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Learning Objectives

By the end of this activity, participants will be able to:

Describe the exploring options approach to addressing challenging situations and solving problems. 

Explain why it is important to consider at least three perspectives to any problem—the resident’s, the CNA’s, and the organization’s. 

List some of the important issues to consider in problem-solving.

Explain how the exploring options approach to problem-solving supports resident-centered care.
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 Key Content

· For CNAs working in long-term care, challenging situations occur daily, if not hourly. 

· Workers can feel especially challenged by the demands of following facility guidelines, trying to meet the needs of many residents at the same time, and honoring residents’ preferences. This is made even more difficult by the busy pace that comes along with the work of a CNA.

· Problems may occur when resident preferences conflict with facility policy. Other challenging situations may arise for CNAs as they try to manage their team responsibilities while providing care for their assigned residents.

· There are many approaches to problem-solving, but it is important for CNAs to use an approach that reflects the commitment to resident-centered care. The exploring options approach to problem-solving is based on the principle of respecting the viewpoints and needs of everyone affected by a problem. The process involves the following steps:

1) Clarify what the problem is from the point of view of the resident, the CNA, and the organization.
2) Identify the important issues from each point of view.
3) Brainstorm possible solutions to the problem (options), addressing each important issue. 

4) Consider which option (or combination of options) would work best in addressing the important issues.

· Being able to identify the resident’s perspective on a problem is central to being able to provide resident-centered care. “Honoring preferences” doesn’t mean that you will always be able to do what the resident wants, but you can at least acknowledge that you understand their wishes, even if you can’t meet them. 

Supplies and Other Training Materials

· Flip chart, easel, markers, tape

· Paper and pens or pencils

· Instructor’s Guide, Unit 5: Explaining the Exploring Options Approach to Problem-Solving with  the Sample Scenario

Handouts 

· Handout 5-A: Exploring Options Sample Scenario

· Handout 5-B: The Exploring Options Approach to Problem-Solving

· Handout 5-C: Important Issues for Addressing Challenging Work Situations

· Handout 5-D: Exploring Options Worksheet—Mr. Ramirez and Carlos 

· Handout 5-E: Exploring Options Worksheet—Mrs. Duncan and Roberta 

· Handout 5-F: Exploring Options Worksheet—Miss Anderson and Alicia 

Advance Preparation 

· Review the teaching materials for each activity. Note that icons are used to remind the instructor of the following:
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When you are presenting or covering Key Content in the discussion. (Key 



Content is also addressed in many of the handouts.)
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When it is important to ask a particular question to get participants’ input.
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When it is time to distribute and discuss a handout.
· Copy handouts for participants. 

· Prepare the following flip chart pages:

· “The Exploring Options Approach to Problem-Solving: Learning Objectives” (Step 1)

· “Challenging Situations at Work” (Step 2)

· “The Exploring Options Approach to Problem-Solving ” (Step 4)

· “What Is the Problem?” (Step 5)

· “Important Issues/Options” (Steps 6 and 7)

· Review the scenarios in Handouts 5-A: Exploring Options Sample Scenario and Handouts 5-D, E, and F: Exploring Options Worksheets to make sure they are appropriate to your work setting. Adapt and revise them as needed.

· Set up the workshop space to allow for large-group discussion and small-group work. Set up the flip chart easel for optimum viewing by all participants.

Activity Steps (1-17)

Interactive Presentation—10 minutes

1. Welcome participants and introduce the topic. Note that they have already learned important skills for active listening and for pulling back from emotional reactions to situations. Now it’s time to apply those skills to problem-solving. In this unit, they will address the following learning objectives. Post and review the prepared flip chart page.

Flip Chart

	THE EXPLORING OPTIONS APPROACH TO PROBLEM-SOLVING 

Learning Objectives:

· Describe the exploring options approach to addressing challenging situations and solving problems. 

