Welcome to Peer Coaching!




Agenda / Outline

I. What is Peer Coaching?
Difference between coaching and mentoring
Evidence that it works
Il. What is the role of a coach?
Focus, Action, Reflection
Listen to Understand
Give specific feedback
Help them stay focused
Guide them to take action
Offer Encouragement — be welcoming
Help them learn from Experience
Hold them Accountable
[ll. Reflection for new staff and Coach
What do you see, think about what you see (beliefs, opinions, value, judgments, cultural
competency), feel, what do you need?
IV. Creating an optional “Snap Shot”
V. Creating a meaningful checklist
A. Review the one pager with the Individual
B. Work with individual to develop a checklist for training new staff
i. Objectives to be met
ii. topics to cover
iii. special insight (humor, learning style, fun things to do)
iv. Spaces for new staff, coach and individual to sign off
DAY TWO:
VI. Practice with checklist, individual and coach
VIl. Documentation and record keeping
VIII. Evaluations and Certificates

RCW 74.39A.331 On the Job Training and WACs 388-101-3258, 3240, 3302

This law and the following rules speak to on the job training in Assisted Living Facilities but fall under the
Long Term Care Worker rules as well. Agencies are to make on the job training (OJT) available in case a
worker requests this assistance. In the Community Residential Service Business world, our OJT looks
very different than it would for an Assisted Living Facility but since the law says the training must be
available we addressed this requirement by developing a Peer Coach program. In other portions of the
WAC Peer Coaching or Mentoring must be lead by a qualified instructor, one who has attended 12 hours
of coaching classes. With a Stakeholder workgroup, DDA determined that the 12 hours could be
Continuing Education hours and that the current peer coaching could be improved with structure and
training. We do it anyway — let’s get some credit and value from the need. Following this class you will
be a “qualified” Coach.



OBJECTIVES:
Purpose of this training: The intent of Peer Coaching is to transfer information from Senior Staff
to New Staff (NS) regarding Individuals supported by your agency. It is the Senior Staff who
have the best knowledge and how to build relationships with an individual. It will be
important to build relationships from the first meeting.
Coach (C):
Expectations: Coaches are expected to demonstrate:
*a positive attitude
*expectations for staff they are coaching are clearly communicated
*questioning to allow for higher order of thinking/problem solving
*positive working relationship with NS
*Direct experience and knowledge of the people being supported
*Have a positive relationship with the person they are supporting and transferring
knowledge about.
Learning outcomes:
*Demonstrate Focus, Action and Reflection
*Use quality teaching with NS
What did you hear/observe
What are your questions of clarification
What is your response
*Represent the Agency in a Professional Manner
*Demonstrate proper documentation
*Breakdown teaching into measurable steps
*Assess NS readiness to work alone
*Test skills of NS
*Support NS with building relationships with individuals.




While Supporting and Coaching your NS:

New Staff (NS):
Expectations during Coaching sessions:
*Ask questions to clarify
*Produce accurate documentation with respectful language
*Be open to learning new things
*Have a positive attitude
*Be present in each day and learning experience
*Solve Problems with a Win-Win perspective
*Own your mistakes
*Show empathy and understanding
Learning Outcomes for the NS using the “checklist”: Each agency may add to these objectives
but may not remove any objectives.
*Demonstrate active listening
*Breakdown focus, action and reflection
*Apply habilitation teaching skills learned in Residential Training
*Show correct documentation in individual’s record
*Plan activities for community integration and inclusion specific to an individual
*Use Problem solving skills in a daily working environment
*Explain Medication Management for each individual
*Teach back how to document on MAR and the consequences of Medication errors and
documentation errors.
*Discern the difference between an Incident Report for Abuse and Neglect versus one for
a discovered bruise in a core area.
*Demonstrate knowledge of household emergency procedures and where to locate the
fire extinguisher.
*|dentify escalating behavior for an individual
*Demonstrate best use of Positive Behavior Support Plan to reduce escalating behavior
*Breakdown program teaching steps
*Show respect for individual by demonstrating communication style for each individual.
*Summarize risk assessment and indicate protective plan to reduce risk and increase
safety.




*Support each Individual through an activity of the Individual’s choice.

