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INTRODUCTION
We are pleased to welcome you to Collaboration in APS, a workshop developed by
Project MASTER, a program of the Academy for Professional Excellence. This material
has been adapted for Ohio by the Institute for Human Services for the Ohio Human
Services Training System.
The Academy for Professional Excellence was established in 1996 and provides
training, technical assistance, organizational development, research, and evaluation to
public and private health and human service agencies and professionals.
The Academy is a project of San Diego State University School of Social Work (founded
in 1963), which offers both a bachelor’s and master’s degree in Social Work. The
School of Social Work at San Diego State University was founded in 1963 and has been
continuously accredited by the Council of Social Work Education since 1966.
The Academy has extensive experience in providing specialized services, including:
• Multidisciplinary competency-based workshops
• Curriculum development
• Needs assessment
• Research
• Evaluation
• Meeting facilitation
• Organizational development consultation services
MASTER has received Office of Older adults of Crime funds for this project and is a
program of the Academy for Professional Excellence which has the overarching goal to
develop standardized core curricula for new APS workers and to share these
workshops on a national scale. Professional workshop opportunities are a critical step
toward ensuring APS workers have the appropriate tools to serve older adults.
MASTER has worked extensively with state and national partner agencies in the
development of this curriculum.
Our partners include:
• National Adult Protective Services Association Education Committee (NAPSA)
• The Statewide APS Training Project
• California Department of Social Services, Adult Services Branch
• California State University Sacramento IHSS Training Project
• Protective Services Operations Committee of the California Welfare Director's
Association (PSOC)
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CURRICULUM OVERVIEW
Time: 6 hours
Description:
In this workshop, participants will learn the benefits, challenges, and barriers to
successful collaboration in Adult Protective Services (APS). The fundamental elements
and skills critical to effective team building within a collaborative partnership will be
presented. Participants will be introduced to the role of an Interdisciplinary Team (ITeam) and Memorandums of Understanding (MOU’s) in the field of APS and one’s
responsibility as a team member.
Competencies:
•

101-03-001 - Knows the array of community partners available for adult protective
services work

•

101-03-002 - Understands why it is necessary and important in involving
community partners to protect and support older adults

•

101-03-003 - Understands HIPAA law and guidelines, and communication and
confidentiality requirements when working with older adults and others involved in
the case

•

105-03-002 - Knows the benefits of using a formal, interagency, and
interdisciplinary approach to older adult maltreatment investigations

•

105-03-003 - Knows the adult protective services agency’s role and responsibilities
when collaborating with community partners and interdisciplinary teams during
older adult maltreatment investigations

•

303-01-001 - Knows the principles, rules, and standards for effective verbal and
written communication

•

305-01-001 - Knows common sources and dynamics of conflict between agency
staff, older adults, others involved in the case, and community partners

Learning Objectives:
By the end of this workshop, participants will be able to:
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•

Define collaboration as it applies to work across professional disciplines

•

Articulate the benefits, challenges, and barriers to successful collaboration

•

Understand the fundamental elements critical to effective team building within a
collaborative partnership

•

Understand the importance of an I-Team, MOU’s, and member roles and
responsibilities

Agenda:
Timeline

Activity

Handout and Trainer
Resource

9:00-9:15

I.

9:15-9:45
9:45-10:15
10:15-10:30
10:30-11:30

II.
Introduction to Collaboration
III. Why Collaborate?
BREAK
IV. Collaborating With Partner
Agencies and Other Disciplines

Handout #1,
Collaboration in APS
PowerPoint Slides
Puzzle Pieces

11:30-12:00
12:00-1:00
1:00-1:30
1:30-2:00
2:00-2:15
2:15-3:15

V. Skills For Collaborating
LUNCH
VI.
Conflict Resolution
VII.
Confidentiality and Information
Sharing
BREAK
VIII. I-Team Concept

3:15-3:45
3:45-4:00

IX.
X.

Introductions and What’s In It For
Me (WIIFM)

Handout #2,
I-Team Partners
Trainer Resource #1,
Memorandum of Understanding
Sample
Trainer Resource #2,
I-Team Partners and
Resources
Trainer Resource #3,
Case Example

Trainer Resource #4,
Who Did It?
Trainer Resource #5,
Who Did It Activity Resource

I-Team Sustainability
Transfer of Learning
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Materials Needed:
•

Trainer Manual

•

PowerPoint Presentation

•

Participant Handouts
o Handout #1, Collaboration in APS PowerPoint Slides
o Handout #2, I-Team Partners and Resources

•

Trainer Resources
o Trainer Resource #1, Memorandum of Understanding Sample
o Trainer Resource #2, I–Team Partners and Resources
o Trainer Resource #3, Case Example
o Trainer Resource #4, Who Did It?
o Trainer Resource #5, Who Did It Activity Resource
o Four (4) 24-piece puzzles. Divide the puzzle pieces equally into four (4)
envelopes, so that each envelope has the same number of pieces from each
puzzle. On each envelope, attach a picture of the completed puzzle. In other
words, every team will get an envelope with a picture of the puzzle they’re
expected to put together, but inside each envelope are six (6) pieces from
each of the four (4) puzzles. Use masking tape to make a 4’ x 4’ square on
the floor in the middle of the room. This will serve as the meeting space.
Make sure that there are tables in each corner of the room at which each
team can work.