· Explain why it is important to consider at least three perspectives to any problem—the resident’s, the CNA’s, and the organization’s. 

· List some of the important issues to consider in problem solving.

· Explain how the exploring options approach to problem-solving supports resident-centered care.

                                


2. [image: image5.wmf] Identify challenging situations. Ask participants to quickly name some challenging situations that they face daily at work. Note their responses on a flip chart sheet. After four or five responses, review the first three bullets from Key Content.



Flip Chart

	CHALLENGING SITUATIONS 

AT WORK 
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 Introduce the sample scenario. Explain that participants will learn about “the exploring options approach to problem-solving” by applying the approach to a sample scenario of a situation they might confront on the job. Distribute Handout 5-A: Exploring Options Sample Scenario. Ask participants to read along with you while you read the scenario out loud.   

Teaching Tip

You may want to note that, because you are focusing on difficult situations and how to use communications and problem-solving skills to deal with them more effectively, the scenarios may sound somewhat negative. Respectful and kind communications should be the norm, but, when there is conflict or an uncomfortable situation, you need extra skills to deal positively with your emotions and those of residents and fellow staff members.

4. [image: image7.png]


 Introduce “The Exploring Options Approach to Problem-Solving.” Note that, before going into this situation in more detail, you will introduce an approach they can use to manage challenging situations as they arise. Note that this approach is useful in a wide range of challenging situations—not just the ones that are seen as “problems.” Post the prepared flip chart page and distribute Handout 5-B: The Exploring Options Approach to Problem-Solving. Explain that this approach is based on the principle of respecting the viewpoints and needs of everyone affected. What makes this approach particularly effective in resident-centered care is that it ALWAYS considers the resident’s perspective, along with the point of view of the CNA, and the organization. The process involves identifying more than one possible solution to the problem (options) and considering which option (or combination of options) best meets everyone’s needs. Briefly explain each step. 



Flip Chart

	THE EXPLORING OPTIONS APPROACH TO PROBLEM-SOLVING

· What is the problem? 

· Why is this a problem? 

· What are your options? 

· What will you do? 


Large-Group Discussion—5 minutes

5. [image: image8.wmf] Facilitate a discussion on “what is the problem?” Explain that you are going to use this approach in the situation with Bertha Thomas and her CNA, Helen. Emphasize that this first step may seem quick and easy, but it is the most important step in the whole process and it is often overlooked. In order to effectively solve a problem, people need to be clear about WHAT the problem is. In work situations, the problem might be described differently based on three different viewpoints—the resident’s, the CNA’s, and the organization’s (in this case, the nursing home). Ask: 

[image: image9.wmf] What is the problem—from the point of view of the resident? The CNA? The organization (nursing home)? 

Note their ideas on a flip chart page.



Flip Chart

	WHAT IS THE PROBLEM? 

· For the resident? 

· For the CNA?

· For the organization (nursing home)? 




Teaching Tips

For the discussions that follow, the Instructor’s Guide, Unit 5: Explaining the Exploring Options Approach to Problem-Solving with the Sample Scenario (pages-13-14) gives some guidelines for how to explain the approach, using this case scenario. These are not necessarily the “right” responses. Be open to other ideas from participants. Use the Instructor’s Guide to help you ask questions that will make sure key issues are addressed during the discussions.

Interactive Presentation—5 minutes

6. [image: image10.png]


 Address “why is this a problem?” Note that there would not be a problem if the people involved did not have some important issues about the situation. Generally, these are about needs or rights that are not being met, or guidelines affecting the workplace that are not being followed. Distribute Handout 5-C: Important Issues for Addressing Challenging Work Situations. Make two columns on a flip chart page and write the heading “Important Issues” over the left column. Read through the handout, briefly explain each issue, and ask participants to identify which of these issues would apply to this situation, and from which point of view—resident, CNA, or the nursing home. List the issues they identify in the left column. Note that, depending on the situation, some issues will be more important than others and some may not be relevant at all. 



