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INTRODUCTION
We are pleased to welcome you to Professional Communication, 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:
•
•
•
•
•
•
•

Multi-disciplinary competency-based trainings
Curriculum development
Needs assessment
Research
Evaluation
Meeting facilitation
Organizational development consultation services

MASTER is an Archstone Foundation funded program of the Academy for Professional
Excellence which has the overarching goal is to develop standardized core curricula for
new APS workers and to share these trainings on a national scale. Professional training
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 of the Bay Area Training Academy
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)
California Social Work Education Center Aging Initiative (CalSWEC)
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CURRICULUM OVERVIEW
Time: 6 hours
Description:
In this workshop, Adult Protective Service (APS) workers learn the basic components of
professional communication in APS. Participants will understand the importance of fact
finding interviews, preparation techniques, and effective communication strategies.
Participants will also learn about various investigative communication strategies and
special considerations when working with older adults.
Competencies:
•

101-02-001 - Knows the role of adult protective services caseworkers and knows
ethical, cultural, and best-practice standards in adult protective services

•

103-02-003 - Understands the importance of establishing open communication
with older adults and others involved in the case who are non-English speaking,
speak English as a second language, those with speech impairments, those who
are blind, those who are deaf, those who have a partial, profound, or complete
hearing loss, and those with a developmental or physical health disability

•

103-04-001 - Knows how individual and group interviews can initiate the
engagement process

•

105-02-001 - Understands why cultural factors are important to consider when
developing a plan for an investigation

•

105-02-004 - Knows interviewing strategies to obtain information from older adults
and others involved in the case during an investigation

•

105-03-001 - Understands why using information obtained during the screening
process is important in planning an approach for an investigation

•

309-01-001 - Knows interviewing strategies, including active listening, use of open
and closed ended questions, supportive responses, clarification, scaling, and
summarization; and their use in facilitating and guiding an assessment

•

309-01-002 - Knows why choosing specific interviewing strategies is important
during different phases of casework intervention and to achieve specific purposes

•

309-01-003 - Knows the liabilities of choosing interviewing strategies that are not
well suited for specific situations or purposes
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•

309-01-005 - Understands how personal and cultural differences in communication
styles, nonverbal communications, and use of language can affect interview
outcomes

•

309-01-006 - Understands the challenges of conducting interviews with older
adults and others involved in the case who are non-English speaking, speak
English as a second language, those with speech impairments, those who are
blind, those who are deaf, those who have a partial, profound, or complete hearing
loss, and those with a developmental or physical health disability

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

Describe the importance of fact finding interviews and preparation techniques

•

Identify effective interviewing skills to enhance professional communication in
one’s APS role

•

Describe various question styles and content that can be used when conducting an
investigative interview

•

Understand the various special considerations needed when communicating with
older adults

Agenda:
Timeline

Activity

Handout and Trainer Resource

9:00-9:15

I.

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

Handout #1,
Professional Communication PowerPoint
Slides

9:15-9:45

II.

Overview of Interviews

9:45-10:30

III.

Preparing for the Interview

10:30-10:45
10:45-11:45

BREAK
IV. Basic Interviewing Skills

11:45-12:45
12:45-2:00

LUNCH
V.
Question Typologies

Trainer Resource #1,
Interview Preparation
Trainer Resource #2,
Reflecting Emotion
Norman Video Clips
Handout #2,
Question Styles and Content
Handout #3,
Question Style and Content Activity
Trainer Resource #3,
Examples of Open-Ended Questions
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Trainer Resource #4,
Question Style and Content Answer Key
2:00-2:15
2:15-3:15
3:15-3:45
3:45-4:00

BREAK
VI. Investigative
Communication Strategies
VII. Special Considerations
VIII. Transfer of Learning

Trainer Resource #5,
Allegation Practice Interviews

Materials Needed:
•

Trainer Manual

•

PowerPoint Presentation

•

Participant Handouts
o Handout #1, Professional Communication PowerPoint Slides
o Handout #2, Question Styles and Content
o Handout #3, Question Style and Content Activity

•

Trainer Resources
o Trainer Resource #1, Interview Preparation
o Trainer Resource #2, Reflecting Emotion
o Norman Video Clips (Embedded in the PowerPoint slides and available for
download)
o Trainer Resource #3, Examples of Open-Ended Questions
o Trainer Resource #4, Question Style and Content Answer Key
o Trainer Resource #5, Allegation Practice Interviews

•

Computer with LCD (digital projector), DVD player or internet (if needed), and
speakers

•

Name tents

•

Easel, flipchart paper, markers, and tape
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SECTION I:
INTRODUCTIONS AND WHATS IN IT FOR
ME (WIIFM)
Time: 15 minutes
Materials:
•

PowerPoint Slide #1-2

•

Handout #1, Professional Communication 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.

•

Review learning objectives with the group and distribute
Handout #1, Professional Communication PowerPoint
Slides. By the end of this workshop, participants will be able to:
o Describe the importance of fact finding interviews and
preparation techniques
o Identify effective interviewing skills to enhance professional
communication in one’s APS role
o Describe various question styles and content that can be
used when conducting an investigative interview
o Understand the various special considerations needed
when communicating with older adults

•

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

Review housekeeping information such as break and lunch
times, location of restrooms, and cell phone use.
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SECTION II:
OVERVIEW OF INTERVIEWS
Time: 30 minutes
Competency Addressed:
•

103-04-001 - Knows how individual and group interviews can
initiate the engagement process

Materials:
•

PowerPoint Slide #3-6

A. Types of Interviews
Trainer Instruction
•

As a large group activity, ask the participants for reasons why
they conduct interviews. Possible answers may include:
o To find the truth of allegations
o To develop safety plans and case plans
o To assess the older adult and his or her situation
o To determine the legal needs of the older adult

•

Next, ask participants for differences between a fact finding
interview and a clinical interview. Fill in with content below.

