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BLUEPRINT FOR PEER COORDINATORS
BLUEPRINT FOR CASA PEER COORDINATOR:

As a CASA Peer Coordinator, you will be directly responsible for coaching and supporting your new CASA volunteer advocates with their initiation into the program by starting them on their first case. You will be their front line supervisor, encouraging and guiding your volunteers in their advocacy efforts. 

Below is an overview of the minimum duties:
· Message through the website an introduction to your new CASA volunteer advocates within 48 hours of getting the assignment.

· If no reply within 48 hours, make an outreach phone call to your new CASA volunteer advocate to make contact and explain your role.

· Check in with your Program Coordinator to schedule time to assist with case selection and case presentation for your assigned advocates.

· Meet monthly with your assigned Program Coordinator to discuss the volunteer advocates you supervise and support regarding their progress, cases, etc.
· Staff issues with your assigned Program Coordinator, as needed, when they arise.
· Maintain monthly contact with your assigned volunteer advocates to get case updates and address any issues. Remind your volunteer advocates to keep up to date on contact log entries, training hours, timely submission of court reports, etc.

· Maintain current your activity log on your dashboard on the CASA website to document your contacts with your volunteer advocates, Program Coordinator, etc.

· Every other day, be sure to check your website message center for updates regarding your volunteer advocates and their cases, and be sure to timely approve pending contact logs, training logs and court reports.
· Review and edit court reports, then follow up with your Program Coordinator, who will finalize and distribute the report. Again, document in your activity log.
· Be available to attend court hearings, FCRB hearings, staffings, etc. with your volunteer advocates or on their behalf, as needed.

· Schedule coverage for your unavailability whenever possible by first contacting your Program Coordinator, and then email your volunteer advocates who can assist during your absence.
· Continue to work with your assigned coordinator on your own active case, keep current in your own contact entry logs, recertification, training, etc. to remain in good standing.

· Complete Peer Coordinator ongoing curriculum 
PRIVILEGE CHECKLIST
Privilege Checklist

Please read each statement below and place checks next to the privileges that you believe apply to you or that you have encountered.

	
	1
	I can arrange to be in the company of people of my race most of the time whether I am in my community or not.

	
	2
	I can go shopping in a variety of stores, both within and outside of my community, pretty well assured that I will not be followed or harassed.

	
	3
	I can turn on the television or open the front page of the paper and see people of my race widely represented in a positive manner.

	
	4
	When I’m told about our national heritage or about “civilization”, I am shown that people of my color made it what it is.

	
	5
	I can be sure that in almost any school, my children will be given curricular materials that testify to the existence of their race, show positive contributions made by members of their race and explore traditions and customs familiar to their race.

	
	6
	In almost any community, I can go into a music shop and count on finding the music of my race represented, into a supermarket and find the food I grew up with,  into a hairdresser’s shop and find someone who can deal with my hair.

	
	7
	Whether I use checks, credit cards or cash, I can count on my skin color not to work against the appearance of my financial responsibility.

	
	8
	I am not made acutely aware that my shape, appearance, manner of dress or speech will be taken as a reflection on my race.

	
	9
	I can talk about racism without being seen as self-interested or self-seeking.



	
	10
	I can be offered a job or get accepted to a university with an affirmative action policy without having my co-workers or peers assume it was because of my race.

	
	11
	I can be late to a meeting without having the lateness reflect on my race or be seen as a sign of the “work ethic” of people of my racial group.

	
	12
	In almost any community, I can choose public accommodation without fearing that people of my race cannot get in, will be mistreated or given subpar service.

	
	13
	I am never asked to speak for all of the people of my racial group.



	
	14
	Whether I’m in my community or not, I can be pretty sure that if I ask to talk with the “person in charge” I will be facing a person of my race.

	
	15
	If a traffic cop pulls me over or I’m searched at the airport, I can be sure I haven’t been singled out because of my race.

	
	16
	I can easily buy posters, postcards, picture books, greeting cares, dolls, toys and children’s magazines featuring people of my race without having to go outside of my community, go to a “specialty” store or order it online.

	
	17
	I can easily choose blemish cover, hosiery or bandages in “flesh” color and have them more or less match my skin.

	
	18
	I can do well in a challenging situation without being called, or having people think of me, as a “credit” to my race.

	
	19
	I can walk into most restaurants, in a variety of communities, and know I will not be the only member of my race.

	
	20
	I can enroll in a class at almost any college and be sure that the majority of my professors will be of my race.


(Adapted from article, McIntosh, 1989) 

DEVELOPING A SUPERVISION PLAN

Developing a Supervision Plan

This worksheet can help you perform a “mental walk-through” of what happens in the work being done by the CASA/GAL volunteer.  Sometimes it is necessary to step back and look at this as a newcomer or from a new volunteer’s perspective.  This will help you identify problems and help the new volunteer work through the process.