Flip Chart

	[image: image1.wmf]IMPORTANT

ISSUES

For resident?

For CNA?

For the nursing 

home?




Brainstorming(5 minutes

7. [image: image11.wmf] Identify options. Write “Options” at the top of the right column on the same flip chart page that you used for “Important Issues.” Remind participants that “options” are possible solutions to the problem. In most cases, the best solution will involve the resident, the charge nurse, and other decision-makers in the nursing home. But this discussion is about the CNA’s role in problem-solving, so the focus is on what the CNA can do.  Ask the group to brainstorm options for the CNA that address each of the key issues they listed. The goal is to come up with at least one option for each issue. Write the ideas on the flip chart page.



Flip Chart

	IMPORTANT                OPTIONS

ISSUES                        

[filled in from the 

previous step]
For resident?

For CNA?

For the nursing 

home?




Teaching Tips

Sometimes participants think of ideas that are not realistic. This kind of “thinking outside the box” is okay, because it allows people to see other possibilities that could work but were not obvious. However, if participants go too far “outside the box,” they may come up with some potentially dangerous options. Keep the tone light; acknowledge those options, but say something like “That might not be possible,” and then write down only the ones that are possible. 

If the options for this scenario that are listed in the Instructor’s Guide do not come up in the brainstorming, ask questions to bring them out, or add them yourself.

Interactive Presentation (10 minutes

8. [image: image12.wmf] Explain how to select the best option(s). After participants have suggested at least one option for each important issue, explain that in order to select the best option for solving the problem—i.e. “What will you do?”—they will need to consider what is likely to happen as a result of each option. After considering the consequences, they will be able to determine which option (or combination of options) best meets the needs of everyone involved. 

9. Facilitate a discussion to consider possible outcomes for each option. Note that a true application of the exploring options approach would involve listing ALL the possible impacts of each option, from all three points of view. Given the limited time for this session, you will demonstrate how to do this by identifying just one impact for each option. Ask participants: 

[image: image13.wmf] What would be one possible impact (positive or negative)—on the resident, the CNA, or the nursing home—for each option suggested? 

10. [image: image14.wmf] Give example of “the best option” being a combination of options. After considering the possible impacts, the best option is the one with the most positive—and least negative—outcomes, from all three points of view. Note that the best outcome is often achieved with a combination of options. Present the results for #4—“What will you do?” from Instructor’s Guide, Unit 5: Explaining the Exploring Options Approach to Problem-Solving with the Sample Scenario.
11. [image: image15.wmf] Emphasize the role of the CNA in recognizing different perspectives. In order to address a problem from all points of view, it is essential to recognize that problems are experienced differently from different perspectives. Through their relationship with the resident, and utilizing their communication skills, CNAs can help clarify the different perspectives on what the problem is and help come up with a solution that ideally speaks to all three perspectives.  When it’s not possible to meet the resident’s needs or preferences, you can at least demonstrate that you’ve heard and understood them, and explain why their preferences can’t be honored. 
12. [image: image16.wmf] Link communication skills and the exploring options approach to problem-solving. The challenging situations that CNAs encounter at work almost always involve other people—whether it is someone who perceives the situation as a problem, or someone who needs to become involved in order to solve the problem. In these situations, using communication skills of active listening can help the CNA to pull back, remain calm, and be more effective in supporting the resident and others in the problem-solving process. 

Teaching Tips

If time allows, you can explore these points through a series of questions, as follows. The answers are the same, which underscores the point that active listening skills are essential in problem-solving.

