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Working with families: sample training session

Session plan and trainers notes

























Preparation

To deliver this session, you’ll need:

· flipchart and paper
· marker pens
· sticky notes
· sticky tak
· glue stick
· stopwatch
· collage materials
· workshop handouts
· paper for note taking
· pens and/or pencils.

You can download a zip file of all the handouts and exercises here. 

The layout of the room needs to allow for group discussion and participation in group exercises.  

You can build on and/or tailor the content to the size of the group, and the expectations of your organisation, the people you support and their families. 

It’s important that the trainer or facilitator has a good understanding of person-centred approaches and can explain the Mental Capacity Act as and when it’s appropriate to the group discussions.

You can deliver it as a one day event, or break it down into bite-sized sessions. Each session has handouts and activities which you can download and print off. 

We’ve estimated how long each session will take, but the actual time will depend on the size of the group, facilitators style and any changes you make to the training materials. 















Sample training session 	                         www.skillsforcare.org.uk/workingwithfamilies 

	Timings
	Activity
	Content
	Resources

	30 minutes
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Group discussion and activity

Facilitator





Facilitator





	Welcome and introductions

The welcome sets the tone for the rest of the day. Introduce yourself and discuss the workshop aim and learning outcomes.

Workshop aims and learning outcomes
Aim: To understand the importance of positive relationships between staff and family members, and how to overcome difficulties.

Learning outcomes
· Understand the importance of having successful and meaningful relationships with family members
· Understand the skills and behaviours that I need to have meaningful relationships with family members
· Identify why difficult situations may arise and how to reach agreement when they do
· Understand the importance of turning worries into actions
· How to plan for success

Overview and style of workshop
Explain that the workshop is participative and interactive and will involve group discussion and exercises, self-reflection and sharing best practice.

Workshop overview:
· What does good look like
· What will help build good relationships
· Barriers to effective communication and how to overcome them
· Dealing with difficult people and situations
· Understanding concerns and dealing with differences of opinion
· Planning for success
Who’s who – personal introductions
Use your own preferred method of introductions.  


Housekeeping and domestics
· Refreshments and comfort breaks
· Smoking
· Fire procedures
· Mobile phones 

Ground rules
· Everyone’s view is important
· There’s no such thing as a stupid question
· Time keeping
· Listen to what others have to say – speak one at a time
· Confidentiality

Facilitators note:
Identify any other ground rules that need to be agreed by the group.

Ice-breaker
Use your own preferred ice breaker or use exercise 1 ‘If you’ cards.

	

Handout 1: Training programme



































Flip chart









Exercise 1: 
‘If you’ cards











	Timings
	Activity
	Content
	Resources

	45 Minutes
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Group exercise



























Group exercise

	Session 1: The importance of successful relationships

This session will explore ‘What good looks like’ and how to develop and maintain good relationships.

Research shows there are six key areas that family members identify as been important when working with staff (see guide for more details). 

Group exercise: What’s important to me
In your groups, put the six ‘What’s important to me cards’ in order of importance, and then share your thoughts and opinions with the whole group.

Facilitator note:
There are no right and wrong answers. The object of this exercise is to generate a discussion and hear opinions.

Points for discussion may include:
· how easy or difficult did you find ranking the cards?
· why did you find it difficult? 
· how easy was it listening to everybody’s ideas and opinions?
· what do you think families meant by the words: flexibility, respect, reliability, trust, honesty and consistency (discuss one word at a time)?
· how easy was it to reach consensus?
· how did you feel if you had to concede to your views and opinions?
· you were given a time restraint to reach your consensus. How did this help or hinder the task?
· were you happy with the outcome?
· from that exercise what can we learn about building relationships with families?


Summarise and discuss:
· what personal skills, attributes and behaviours did you use during that last exercise?  
· why are these important when working with and developing good relationships with families? 

Group exercise: What good looks like
Use the information you discussed in the previous exercise.  

In groups, create a collage that describes ‘What good looks like’ and then share your story with the whole group – be creative!

Facilitator note:
Equipment needed: flipchart paper, marker pens, glue stick, collage materials such as magazines, pictures, straws, pasta, fluffy toys and sticky notes – be creative in what you supply.

Facilitator note: 
Summarise session one: Working with families is an important part of the role of the social care workforce. Family needs are diverse and complex, so how we communicate, support and work in partnership with families can have a significant impact on an individual’s care and support.

	







Exercise 2: 
‘What’s important to me’ cards

























Collage equipment













	Timings
	Activity
	Content
	Resources

	60 minutes
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Group discussion



Individual and group exercise

Group discussion



	Session 2: The importance of good and effective communication

This session will explore what we mean by communication, different types of communication, common barriers to effective communication and how to overcome them.

Start by defining what we mean by the word ‘communication’.  At this stage don’t get confused with the different ‘methods’ of communication.

Communication can be defined as:
Somebody has a message to ‘send’ (the sender), so therefore somebody has a message to ‘receive’ (the receiver), that will create an ‘action’ or ‘reaction’. 
For example a person carries out a task (action), a person appears to be unhappy or angry (reaction).

Group discussion
Discuss the different ways in which somebody can ‘send’ the message.

Facilitators note:
Write down examples from the group such as letters, email, text message, pictures, facial expression, body language, gestures, written reports, sign language and Skype. 