	Stages of a Volunteer’s Work
	Potential Pitfalls/Challenges
	Solutions/Preparation 

	Initial call to volunteer to set up appointment for case assignment.
	1. Transition may be intimidating.

2.  Volunteer could be insecure about taking a case.

3.


	1. Attend last training class for introductions.

2.  Reassure volunteer during call about support given.

3. Read the volunteer’s file to learn about the volunteer.

4.  Share something about yourself.

	In-person meeting with volunteer for case assignment.
	1.

2.

3.


	1.

2.

3.

	Reading the social service record and meeting the worker.
	1.

2.

3.


	1.

2.

3.

	In-person meeting with volunteer to set goals for children.
	1.

2.

3.


	1.

2.

3.

	Meeting the children for the first time.
	1.

2.

3.
	1.

2.

3.


	Stages of a Volunteer’s Work
	Potential Pitfalls/Challenges
	Solutions/Preparation 

	First visit with foster parents.
	1.

2.

3.


	1.

2.

3.

	First visit with parents.
	1.

2.

3.


	1.

2.

3.

	Observation of family visit.
	1.

2.

3.


	1.

2.

3.

	First court report.
	1.

2.

3.


	1.

2.

3.

	First court hearing.
	1.

2.

3.


	1.

2.

3.

	
	1.

2.

3.


	1.

2.

3.

	
	1.

2.

3.


	1.

2.

3.


CONFLICT RESOLUTION ACTIVITIES/SCENARIOS/POWERPOINT
Conflict Management Styles

The following framework, developed by Kenneth Thomas and Ralph Kilmann to describe conflict management styles, is used extensively in business and educational programs. A person’s style in dealing with a particular conflict depends on the importance of the task or topic at hand and the importance of the relationship between the two parties in conflict.

DIRECTING—“WHAT I SAY GOES” OR “THIS IS NOT NEGOTIABLE”

You are confident that you know the best way, so you don’t bargain or give in. You may feel that you need to stand up for what you believe is right. You may also feel you need to pursue your concerns rather than the other person’s concerns.

Potential Uses:

• When immediate action is needed

• When safety is a concern

• When you believe you are right

Potential Limitations:

• Intimidates people and can force them to react against your position

• Does not allow others to participate in the decision-making process

AVOIDING—“DON’T MAKE WAVES” -  “THIS ISN’T WORTH THE BOTHER”

You don’t address conflict because you are attempting to be diplomatic or because you want to address it at another time.

Potential Uses:

• When confrontation is too damaging

• When a cool down period might be helpful

• When you want to buy time to prepare

• When you believe the situation will resolve itself in time

Potential Limitations:

• Important issues might not get addressed

• The conflict might escalate or return later

ACCOMMODATING—“IT DOESN’T MATTER TO ME”

You yield to the other person’s point of view for the sake of a positive relationship. You may give in for now but expect to get your way another time when the matter is more important to you.

Potential Uses:

• When the relationship is more important than the issue

• When you want to keep the peace and maintain harmony

• When the outcome is more important to the other person than it is to you

Potential Limitations:

• If used too often, your needs don’t get met

COMPROMISING—“LET’S SPLIT THE DIFFERENCE” OR “HALF A LOAF IS BETTER THAN NONE”

You seek a middle ground that everyone can agree on. Each party must give up something to reach an agreement that each can live with.  Compromising is often quick and easy, and most people know how to do it.

Potential Uses:

• When parties of equal strength have mutually exclusive goals

• When all else fails

Potential Limitations:

• May avoid discussion of real issues

• Everyone may walk away dissatisfied

COLLABORATING—“TWO HEADS ARE BETTER THAN ONE” OR “LET’S WORK IT OUT”

You work with the other parties to explore your disagreement, examine alternative solutions, and attempt to find a mutually satisfying solution (“win-win”) rather than telling them what you think is best or right.

Potential Uses:

• When everyone’s needs are worth meeting

• When you want to improve relations between parties

• When parties are willing to learn from each other’s point of view

Potential Limitations:

• This method takes time

• It will not work unless everyone is willing to participate

• It requires trust

Adapted from the Thomas-Kilmann Mode Instrument.

One way to determine which style is the most effective in any given situation is to weigh the importance of the relationship against the task or topic at hand (see chart that follows). For example, the accommodating style is most effective when the relationship is more important than the task (e.g., one person lets another choose the movie they’ll see because it’s the company that’s important, not the movie).  Conversely, the directing style is most effective when the task is important and the relationship is not (e.g., a police officer evacuating a burning building won’t be concerned if you like him, just that you escape safely).  Many of us fall back on the same conflict management style out of habit, but the relative weight of task and relationship will vary from situation to situation. It’s important to consider each instance and use the most appropriate style. Each style will be useful to you at different times in your work as a CASA volunteer.
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Using a Collaborative Approach

As a CASA volunteer, you will interact and communicate with many people who hold many different opinions and beliefs about children and families. Often, addressing a difference of opinion or challenging a firmly held belief will be an integral part of your advocacy. The CASA program encourages volunteers to use a collaborative approach in working with families and with other agencies and organizations in the community. As you work together on a common plan to ensure that the child is in a safe, permanent home, you will see that the collaborative approach brings more creative energy and resources to a situation or problem.