· What communication skills would you use to determine what the problem is, from the resident’s point of view? [Answers: asking open-questions, paraphrasing, and using effective body language]

· What communication skills would you use to find out why this is a problem, or what the important issues are for the resident? [Answers: asking open-ended questions, paraphrasing, and using effective body language] 

· What communication skills would you use to identify options and figure out which one(s) would work best? [Answers: pulling back, asking open-ended questions, paraphrasing, and using effective body language] 

Small-Group Work(5 minutes
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 Set up small-group work. Divide participants into three groups. Distribute Handouts 5-D, 5-E, and 5-F: Exploring Options Worksheets. Note that each worksheet presents a different scenario. Assign one of the scenarios (worksheets) to each group and have them fill in that worksheet. Explain that, given the short time, they will focus on the critical first step of determining what the problem is—from each point of view.  


Teaching Tip

There should be no more than four people in each group. If you have more than 12 participants, form more groups and have more than one group working on the same scenario. It is interesting to see if two groups working on the same scenario come up with the same or different versions of what the problem is.

Large-Group Discussion(10 minutes

14. Facilitate reporting back to the large group. Have the groups read their situations out loud and share their answers. Allow for brief discussion (about 3 minutes total per group).

Teaching Tips

If you have more than three groups, this discussion may require more time. If more than one group addressed the same situation, have those groups give their reports and then discuss.

15. Wrap up the topic. Ask participants: 

[image: image18.wmf] Name one way that you think using the exploring options approach to problem-solving will help you be more effective in providing resident-centered care. 

Large-Group Exercise—10 minutes

16. Conduct a closing go-round. Wrap up the session by asking participants: 

[image: image19.wmf] What is the most important thing you have learned from this session?

Teaching Tips

Conducting this as a “go-round” means that each person gets a chance to answer, without anyone interrupting or asking questions. Usually, you ask for a volunteer to start and then you move to the next person, and the next, until everyone has answered. Participants can “pass” if they wish, but you always come back to them at the end to give them another chance to answer.

It’s important for every person to say something about what they learned and how they can apply it. It not only shows what they are thinking, but, in some cases, it may trigger their thinking in a way that did not happen earlier in the session.

17. Thank participants for their participation! 

Instructor’s Guide, Unit 5: Explaining the Exploring Options Approach to Problem-Solving with the Sample Scenario 

1. What is the problem? 
Bertha: I’m not allowed to smoke indoors. 

Helen: I want to be supportive of Bertha, but letting her smoke indoors goes against the nursing home policy. 

Laguna Nursing Home: We cannot allow Bertha to break the rules that were made to protect everybody. 

2. Why is this a problem? 

Bertha: It’s my right to smoke. I want to smoke indoors because it hurts every time I walk. And I’m careful when I smoke—I’m not like that other person who started the fire. [Resident rights and resident care (physical and emotional needs)]

Helen: I like Bertha and I definitely don’t want to see her have to leave Laguna Nursing Home. At the same time, I don’t like to see her in pain every time she goes outside to smoke so I wish she could smoke indoors. But my job is to carry out the rules of the Nursing Home. [Role of the CNA]

Laguna Nursing Home: We would like to honor Bertha’s preferences, but we have to think of her safety and everyone else’s. To ensure that everyone is safe, no one is allowed to smoke indoors—no exceptions. If we let one person break the policy, we put others at risk. [Resident safety]

Instructor’s Guide, Unit 5: Explaining the Exploring Options Approach to Problem-Solving with the Sample Scenario (page 2) 

3. What are your options? Think about different ways to deal with each of the important issues (brainstorm options).

· Honor Bertha’s preference and let her smoke in her “secret place” without reporting her.

· Explain to Bertha (again) why she can’t smoke in a “secret place” and what will happen if she does (she’ll have to leave, and you might be fired). 

· Work out a plan with Bertha to help her get outside to smoke on a regular schedule, maybe with a wheelchair.

· Report Bertha to your charge nurse if she doesn’t stop smoking indoors.

· Explain to your charge nurse why it’s a problem for Bertha to go outside to smoke. Explore the possibility of finding a closer place for residents to smoke, or scheduling a time when residents can be supervised while smoking indoors. 

4. What will you do? 

All of the above—except the first one. 
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