*Compare different outcomes for a problem and determine acceptable solution for a win-
win outcome.

*Complete habilitation program with each Individual.

*Demonstrate appropriate prompt level and communication style with each Individual

*Demonstrate use of adaptive equipment (if appropriate for the individual being
supported)

*Demonstrate independence with all skills from the Coaching checklist.
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and a road map to make all of their training make sense. You will help them to make their training

g

As a Coach you will be setting a path for the new staff’s success. They will have support

experience relevant and meaningful.

Attributes of a Coach:

e Good listener

e Asks Questions to guide the process

e Positive Attitude

e Someone who can develop skills in others

e Challenges to a positive outcome

e Impartial — focused on improvement in behavior or skills

e Sees the benefit in working with new staff to increase positive and reduce negatives (errors,
retraining)



Reflect/deb Set

Aer? Focused

Ask Goals
guestions

Implement your
new skill with Prepare
the individual an Action

you are Plan
supporting

Focus:

SMART Goals: Should meet the SMART criteria and have a baseline starting point and a target due date.

S — Specific; M — Measurable; A - Actionable; R —Relevant; T - Time Bound

Action Plan:
Implement: Practice, Practice, Practice!
Reflect:

Reassess:




Reflection Activity Sheet

The purpose of this sheet is to provide a way for staff to think through different events throughout the
day and use them during coaching sessions to review what happened, what could have been better and
to receive constructive feedback for improvement in the future. Staff may complete these as soon after
the event as possible without interfering with their work or the safety of the person they are supporting.
Staff may keep these completed forms for their own personal growth.

1. What happened? Describe the event that took place. State facts not opinions.

2. What were the consequences?

A. For you?
B. For the Client?
C. For the Agency?

w

. How would you handle a similar situation in the future?

F =Y

. Who can you talk to for additional support, perspective, and guidance?

5. What can you do in the next 48 hours to practice what you learned? This may include study of
individual’s documents.

6. Shared with Coach: date:
Coach name:

Coach initials:




The whole idea behind coaching is to develop a path for company leadership and to share information
and make the new staff as knowledgeable and successful as you are.

Training
Commitment — LEADERSHIP
Coaching



Likes: Person’s Name Dislikes:
[Paste Photo here]
Risks!
Skills & Abilities: Communication Style:




Coaching Checklist Objectives

Template objectives: Does your checklist meet the criteria?

yes

no

Demonstrate active listening

Apply habilitation teaching skills learned in Residential Training: Full physical assist,
physical assist, verbal, gestures, independence

Show correct documentation in individual’s record

Plan activities for community integration and inclusion specific to an individual

Use Problem solving skills in a daily working environment

Explain Medication Management for each individual

Teach back how to document on MAR and the consequences of Medication errors and
documentation errors.

Discern the difference between an Incident Report for Abuse and Neglect versus one for a
discovered bruise in a core area.

Demonstrate knowledge of household emergency procedures and where to locate the fire
extinguisher.

Identify escalating behavior for an individual

Demonstrate best use of Positive Behavior Support Plan to reduce escalating behavior

Breakdown program teaching steps

Show respect for individual by demonstrating communication style for each individual.

Summarize risk assessment and indicate protective plan to reduce risk and increase
safety.

Support each Individual through an activity of the Individual’s choice.

Compare different outcomes for a problem and determine acceptable solution for a win-
win outcome.

Complete a habilitation program with each Individual.

Demonstrate appropriate prompt level and communication style with each Individual

Demonstrate use of adaptive equipment (if appropriate for the individual being
supported)

Documents effective teaching strategies of modeling by the Coach, guided practice with
the staff doing and the coach monitoring/correcting and demonstration of independence
by staff doing and coach watching.

Documents time spent in training

Documents modeling, guided practice and independence
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Coaching Agenda

Section 1: To be completed at first meeting with New Staff and Coach

Date:

Staff name: Coach Name:
Ground Rules:

Meetings will happen: [ weekly [] every two weeks ] monthly

Section 2: To be completed by New Staff (NS)
Review NS goal: (write the staff SMART goal here)

Progress towards the goal: (Complete a reflection worksheet prior to the meeting and review with
Coach)

Section 3: After discussion, what actions will be taken by the NS and the Coach?