Content to be Discussed
•

The purpose of a fact-finding interview is to obtain a complete
and accurate report from an older adult and collateral contacts.
During fact finding interviews, the interviewer collects
information to corroborate or refute the allegation. The
interviewer must be impartial and objective and must consider all
reasonable alternative explanations for the allegations. Although
the fact finding interview uses clinical skills it is fundamentally
different from a clinical interview. We will concentrate on fact
finding interviewing skills in this workshop.
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•

Fact finding interviews have the following qualities:
o Fact finding in nature
o Objective and non-interpretive
o Conducted by APS staff
o Structured
o Time limited
o Competency of the older adult is questioned
o Non-leading
o Interested in individual’s objective reality

•

In comparison, clinical interviews have the following qualities:
o Therapeutic in nature
o Subjective and interpretive
o Conducted by mental health professional
o Unstructured
o Ongoing and engaging
o Competency is generally not a concern
o Some leading
o Interested in individual’s subjective experience

•

APS workers routinely interview a wide variety of people who
have different roles in the investigative process. In this
workshop, we will concentrate on interviews with the older adult.
However, most of these techniques can be used with other types
of interviewees such as perpetrators, collateral contacts, and
family members.
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•

As APS workers, personal demeanor will have a major effect in
the success of investigative interviews. Research consistently
shows that personal characteristics and techniques are
important to disclosures in general and are especially helpful in
securing disclosures of abuse, neglect, and exploitation. For
example:
o

Presentation
friendly)

(professional,

non-threatening,

warm,

o

Stance (open-minded, unbiased)

o

Point of view (strength-based)

o

Basic interviewing skills (reflective listening, establishing
rapport, communicating empathy, reflecting emotions,
summarization, and other various communication
techniques)
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SECTION III:
PREPARING FOR THE INTERVIEW
Time: 45 minutes
Competencies Addressed:
•

101-02-001 - Knows the role of adult protective services
caseworkers and knows ethical, cultural, and best-practice
standards in adult protective services

•

105-02-001 - Understands why cultural factors are important to
consider when developing a plan for an investigation

•

105-03-001 - Understands why using information obtained
during the screening process is important in planning an
approach for an investigation

Materials:
•

PowerPoint Slide #7-15

•

Trainer Resource #1, Interview Preparation

A. Preparation
Trainer Instruction
•

Ask participants to share examples of the types of information
they look for when reviewing an initial report of abuse, neglect,
or exploitation. Fill in with content below. The questions provided
below can serve as discussion prompts.

Content to be Discussed
•

The success of an interview begins even before one speaks with
the older adult. It is important to review the initial report for the
following:
o Age


Does this older adult meet your agency’s older adult
age criteria?

APS Core: Professional Communication. Written by NAPSA
Adapted by IHS for Ohio Human Services Training System
Revised November 2018



Note the legal definition of an adult served by APS:
In the Ohio Revised Code (ORC) 5101.60 and Ohio
Administrative Code (OAC) 5101:2-20-01, "Adult"
means any person 60 or older within this state who
is handicapped by the infirmities of aging or who has
a physical or mental impairment which prevents the
person from providing for the person's own care or
protection, and who resides in an independent living
arrangement. Individuals under the age of 60 do not
meet the criteria for APS services based on age
alone. However, some counties do offer services to
those under 60 on a voluntary basis.

o Allegation
 What kind of allegation are you investigating –
abuse, neglect, or exploitation? Is there more than
one allegation? What are the circumstances
regarding the report?
 What is the level of immediacy? What is the level of
risk to the older adult?
 Does the alleged perpetrator have access to the
adult?
 What is the timeframe for investigating an
allegation?
Note, OAC 5101:2-20-11, Adult
Protective Services Screening specifies that a report
shall be deemed an emergency if an adult is
reported to be living in a condition which presents
substantial risk of immediate physical harm or death.
The risk can be the result of the adult's own action or
inflicted on the adult by another person.
• Emergency reports shall be initiated within
twenty-four hours from receipt of the
report.
• Non-emergency reports shall be initiated
within three (3) working days from the
receipt of the report.
o Language
 Does the older adult speak a language you know?
 Do you need to bring a translator?
 What is your agency’s policy on using translators?
o Disability
 Do you have basic information about the older
adult’s disability or do you need to talk to a medical
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or disability expert to learn more about the
condition?
None of us know about every disability. It’s helpful to
understand what’s involved in an individual’s care or
what communication barriers they may have before
starting the interview.

o Cognitive Impairment
 It is helpful to know whether an older adult has
memory loss, mental illness, or other cognitive
impairment before the interview. Although these
interviewees can give accurate information (don’t
prejudge them), you may want to know what other
individuals are available to provide corroboration to
the older adult’s statements.
o

Previous History with APS
 Is this the first report that has come to your agency
or have there been numerous reports?
 What were the results of previous investigations?
Who was the alleged abuser(s) in the previous
case(s)?
 Is the allegation the same in this case? Is the
referent the same person or different?
 Does your agency require review of previous
reports? How is this done?
 Although you need to treat each report as a new
investigation, your investigation should be informed
by the older adult’s previous history. Sometimes
numerous inconclusive investigations piled together
make a pretty convincing picture of maltreatment.

o Family Dynamics
 Do you know who else resides with the older adult?
 Is there a caregiver or guardian?
 Do you have any information regarding family
dynamics?
o Cultural and Gender Considerations
 Do you have a basic understanding of the older
adult’s cultural background?
 Is there someone in your office you could ask for
cultural advice before seeing the older adult? For
example, who is the head of this family and how
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should you approach them about interviewing the
older adult?
How does this culture view people in authority? Is
this family likely to be undocumented and afraid to
speak with you?

o Safety Considerations
 Are there any safety concerns for both the older
adult, others in the home, or the worker? Are there
trip hazards within or around the home?
 Where does the older adult live? Is this a dangerous
neighborhood? How about gang activity?
 Are there weapons in the home?
 Are there animals that may pose a concern?
 Is there suspected drug use in the home?
•

Once you have reviewed the initial report, you need to determine
who you need to speak with in addition to the older adult. These
individuals could include the reporting party, family members,
friends, neighbors, collateral contacts, alleged perpetrator, law
enforcement, and medical experts.