•

Computer with LCD (digital projector)

•

Name tents

•

Easel, flipchart paper, markers, and tape

APS Core: Collaboration in APS. Written by NAPSA
Adapted by IHS for Ohio Human Services Training System
Revised October 2018

SECTION I:
INTRODUCTIONS AND WHAT’S IN IT FOR
ME (WIIFM)
Time: 15 minutes
Materials:
•

PowerPoint Slide #1-2

•

Handout #1, Collaboration in APS PowerPoint Slides

A. Introductions and WIIFM
Trainer Instruction
•

Introduce yourself; provide any relevant information about your
position, work history, or other relevant information.

•

Ask participants to introduce themselves, give their position,
where they work, and how long they have worked in the field.

•

As participants to identify at least one (1) specific learning need
relative to the day’s learning objectives – “What specifically do
you need to know more about to do your work?” Use flip chart
paper to document learning needs.

•

Review learning objectives with the group and distribute
Handout #1, Collaboration in APS PowerPoint Slides. By the
end of this workshop, participants will be able to:
o Define collaboration as
professional disciplines
o Articulate the benefits,
successful collaboration

it

applies

challenges,

to
and

work

across

barriers

to

o Understand the fundamental elements critical to effective
team building within a collaborative partnership
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o Understand the importance of an I-Team, MOU’s, and
member roles and responsibilities
•

If there are participant concerns that are not included in the
workshop content, help direct them to a workshop that
addresses that content. Throughout the workshop, make a point
to address the WIIFM issues.

•

Review housekeeping information such as break and lunch
times, location of restrooms, and cell phone use.
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SECTION II:
INTRODUCTION TO COLLABORATION
Time: 30 minutes
Competency:
•

101-03-001 - Knows the array of community partners available
for adult protective services work

Materials:
•

PowerPoint Slide #3-5

•

Four (4) 24-Piece Puzzles

•

Masking tape to make a 4’ x 4’ square on the floor in the middle
of the room to serve as the meeting area

A. Puzzle Activity
Trainer Instruction
•

Divide participants into four (4) teams of equal size and assign
each to one (1) of the tables in the corners of the room. Note,
this activity may need adapted depending on the size of the
group.

•

Provide the following directions:
o All teams work for the same system, but are located in four
(4) different locations.
o The goal is to find all the puzzle pieces and to complete the
puzzle as quickly as possible, but there will be a time limit
of 15 minutes.
o Review the meeting area rules posted on the PowerPoint
slide:
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The teams cannot communicate with the other
teams in any way and must stay at their table.
Each team can send a representative to the meeting
area at one time. Point out the meeting area marked
on the floor in the middle of the room.
Each representative can bring up to three (3) pieces
during each visit.
A meeting can only happen when a representative is
present from each of the teams. When one leaves,
the meeting is over.
A different representative must come to the meeting
area each time. After each member has gone to the
meeting area, they can rotate through again.
All communication in the meeting area is nonverbal.

•

After stating the rules and clarifying any questions, pass out an
envelope with the puzzle pieces to each team and instruct
participants to begin.

•

During the activity, monitor the behavior of the teams, especially
at the meeting space, so that you can gently enforce the rules.
Pay attention to when a meeting can begin as well as when it
ends, so that no trading of pieces occurs in violation of the rules.
You can expect most teams to catch on to the idea fairly quickly.
Most often it will take more than one rotation of team members
to the meeting space to complete the task. Pay attention to
whether teams are competitive or collaborative, and use your
observations when you process the activity. Make sure your
comments are descriptive rather than evaluative or judgmental.

•

If the teams become so competitive that they prevent others
from completing their puzzles, stop the activity, debrief what has
been happening, and then ask the groups to go back to the
activity and work towards the goal of completing ALL the puzzles
as quickly as possible. Once all puzzles have been completed,
debrief with the large group.

•

When all four (4) puzzles are successfully put together or teams
stop sending members to the meeting area (preventing a team
from completing their puzzle), invite participants to process their
experience using the following questions:
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o What happened in your small teams? What was your goal,
and how did you decide to accomplish that goal?
o What happened in the meeting area? How did that affect
your strategy? Did you decide to change your strategy?
o When were
frustrated?

you

most

excited

and

hopeful?

Most

o How is this activity like your work when you need to
collaborate across disciplines? (e.g. with law enforcement,
ombudsman, medical, and prosecution)?
o What lessons can you take away about decision making
and working together?
Content to be Discussed
•

Reiterate the goals of this learning activity:
o Provide participants
dynamics in action.

with

opportunity

to

see

group

o Provide opportunity for small teams to work together
collaboratively to accomplish a task.
o Identify group behaviors that support and challenge
successful teamwork.
o Recognize and discuss how decision making occurs when
a group is faced with a complex task.
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SECTION III:
WHY COLLABORATE?
Time: 30 minutes
Competency:
•

105-03-002 - Knows the benefits of using a formal, interagency,
and interdisciplinary approach to older adult maltreatment
investigations

Materials:
•

PowerPoint Slide #6-13

A. What is Collaboration?
Trainer Instruction
•

In a large group, ask participants to describe what collaboration
means to them using a few words.