When recording the responses on the flip chart, create two lists (without headings) – ‘verbal’ and ‘non-verbal’ forms of communication.

When the list is complete, ask what’s different about the two lists and discuss the advantages and disadvantages of verbal and non-verbal communication.



Group discussion
Think about the definition and different methods of communication, discuss ‘why does it sometimes go wrong.’

Write down examples of common barriers to effective communication such as language used, tone of voice, wrong information, prejudices, lack of time, too much time, wrong method used, unconscious bias, accent, lack of understanding, demotivated, wrong time, wrong time of day, use of jargon, uninterested, bored, selective hearing, physical disabilities, mental disabilities, not listening and personality type. 

Facilitators note:
Discuss ‘are there any common barries that you can DO NOTHING about?’ The answer is NO – you can always do something! 

Listening skills
Explain that you’re now going to focus on one key area – listening skills.

Discuss ‘why is listening an important skill when working with families?’

Explain that there are three levels of listening:
1. the listening is internal – we pretend to hear or focus on what the words mean to us
2. focused listening – we listen intently and our intension is to hear and understand the speaker
3. global range of listening – hearing that picks up on what’s not being said, the emotion, body language etc.

Group discussion
What’s the difference between hearing and listening?



Listening skills exercise
Choose one of the ‘listening skills’ exercises (exercise 3a or 3b).

After the exercise, discuss why active listening is important when working with and supporting families. 

· Limit distractions
· Listen with your eyes as well as your ears (global listening)
· Use your body language to demonstrate that you’re listening, for example nodding or eye contact
· Mirror the talker – reflect their posture and body language
· Be comfortable with silence if appropriate
· Use questions to be sure you have understood

Summarise or repeat back these statements to ensure delegates understand.  

	





Flip chart
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Exercise 3a: Active listening skills  

(Download facilitator notes here)

Or 

Exercise 3b: Active listening skills




	Timings
	Activity
	Content
	Resources

	60 minutes
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Group discussion




	Session 3: Dealing with difficult situations (and/or dealing with conflict)

This session will look at why difficult situations might arise and how this effects individuals.

Group discussion
In general terms, why might a difficult situation arise between you and a family member or members? For example a difference of opinion, beliefs, values, culture, needs, desires, breach of trust, lack of consistency, lack of respect, unreliability, lack of flexibility, boundaries, expectations and wrong time and/or place.


Group discussion
Imagine you’re in a shop or restaurant and you’re not satisfied with the level of customer service you’ve received. How would you like to be dealt with? How would you like the problem to be resolved? 

For example:
· an apology
· no excuses
· listened to 
· options to be considered
· empathy
· timescales
· understanding
· regular updates.

Facilitators note:
Use handout 2 ‘Route cause analysis flow chart’ to discuss and explore how to resolve the situation. 

	





Flip chart




















Handout 2: Route cause analysis 





	Timings
	Activity
	Content
	Resources

	90 minutes
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Group exercise















	Session 4: Turning worries into actions

This session will look at the importance of turning worries into actions. We’ll do this through a case study. 

Group exercise 
Refer to handout 3a ‘Facilitators notes’. 
Give each group a copy of handout 3b ‘Case study’. 

Share and discuss their thoughts and answers with the other groups.  
Facilitators note:
During the feedback you could discuss the delegates’ understanding of mental capacity, consent and deprivation of liberty safeguards, and how they impact the relationship between people who need care and support, their families and staff.

You could also refer to your own organisations policy and procedures, for example care plans. 

Give delegates handout 4 ‘Delivering good customer service.’ Give them time to read it and ask any questions.
	



Handout 3a: Facilitator notes

Handout 3b:  Case study








Handout 4: Delivering good customer service 





	Timings
	Activity
	Content
	Resources

	30 minutes
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Group discussion and exercise






Group exercise







Individual exercise





Individual exercise
	Session 5: Planning for success

This session will look at how you can plan for success when working with families.

Group exercise
You can ask family members to complete a ‘one page profile’ to find out more about them. It’ll help you to identify their values, beliefs, what’s important to them and the things they hold close to their heart. 

Facilitators note:
Use handout 5 ‘One page profiles’ to explain more about what they are and show an example of one.



Group discussion and exercise
Another useful tool to use is the ‘keeping in touch circle.’
Facilitators note:
Use handout 6 ‘Keeping in touch circle’ to explain more about keeping in touch circles. It includes a template and example. 

Discuss any other tools, policies and procedures that can strengthen the relationship between your staff and families. 

Group exercise
Explain that the session’s now drawing towards a close. 

In your original groups, go back to the collages that describe ‘what good looks like’. Based on what you’ve learned today, is there anything else you’d like to add or delete.

Share this with the rest of the group, and explain why you’ve made any changes.

Individual exercise
Use handout 7 ‘What will be different’ and identify:
· 3 actions that you’ll do as a result of your learning from today
· 3 things that you’ll share with your colleagues when you return to your workplace
· 3 things that you already do well when supporting and working with families.

Individual exercise
Use handout 8 ‘Reflective log’ and discuss how you can use this after the training. Encourage delegates to share this with their line manager in their next supervision. 

	



Handout 5: One page profiles









Handout 6: Keeping in touch circle














Handout 7: What will be different? 




Handout 8: Reflective learning log 
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