Take Action: What will be done? When will it be done? (Giving an end date allows you to track
progress.)

NS:

Coach:

©

What is NS doing well: oo

Section 4: New goal for NS. If the first goal is completed, what’s the next goal?

11




What should | do first when | start to Coach a NS?

1. Complete Section 1 of the Coaching Agenda:
, lv ‘l
2. Write a SMART goal with your new staff participant: e
S — Specific

M — Measurable
A — Actionable
R — Relevant

T - Time Bound

3. Listen to Understand:
® o
e Observe:

4. Give Specific Feedback:

or Constructive
5. Support Remaining focus by working on a single skill and talking to your coach frequently:
6. Guide to take action: P> 8

R
WORK!
7. Encourage: *E (i’

8. Learn from experience:

SUCCESS  SUCCESS




Action Plan

You are tasked with returning to the home where someone you support lives and receives services. You
are to work with this individual to review the “Snap Shot” to ensure that the information meets the
expectations of this individual. The information needs to be approved by the person it is about
(“Nothing about me without me”). If your agency has chosen not to use this form, please skip to the
next step. Repeat the steps with the coaching checklist. The only items you may remove from the
checklist are those that do not apply to this individual. You may add anything that is missing. The order
these items appear on the list should be prioritized by the individual and updated by you. It would be
best to prioritize by section for ease of keeping topics together and reducing the amount of stress this
might cause for individual. Please explain that your agency also has some priorities and requirements.
Even if the individual does not see the importance of these items you may not remove them from the
checklist.

1. Make an appointment with the person to review and make sure it is on their calendar. Date:

2. Determine what you need to consider for the meeting.
(Special communication, how you will approach the topic and explain it, other considerations.)

3. Identify the priorities for training new staff about the individual. These will be first on the Coaching
checklist.

4. Identify Priorities from the Agency’s perspective. These will follow the priorities of the individual in
an order that makes sense. Not prioritizing risks related to falls, choking, abuse, neglect etc would be
placing the agency and the individual at risk of harm.

5. Update the form and share it with the individual. Make any changes necessary.

6. Use the form for training new staff along with the Coaching checklist.
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Coaching Agenda

Section 1: To be completed at first meeting with New Staff and Coach

Date:

Staff name: Coach Name:
Ground Rules:

Meetings will happen: [ weekly [] every two weeks ] monthly

Section 2: To be completed by New Staff (NS)
Review NS goal: (write the staff goal here)

Progress towards the goal: (Complete a reflection worksheet prior to the meeting and review with
Coach)

Section 3: After discussion, what actions will be taken by the NS and the Coach?

Take Action: What will be done? When will it be done? (Giving an end date allows you to track
progress.)

NS:

Coach:

©

What is NS doing well: oo

Section 4: New goal for NS. If the first goal is completed, what’s the next goal?
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MASTERS

CAN BE FOUND ON DSHS WEBSITE:

https://www.dshs.wa.gov/node/10621/
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Agency Name:

Date:

Sign in sheet
Instructor name:

Name of course: Peer Coaching

CE#: CED-1002

Printed name

Signature

Initial for
second day
of training
if needed

Per WAC 388-829: original or scanned / electronic copy to trainer files for 6 years from this date. Copy
to personnel record attached to copy of certificate. Electronic template available on DDA Website:
https://www.dshs.wa.gov/node/10621/
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Coaching: Listen to Understand NS scenarios card

Print on colored card stock or paper and laminate for reuse before cutting apart.

NS: Read the regular type and wait for the Coach to ask a question. They may ask something that is not
indicated here so be prepared to tell a story based on the questions they do ask.

| was at work today and the strangest thing happened. Mary started to spin in circles and hit her head.
(Then what happened?) Well she kept pointing to the cupboard where we keep her lunch items. (Why
do you think she did that?) Well | think she may have done that because lunch wasn’t ready. (What was
the real issue?) We were going out to lunch and her calendar didn’t show that we were doing that.
(How could you have handled the situation?) | should have checked her calendar when | came in this
morning to make sure the activity was listed. (What do you think the consequences were for Mary?) |
think not having the activity on the calendar made her confused and then she got upset. (What are your
next steps?) | think I'll go and apologize to Mary for not getting the activity on her calendar and then I'll
make sure we have that updated every day.

