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Narration:
Welcome to the lesson on Working in Collaboration with Others to Support
the Person. This lesson is part of the course on Person-Centered Access to
Long-Term Services and Supports in the Person-Centered Counseling
Training Program. Please review the information on this screen and go to
the next page when you are ready.

Text:
Welcome!

Here is a description of the lesson you are starting:
Person-Centered Counseling (PCC) professionals are part of changing the
experience of accessing long-term services and supports (LTSS). The
current system often feels fragmented and difficult to navigate for people
seeking assistance. PCC professionals help improve the sense of
coordination by using person-centered practices to support streamlined
access to appropriate resources. In order to do this, PCC professionals
need to cultivate professional relationships with others. This lesson provides
the learner with an overview of how formal linkages in the No Wrong Door
(NWD) system may influence their role. It will also introduce some of the
informal partnerships that PCC professionals can cultivate. It describes the
values of networking and offers tips on how to build strong relationships
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while providing person-centered support.

Learning Objective
After completing this lesson:
You will be able to work effectively with a variety of people and entities
(formally and informally) to ensure consistent, streamlined, and person-
centered access to LTSS.

To view course information, including On-the-Job Training Assessments, Portfolio
Assignments, and a list of Activities, click on the “Menu” tab and then click Lesson
Information.

This course is one of the six foundational courses in the No Wrong Door System
Person-Centered Counseling (PCC) Training Program meant to provide basic skill
and knowledge related to the identified competencies for a PCC professional. Click
on the box below to learn about how person-centered thinking approaches are
infused throughout these courses.
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Narration:
Collaboration has not been a central part of health and human services in
the past. However, there has been a lot of work done to improve
collaborative efforts. Collaboration is a necessary component to meet the
vision of a high-functioning No Wrong Door system. Collaboration between
professionals must happen in order to reduce the feeling of fragmentation
and complexity of these systems from the perspective of people seeking
services. Review the information on the page. When you are ready, go to
the next page.

Text:
Benefits of Collaboration

Collaboration with other professionals is a cornerstone to a strong NWD
system. The following are some benefits of collaboration:
<bullet> It supports streamlined access for people by ensuring that
professionals are familiar with the components of the system and how they
work and that they have strategies for simplifying these (for example,
eligibility and applications, post-hospitalization follow-up, etc).
<bullet> It supports coordinated, person-centered transitions by ensuring
that the professional’s roles are clear, the person is comfortable and
informed, and there are not gaps in support.
<bullet> It increases access to more person-centered services by ensuring
professionals are aware of the implications and uses of various resources
and choices.
<bullet> It minimizes the burden on the person by reducing how much
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tracking and organizing of information they must do. It decreases their need
to retell their story to multiple professionals.
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Narration:
In a No Wrong Door system, a Person-Centered Counseling professional
must be aware of the roles of various professionals in the system and work
well with them for the benefit of people seeking services. This helps to
smooth the way for people as they navigate the system. Review the
information on the page. When you are ready, go to the next page.

Text:
The Person-Centered Counseling (PCC) Professional’s Role in
Collaborating

You can make accessing Long-Term Services and Supports (LTSS) easier
for people when you have strong ties to partners. When professionals
consider the experience from the person’s view, they can consider how to
reduce burden and confusion. A PCC professional will try to buffer people
from a complex and fragmented system and try to move things along more
quickly. This means PCC professionals must have a good ability to work
with other professionals both in their own organization and in the
community. They must not only work well with people who are part of an
individual’s network. They must cultivate ongoing relationships with a variety
of people.

This networking and collaborating can be through formal linkages with other

DirectCourse© 2016



DRAFT

entities that provide services for people needing information about LTSS. It
can be through systems and processes within your own organization, such
as between eligibility specialists and planners. It can also be through
informal connections such as having contacts with a variety of service
providers and community resources. Your connections and relationships can
help streamline the process of gaining access to the resources that make
the most sense to each person.
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Narration:
Formal linkages are part of a No Wrong Door system. Formal linkages are
when critical organizations have taken time to identify exactly how they will
work together. They have established protocols and rules for collaborating
through formal agreements. The purpose of formal linkages is to ensure the
staff in these entities know about the functions of the No Wrong Door
system. It ensures they have up-to-date information and tools for quickly
identifying and referring individuals to the system. It is important for Person-
Centered Counseling professionals to know about these formal partnerships
and to cultivate relationships with the professionals that work within them.
Review the information on the page. When you are ready, go to the next
page.

Text:
Formal Partnerships Within Long-Term Services and Supports (LTSS)
Systems

A No Wrong Door (NWD) system must establish some formal linkages (or
partnerships) for LTSS coordination. Building collaborative relationships with
professionals in these organizations is critical to ensuring seamless support
for each person. PCC professionals will need to work well with transition
coordinators, discharge planners, case managers, resources specialists,
and others to minimize confusion and consistently support individuals in a
person-centered way. This includes clarity about what each professional is
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doing to support the person. Because of their unique role, PCC
professionals can be the very helpful in reducing the gaps between service
entities. The development of a person-centered plan can support more
seamless experiences. It is important to remember to keep the focus on the
person’s goals and preferences at all times.
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Narration:
The No Wrong Door system should be a major resource for health care
systems and providers. It can quickly link people to a full range of
community services and supports in a person-centered way. Formal
linkages can help. However, not all partners can or need to be formal.
Informal partnerships will also have a role in helping people stay in their
communities and live well. Review the information on the page. When you
are ready, go to the next page.