At its best, collaboration means different people or groups working together toward a goal they all agree on, with everyone doing what they do best, within the guidelines set by agency policy. As people from various agencies work together with families, they get to know each other and understand each other’s services and approaches. It is important that you only accept activities that fall within the duties of the CASA volunteer and that you advocate for others to complete activities that fall within their mandated roles (e.g., CASA volunteers generally do not provide transportation, supervise visits, or do home studies).

When agencies collaborate successfully, the child and all of the participants in the collaboration win. Using this positive approach greatly increases the chance that the child will find permanence without unnecessary delays.

KEYS TO SUCCESSFUL COLLABORATION

• Develop a Partnership

The people or agencies in collaboration need to develop mutually respectful relationships that allow for the development of trust.

• Assess Reasons for Collaborating

Collaborators need to clarify their reasons for working together and identify contributions each can offer to the plan. This is an ongoing process.

• Set Goals and Make a Written Plan

Parties should write down the goals and the steps needed to reach these goals, indicating who will be responsible for each activity.

• Learn and Practice Skills

Group members may need to learn some new skills in order to reach the goals of the group. Collaborators can teach each other and invite additional assistance as needed.

• Celebrate Accomplishments

All parties should take the time to celebrate their joint accomplishments with the families, workers, and others who have supported the collaboration 
CLICK ON POWERPOINT TWICE TO VIEW - CONFLICT RESOLUTION 
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Conflict Management Styles Scenarios

“A BARKING DOG DOES NOT BITE”

Mr. Smith has a Chihuahua, Tiny, in his home that is his only company.  There have been several complaints to the police about the barking.  Mr. Smith does not understand why his neighbors complain so much because he says Tiny only barks when someone he doesn’t know comes onto the property. Mr. Smith wants his neighbors to leave him alone.  He says his neighbors are too picky and not very friendly. The dog is Mr. Smith’s best friend since his wife died two years ago. He misses her terribly and feels very alone.

Mrs. Ross lives next door to Mr. Smith. Her bedroom faces Mr. Smith’s yard, where he keeps his dog. She has had it with hearing the dog all day because she works at night and has to get her rest in the daytime.  She has gone to Mr. Smith and told him exactly what he needs to do.  She wants Mr. Smith to get rid of the dog. She has gone to the police, but they don’t do anything. She is thinking of going to the town council and forcing Mr. Smith to put the dog to sleep.  Mr. Melrose lives on the other side of Mr. Smith. He doesn’t think Mr. Smith should have to get rid of his dog, but doesn’t want Tiny to bark so much—it is getting more and more annoying. If Mr. Smith would just train Tiny, the situation would be much better. He has gotten calls from Mrs. Ross urging him to support her point of view, but he hasn’t said anything to Mr. Smith because he doesn’t want to hurt his feelings.

“THE LONELY ORANGE”

Luisa is doing her weekly shopping at the supermarket, tired from a double shift at work. As she is checking her list, she sees that she still needs an orange for a recipe she wants to make. When she gets to the produce section, she sees that there is only one left and as she reaches for it . . . another hand moves to grab it! It is Sam, who has come into the store for just a few items and is in a hurry to get back home. Luisa and Sam each feel they got to the orange first and that their reason for wanting it is the most important.  Luisa is making a special cake with orange frosting for her daughter Elena’s seventh birthday. She had promised it to her and really wants to follow through because she has been working so many hours lately and hasn’t been able to spend much time with her. She really needs the zest for her special recipe.

Sam is in a hurry to get back home to his dad, who is staying with him as he recuperates from an operation. Sam has been trying, without much success, to get his dad to drink plenty of liquids and just tonight his dad asked for “a little glass of fresh-squeezed orange juice.”  As Luisa and Sam explain to each other why it’s so important that they each respectively get the orange, they realize they need different parts of the orange. After splitting the cost, Luisa takes a chunk of the rind, and Sam takes the rest of the orange.

“J-LO VERSUS GODZILLA”

Tyrone and Sonia are making plans for the weekend. They can only go out one night because of school and family obligations. Tyrone wants to go to the arcade because he heard that they just got in the latest action game and his friends will be there. Sonia hates arcade games and thinks the newest ones are too violent. Besides, Tyrone gets going with his friends and she feels left out. She wants to see the latest Jennifer Lopez movie because it’s supposed to be very romantic. Tyrone isn’t into that mushy stuff, but agrees to go because he wants to spend time with Sonia and she really wants to see it.

“JUST A LITTLE BIT LONGER ...”