B. Interview Preparation Activity
Trainer Instruction
•

Divide participants into small groups.

•

Assign each group a vignette from Trainer Resource #1,
Interview Preparation. Instruct participants to read the vignette
out loud in their group and assign a reporter. Ask them to
determine what steps they would take and what information they
might want to know before interviewing the older adult. Give
participants five (5) minutes to process the information. Then
ask for a volunteer from each group to read their vignette to the
class and report what their group determined were the steps to
take and information to find out.

•

Review possible responses with the small group and solicit
additional suggestions from all participants. Proceed to the next
group and repeat this step.
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o Vignette #1 Mimi
 Does Mimi speak any English or is a translator
necessary? Can her husband translate and do you
want to use him?
 Culturally, is Mimi likely to speak against her
husband or do you expect resistance?
 How advanced is Mimi’s Alzheimer’s and will she be
an accurate historian? If not, what do you want to
look for?
 Do you want to talk to Jean before you go to the
home? Why or why not?
 How do you want to approach Carlos about his
drinking to decrease resistance?
 Do you want to go in the day time when Hermes is
not home for safety reasons?
 Do you want to talk to the previous worker to get
his/her take on how dangerous Hermes might be?
Can you ask law enforcement whether there have
been calls to this address?
o Vignette #2 Charlie
 How might a diagnosis of Bipolar Disorder affect an
interview?
 Does Charlie have any family supports?
 Is this home a health hazard? If so, what might you
do to decrease the hazard?
 Are the dogs a safety concern? Should you contact
animal control to find out?
 Is Charlie currently taking any medication?
 Should you contact the previous worker to find out
what he/she tried as engagement strategies?
o Vignette #3 Min-Jee
 Does Min-Jee speak any English or is a translator
necessary? Do you want to let her family members
interpret? Culturally, do you expect Min-Jee to speak
against her family?
 Are there further details regarding Min-Jee’s “frail
condition?” Does Min-Jee see a doctor? Is there a
need for a referral?
 Will you ask the family to be there during the visit?
 Are there cultural considerations regarding the use
of nursing home care?
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o Vignette #4 Kimani
 What is your agency’s policy about having blind
older adults sign forms?
 Do you call law enforcement to confirm that there is
on-going domestic violence in this home and to
gauge the safety threats? Do you ask law
enforcement to go out with you?
 Do you interview Kimani with Murray in the home?
 What is your agency’s policy about providing
emergency shelter to older adults?
o Vignette #5 Herman
 Do you need a deaf interpreter?
 Do you talk to the manager and determine whether
there is a better time of day to interview Herman?
 Does Herman need a referral for a substance abuse
evaluation?
 Who are the “unauthorized guests?”
 Do you want to know whether the manager is willing
to change his mind about the eviction? If the
manager won’t withdraw the eviction, how much time
does Herman have?
 Does Herman need a referral for a geriatric
evaluation?

APS Core: Professional Communication. Written by NAPSA
Adapted by IHS for Ohio Human Services Training System
Revised November 2018

SECTION IV:
BASIC INTERVIEWING SKILLS
Time: 60 minutes
Competency Addressed:
•

309-01-001 - Knows interviewing strategies, including active
listening, use of open and closed ended questions, supportive
responses, clarification, scaling, and summarization; and their
use in facilitating and guiding an assessment

Materials:
•

PowerPoint Slide #16-32

•

Trainer Resource #2, Reflecting Emotion

•

Norman Video Clips

A. Basic Interviewing Skills
Trainer Instruction
•

In a large group, ask participants to list out basic interviewing
skills needed for effective communication. Responses should
include the following:
o Reflective listening
o Establishing rapport
o Communicating empathy
o Reflecting emotions
o Varying communication techniques (speed, pacing, use of
silence, and summarizing content)

•

Lead a large group conversation to begin discussing reflective
listening techniques.

Content to be Discussed
•

Reflective listening involves:
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o Establishing rapport (find common ground with the older
adult; meeting them as another unique person)
o Acknowledging emotions (give individuals permission to be
happy, sad, afraid, upset, by verbally paying attention to
their feelings)
o Paraphrasing the content (repeat what they have said in a
way that conveys your understanding of their meaning)
o Being patient and attentive (do not hurry the older adult,
give undivided attention, do not interrupt or jump to
conclusions and fill in details)
o Conveying warmth and understanding (speak in a kind,
measured voice that conveys warmth and interest)
o Using open-ended questions (open-ended questions invite
the older adult to tell his story in his own words)
o Mirroring body language and vocal characteristics
(maintain eye contact (if culturally appropriate), relaxed,
alert posture, lean slightly forward, use phrases that the
older adult uses, don’t multitask while the older adult
speaks)

B. Rapport and Empathy
Trainer Instruction
•

Using the PowerPoint slide, ask participants to share examples
of how they might begin to establish rapport with the individual
shown.

•

Possible responses might include:
o Talking about her dog, the books she reads, and relatives
in her family photos.

•

Next, lead a large group discussion to cover the content below.
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Content to be Discussed
•

Rapport with an older adult can help to reduce fear, build trust,
and form a relationship.