NS: Read the regular type and wait for the Coach to ask a question. They may ask something that is not
indicated here so be prepared to tell a story based on the questions they do ask.

| was at work today and the strangest thing happened. Mary started to spin in circles and hit her head.
(Then what happened?) Well she kept pointing to the cupboard where we keep her lunch items. (Why
do you think she did that?) Well | think she may have done that because lunch wasn’t ready. (What was
the real issue?) We were going out to lunch and her calendar didn’t show that we were doing that.
(How could you have handled the situation?) | should have checked her calendar when | came in this
morning to make sure the activity was listed. (What do you think the consequences were for Mary?) |
think not having the activity on the calendar made her confused and then she got upset. (What are your
next steps?) |1think I'll go and apologize to Mary for not getting the activity on her calendar and then I'll
make sure we have that updated every day.
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Coaching: Third Listen to Understand Activity cards

Copy to colored card stock and laminate before cutting apart. Make enough to give to your new

Coaches for their use during Coaching sessions.

Then what happened?

Why do you think s/he did that?

Tell me more.

Was that the real issue?

What are some other ways you could have
handled that situation?

Which approach will work best for you?
How did you feel about that?

What are your next steps?

What kind of help do you need?

Listen to Understand

Then what happened?

Why do you think s/he did that?

Tell me more.

Was that the real issue?

What are some other ways you could have
handled that situation?

Which approach will work best for you?
How did you feel about that?

What are your next steps?

What kind of help do you need?

Listen to Understand

Then what happened?

Why do you think s/he did that?

Tell me more.

Was that the real issue?

What are some other ways you could have
handled that situation?

Which approach will work best for you?
How did you feel about that?

What are your next steps?

What kind of help do you need?

Listen to Understand

Then what happened?

Why do you think s/he did that?

Tell me more.

Was that the real issue?

What are some other ways you could have
handled that situation?

Which approach will work best for you?
How did you feel about that?

What are your next steps?

What kind of help do you need?

Listen to Understand

Then what happened?

Why do you think s/he did that?

Tell me more.

Was that the real issue?

What are some other ways you could have
handled that situation?

Which approach will work best for you?
How did you feel about that?

What are your next steps?

What kind of help do you need?

Listen to Understand

Then what happened?

Why do you think s/he did that?

Tell me more.

Was that the real issue?

What are some other ways you could have
handled that situation?

Which approach will work best for you?
How did you feel about that?

What are your next steps?

What kind of help do you need?

Listen to Understand
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Coaching: fourth - specific feedback activity cards
Instructions: Print these cards on two colors of paper. Cut them apart. Give the Coaches one color and

the New Staff the other. Ask them to determine if the response was constructive or positive.

Read this scenario to the Coach as though you just
completed this task:

1.

| was working with Sean today. He was trying to
plant seeds in his garden. He was pushing the
seeds in with his finger. When | suggested he try
using the stick he got angry and walked away. |
tried to get him to come back and finish so | just
did it for him.

You are the Coach. Give this feedback:

1.

When you interrupted Sean you broke his
concentration. His PBSP states that you are not to
interrupt this behavior to allow him the
opportunity to do things his way. Now, you have
taken away something he loves to do. What might
your next step be to correct this?

Read this scenario to the Coach as though you just
completed this task:

2.

Murray was doing his laundry. | gestured for him
to put the soap in the dispenser. He placed the
tablet in the correct dispenser and | gestured with
a thumb’s up to show him that he did a good job.
He needed help to select the correct setting. |
showed him where to push and he pushed the
correct button. | watched him while he shut the
door and turned the machine on. | asked him
what’s next and he showed me the dirty dishes in
the sink.

You are the Coach. Give this feedback:
2.

I like how you followed the teaching program and
gave only gestures as cues until he had completed
his task. By asking him “What’s next?” you gave
him the ability to choose the next task he needed
to complete. He is in control of his life and you did
a good job of supporting him to accomplish what
he wanted to do.