Nick asks his mom for a later curfew. Currently, he can stay out till 11 p.m. on Friday and Saturday nights, but has to be in the house by 9 p.m. on school nights. Because his friends live in other communities, he often has to leave by 10 on a weekend night in order to make sure he is home by 11. This means he misses out on the end of the game they are watching or has to leave a party way too early. Besides, his friends are starting to tease him about being on a “short leash.” He wants to stay out till 1 a.m. Nick doesn’t care about the weekday curfew because he has a lot of homework and school activities always end early.  Nick’s mom is concerned that he will want to be out late every night, not just weekends, and she wants to make sure he does his homework and gets enough sleep. Besides, she doesn’t want him out on the road at “all hours.” She thinks 1 a.m. is too late and the thought of waiting for him to come home so late (she can’t sleep when he is out) makes her

Feel exhausted.  Nick and his mom talk it over and settle on a midnight curfew for weekends, keeping the same curfew for weeknights. They agree to revisit this decision next year.

Conflict in CASA Volunteer Work

CONFLICT MANAGEMENT SCENARIO 1

CASA
You are a new CASA volunteer on a case involving twin 3-year olds.  You are having a disagreement with a caseworker regarding the need for developmental evaluations. The state has legal custody of the children. The maternal grandmother, who has physical custody of the girls, has reported to you that the girls have hardly any verbal skills.  You have met the girls and they seem to know only a few words. You believe that a professional in child development should decide if the children need evaluations.

The grandmother has no transportation and is caring for two other school-age children. She appears to you to be overwhelmed and genuine in asking for help. She is willing to attend the evaluations but needs help setting them up and getting there. You feel it is a CPS responsibility to set up the evaluations and transport the girls.

Caseworker

You have worked as a caseworker for the state for five years. You have some very difficult cases that are taking a great deal of your time and your caseload has been soaring. Your department has just been reorganized—again—and you have a new supervisor who is very concerned about budget and has been complaining about the high incidence of referrals for outside services (such as developmental evaluations). You don’t believe that evaluations on these children are really necessary; you have had some experience with twins whose language development were delayed because they had developed their own ways of communicating with each other and believe that is the situation here. You have also had some contact with the grandmother and are not convinced that she will follow through with plans.

(Adapted from material from the North Carolina Guardian ad Litem volunteer training Curriculum.)

CONFLICT MANAGEMENT SCENARIO 2

Psychologist

For the past six months, you have been providing therapy to a mother whose 7-year-old daughter is in foster care because the mother was so depressed she was unable to care for her properly. The mother has been making good progress in therapy and she reports that visits with her daughter have gone well. You feel that she is ready for longer visits and that weekend overnight visitations with her daughter would enhance the connection between them and prepare for the child’s return to the home.

CASA Volunteer

The foster parent has reported to you that since the child returned from the visit with her mother at the weekend overnight was announced, the child has developed night terrors, has begun to wet her bed again, and has begged the foster mother not to make her go. While you support visitation, you believe that an overnight visit is too abrupt a change for the child.

Activity Instructions

Conflict Management Styles

 In small groups, read the scenarios below and identify which conflict management style is used by the various people in each scenario. Would a different style have produced a better result in any of the scenarios?

Allow 10 minutes for Discussion. Answers are as follows:

• “A Barking Dog Does Not Bite”—Mrs. Ross, directing; Mr. Melrose, avoiding

• “The Lonely Orange”—Collaborating

• “JLo vs. Godzilla”—Accommodating

• “Just a Little Bit Longer . . .”—Compromising
Conflict in CASA Volunteer Work

Read the following two case scenarios, and in groups of three, pick one of these scenarios to role-play. One of you will play the CASA/GAL volunteer, one the professional (caseworker or psychologist), and one the observer. These conflict scenarios are based on real situations.

The CASA volunteer and the professional are to resolve their conflict situation. The observer is to ask the players the following questions:

• What happened in the role-play that helped to resolve the conflict?

• What happened in the role-play that created barriers to resolving the conflict?

• What would you like to do differently next time?

• What style of conflict management did you use?  

Share your observations in the large group.
	Peer Coordinator Certificate Example
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	Ongoing Coordinator Training


TRAINING SCHEDULE EXAMPLE

CASA of Maricopa County - EXPAND CASA! PROJECT

Half of 2011 Ongoing Education for Peer Coordinators

Training is scheduled by the color group you have been assigned; Red, Blue, etc.