•

The following represents a rapport-building “methodology:”
o Socialize - The first few minutes of “socializing” during a
visit are an important part of developing a working
relationship with the older adult. The older adult must see
you as a real person with a genuine interest in them before
they are going to engage with you.
o Mirror - Mirroring the older adult’s body language may feel
artificial when you first start consciously thinking about it
but it is effective in making the other person feel you “get
him”. Most of us do it, to some extent, unconsciously. It’s a
communication dance we do when we are actively
attending to the other person. And, doing it intentionally will
help you signal that you are attending to those you are
interviewing.
o Be considerate - You must also be very considerate of the
older adult’s needs. The minute the older adult perceives
you as rushing and thinking of him as “a means to an end”
(i.e. getting your case closed) he will shut down and his
cooperation with your investigation will be finished. Also,
the older adult will not be able to concentrate on your
questions when his more basic needs are clamoring for his
attention. Use of affirmations may also help to establish
rapport. Affirmations are statements which demonstrate
that you appreciate the older adult’s situation and are
supportive of the older adult as a person as he or she
struggles with the situation.

•

Part of building rapport is communicating empathy; the ability to
put oneself in another’s place or frame of reference. Research
indicates that empathy:
o Improves understanding
o Enhances the communication process
o Keeps the focus on the interviewee
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o Paves the way for later acceptance of stronger action
•

You always want to use direct empathy. Indirect empathy is
distancing and superficial empathy may totally shut down
communication and can cause resentment. For example:
o Direct empathy
 “You feel_____.”
o Indirect empathy
 “You feel____?” (I didn’t really understand)
 “You just feel____.” (Discounts the feeling)
 “You feel like____.” (Denies the actual feeling)
o Superficial empathy
 “I understand.” (Older adult thinks, “No you don’t”)
 “I know just how you feel.” (Again, “No you don’t”)

C. Reflecting Emotions
Trainer Instruction
•

As a large group activity, chose a few examples of low intensity
emotions from the chart below. Ask participants for examples of
higher intensity emotions. You can also chose a few examples
of high intensity emotions and ask for examples of lower
intensity emotions. For example, amused is considered a low
intensity emotion. On the other end of the continuum, ecstatic
reflects a high intensity emotion when compared to the emotion
of feeling amused.

LOW INTENSITY
Positive Emotions
Amused
Anticipating
Comfortable
Content
Glad
Pleased
Relieved
Anger

HIGH INTENSITY
Delighted
Eager
Happy
Hopeful
Joyful
Surprised
Up

Ecstatic
Elated
Enthusiastic
Excited
Fulfilled
Proud
Thrilled
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Annoyed
Bothered
Bugged
Irked
Irritated
Peeved
Ticked
Fear
Apprehensive
Concerned
Tense
Tight
Uneasy
Sadness
Apathetic
Bored
Disappointed
Discontented
Mixed-up
Resigned
Unsure
Unhappy

Disgusted
Hacked
Mad
Provoked
Put upon
Resentful
Spiteful

Angry
Contemptuous
Enraged
Fuming
Furious
Hateful
Hot

Afraid
Alarmed
Anxious
Fearful
Frightened

Desperate
Overwhelmed
Panicky
Scared
Terrified

Abandoned
Discouraged
Distressed
Drained
Hurt
Lonely
Lost
Sad

Crushed
Depressed
Despairing
Helpless
Humiliated
Miserable
Overwhelmed
Tortured

•

This next activity should be conducted as a large group activity
since participants need to “hear” the emotion in your voice.
Refer to Trainer Resource #2, Reflecting Emotion, so
participants can follow along.

•

Depending on the amount of time available, choose a few
statements to read aloud, or all statements, with emotion. Ask
for volunteers to identify the emotions they heard. It’s important
that the workers reflect both the appropriate emotion and (as
accurately as possible given written statements) the intensity of
the emotion.

•

Debrief questions with the group. Fill in with content below.

Content to be Discussed
•

Intensity is about how strongly we feel emotions. This can be
described on a continuum and range from low intensity
emotions to high intensity emotions. For example feeling
slightly annoyed versus feeling extremely angry.
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•

Research indicates that interviewees will correct you if you label
an emotion as more intense than they feel. For example, “I’m
not really furious but I did find it pretty annoying when my son
took some money from my savings account.” However, they will
not correct you if you understate their emotional intensity.

•

Therefore, correctly identifying and reflecting the older adult’s
emotions is an important key in the communication and rapport
building process.

D. Other Communication Techniques
Trainer Instruction
•

Lead a large group discussion to cover the various
communication techniques that can be used to build rapport with
individuals. These techniques include speed and pacing, use if
silence, and summarizing content.

Content to be Discussed
•

Speed and Pacing
o Both are important to keep control of during the interview
and to maintain rapport. Matching the pace of the older
adult helps make her feel understood. However, if she is
very upset, slowing her down, by slowing down your
responses, may calm her down. Also, if she is talking too
fast, you need to step in and stop her so that you can get
back control of the interview.
o It is important that you set up the expectation, right at the
beginning of the interview, that the older adult is going to
do most of the talking and you are there to listen. If you ask
too many questions or do too much of the talking, the older
adult will give very short answers because they expect you
to talk. You don’t learn anything from talking! You learn
from listening to the older adult. Make it clear by your
actions that you are there to listen.

•

Use of Silence
o Silence is an important tool. The older adult may need to
be silent to gather her thoughts and to get her emotions
under control. When you allow her to be silent, she
understands that you expect her to speak and are not
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going to put words in her mouth. Many new interviewers
are often uncomfortable with silence and rush in to fill the
void. DON’T! Let the older adult tell her story in her own
time. The only exception to this is when the silence
becomes hostile. If the older adult is trying to out wait you,
move on to another topic or another activity.
•

Summarizing Content
o Another method of developing rapport with older adults is
summarizing the content of their statements. Summarizing:
 Shows respect
 Demonstrates active listening
 Confirms accuracy of information
 Tracks a mixed or difficult message
 Clarifies perspectives when resolving conflicts
 Confirms a set of priorities and confirms an action
plan
o Summarizing content consists of three (3) components:
 The Lead-In - Where you let the individual know that
you are going to summarize what they said and felt.
 The Content - Where you indicate what you
understood them to have said or felt.
 The Check - Where you ask for confirmation that you
correctly understood their message or feeling.
 For example:
• “What I hear you saying is (content), is
that correct?”
• “Do you mean (content), or am I
misunderstanding?”