Read this scenario to the Coach as though you just
completed this task:

3.

| told her to sweep the floor, wipe the counters,
vacuum the rug and she got mad. She wouldn’t do
anything | asked her to do!

You are the Coach. Give this feedback:

3.

First of all, by giving her three tasks at one time
you made it difficult for her to be successful.
Remember that her communication style means
that she can only handle one task at a time. You
gave her three. Secondly, her PBSP states that
when it’s hot outside she doesn’t like to do
housework. It was 90 degrees in the shade today.
Let’s look at her PBSP and see if there are more
clues to her behavior in there. What will you do
differently next time?

Read this scenario to the Coach as though you just
completed this task:

4,

He just came at me with his fists flying! | was just
trying to tell him to “calm down” so we could go to
the movie. He chose the movie and | don’t get
why he got so upset. | don’t think | can work with
him anymore.

You are the Coach. Give this feedback:

4.

Let’s take a look at his PBSP. Look at his
communication. “Calm down” is one of the
statements that is a trigger or setting event. By
using this term you are actually the reason he
became upset and tried to hit you. How will you
avoid being the trigger in the future?
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COACHING SCENARIO ONE

James: New DSP Client: Matthew

James is a new DSP who provides support services for Matthew, a 35 year old who has Diabetes. His
doctor has asked him to limit his daily calories to 2000 per day and to spend a minimum of 30 minutes
per day exercising. Matthew is unable to cook, so James has been preparing his meals and understands
well how to put together a daily menu that follows the doctor’s orders. Matthew, however, often rejects
James’ cooking by taking two bites, then leaving the table. Sometimes, he will even throw his food into
the garbage (plate and all!). Matthew will then go to the refrigerator and cupboards, take a number of
items such as peanut butter, Twinkies, cookies, donuts, and potato chips and make his own “meal.” Just
this week, Matthew has gone through three jars of peanut butter and two entire boxes of Twinkies.
James is having no luck with the exercise routine either. Matthew loves to play video games, as does
James, so they will play several hours each day together. But whenever James asks Matthew to go for a
walk, Matthew always refuses. This last week, every time Matthew has refused, James would tell him
that he didn’t want to play the video game anymore and would go into the staff area to catch up on
paperwork. Matthew would get upset with James, cursing at him, punching the wall and on occasion,
throwing objects at him. Each time, James would eventually reverse his decision and play again, which
would make Matthew very happy again.

COACHING SCENARIO TWO

Connie: New DSP Client: Marge

Connie is an African American new DSP who is 25 years old. She provides support services for Marge,
who is 52 years old and is able to do many living skills herself. From all of your observations, Connie and
Marge get along quite well. Connie has been especially attentive to Marge, which Marge seems to enjoy
a great deal. Marge loves to play Monopoly, and Connie happily participates. After two weeks of
working at Marge’s home by herself, Connie lets you know that the relationship has deteriorated
drastically. She tells you that Marge orders her around and treats her like a servant. She has been
making her do her laundry and cook her meals. She has been yelling at her, and has made several racist
comments towards her. Even their Monopoly playing has stopped - especially because Connie is too
busy taking care of Marge’s needs.
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COACHING SCENARIO THREE

Marshall: New DSP Clients: Allen and Gordon

Marshall is a new DSP who provides support services on various shifts, for two roommates, Allen and
Gordon. Allen is fairly independent and has a job that he goes to every day between 10:00 and 3:00.
Gordon doesn’t work, but he prefers a rigid routine, that seems to revolve around Allen’s day. Both get
up at 8:00 in the morning, have breakfast and then get dressed. At 9:15 when Allen leaves for work,
Gordon goes into his bedroom and shuts the door. He comes out at 12:00, makes a sandwich, then goes
back into his room to eat. When Allen returns at 3:45, Gordon comes out of his room and he and Allen
play video games until 5:30, when Marshall or Allen provide dinner. After dinner, Allen goes next door to
visit his girlfriend, while Gordon goes to his room and shuts the door. When he hears the front door
open from Allen returning, he goes into the bathroom to brush his teeth, then goes straight to bed.
During your coaching session, Marshall shares his concern that Gordon doesn’t like him, and they seem
to have nothing in common. He tells you that another DSP, Ben, has shared with him that Gordon will
play video games with him rather than go to his room and even goes to the park on Thursday
afternoons. He is confused by Gordon’s willingness to change his routine, because he was told by you
and others how important “routine” was for Gordon’s quality of life. Whenever Marshall has asked if
Gordon would like to do anything, Gordon usually shrugs his shoulders, mumbles something and shuts
the door to his room. A couple of times, he has knocked on Gordon’s bedroom door with an idea for
something fun to do, but Gordon doesn’t respond and instead, turns his music up louder to drown
Marshall’s voice out.