•

Possible responses may include:
o Assist
o Unite
o Help
o Support
o Share
o Team up
o Work together

•

Lead a large group discussion to cover the following content.
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Content to be Discussed
•

Collaborative, multidisciplinary work in the field of aging is not
new. The field of gerontology, and elder maltreatment, includes
researchers and practitioners from diverse fields. In the last
several decades, increased specialization has led to a deep
knowledge base, but also, to overlap in professional roles with,
at times, accompanying services, inappropriate or inadequate
referrals, lack of accountability, and fragmentation or
redundancy of services. The shared desire for optimal service
provision to older adults is what motivates professionals from
different disciplines to collaborate.

•

Collaboration implies a process of shared planning, decision
making, responsibility, and accountability in the care of the older
adult. Ideally, in collaborative practice, providers work well
together through effective communication, trust, mutual respect,
and understanding of each other’s skills. While some skills and
services appear to overlap, most skills and services are
complementary and reinforce each other.

•

Often, the terms multidisciplinary and interdisciplinary are used
interchangeably. A general definition of multidisciplinary is
“members of different professions working together.”

•

A team is defined as, “a group of people with complementary
skills who are committed to a common purpose, performance
goals, and approach, for which they hold themselves mutually
accountable.” Teams need to have shared goals and values,
and effective teams have members who understand and respect
the competencies of other team members.

•

An APS interdisciplinary team is generally made up of
representatives from several different disciplines that each
interface with older adults. A common goal is established and
each discipline works to achieve that goal, assigning tasks to
members based on their particular specialties and expertise.

•

In Ohio, the multidisciplinary team is referred to as an “I-Team”
(Interdisciplinary Team) which will be addressed later.
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B. Benefits and Barriers
Trainer Instruction
•

Divide participants into two (2) groups. Assign one (1) group
Benefits and one (1) group Barriers. If you have a large group,
divide into four (4) groups and have two (2) groups working on
the same assignment.

•

Ask groups to brainstorm a list of benefits and barriers to
collaboration and write their brainstorms on flipchart paper.
Allow 5-10 minutes for brainstorms and then do report-backs to
the larger group. If there are four (4) groups, round-robin the two
(2) groups on Benefits and the two (2) groups on Barriers during
the report-back. Process responses and ask participants to
share practice examples.

•

In the Benefits report-backs, look for answers such as:
o Shares expertise, cross-trains, and educates
o Builds trust between agencies and individuals engaged in
similar work
o Builds relationships
o Promotes networking
o Develops more effective outcomes or actions taken on
behalf of older adults
o Creates a larger power base and advocacy efforts
o Creates larger support system for achieving goals
o Improves outcomes for older adults through coordinated
investigations and interventions
o Identifies community’s service gaps and system barriers
o Reduces duplication of efforts and improves efficiency in
service delivery
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o Shares resources
o Provides a holistic approach to problem-solving, case
management, and service delivery
o Ensures all I-Team members are used in a way that is
maximally effective
•

In the Barriers report-backs, look for answers such as:
o Lack of knowledge about other professions’ roles, cultures,
acronyms, laws, and rules
o Confusion about goals and lack of consensus regarding the
reasons for the collaboration
o Lack of a common mission that binds the different
professions together in their task
o Territorialism or historical conflict among disciplines
o Desire to protect own professional domain
o Apathy or lack of participation by needed disciplines
o Individuals involved are not team players
o Time
o Confidentiality concerns
o Lack of funding
o Lack of direction or focus of individuals or teams
o Individual professionals who need to collaborate don’t have
the skills to do so
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C. What is Needed for Effective Collaboration?
Trainer Instruction
•

Lead a large group discussion to cover the following content.

Content to be Discussed
•

Competencies, capabilities, and structure are all needed for
effective collaboration.
o Competencies refer to discipline specific knowledge and
expertise.
o Capabilities are qualities needed by practitioners that are
more than a prescribed set of competencies to perform
their role.
o Structure refers to institutional structure.

•

Knowledge - Each individual on a multidisciplinary team brings
to their work particular skills associated with their specific
profession or discipline.
In APS work, discipline-specific
knowledge and expertise means: Are you knowledgeable about
your role and the function of APS? Do you have content
knowledge about the aging process, assessment and
interviewing skills, and family and maltreatment dynamics?

•

Skills – Each team member is a unique individual with their own
interpersonal style and characteristics. Working on a team
requires being able to communicate knowledge and ideas to
others in ways that can be “heard” by others in a variety of
dynamic situations. It also requires strong conflict resolution
skills. It is these elements which may, in fact have the greatest
influence on how people function as team members and
collaborators.