E. Norman Activity
Trainer Instruction
•

Lead a large group discussion to cover the various
communication techniques that can be used to build rapport with
individuals. These techniques include speed and pacing, use if
silence, and summarizing content.
•

After presenting an overview of summarizing content, conduct
a large group activity. This activity is made up of five (5) short
video clips, featuring a short statement by Norman, an older
adult. The clips require a short “set-up” to let participants know
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the context of the statement. Read each “set-up” below before
showing the video clip. To play the video clip, right click on the
slide and select “Play.” If there is internet access, the video in
its entirety (9 minutes and 19 seconds) can be played through
YouTube:
https://www.youtube.com/watch?v=Z2maQm9kHM0.
•

After each video clip ask for a volunteer to summarize Norman’s
statement as if he or she was responding directly to Norman. If
needed, show the first clip, provide a summarizing statement
and identify the three (3) components - the lead-in, content, and
the check. Listen for the “lead-in/content/check” format and for
the accuracy of the summarization. This is not easy for new
workers so be very supportive of their attempts to accurately
summarize statements.

Video Clip

Examples of
Summarizing
Content

Video Clip #1 (Slide 28)
https://youtu.be/Z2maQm9kHM0?t=1m10s
Start: (1:10) End: (1:28)

“It sounds like you
are afraid to go
home even though
you want to go
Set-up: In this clip Norman is talking about the
home,
is
that
first time he was physically abused by one of
right?”
his sons.
Norman:
“So the first thing I knew, I got cracked. I got a
black eye. He knocked me on the floor. (From
Norman Jr.?) From Norman Jr. I could have
signed a complaint then but the thing was, if I
signed a complaint I was afraid that when I go
home, they are gonna beat me up.”
Video Clip #2 (Slide 29)
“It seems like it is
https://youtu.be/Z2maQm9kHM0?t=2m57s
hard for you to
Start: (2:57) End: (3:05)
ask for help. Am I
correct?”
Set-up: In this clip Norman is talking about his
feelings when he comes to the police for
assistance.
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Norman:
“I don’t want to run over here all the time and
tell ’em that I got beat up. I should never get
beat-up to be honest with you. I shouldn’t
wanta.”
Video Clip #3 (Slide 30)
“My impression is
https://youtu.be/Z2maQm9kHM0?t=3m37s
that you want to
Start: (3:37) End: (4:03)
care
for
your
family but you
Set-up: In this clip, Norman is asked if he will think you are the
return home.
problem. Do you
think you are the
Norman:
problem?”
“If I go back, it will last so long. And then,
something will happen again. And maybe
they’ll kill me one of these days. I couldn’t say
but you never know. I don’t want to see them
put in jail. Let ’em go home with my wife and
that’s it. I’ll never go see them no more.”
Video Clip #4 (Slide 31)
“You sound like
https://youtu.be/Z2maQm9kHM0?t=5m24s
you have no one
Start: (5:24) End: (5:46)
you can count on
for help, is that
Set-up: In this clip, Norman discusses his how you feel?”
social system.
Norman:
“Well, I haven’t got any friends or relations or
anything. You know, it’s not very easy to
answer. I’m 77, or will be in a few weeks and
actually, where can you go? When you haven’t
got no friends. You can’t walk the streets.”
Video Clip #5 (Slide 32)
“So, no matter
https://youtu.be/Z2maQm9kHM0?t=8m12s
how bad it is at
Start: (8:12) End: (8:27)
home, it’s better
than being lonely?
Set-up: In this clip, Norman is speaking about Do I understand
living in a facility.
you correctly?”
Norman:
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“It’s not like being with your wife and two sons.
I don’t like to go. I’d rather stay with them until
the day I pass away.”
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SECTION V:
QUESTION TYPOLOGIES
Time: 75 minutes
Competencies Addressed:
•

309-01-001 - Knows interviewing strategies, including active
listening, use of open and closed ended questions, supportive
responses, clarification, scaling, and summarization; and their
use in facilitating and guiding an assessment

•

309-01-002 - Knows why choosing specific interviewing
strategies is important during different phases of casework
intervention and to achieve specific purposes

•

309-01-003 - Knows the liabilities of choosing interviewing
strategies that are not well suited for specific situations or
purposes
309-01-005 - Understands how personal and cultural differences
in communication styles, nonverbal communications, and use of
language can affect interview outcomes

•

Materials:
•

PowerPoint Slide #33-44

•

Handout #2, Question Styles and Content

•

Handout #3, Question Style and Content Activity

•

Trainer Resource #3, Examples of Open-Ended Questions

•

Trainer Resource #4, Question Style and Content Answer Key

A. Question Styles and Content
Trainer Instruction
•

Distribute Handout #2, Question Styles and Content. Refer to
the handout as you lead a large group discussion about the
Question Continuum. This is designed to help participants begin
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to think about how they structure fact finding interviews and the
types of questions to ask.
Content to be Discussed
•