Number indicates the sequence of the class, all Peer Coordinators are required to attend a total of six classes. 
Order is: 

1. Website and Logistics

2. Court Report Writing

3. Administrative Code and Policy

4. Court Report Editing

5. Brown Bag With Judges

6. Feedback and Evaluation
Please make sure to RSVP at RSVP@maricopacasa.org or 602.506.4083. Classes held at Durango Juvenile Facility, at 12 p.m. If you cannot attend a class with your color group you can attend or repeat the next one that is offered.
· Red Group will be assigned to Sep 2010 CAA graduates

· Blue Group will be assigned to Nov 2010 CAA graduates

· Green Group will be assigned to Jan 2011 CAA graduates
· Purple Group will be assigned to Mar 2011 CAA graduates

Oct 23
2010

1
 
Website & Logistics (Red)
Dec 11


2

Court Report Writing (Red)*if not taken in last 6 mon
1

Website & Logistics (Blue)2011
Jan 8 
2011

3/3

Administrative Code and Policy (Red/Blue)

Feb 19


2

Court Report Writing (Blue) *
Feb 19


1

Website & Logistics (Green)
Mar 5


4/4/4

Court Report Editing (Red/Blue/Green)
Mar 5


1

Website & Logistics (Purple)
Mar 26


3/3 

Administrative Code & Policy (Green/Purple)
Apr 16


2/2

Court Report Writing (Green/Purple) *
Apr 26 DUR

ALL

Brown Bag with Judges 
Apr 28 SEF

ALL

Brown Bag with Judges 
May 7


4

Court Report Editing (Purple)
June 4


ALL

Court Report Writing *

Next schedule will be published in June, 2011 for remainder of the year.
 Scheduled topics/dates subject to revision.

For Your Information: New CASA volunteer upcoming trainings

CASA Advocacy Academy (CAA) Schedule

	CAA Training Date
	CAA Training Date

	January 14-15, 2011
	July 22-23, 2011

	March 11-12, 2011
	September 23–24, 2011

	May 13-14, 2011
	November 18–19, 2011


CASA of Maricopa County also provides training the Saturday before and the Saturday after CAA training for new advocates:
· Getting Started in Maricopa County (12-3 PM) 

· Beyond the Basics (12-4 PM)

	Ongoing Training Materials – Some Examples


LOGISTICS
OVERCOMING FEAR
CODE AND POLICY

COURT REPORT WRITING

COURT REPORT EDITING

LOGISTICS

Peer Coordinator Logistic-New Volunteer Initial Contact Check List

REMEMBER:  Your role is to coach, advise and empower the new advocate!

___Have you set up time to read CPS file?

Discuss 48 hour policy – email/call, wait 48 hours, try again


If still no action, contact Peer Coordinator – CPS Supervisor

___Have you contacted placement?

Schedule initial visit


Remember to take copy of OA, maybe brochure about CASA

___Discuss how to establish relationships with team members – who does what

___Recommend resources

___Ask if any questions so far? 

___Have you checked uploaded documents on dashboard?

___Have you entered FCRB dates? Received last report?

___Documenting efforts on contact entries?


Enter contacts timely, no later than 72 hours after activity, use quarter hours

___Checking email portal for training and event updates?

___Review understanding of role in case


Information gatherer – maintain confidentiality


Objective and Professional at all times

___Limitations to role of CASA – maintain objectivity


Don’t take children to your home


Can not transport for placement change


Can not supervise visits


Limits on gift giving, spending money – reinforce role as advocate

___Keep information current in website


Current address/phone

___Remind them of upcoming Advocate Forum dates – recommend trainings
Peer Coordinator Logistics - Overview




· Program Coordinators will continue to complete initial interviews

· Program Coordinator who interviewed applicant completes case selection

· Peer Coordinators encouraged to attend pre-service training

· Getting Started in Maricopa County

· Beyond the Basics (CASA panel)

· Peer Coordinators participate in case presentation

· Opportunity to review website in detail with new volunteer

· Staff case, how to get started

· Minimum monthly contact with each new CASA volunteer assigned

· CRITICAL:  Document all contact in coordinator case communication

· Ensure new volunteer compliant with program standards

· Meeting child(ren) twice a month

· Keeping contact entries up to date (enter within 72 hours; quarter hours)

· Timely submission of court reports (two weeks prior to hearing)

· Attending hearings, staffings

· Annual training hours – 12 hours ongoing training documented

· Check website / email frequently for contacts from volunteers

· Use your events calendar to list RNR dates for your volunteers

· Approve contacts/training if fully documented, no issues

· Do not cut and paste your case communication

· Remind volunteer to submit contacts timely, use quarter hours

· Make sure volunteer enters FCRB dates on dashboard

· Minimum monthly contact with Program Coordinator

· Update on each volunteer

· Staff any issues or concerns

· REMEMBER to document!

· Arrange coverage with your Program Coordinator for planned absences

· Become familiar with Code and Policy

· Court reports initially reviewed by Peer Coordinator

· Finalized and distributed by Program Coordinators

OVERCOMING FEAR

Overcoming Your Fears and Anxiety 
Although increased anxiety levels are normal during events such as the political unrest in Egypt, there are ways to reduce the stress and retain normalcy in our lives. 