•

Attitudes – One’s attitudes and values have a significant bearing
on behavior when working in a group. Attitudes and values
mean that the individual holds a belief that collaboration with
other disciplines maximizes outcomes for older adults.
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•

Agency Support – Each team member is required to work within
the framework provided by their agency. They have to follow that
organization’s policies and procedures which may act as either a
barrier or a support to their collaborative efforts. Possible
sources of support may include MOU’s with other agencies,
legal statutes that address cross discipline collaboration, and
written policies and procedures that outline specific methods of
making referrals and working joint cases.
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SECTION IV:
COLLABORATING WITH PARTNER
AGENCIES AND OTHER DISCIPLINES
Time: 60 minutes
Competencies:
•

101-03-001 - Knows the array of community partners available
for adult protective services work

•

101-03-002 - Understands why it is necessary and important in
involving community partners to protect and support older adults

Materials:
•

PowerPoint Slide #14-22

•

Handout #2, I–Team Partners

•

Trainer Resource #1, MOU Sample

•

Trainer Resource #2, I–Team Partners and Resources

•

Trainer Resource #3, Case Example

A. Partner Agencies
Trainer Instruction
•

Ask for examples of agencies and other disciplines with which
participants have collaborated as needed, on a case-by-case
basis. Examples may include:
o Law enforcement
o Prosecution
o Mental health and substance use
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o Public health and medical professionals
o Older adult-witness and crime assistance
o Rape crisis and domestic violence
o Financial institutions
o Code enforcement
o Animal control
o Cultural, ethnic, and faith-based organizations
o Community support organizations (housing, food, and
transportation)
•

Refer to Trainer Resource #1, MOU Sample, and share
examples with participants as content is discussed.

Content to be Discussed
•

As APS workers, you will partner with employees from many
different agencies and disciplines. You may be working with
them individually, within informal partnerships, or within the
structure of a more formal committee made up of various
disciplines who meet under the auspices of a formal MOU.

•

Note that an example of a formal partnership is an I-Team.
Informal partnerships are seen daily in cross-disciplinary
conversations and activities that occur whenever you consult,
coordinate, or collaborate with individuals or agencies from other
disciplines.

•

Establishment of a local MOU is designed to formalize local
protocols among partnering agencies to ensure the needs of
older adults who are abused, neglected, or exploited, or are at
risk of maltreatment, and their families are met timely.

•

According to OAC 5101:2-20-06, The County APS MOU, each
county department of job and family services (CDJFS) shall
prepare a memorandum that is signed by the following:

APS Core: Collaboration in APS. Written by NAPSA
Adapted by IHS for Ohio Human Services Training System
Revised October 2018

o The director of the CDJFS
o The director of the designated agency if the county
department has entered into an interagency agreement
with another entity
o The county peace officer
o All chief municipal peace officers within the county
o Other law enforcement officers handling older adult abuse,
neglect, and exploitation cases in the county
o The prosecuting attorney of the county
o The coroner of the county
•

The memorandum shall set forth the procedures to be followed
by the persons listed above in the execution of their respective
responsibilities related to cases of older adult abuse, neglect,
and exploitation. The memorandum shall establish all of the
following:
o An interdisciplinary team to coordinate efforts related to the
prevention, reporting, and treatment of abuse, neglect, and
exploitation of older adults.
o The roles and responsibilities for handling cases that have
been referred by the CDJFS or designated agency to
another agency pursuant to section 5101.611 of the
Revised Code.
o The roles and responsibilities for filing criminal charges
against persons alleged to have abused, neglected, or
exploited older adults.

•

The memorandum may, in addition, be signed by any of the
following persons who are also members of the interdisciplinary
team:
o A representative of the area agency on aging
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o The regional long-term care ombudsman
o A representative of the board of alcohol, drug addiction,
and mental health services
o A representative of the board of health of a city or general
health district
o A representative of the county board of developmental
disabilities
o A representative of a victim assistance program
o A representative of a local housing authority
o Any other person whose participation furthers the goals of
the memorandum

B. I-Team Partner Activity
Trainer Instruction
•

Distribute Handout #2, I-Team Partners and Resources and
divide participants into small groups.

•

Assign each group four (4) to six (6) sections on the chart found
on Handout #2, I-Team Partners and Resources to complete.
If time permits, assign more sections. Instruct participants to
identify how each I-Team partner might help, why collaboration
is valuable and potential areas of conflict or barriers to
collaboration. Allow 20 minutes for each table to complete their
section of the chart.

•

Reconvene participants and conduct report-backs. Instruct
participants that each person should make their own notes, with
the goal of each person being able to leave the workshop with a
completed chart for partners and resources.

•

Refer to Trainer Resource # 1, I–Team Partners and
Resources, to assist in the report-backs; be sure the debriefing
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covers the main points about why collaboration with specific
agencies is valuable, and identifies potential barriers or areas of
conflict. Also be sure that the debriefing notes that, for some
disciplines, the “line” between the role of an APS worker and the
partner’s role is more blurred. For example, a mental health
worker with a biopsychosocial perspective may implement case
management and resource or referral strategies typically
assumed by APS.
•

During the debriefs, note that it is important for participants to be
able to explain APS’ role and its regulations; in fact, we will
discuss later that the ability to describe one’s role and
organizational mission to others, and being able to communicate
your expertise in identifying and responding to older adult abuse,
neglect, and exploitation is an essential skill in collaboration.

C. Case Example
Trainer Instruction
•

Refer to Trainer Resource # 3, Case Example and read (or ask
a volunteer to read) aloud the case example about Lynn.

•

Pose the following questions and discuss as a large group.
o What are Lynn’s strengths?
o What are your hypotheses about what might be happening
with Lynn? What she might need?
o Name some I-Team partners who might become involved
in this case, and benefits of involving those partners.
o What might be some areas of need that I-Team partners
might agree on?
o What can each partner bring to the table?
o What might be sources of conflict in the ways that various ITeam partners might view this case?
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Content to be Discussed
•

Professionals may view goals for older adults differently,
depending on their role and primary mission.