Question style refers to the structure of a question and the type
of response the particular structure is designed to elicit. There
are five (5) categories: open-ended, multiple choice, yes/no,
leading, and coercive.
o Open-Ended Questions – These questions are designed to
present a broad topic and allow the older adult to choose to
provide a narrative response (a description relating to how
they perceive the topic). Open-ended questions are the
preferred types of questions to ask to get the most accurate
information.
o Multiple Choice Questions - These questions force the
older adult to choose between two (or more) options that
you have presented. The major problem here is that, since
you don’t know what happened, you may not include the
correct answer in your options. In addition, they are
problematic for people with cognitive impairments. First,
people in general try to be agreeable which means that
cognitively impaired individuals tend to answer yes to
questions they don’t understand, just to be agreeable. They
also tend to pick the second option when they don’t
understand the question or know the answer. They don’t
understand that they don’t have to pick one of the options
presented. However, multiple choice questions can be a
good option for people who have communication
impairments if you also include a “none of the above”
option.
o Yes/No Questions – These questions are even more
limiting. They can be used when the older adult has
extremely limited or no verbal abilities. However, when
used with non-disabled older adults, they limit the detail
you get from the interviewee since they do not invite
elaboration. As mentioned above, the answer may not be
either of the options provided. When you ask very direct
(yes or no) questions, you limit the amount of detail that will
be provided by the older adult. Your question (e.g. “Did
your son hit you?”) may suggest possibilities (e.g. “Maybe I
can say he hit me and get him arrested!”) that may not
have occurred to the older adult.
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o Leading Questions - These questions should be avoided.
They are defined as questions that suggest the answer
expected by the interviewer and they can seriously
compromise the credibility of the information you receive
from the older adult. Many leading questions include a tag
element such as “didn’t you”, and “wasn’t it”, at the end of
the question. These are the questions that you want to
avoid as much as possible. Emphasize that a direct
question that follows up on information provided by the
older adult is not a leading question. So, for example, if the
older adult says, “My son can be mean,” it is not leading to
ask “What does your son do when he is mean” because
you are following the older adult’s statement (the older
adult is “leading” you.) You can only tell if a question is
leading within the context of the interview. Examples of
leading questions:
 “Does your son cook your dinner?”
 “This picture must be of your care provider.”
 “I understand that you are having a problem with
your son.”
 “Does your daughter use your credit cards?”
 “Did your grandson remember to give you your
medications today?”
 “Your caregiver didn’t take you to the doctor, did
she?”
 “Did your husband take away your car keys?”
o Coercive Questions – These questions use inappropriate
inducements or threats to gain cooperation or to elicit
information. A question is coercive if (1) it promises
something, (2) threatens something or (3) can be
characterized as badgering. You should never use coercive
questioning with an older adult. Beyond the fact that using
your position and authority against an older adult is a
violation of social work ethics, the information you gain is
extremely likely to be inaccurate. Examples of (five) 5 types
of coercive questioning:
 Repeating the questions suggests that the first
answer was unacceptable.
 Not accepting “No”, “I don’t know” or “I don’t
remember” as answers.
 Promising tangible or intangible rewards for
disclosure.
 Being angry or frustrated with the older adult.
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•

Not allowing the older adult to end the interview.

As opposed to question style, question content refers to how the
question is designed in order to gain varied levels of information.
There are three (3) categories: general, focused, and disclosure
clarification.
o General – These are questions about the older adult’s wellbeing. Rapport-building, general demographic data and
“getting to know you” questions fall into this category.
These questions leave the field wide open to whatever the
older adult wants to talk about. Questions such as “How
are things going?” fit into this category. When I ask, “How
are things going?” you might answer in relationship to your
health (e.g., I’m feeling great!), or your job (e.g., I just
started a new assignment and I’m really enjoying it), or
your family (e.g., We’re taking the kids to Disneyland next
week!) or what you are doing right now (I’m really enjoying
this fabulous class!).
o Focused – These are follow-up “probe” questions that
focus on specific topics, including topics related to the
allegation. These questions may be asked before or after
the older adult discloses abuse, neglect, or exploitation.
Focused questions ask about specific aspects of the
allegation but, again, do not suggest the answer. An
example might be “Who hit you?”
o Disclosure Clarification - These questions are asked after
the older adult has disclosed abuse, neglect, or
exploitation, or has described an incident that may be
related to the allegation. These questions drill down to the
specific details of the allegation the older adult has
disclosed without suggesting the answer. For example,
“You said he touched you. Where did he touch you?”

B. Head to Head Challenge
Trainer Instruction
•

Ask participants to form two (2) teams (either count off 1, 2, 1, 2
or split the room in half) and form two (2), head to head lines at
the front of the classroom. If there are an odd number of
participants, ask for a volunteer to judge. Teams need to have
equal numbers of contestants.
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•

Ask the contestants in this challenge to step forward (taking
turns) and ask an open-ended question related to any topic.
Refer to Trainer Resource #3, Examples of Open-Ended
Questions for prompts or to use for clarification. Begin with an
example if needed.

•

If contestants ask an open-ended question, they go to the back
of the line and get another turn. If the question they ask is
closed-ended, they are “Out” and have to sit down. Judges say
“Yes” or “Out” after each question. The team with the last
member standing is the winner. Alternately, the team with the
most remaining members at the end of ten (10) minutes can be
declared the winner. You have the final say if the judges are split
about the question being open or closed.

•

Debrief with participants about how hard it is to think of openended questions under pressure and how important it is to
practice.

C. Question Activity
Trainer Instruction
•

Group participants into pairs. Distribute Handout #3, Question
Styles and Content Activity and then read the following
instructions out loud.

•

For this activity, you are being asked to identify both the
question content type (general, focused, or disclosure
clarification) and question style (open-ended, multiple choice,
yes/no, leading, or coercive). When making a decision about the
question style, you may find that a question is open-ended,
multiple choice, or yes/no AND also either leading or coercive. If
this is the case, please only select leading or coercive, and not
the other relevant style type (so, if the worker’s statement is both
multiple choice and coercive, choose only coercive).