COACHING SCENARIO FOUR

Janice: New DSP Client: Carolyn

Janice is a new DSP who works with Carolyn. Carolyn loves to go to the mall, walk into every store
(except one), and say “hello” to the people that work there. Many people know her by first name and
enjoy their conversations a great deal. She does this 2-3 times per week. Last year, she was asked to not
come back to a store because on two separate occasions, she intentionally knocked over and broke a
very expensive crystal item. Janice comes to you because she is concerned that Carolyn may be banned
from another store. One of the stores she visits has large, clear plastic cylindrical containers of candy
that are designed to fill a bag by pulling a plastic knob to let the candy flow. Twice last week when
Carolyn went into the store, instead of talking to the store clerks like she usually does, she went to
multiple containers and pulled on the knobs, sending Candy pouring out all over the floor. She
apologized and promised she would never do it again, but immediately did it again the next day. The
second time, the owner came out from the back, obviously upset, and told Janice that she needed to do
a better job of “controlling” Carolyn. Janice told you she “was never so embarrassed in my whole life”
but that her larger concern was that Janice would be very upset if she were banned from what was
undoubtedly, one of her favorite stores in the mall.

21



COACHING SCENARIO FIVE

Conner: New DSP Client: Daniel

Conner is a new DSP who provides support services for Daniel. Conner has been very respectful of
Daniel by not dictating to Daniel what to do, and by allowing Daniel to make decisions and offer choices.
Connor comes to you for advice because he has been having hygiene issues with Daniel. Daniel wears
briefs and does not like to have assistance when he needs to change them. Unfortunately, he doesn’t
change them nearly as often as they need to be. There are days when he sits in feces and urine for most
of the day. The briefs will sometimes leak onto the furniture, causing the room to smell and making his
roommates angry. It seems that the problem has been getting worse. The more often Conner suggests
that he change his briefs, the longer Daniel stays in them.

COACHING SCENARIO SIX

Andie: New DSP Client: Lori

Andie is a new DSP who provides support services to Lori. Lori is on a tight budget and Andie has been
great at helping show her how to best stick to her budget when they go shopping and when planning for
activities. Andie comes to you for advice, because there is one area that has been eroding into her
budget and causing difficulty. In her budget, Lori can have 5 cigarettes a day. Unfortunately, she would
prefer to smoke more. Lori gets very upset when she is reminded about her limited cigarette budget.
She will yell at Andie, and call her a “Nazi Prison Guard.” Many times, she will simply take a cigarette and
go in the bathroom, lock the door and smoke it. All of the roommates, including Lori, made a ‘no
smoking in the house’ rule, so the situation is causing problems between them, with several shouting
matches just in the last week.
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Evaluation

Agency Name: Instructor Name:
Name of course: CE code:
Date:

Disagree Agree
Evaluation - circle the appropriate one lowest highest
This training met my expectations 1 2 3 4 5
Trainer was easy to understand 1 2 3 4 5
Content was easy to understand 1 2 3 4 5
Activities were fun and easy to follow 1 2 3 4 5
Materials / handouts are useful 1 2 3 4 5

The difference between shadowing and coaching is:

What aspect of this training is going to help me most in training the staff at my agency?

What aspect of this training is going to be the most challenging in training the staff in my agency?

What aspect of the curriculum is going to be the most useful to me as a trainer?

What aspect if the curriculum is going to be the most challenging for me as a trainer?

Best thing about the training?

Please hand this to the trainer and you will receive your certificate. Thank you for attending!
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