•

A key principle of collaboration is not to ignore conflicts or
differences in interpretations among I-Team members, but to
identify these differences, discuss, and identify points of
compromise or agreement. In fact, effective collaboration
requires that as much consideration is given to the nature of the
collaboration as to the independent tasks I-Team members
perform.

D. Guidelines
for
Relationships

Developing

Cross-Discipline

Trainer Instruction
•

In a large group, discuss the guidelines for developing cross
discipline relationships.

Content to be Discussed
•

Guidelines for developing cross-discipline relationships:
o Become educated – It is imperative to learn as much as
possible about the culture of the other organizations with
whom you work, how they operate and what they value.
Often friction between professions is a result of
misunderstandings about what one professional can and
cannot do within the regulations and culture of their
agency. For example, you may think someone has an
ethical requirement to report a type of abuse when, in fact,
there are legal and ethical reasons why they cannot report
without the older adult’s consent.
o Develop personal relationships – While it is important to
demonstrate good professional relationships, it is also
important to get to know other professionals as individuals.
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o Share professional literature – This educates other team
members on common issues, but also communicates that
you view them as colleagues.
o Keep communication open and confront issues directly –
Disagreements are to be expected in collaborative work,
even in the most successful of partnerships and teams. Be
respectful but don’t let disagreements fester.
o Keep supervisors involved – Communication at a system
level is also critical to making partnerships work. Consult
with your supervisor as needed.
•

When approaching a professional about collaborating, think
what we are doing together. The answer should be coming to a
consensus regarding what is best for the older adult.
o Identify an issue of concern - Define nature of your
relationship; especially if there is an overlap in your job
descriptions.
o Establish agreement – I-Team partners should be able to
come to agreement about the desired outcomes for the
collaboration.
o Define tasks – This is especially important if the completion
of a task is dependent on completion of tasks by another
team member. Conflicts arise if this is not anticipated and
planned for.
o Develop a plan of action – Individual ownership and
accountability is crucial in successful collaboration. It also
helps define “success” for the collaboration so that when
the goal is achieved, everyone “wins.”

•

In summary many disciples work together as an I-Team to
create a safety net as a wraparound service approach for older
adults who are victims of abuse, neglect, or exploitation. Older
adults, particularly older adults of abuse, confront
biopsychosocial problems that are often too complex for one
discipline (APS) to handle alone.
Working with other
professionals and disciplines is often needed in order to develop
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a comprehensive and integrated case plan for older adults
involved with APS.
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SECTION V:
SKILLS FOR COLLABORATION
Time: 30 minutes
Competency:
•

303-01-001 - Knows the principles, rules, and standards for
effective verbal and written communication

Materials:
•

PowerPoint Slide #23-27

A. Interpersonal Skills
Trainer Instruction
•

There are three (3) skill sets needed for effective collaboration:
interpersonal skills, communication skills, and conflict resolution
skills. First introduce interpersonal skills through an activity.

•

Divide participants into small groups and ask them to brainstorm
essential interpersonal skills needed for collaboration. If the
group is small, conduct as a large group activity. After five (5)
minutes, have each group report on their top three (3) essential
skills. Record responses on flipchart paper.

•

Supplement responses by including the following examples if not
mentioned:
o Humility
o Sense of humor, making light of difficult situations
o Commitment to I-Team work, team player
o Genuine care and interest in protecting older adults at risk
o Active listener
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o Respect for diversity, cultural awareness, and cultural
competency
•

Discuss content below as a large group.

Content to be Discussed
•

Interpersonal skills, such as respect, humility, and commitment,
are essential to effective collaboration. While practitioners may
have well-developed interpersonal skills, not everyone has the
skills needed to collaborate effectively with others, nor do they
always think to employ interpersonal skills with partners.

•

Just like cultural competency is an essential in older adult-based
work, it is critical in cross-discipline collaboration.

•

In addition to the individual having cultural uniqueness, ethnicity,
race, religion, age, physical abilities, gender, and socioeconomic
differences, agencies and disciplines have their own unique
cultures as well.

•

All team members need the opportunity for self-reflection and to
learn effective communication, collaborative decision making,
and conflict resolution skills that will enable them to function
effectively as part of a team or collaborative effort.

•

It should be noted that not everyone comes to the table with the
same level of sophistication in their interpersonal skill sets and
additional training or coaching may be necessary in some cases.

B. Communication Skills
Trainer Instruction
•

Ask participants for examples of communication skills needed
for effective collaboration.

•

Supplement responses by including the following examples if not
mentioned:
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o Establishing rapport
o Reflective listening
o Reflecting emotions
•

Discuss content below as a large group.