Text:
Informal Partnerships Within Long-Term Services and Supports (LTSS)

To provide person-centered support for community living requires
connecting people appropriately to many resources in their communities.
Housing and employment are often essential components. Culturally specific
supports are necessary. Crisis transition is one thing, but school to adult life
is a critical juncture as well. Reentry after prison or diversion support is
another. As a PCC professional, you will benefit from relationships with
informal partners. You do not need to know everything about every
organization, but you should know that they exist and know how to find
additional information as needed.

The main difference between formal and informal partnerships is that formal
partnerships will typically have agreements and protocols that you must
follow. Informal partnerships will rely much more on the type of collaborative
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relationship you build with key contacts. Partnerships may not always be
strictly formal or informal. Networking with both formal and informal partners
will make your job easier and help to ensure consistency for the people you
support.
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Narration:
Networking is going to help a Person-Centered Counseling professional be
more successful. Networking includes building collaborative relationships
with others. It is important to be familiar with a variety of people who can
support community living for people of all ages and backgrounds.
Networking can be done at any time. In fact, anytime you interact with a
person in your community you can consider yourself to be networking. This
should be an ongoing aspect of your professional growth. Review the
information on the page. When you are ready, go to the next page.

Text:
Networking as Part of the Person-Centered Counseling (PCC)
Professional Role

Networking is the process of seeking information and developing personal
contacts in the context of your goal. This should be a proactive approach for
a PCC professional. Activities such as attending community resource fairs or
simply being curious and interested in what others in the system do will
make you more knowledgeable. You can also learn more as you research
resources in response to supporting someone with a specific goal.

DirectCourse© 2016



DRAFT

Administration on Community Living (ACL) No Wrong Door System
Person-Centered Counseling (PCC) Training Program

Course Title:  Person-Centered Access to Long-Term Services and
Supports
Lesson Number & Title: 3 Working in Collaboration with Others to
Support the Person

Page No: 7
_________________________________________________________

Narration:
Networking takes some time and practice, but it will increase your ability to
be person-centered. On this page are some helpful tips for networking
effectively. These tips will help you network with formal partners and
informal partners. Review the information on the page. When you are ready,
go to the next page.

Text:
Tips for Networking Effectively

Networking takes practice. It may come naturally to you or it may be less
familiar. Here are some tips to get you started. These can be applied to both
formal and informal partners.
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Narration:
Networking is not always smooth and easy. Sometimes you will need to deal
with conflict. When you are faced with these difficult situations, start with
active listening strategies. Stay focused on the person you are supporting
and don’t give up. Review the information on the page. When you are ready,
go to the next page.

Text:
Networking Challenges and Conflict Management

Networking is helpful in the Person-Centered Counseling (PCC)
professional’s role. However, it can sometimes be difficult. Some
organizations may struggle with turnover and your contact person may
frequently change. This can be frustrating when you have spent time getting
to know them. You may notice that not everyone uses person-centered
practices. Someone may not appreciate or agree with your roles. You may
try to resolve an issue and it may still get worse.

When faced with any conflict between yourself and another person
(professional, guardian, etc.) in how to arrange services and supports for
person, stay focused. Remember that your job is to support the person first.
Help the person maintain choice, direction, and control at all times. Your
network is meant to support the person in achieving their goals for living.
Before working with other professionals, talk to the person seeking support
first and ask how they would like to go about it. Would they like to contact
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the person directly and alone? Would they like you (or someone else) to
reach out on their behalf? Would the person like to make the call with you?
Do they need you to track details or support them in asking helpful
questions? Your role is to support the person at each step, in whatever
capacity the person desires. Be careful not to “hand someone off” to another
professional. Always check in and offer to follow up to ensure that, when a
person is moving forward with contacting others, they are getting the results
they hoped for and intended.
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Narration:
Congratulations! You have now finished the lesson. Let’s take a few
moments to review the key ideas and learning objectives. Collaborating and
networking are important parts of your job as a Person-Centered Counseling
professional. Being proactive in building relationships and understanding
your community can be help you do more for people.

Please review the information on this page. You can also review the content
as needed by using the "Left Arrow" icon at the bottom of the screen. This
will take you back through the lesson. You may take the test now, later, or
as requested by your employer. Good luck and thanks for completing the
lesson!

Text:
Conclusion and Lesson Review

<bullet> In the past, collaboration between professionals in different parts of
the system was not a high priority, but it is central to the NWD system.
<bullet> PCC professionals should seek to build relationships with both
formal and informal partners.
<bullet> Being proactive, listening to others, and setting goals will help you
improve your networking skills.
<bullet> Networking can be difficult sometimes. Remember to stay focused
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on the person you support and try to find ways for everyone to work together
to meet the person’s goals.

Reflection on Learning Objectives

Directions: Review the objective(s) on this page. When you are done click
on the “My Notes” icon at the top of the screen to use the electronic journal
or use your own notebook. Write down your answers to the following
questions.

1. What did you learn in this lesson that you felt was important?
2. What will you do differently because of the content in this lesson?

Learning Objectives

After completing this lesson, you will be able to work effectively with a
variety of people and entities (formally and informally) to ensure consistent,
streamlined, and person-centered access to LTSS.

If you are ready to take the test, click on the “Take Test” tab. You can also
take the test later: It will be available from your “Personal Page.” To access
it, click on the “My eLearning Lessons View” button. Choose the lesson title
from the list of assignments, and then click on the “Start the Lesson” button
at the bottom of the screen. Click the “Take Test” tab to start the test.

We recommend that you complete the On-the-Job Training Assessments
and Portfolio Assignments for this lesson. They will help you demonstrate
competencies for the ideas presented. To view On-the-Job Training
Assessments, Portfolio Assignments, and a list of Activities, click on the
“Menu” tab and then click “Lesson Information.”

Again, congratulations and good luck!
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