has an understanding of each question. The staff lets them know there is no wrong answer and explains the surveys are used to make sure the person is satisfied and if they are not, to develop plans on how to gain their satisfaction. The staff reminds them they do this throughout the year. Then they discuss the goals they were working on and staff asks how they feel they are doing and what progress or accomplishments have been made and if there are any desired changes.
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Lesson Learned

Let’s Discuss...what worked? What did not

work? What else could the self-advocate
do?



Presenter
Presentation Notes
(Each situation will be discussed with an emphasis placed on what just happened; what went right or wrong and ending with an interactive conversation identifying possible alternative solutions.)
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Addressing concerns and changing
providers if applicable

= Grievance ldentification
= Grievance Resolution
= Selecting a new provider



Presenter
Presentation Notes
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Presenter
Presentation Notes
Addressing concerns and changing providers if applicable/Rights violations 
Bad Example: 
Staff and a person receiving services are in a store. A passerby stops the staff and asks what they are doing for the person they are with. The staff says the person has autism and they are paid to watch them. They go on to describe the behaviors the person receiving services has. The staff ignores the person receiving services. The person receiving services asks the staff to please stop giving out their information. The staff ignores the request.  The person receiving services asks them about their grievance policy and the staff states it is not a big deal and to move on. The person receiving services does not feel like they can continue with this provider. 
Better Example: 
Staff and a person receiving services are in a store. A passerby stops the staff and asks what they are doing for the person they are with. The staff says the person has autism and they are paid to watch them. They go on to describe the behaviors the person receiving services has. The staff ignores the person receiving services. The person receiving services asks the staff to please stop giving out their information. The staff ignores the request. The person receiving services asks them about their grievance policy and the staff states it is not a big deal and to move on. The person receiving services contacts their WSC when they arrive home to indicate they would like to change providers and explains the reasons. The WSC asks about traits the person receiving services would like to see in a provider and sets up interviews so the person can match the provider to these expectations to work to reach all their goals. 
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Lessons Learned

Who decides what services | need?

What should | expect from my
providers?

Who is in charge of my services?
What are my roles and responsiblilities?



Presenter
Presentation Notes
Each situation will be discussed with an emphasis placed on what just happened; what went right or wrong and ending with an interactive conversation identifying possible alternative solutions.)
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Remember the Five D’s

« Determine your individual needs
and desires

= Drive your own Support Plan
« Develop your expectations
» Define what success means to you

» Decide If services are working for
you
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Questions?
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Please Complete the Training
Evaluation

Please visit the Delmarva Florida website at
www.dfmc-florida.org

Thank You!
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Contact Us
Delmarva Foundation

Beth Stratigeas, Customer Service Representative

email:Stratigease@dfmc.org
phone: (866) 254-2075




Delmarva Foundation — Florida

Resources

= Delmarva Foundation for Medical Care:
www.dfmc-florida.org

= Agency for Persons with Disabilities (APD):

www.apd.myflorida.com

= Agency for Healthcare Administration (AHCA):

www.ahca.myflorida.com

= Human Services Research Institute (HSRI):
www.hsri.org

= National Core Indicators (NCI):
www.hationalcoreindicators.org
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