Content to be Discussed
•

We have to be aware of several variables in communication,
both when we are sending as well as receiving communications.
o Clarity of verbal communication: Are we abundantly clear
in what we are saying and writing? Is there any way for
what we said to be misinterpreted?
o Non-verbal communication: Some studies show that 90+%
of communication is non-verbal.
o Attitudes: Attitudes are one’s generalized tendencies or
feelings which get applied to collaborative communication.
For example, do I often wonder, “Is this person judging
me?” “Does this person even want to know what I think?” If
this unconscious inner dialogue is not addressed, it can
impede communication.
o Knowledge level: If we are confident in our knowledge and
expertise, then we convey our message differently than if
we don’t know or don’t feel confident.
o Position: Do my collaborative partners value my role? If
the listener views the sender as a valuable partner, then he
or she will listen more earnestly.
o Culture: Different cultures foster different communication
styles. Culture also informs non-verbal communication
factors such as making eye contact, sitting as opposed to
standing, as well as cultural norms such as deference
based on age or gender. There is no “right” or “wrong”
regarding cultural communication styles, but we must
recognize there are differences.
We also have to
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acknowledge professional cultures which differ; law
enforcement personnel have different communication
norms and language than APS. Developing group
agreements about the rules for communication within the
group can be helpful.

o Feedback: We must be open to feedback, both as the
speaker and as the listener.
o Asking questions: “Why” questions – no matter how nicely
phrased – are almost always blaming. When we ask “who”
questions, what we’re often really doing is looking for
scapegoats (i.e. someone else to blame). Asking questions
that focus our efforts and energy on what we can do makes
us significantly more effective, happier, and less frustrated.
For example:
 “Why don’t they just do (fill in the blank)?”
• “How can I do my job better?” “What can I do
to help?”
 “Why would they do that?”
• “I would like to understand more about X (fill
in the blank).” “What can I do to improve or
change the situation?”
 “Who made the mistake?”
• “What can I do to solve the problem?”
 “Who dropped the ball?”
• “What action can I take to “own” the
situation?”
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SECTION VI:
CONFLICT RESOLUTION
Time: 30 minutes
Competency:
•

305-01-001 - Knows common sources and dynamics of conflict
between agency staff, older adults, others involved in the case,
and community partners

Materials:
•

PowerPoint Slide #28-31

A. Principles of Conflict Resolution
Trainer Instruction
•

Ask for examples from participants about a time when a
“healthy” conflict or disagreement with a co-worker resulted in a
good outcome.

•

Next ask participants why they thought it resulted in a good
outcome and what characteristics helped to shape the outcome.

•

Share the following example of what can happen when conflict
resolution steps are NOT followed:
o A caseworker on an I-Team was increasingly frustrated
with a team member from a partner agency because of lack
of collaboration, feeling the other team member was
essentially not interested in collaboration but in doing
things her own way and not receiving input. She discussed
the issue in supervision, and possible strategies were
addressed. Among the issues the supervisor pointed out
was that, while you can coach, discuss, and share
observations, you cannot change people, and some people
have less than optimal team-oriented styles. Supervision
focused on ways to make requests such as “I need…”
rather than “You’re not….” Despite this coaching during
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supervision, the caseworker decided to “let loose” and
confront the other team member in front of the rest of the
partners. She attacked the person, not a case-specific
problem. She chose an inappropriate time and place for
the discussion. She did not take any responsibility for her
part in the communications. Rather than building the
relationship up, she tore it down.
•

Next, lead a large group discussion regarding conflict resolution.

Content to be Discussed
•

The following represents principles of conflict resolution:
o Identify issues causing a conflict before there is an
“explosion”
o Attack the problem; do not blame the person
o Choose an appropriate time and place for the discussion
o Focus on what can be done, not on what can't be done
o Encourage differing points of view and honest dialogue
o Accept ownership for your part of the problem
o Demonstrate understanding of the other person's point of
view before giving your own
o Keep the focus on how resolution of the issue will advance
your shared mission

•

Utilize interpersonal and communication skills:
o Actively listen:
statement

Rephrase the issue and repeat the

o Define the problem: Emphasize the areas of agreement
and frame the area of disagreement

APS Core: Collaboration in APS. Written by NAPSA
Adapted by IHS for Ohio Human Services Training System
Revised October 2018

o Ask open-ended questions: Ask questions that encourage
discussion and permit disagreement. “Tell me more about
that…” “What else do we need to consider?”
o Clarify responses:
Help others recognize members’
attitudes and feelings
o Paraphrase, reframe, and summarize:
Summarize
discussion to ensure that the disagreement is understood;
explore group problem solving and encourage solutions
that have not been considered before

B. The Resolution Part
Trainer Instruction
•

Lead a large group discussion to cover the following content.

Content to be Discussed
•

The first requirement of conflict resolution is to make sure you
have the right people at the table. For example: If a team
member says that he can’t do X because of an agency policy,
you will need to get that agency’s decision maker at the table if
you feel that X is something that the agency can or should do or
that an exception can be made.

•

This step is important because there may be an assumption that
everyone is working towards the same goal when, if fact, they
are working towards opposing goals. For example, APS may be
working with a son to help him stop misusing mom’s money and
become a better care provider for his mother while law
enforcement may be working to arrest him. Because their goals
are in conflict, the two (2) agencies may actually undermine
each other’s attempts to be successful.

•

Has anyone ever gotten upset with you because you didn’t do X
but the reason you didn’t do it was because you didn’t know they
were expecting you to do it? In any kind of group work, it is
important to clearly delineate who will do what (in detail) and
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when they are expected to do it. And, putting it in writing makes
it clear to everyone on the team what is expected.
•

Checking in with partners at agreed upon times also helps
reduce confusion and keeps everyone on the same page as to
what is happening on the case. If there has been any confusion,
the sooner you are aware of it, the sooner you can resolve it.