•

Use the script of an interview between a worker (W) and a client
(C) found on the handout. In the first column, please identify the
type of content type used (general, focused or disclosure
clarification). In the second column, please identify the type of
style question used (open-ended, multiple choice, yes/no,
leading, or coercive). You are only identifying the WORKER’s
questions (in the grey area).
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•

Ask if there are any questions and then tell the participants that
they have approximately 25 minutes to complete this activity.
Once everyone is done, reconvene participants. Read each
question and pick a group to share their classification. Discuss
any answers that do not match the answer key provided in
Trainer Resource #4, Question Style and Content Answer
Key. Proceed to the next question and repeat this process.
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SECTION VI:
INVESTIGATIVE COMMUNICATION
STRATEGIES
Time: 60 minutes
Competencies Addressed:
•

105-02-004 - Knows interviewing strategies to obtain information
from older adults and others involved in the case during an
investigation

•

309-01-002 - Knows why choosing specific interviewing
strategies is important during different phases of casework
intervention and to achieve specific purposes

Materials:
•

PowerPoint Slide #45-51

•

Trainer Resource #5, Allegation Practice Interviews

A. Allegation Specific Questions
Trainer Instruction
•

In a large group, read the following statement and ask
participants for examples of open-ended questions.
o If the allegation stated that Mrs. Morris had been left at
home without any care for three (3) days, what questions
might you ask?
o Possible responses may include:
 “I heard that there have been some concerns around
your care, tell me about that?”
 “I have a report that something upsetting may have
happened to you. Talk to me about what happened.”
 “Your daughter seems to be concerned about you.
Tell me why you think she is so worried.”
 “My job is to help older people stay safely at home.
Tell me about your safety concerns.”
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•

Continue with a large group discussion to cover the content
below.

Content to be Discussed
•

Once you have established rapport with the older adult, you can
begin asking open-ended questions regarding the allegation.
These questions still need to give the older adult a wide range of
choices of responses so that you are not putting words in their
mouth or making assumptions about what happened.

•

There is sometimes confusion between allegation related openended questions and leading questions. It is important to clarify
that allegation related questions do not suggest the answer (like
leading questions) but do ask about possible abusive, neglectful,
or exploitive situations. The older adult still has a wide range of
possible answers.

•

As the older adult begins talking about his situation, you want to
move into more focused questions that help you begin to get
more specific information about the older adult’s situation. These
questions focus on a particular topic such as violence in the
home. These are still open-ended questions but they are asking
for information around a specific topic. These questions may be
asked before or after the older adult discloses abuse, neglect, or
exploitation.

•

Here are some examples of more focused questions around
some common topics.
o Violence - “What happens when your son is angry?”
o Relationships - “How does your daughter feel about your
care provider?”
o Care - “How do you normally get your meals?”
o Locations - “Where did he take you?”
o Finances - “Who is responsible for paying your bills?”
o Time -“When did she ask for the car?”

•

Once the older adult has disclosed abuse, neglect, or
exploitation, it is essential to get the specific details of the
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incident. This includes finding out the “W”s: Who, What, Where,
When, and How. This is where most people have real trouble
using open-ended questions.
•

A question is only a disclosure clarification question AFTER the
older adult has confirmed an abusive, neglectful, or exploitive
act or situation has occurred. Questions asked before the
allegation disclosing statement is either general or allegation
focused questions. For example, hinting at possible abuse (e.g.
“He gets angry sometimes”, “I don’t like being alone”) are not
abuse disclosure. So, the follow-up questions (e.g. “What
happens when he gets mad?”, “How often are you alone”) are
still abuse focused questions rather than disclosure clarification
questions. This distinction can be difficult for participants so it is
important to make sure that they understand the difference.

•

Here are some examples of disclosure clarification questions
about a telemarketing scam.
o “Who called you?”
o “When did they call the first time?”
o “How often did they call?”
o “What did they say they would do for you?”
o “Where did they tell you to send the money?”
o “How were they going to deliver your prize?”

•

Be careful with “Why” questions.
o You may have noticed that, when we talked about “W”
words, we did not include “Why”. This was intentional. You
don’t want to ask why unless you are looking for the older
adult’s straight forward motivation for doing something. For
example: “Why did you call your daughter that day?” or
“Why did you go to see the doctor?”
o Many “why” questions are judgmental such as “Why do you
let him treat you that way?” These types of questions make
the older adult feel defensive and she may either withdraw
or attack. In either case, you will not get useful information.
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o In some cases, the older adult may not have a clear
understanding of their own motivations because they have
a complex relationship with the other person. For example,
many people struggle with “why” their marriage failed. It is
naiveté on your part to think the older adult can answer that
type of question.
o “Why” can be embarrassing for many people because they
have to face the unsavory motivations of those people who
are supposed to care about them (e.g. “Why would your
daughter treat you like that?”).

B. Interview Practice
Trainer Instruction
•

Divide the participants into groups of three (3). If there is a group
of four (4) participants, instruct participants that two (2) will serve
as observers. Using Trainer Resource #5, Allegation Practice
Interviews, assign each group one of the allegations. Give the
participants the following instructions:

•

“This next activity will allow you to practice using what you have
learned in a more realistic situation. Select an interviewer, and
interviewee, and an observer. Read the allegation report as a
group. The interviewer needs to ask questions to determine
whether the abuse, neglect, or exploitation occurred. The
interviewee may pretend that the allegation did or did not occur.
It’s totally up to you. The observer needs to record what types
and styles of question the interviewer asks. You can use the
abbreviations that are on the slide to keep track of the questions.
You have 10 minutes.”

•

At the 10 minute mark, reconvene participants and debrief using
the following questions.
o Did you use a variety of questions?
o Were you able to ask open ended questions?
o Did the question types change as you got closer to
determining whether the allegation occurred?
o Did anyone disclose abuse, neglect, or exploitation?
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•

After the debriefing, ask them to change roles and assign each
group a different allegation report. Give them 10 more minutes
to repeat the process with the new report. Again, ask them about
the experience using the same set of questions.
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SECTION VII:
SPECIAL CONSIDERATIONS
Time: 30 minutes
Competencies Addressed:
•

103-02-003 - Understands the importance of establishing open
communication with older adults and others involved in the case
who are non-English speaking, speak English as a second
language, those with speech impairments, those who are blind,
those who are deaf, those who have a partial, profound, or
complete hearing loss, and those with a developmental or
physical health disability

•

309-01-006 - Understands the challenges of conducting
interviews with older adults and others involved in the case who
are non-English speaking, speak English as a second language,
those with speech impairments, those who are blind, those who
are deaf, those who have a partial, profound, or complete
hearing loss, and those with a developmental or physical health
disability

Materials:
•

PowerPoint Slide #52-57

A. Special Considerations
Trainer Instruction
•

Lead a large group discussion to help participants think
about unique circumstances in which communication
strategies will vary to meet the needs of the older adult.
While reviewing the content below, share tips related to
sensory disabilities and communication barriers.