Some amount of anxiety at times is normal. For example, mild anxiety prompts many people to complete assigned tasks or practice speeches or presentations. Feelings of anxiety can alert you when danger is present. However, anxiety brought on by a traumatic event can become overwhelming and may get in the way of your daily life. Below are some helpful tips to assist you in overcoming anxious feelings:

· Prepare for upcoming events. Anticipate and get ready for situations that you think will cause anxiety. Imagine yourself feeling calm, confident, and in control.

· Eat healthy foods.  Eat at regular times and don’t skip meals.

· Limit caffeine after lunchtime. Too much caffeine can make you edgy and anxious. Drink decaffeinated coffee, tea, colas or other sodas. Avoid chocolate.

· Avoid nicotine and alcohol. They both contain chemicals that can cause anxiety.

· Exercise regularly.  Practice relaxation exercises, such as deep breathing, visualization, or meditation, daily.

· Don’t over-commit yourself.  Trying to accomplish too much with too little time is a sure-fire way to bring on anxiety.

· Confront your anxieties slowly and gradually.  Face your fears a little bit at a time, until you feel comfortable taking on more. Anxiety is a real feeling, but with patience, it can be conquered.

· Maintain control over those things that you can. For example if you walk for exercise, continue to walk. You might consider changing your walk to an inside location but, by all means, continue your daily routine. 

· Limit your television news viewing. Tragic things feed news coverage, but you don’t have to subject yourself or your family to repeated doses of it. Tune in for occasional updates, but limit your exposure if it adds to your anxiety or that of your family members.

· If it makes you feel better to keep family members close by, then do it. Being cautious about personal safety is good. But try not to overreact. 

· Do something for someone else. Taking attention off our own worries and doing something nice for someone else can improve our own frame of mind. 

· Volunteer. Contact area schools, hospitals or volunteer groups to ask how you can help. Taking action to be part of the solution is a very constructive way to reduce your anxiety.

· Talk to someone. If you start to feel overwhelmed by your emotions, talk with a friend, family member, doctor, religious advisor or mental health professional.
[image: image6.png]


[image: image7.png]


[image: image8.png]












_1366103066.ppt


Communication & Conflict Resolution







Conflict Management Styles 

The following framework, developed by Kenneth Thomas and Ralph Kilmann to describe conflict management styles, is used extensively in business and educational programs. A person’s style in dealing with a particular conflict depends on the importance of the task or topic at hand and the importance of the relationship between the two parties in conflict 







DIRECTING—“WHAT I SAY GOES” OR “THIS IS NOT NEGOTIABLE” 

You are confident that you know the best way, so you don’t bargain or give in. You may feel that you need to stand up for what you believe is right. You may also feel you need to pursue your concerns rather than the other person’s concerns.







Potential Uses:

 

When immediate action is needed

 When safety is a concern

 When you believe you are right

 

Potential Limitations:

 

 Intimidates people and can force them to react against your position

 Does not allow others to participate in the decision-making process







AVOIDING—“DON’T MAKE WAVES” OR “THIS ISN’T WORTH THE BOTHER”







You don’t address conflict because you are attempting to be diplomatic or because you want to address it at another time.







Potential Uses:

 

 When confrontation is too damaging

•When a cool-down period might be helpful

When you want to buy time to prepare

When you believe the situation will resolve itself in time

 

Potential Limitations:

 

 Important issues might not get addressed

 The conflict might escalate or return later







ACCOMMODATING—

“IT DOESN’T MATTER TO ME”





You yield to the other person’s point of view for the sake of a positive relationship. You may give in for now but expect to get your way another time when the matter is more important to you.







Potential Uses:

 

When the relationship is more important than the issue

When you want to keep the peace and maintain harmony

When the outcome is more important to the other person than it is to you



Potential Limitations:

If used too often, your needs don’t get met







COMPROMISING—“LET’S SPLIT THE DIFFERENCE” OR 

“HALF A LOAF IS BETTER THAN NONE” 



You seek a middle ground that everyone can agree on. Each party must give up something to reach an agreement that each can live with. Compromising is often quick and easy, and most people know how to do it. 







Potential Uses:

 

 When parties of equal strength have mutually exclusive goals

When all else fails

 

Potential Limitations:

 

May avoid discussion of real issues

 Everyone may walk away dissatisfied







COLLABORATING—“TWO HEADS ARE BETTER THAN ONE” OR “LET’S WORK IT OUT” 



You work with the other parties to explore your disagreement, examine alternative solutions, and attempt to find a mutually satisfying solution (“win-win”) rather than telling them what you think is best or right.







Potential Uses:

When everyone’s needs are worth meeting

When you want to improve relations between parties When parties are willing to learn from each other’s point of view

 

Potential Limitations:

 This method takes time It will not work unless everyone is willing to participate

It requires trust



				*Adapted  from the Thomas-Kilmann Mode Instrument.







Directing                     Collaborating



 

Avoiding                     Accommodating

Topic/Task

Very Important

Not Important

Very Important

Relationship

Compromising Style







Activity: Conflict Management Styles 

		Read the scenario handouts in small groups and identify which conflict management style is used by the various people in each scenario. 