•

Obviously, if you want to fix a situation, you have to set an
example and do your part. Partnerships are based on trust and
you will lose much of that trust if you don’t either complete your
part or, at the very least, communicate why you can’t complete
your part in a timely manner.
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SECTION VII:
CONFIDENTIALITY AND INFORMATION
SHARING
Time: 30 minutes
Competency:
•

101-03-003 - Understands HIPAA law and guidelines, and
communication and confidentiality requirements when working
with older adults and others involved in the case

Materials:
•

PowerPoint Slide #32-33

A. Confidentiality and Information Sharing
Trainer Instruction
•

In a large group, pose the following questions:
o What are reasons for protecting information?
o What are reasons for sharing information?

•

Lead a large group discussion to cover the following content.

Content to be Discussed
•

The need to maintain confidentiality is often cited as a barrier to
multidisciplinary team working. Mechanisms of maintaining
confidentiality must be in place and a formal policy prepared.

•

While APS has confidentiality requirements, other agencies also
have confidentiality requirements. Those requirements may be
even more restrictive than the ones that APS must follow.
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•

How much information can be shared with you will vary
according to discipline and their specific legal and ethical
standards. For example, mental health treatment professionals
have professional privilege, as do medical providers. Medical
personnel are bound by HIPAA rules. Federal regulations dictate
that the ombudsman cannot share anything without older adult
consent, even if a law has been broken.

•

In Ohio, confidentiality related to APS is addressed in OAC
5101:2-20-05, Confidentiality and Dissemination of APS
Information.
o Each referral, assessment or investigation, and record of
provision of services related to reports of older adult abuse,
neglect, or exploitation is confidential as defined in section
149.43 of the Revised Code. Information in the statewide
adult protective services information system is confidential
and is not subject to disclosure pursuant to section 149.43
or 1347.08 of the Revised Code. Information may be
shared only when dissemination is authorized by this rule.
o If any person commits, causes, permits or encourages
unauthorized dissemination of information, the CDJFS or
its designee shall give written notification of such
unauthorized dissemination to the county prosecutor or city
director of law and the Ohio Department of Job and Family
Services (ODJFS). A copy of the written notification shall
be maintained in the case record.
o The CDJFS or its designee shall not release the identity of
the referent or reporter, or any person providing information
during the course of an assessment or investigation. The
identities of these individuals shall not be released or
affirmed by the CDJFS or its designee to any party without
the written consent of the individual(s) involved, except to
those individuals outlined below.
o The CDJFS or its designee may release the identity of the
referent or reporter or any person providing information
during the course of an assessment investigation to the
following entities:
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ODJFS staff with supervisory responsibility in the
administration of Ohio's adult protective services
program.
Law enforcement when investigating a criminal
case.
The county prosecutor when information is
needed for criminal proceedings.
Another CDJFS or its designee assessing or
investigating an older adult abuse, neglect, or
exploitation report involving a principal of the
case.

o The CDJFS or its designee shall release case information
contained in the adult protective services report, excluding
the identity of the referent or reporter or any person
providing information during the course of an assessment
or investigation, to the following persons or entities:
 Upon request, the information shall be released
to:
• The adult who is the subject of the report.
• Legal counsel for the adult.
 The court, for the purpose of issuing any of the
following:
• An ex parte order.
• A restraining order due to the obstruction
of an investigation.
• A protective services order or emergency
protective services order.
• A guardianship order.
 Law enforcement when investigating a criminal
case.
 The coroner, to assist in the evaluation of an
older adult's death due to alleged abuse or
neglect.
 To agencies authorized by the CDJFS or its
designee for the purpose of assessing or
investigating an older adult abuse, neglect, or
exploitation report.
o No person shall knowingly do either of the following:
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Access or use information contained in the adult
protective services information system or case
record for any purposes except as authorized by
this rule.
Disclose information obtained from the adult
protective services case record to any entity not
authorized in this rule.

o Information within the adult protective services referral,
report, or information system shall not be used for the
following purposes:
 Screening for employment
 Screening for volunteerism
 Screening for the purpose of any other
background search, that would limit an individual
opportunities that would otherwise be afforded to
them without this information
•

Additionally, the county’s MOU shall include a confidentiality
statement to address how information is to be shared while
protecting the privacy of the older adult and his or her family.
The confidentiality statement shall also clearly identify the
individual to be notified in the event of a breach or suspected
breach of confidentiality and a provision that the terms of
confidentiality remain after the termination or expiration of the
agreement.
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SECTION VIII:
I-TEAM CONCEPT
Time: 60 minutes
Competency:
•

105-03-003 - Knows the adult protective services agency’s role
and responsibilities when collaborating with community partners
and interdisciplinary teams during older adult maltreatment
investigations

Materials:
•

PowerPoint Slide #34-38

•

Trainer Resource #4, Who Did It?

•

Trainer Resource #5, Who Did It Activity Resource

A. Interdisciplinary Team (I-Team) Concept
Trainer Instruction
•

Lead a large group discussion to cover the following content.

Content to be Discussed
•

The goal of an I-Team is to improve the response of community
agencies to older adults who are victims of abuse, neglect, or
exploitation. The county agency responsible for responding to
reports of abuse, neglect, or exploitation is considered the “lead”
agency for the purpose of establishing an I-Team. The goal of
an I-Team can be accomplished by increased public awareness
and coordinated efforts amongst professionals in the community
who work with or serve older adults.