		Would a different style have produced a better result in any of the scenarios?





		Be prepared to share your findings with the group









Using a Collaborative Approach 

The word “collaboration” comes from the roots “co” (meaning together) and “labor” (meaning work). 







KEYS TO SUCCESSFUL COLLABORATION 

 Develop a Partnership

		The people or agencies in collaboration need to develop mutually respectful relationships that allow for the development of trust.



 Assess Reasons for Collaborating

		Collaborators need to clarify their reasons for working together and identify contributions each can offer to the plan. This is an ongoing process. 



Set Goals and Make a Written Plan

		Parties should write down the goals and the steps needed to reach these goals, indicating who will be responsible for each activity.









KEYS TO SUCCESSFUL COLLABORATION

Learn and Practice Skills

		Group members may need to learn some new skills in order to reach the goals of the group. Collaborators can teach each other and invite additional assistance as needed.



Celebrate Accomplishments

		All parties should take the time to celebrate their joint accomplishments with the families, workers, and others who have supported the collaboration.



“PEOPLE-FIRST” LANGUAGE

		As a CASA volunteer, you will collaborate often with the parents or relatives of a child, as well as with professionals from the agencies that serve children and their families. 









Collaboration:

Collaboration means starting where the other person is instead of where you would like them to be. It is about listening, often listening more than you speak—and when you do speak, paying attention to the words you use. It is important to use “people-first” language.
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The Call For Teams

		82% of companies with over 100 employees deploy teams (Offermann & Spiros, 2001).

		68% of Fortune 1000 organizations have installed self-managed teams (Offermann & Spiros, 2001).

		In a study of 310 change-efforts, team-building was the most prevalent practice (Covin & Kilmann, 1991).

		Teams mean the difference between success and failure (Dubin, 2005).

		The overwhelming majority of schools implement teams (Jennings, 2006; Okrasinski, 2007)

		Great Man Theory versus Structure Theory
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One Team Story . . . Mine

. . .Yours
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One Team Story . . . yours

THINK OF TEAMS THAT YOU HAVE BEEN ON – WHAT WAS THE BEST & THE WORST?

Analyze the team and leader behaviors of both teams.

Generate two lists:



More of this:



Less of this:
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Team Leadership

“None of us is as smart as all of us”

-Eunice Parisi-Carew, 2007
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Team leadership begins with a real team!

Discussion. 

Are these real teams? Why?

		Baseball team

		Medical group

		Department of business professors

		Call center employees

		Volunteers

		Flight crew
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What makes a real team?

Team task requiring interdependence to achieve outcome.

Win together – lose together

Team v. Co-acting group

Clear boundaries

Who’s on the team?

Clearly specified authority

Execute-Monitor-Design-Reset

Membership stability

Consider: 73% of aviation accidents; Medical team
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A real team is . . .

The foundation of team leadership.

The responsibility of the team leader to build.
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Team Leadership

“Where there is no vision, the people perish . . .”

-Probverbs 29:18
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High performance teams have vision!

		Compelling direction or vision.

		Where are we going?

		Interdependence begs, “How do we win together?”
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What does vision do?

		It energizes teams

		Consider:

		Dr. Martin Luther King

		President Kennedy

		It orients interdependent behavior

		Explains how behavior contributes

		Engages people to:

		Share commitment

		Contribute unique talents

		Subjugate self to team
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A compelling direction is . . .

The reason for the team.

The responsibility of the team leader to build.
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Team Leadership

“The vision must be followed by the venture. It is not enough to stare up the steps - we must step up the stairs. . . .”

-Vanc Havne
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High performance teams are structured right!

		Enabling structure – the what

		Too much structure stifles teams

		Too little structure diffuses team energy
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High performance teams are structured right!

		What is in an enabling structure?

		Design of work should motivate by making:

		work meaningful

		team-members feel personally responsible

		members aware of results

		Too little structure diffuses team energy
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High performance teams are structured right!

		What is in an enabling structure?

		Norms & culture:

		Who we are

		How we do things

		What we always do!

		What we never do!

		Real team story & culture “The Huskies”
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One Team Story

BE A FORCE OF FORTUNE INSTEAD OF A FEVERISH, SELFISH LITTLE CLOD OF AILMENTS AND GRIEVANCES COMPLAINING THAT THE WORLD SHOULD DEVOTE ITSELF TO MAKING YOU HAPPY.

- GEORGE BERNARD SHAW
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One Team Story

THE 17 INDISPUTABLE LAWS OF TEAMWORK

1.	THE LAW OF SIGNIFICANCE – ONE IS TOO SMALL A NUMBER TO ACHIEVE GREATNESS.

2.	THE LAW OF THE BIG PICTURE – THE GOAL IS MORE IMPORTANT THAN THE ROLE.

3.	THE LAW OF THE NICHE – ALL PLAYERS HAVE A PLACE WHERE THEY CAN ADD THE MOST

		VALUE.

4.	THE LAW OF MOUNT EVEREST – AS THE CHALLENGE ESCALATES, THE NEED FOR TEAMWORK 		ELEVATES.

5.	THE LAW OF THE CHAIN – THE STRENGTH OF THE TEAM IS IMPACTED BY ITS WEAKEST LINK.

6.	THE LAW OF THE CATALYST – WINNING TEAMS HAVE PLAYERS WHO MAKE THINGS HAPPEN.

7.	THE LAW OF THE COMPASS – VISION GIVES TEAM MEMBERS DIRECTION AND CONFIDENCE.

8.	THE LAW OF THE BAD APPLE – ROTTEN ATTITUDES RUIN A TEAM.

9.	THE LAW OF COUNTABILITY – TEAMMATES MUST BE ABLE TO COUNT ON EACH OTHER WHEN 		IT COUNTS.

10.	THE LAW OF THE PRICE TAG – THE TEAM FAILS TO REACH IT POTENTIAL WHEN IT FAILS TO 		PAY THE PRICE.

11.	THE LAW OF THE SCOREBOARD – THE TEAM CAN MAKE ADJUSTMENTS WHEN IT KNOWS 		WHERE IT STANDS.

12.	THE LAW OF THE BENCH – GREAT TEAMS HAVE GREAT DEPTH.

13.	THE LAW OF IDENTITY – SHARED VALUES DEFINE THE TEAM.

14.	THE LAW OF COMMUNICATION – INTERACTION FUELS ACTION.

15.	THE LAW OF THE EDGE – THE DIFFERENCE BETWEEN TWO EQUALLY TALENTED TEAMS IS 		LEADERSHIP.

16.	THE LAW OF HIGH MORALE – WHEN YOU’RE WINNING, NOTHING HURTS.

17.	THE LAW OF DIVIDENDS – INVESTING IN THE TEAM COMPOUNDS OVER TIME.
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High performance teams are structured right!

		What is in an enabling structure?

		Team composition:

		Size: 4.6 members (2 Pizza Rule! – Bezos at Amazon)

		Ivan Steiner’s, Psychologist, research indicated 5

		Mix: 

		Multiculturalism

		Tacit knowledge

		Homogenous teams v heterogeneous teams

		Interpersonal skills

		Some people don’t belong on teams!

		Please, put your kids on teams when they are young.
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A enabling structure is . . .

The way of the team.

The responsibility of the team leader to build.
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Team Leadership

“It takes a village . . .”

-Hillary Clinton
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High performance teams are grow in the right context!

		Supportive context – the how

		The environment

		Reward system

		Recognition

		Information system – “Feedback is the breakfast of champions”

		Education

		Intra-group relations

		Everyone must be able to contribute their best
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A supportive context is . . .

The environment in which the team grows.

The responsibility of the team leader to build.
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Team Leadership

“Consider the rights of others before your own feelings, and the feelings of others before your own rights.. . .”

-John Wooden
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High performance teams have expert coaches!

		Leader as a servant asks, “How do I help my team . . .



. . . achieve their goals”

. . . grow as people”

. . . emerge as servant leaders”
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High performance teams have expert coaches!

		Coach who subscribes to servant-leader philosophy has multiple tools at his/her disposal:

		Leadership styles (e.g., situational, transactional, transformational, etc.)

		Motivational – addresses effort

		Strategic – provides consultation

		Educational – provides training
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High performance teams have expert coaches!

		Expert coaches

		know that followers do as we do, not as we say!

		become subject-matter experts
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Expert coaching is . . .

Servant leadership.

The responsibility of the team leader to build.
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Enabling Conditions of High Performance Teams

So what?

What does this mean to me?

Why should I remember this tomorrow?
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Enabling Conditions of High Performance Teams

		Leaders who work to insure each of the five enabling conditions increase their team’s likelihood of success (Wageman, Hackman & Lehman, 2005).

		Leaders whose teams succeed also succeed.

		Leaders who help their people succeed are more fulfilled and tend to attract more great people . . .



. . . which leads to more success
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Enabling Conditions of High Performance Teams

To do list:

		Take inventory of your teams:

		Are they real?

		Do you have a compelling vision?

		Is work structured properly?

		Is the work environment conducive to performance?

		Are you an expert coach?

		Activities of an expert coach:

		Path:Goal Leadership Theory (House, 1971)

		Be a servant leader

		Study to be an expert coach
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Enabling Conditions of High Performance Teams

Recommended reading:

Leading Teams by Hackman

Primal Leadership by Goleman, Boyatzis & McKee

The Fifth Discipline by Senge

The Minding Organization by Rubinstein & Firstenberg

Management Challenges for the 21st Century by Drucker

Bad Leadership by Kellerman

Leading Change by Kotter
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Enabling conditions of high performance teams
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