•

The minimum activities for establishing an I-Team, include:
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o Identifying the I-Team members and their agencies.
o Having each member sign copies of the I-Team MOU.
o Identifying the service gaps in the community and defining
the many ways the public and private sectors can work
together to bridge the services gap for older adults.
o Engaging the various community partners whose
involvement is necessary for addressing gaps in service
delivery to older adults.
o Identifying the level of collaboration required for an
effective service delivery system.
o Identifying strategies the I-Team will use to meet team
objectives.

B. Common I-Team Functions
Trainer Instruction
•

Review the common functions of an I-Team with participants
and solicit or provide examples.

Content to be Discussed
•

Common functions of I-Teams may include any of the following:
o Providing expert consultation to service providers (for
example, cases with complex needs)
o Identifying service gaps and system barriers
o Sharing of information such as new services, programs,
and legislation
o Advocating for change
o Professional development such as planning and carrying
out training events
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o Planning and carrying out coordinated investigations or
case planning

C. Who Did It Activity
Trainer Instruction
•

Divide participants into small groups. Using Trainer Resource
#4, Who Do It?, give each member of the small group a single
Fact Sheet (one for APS, one for Law Enforcement, one for
Ombudsman, and one for Licensing) without making it
obvious that the sheets are different. If there are more than
four (4) participants in a group, assign a duplicate Fact Sheet.

•

Review instructions with participants.
o You are a member of the I-Team.
o You are attending a meeting of the team to discuss a
specific case.
o You are to select the most promising suspect who will
become the subject of a search warrant that law
enforcement member(s) will serve.
o You are also required to determine what type of short and
long term supports and protective services are needed for
the older adult and determine who will provide what
services.
o You have been provided with a statement of facts and a list
of potential suspects.
o Your task is to select the most likely perpetrator and to
eliminate the other suspects for a specific reason.
Reasons for disqualification should be recorded by the
group.
o Assume that there is one correct suspect.
o Assume that all data is correct and complete.
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o You have approximately 30 minutes to choose the suspect.
o There must be substantial agreement in your group that the
problem has been solved.
o You must solve the problem as a group.
o You may organize your work in any way that you please.
•

Refer to Trainer Resource #5, Who Did It Activity Resource
for more information to help debrief this activity.

•

Monitor the groups’ progress, watching for signs of conflict,
collaboration and “ahh” moments. Give the groups 30 minutes
to complete the activity. Reconvene participants and pose the
following questions to each group:
o Was there consensus that a crime was committed?
o How long did it take for your group to realize that you had
different facts?
o What would have happened if one of the agencies was not
present at this “meeting”?
o How would this incident be communicated internally?
Would they report it as a crime? Does the incident raise
additional issues for an agency (Adult Protective Services,
Law Enforcement, Licensing, or Ombudsman)? What
would the agency investigator focus on?
o What evidence would law enforcement focus on? What
witnesses would they want to interview? What should they
do before interviewing the older adult?
What other
materials would they seek to obtain?
o Are there any other services or partners that could provide
assistance to the older adult or the mentioned responders?
How could they be brought into the multidisciplinary
response in this situation?
o What did you learn from this activity?
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SECTION IX:
I-TEAM SUSTAINABILITY
Time: 30 minutes
Competency:
•

105-03-003 - Knows the adult protective services agency’s role
and responsibilities when collaborating with community partners
and interdisciplinary teams during older adult maltreatment
investigations

Materials:
•

PowerPoint Slide #39-40

A. I-Team Sustainability
Trainer Instruction
•

Lead a large group discussion to solicit feedback from
participants regarding their local I-Team. Utilize the following
questions to prompt discussion.
o What’s working?
o What not working?

Content to be Discussed
•

Once an I-Team has been formed, it’s important to ensure
sustainability. Consider the following recommendations:
o Identify I-Team “leaders”
 Since it is a county responsibility to develop an ITeam, it is important that someone serve in a
leadership role to coordinate the activities of the ITeam.
o Identify roles for members and responsibilities
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Consider co-facilitation; one from APS and another
from participating members
Encourage and expect regular attendance by
members; have members sign agreements
Address member expectations, limitations, and
jurisdictions

o Establish a regular meeting schedule
 Secure adequate meeting space
 Avoid lengthy and inconsistent meetings; establish
clear agendas with time frames
 Create meeting ground rules that build rapport and
trust among members
o Present cases
 Ensure case summaries are prepared and reviewed
in advance of the meeting
 Review cases to make sure the timing to discuss the
case is right (no hidden agendas)
 Invite professionals involved in these cases to
provide consultation during the I-Team meeting
(provide notice)
 Provide follow-up and updates
o Invite guest speakers or spotlight a community partner
 Topics may include elder fatality reviews, assessing
capacity, civil commitments, and guardianships
o Obtain technical assistance as needed
 Topics may include I-Team sustainability or case
specific needs (ensure confidentiality)
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SECTION X:
TRANSFER OF LEARNING
Time: 15 minutes
Materials:
•

PowerPoint Slide #41

A. Transfer of Learning
Trainer Instruction
•

In a large group, pose the following statement: “One skill that I
will need to acquire or strengthen is…” Ask for volunteers to
share a few examples with the group.

•

Review any remaining parking lot questions.
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