Content to be Discussed
•

There are special circumstances in which workers will need
to consider various communication strategies in order to
conduct an effective interview. For example:
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o Older adults with sensory disabilities who include low
vision, blind and the newly (or legally) blind, deaf and
hard of hearing older adults, and older adults
overwhelmed with pain.
o Older adults with communication barriers who include
older adults with a wide range of physical,
psychological, and cognitive disabilities, as well as
individuals with different cultural and language
backgrounds.
Sensory Disabilities
•

When interviewing older adults it’s important to take into
consideration possible sensory disabilities. You need to
consider the following questions:
o Visual needs - Can the older adult see you? Ask if he
wears glasses and ask him to use them. If he does
have eye glasses, are they the right prescription?
Can he see your face enough to read your
expression? You will want to make sure that the light
hits your face and that you are not backlit. When the
light is behind you, you are just a solid black
silhouette. You will also want to be sure that the older
adult has enough light to read any forms you might
need him to read. Wearing bright lipstick or keeping
your mustache trimmed can help the older adult see
your lips. Additional tips include:
 Always identify yourself
 Minimize the number of distractions
 Provide optimum lighting, avoid glare or
shadows
 Try to place things or self in best vision area
 Speak before handing the person an object
 Describe the room: state the position of people
or objects; use the analogy of a clock
 Ask if the person would like large print or extra
light or time to read a document
 Provide a magnifying glass or other low vision
aid as needed
o Hearing needs - Can the older adult hear you? If she
wears hearing aids, are they turned on? Do they have
good batteries? Can she see your face to read your
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lips? Many elderly hearing impaired individuals read
expressions and lips without being aware that they are
doing so. Additional tips include:
 Stand or sit directly in front of, and close to, the
person
 Make sure the person is paying attention and
looking at your face before you speak
 Address the person by name, pause, and then
begin talking
 Speak distinctly, slowly, and directly to the
person
 Do not exaggerate lip movements because this
will interfere with lip reading
 Avoid covering your mouth, or turning your
head away
 Avoid or eliminate any background noise
 Do not raise the volume of your voice; try to
lower the tone while still speaking in a
moderately loud voice
 Keep all instructions simple and ask for
feedback to assess what the person heard
 Keep sentences short
 Use body language that is congruent with what
you are trying to communicate
 Demonstrate what you are saying
 Make sure that only one person talks at a time;
arrange
for
one-on-one
communication
whenever possible
 Provide adequate lighting so that the person
can see your lips; avoid settings in which there
is a glare behind or around you
o Physical needs - Older adults need to meet their basic
needs before they can concentrate on your interview.
Consider the following:
 Is the older adult comfortable? Is the older
adult in pain? Does she need pain
medications? Might he have taken too much
pain medication? Is the older adult tired,
hungry, or thirsty?
 Has the older adult been traumatized? If so,
you need to stay calm and focused. Express
sorrow for what has happened to the older
adult and be understanding if the older adult
does not wish to repeat the details of his
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abuse. Watch for substance or alcohol red
flags. Make necessary referrals.
Is the older adult afraid? Older adults are often
afraid of placement, being left alone, or of
retaliation. It’s important to interview them
alone and provide appropriate reassurance (but
don’t promise what you can’t deliver). You
should also correct any misinformation about
your role and responsibilities.

B. Communication Barriers
Trainer Instruction
•

In a large group, ask participants to share examples of
communication barriers and how they have overcome
those barriers when communicating with older adults.

Content to be Discussed
•

APS workers have to deal with a wide range of possible
communication barriers. These are a small sampling of
those barriers:

•

Sub Vocalizations and Stuttering
o Sub-vocalizations reflect a strategy to vocalize the
thought processes in the individual’s mind. In other
words they are trying to hear what they are thinking.
This may also be a way of rehearsing what is going to
be said or to practice something the individual is
planning to do. This should not be mistaken for
“stalling” or an attempt to lie. This is not the same as
“talking” from person with a psychiatric disturbance
(hallucination). We all recognize stuttering.
o One technique for dealing with both sub-vocalizations
and stuttering is to be patient and understanding.

•

Echolalia
o Echolalia is repeating the words spoken by others.
This is a normal part of child development but can
also be found in individuals with a developmental
delay. Echolalia is not random speech. According to
Dr. Scott Modell, “The individual knows it’s his turn to
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talk, but he is unable to generate a response, so he
repeats what he heard as a way of taking his “turn” in
the conversation.”
o One technique for dealing with echolalia is much like
sub-vocalizations and stuttering, be patient and
understanding.
•

Aphasia
o Aphasia is defined as either partial or total loss of the
ability to communicate using words. Aphasia is
caused by a brain injury. An individual with aphasia
has difficulty with speaking, reading, writing, naming
objects, or understanding speech. They often use the
wrong word. For example, the individual may ask for a
cup of soap instead of a cup of coffee. This can be the
result of a traumatic brain injury, lack of oxygen to the
brain during a stroke, a brain tumor, or a disease such
as Alzheimer’s. Aphasia may be temporary.
o One technique for engaging with these individuals is
use of picture cards if the visual part of the brain has
not been affected.
Patience should also be
considered.

•

Unintelligible or No Speech
o There can be many reasons that an individual might
have unintelligible speech. For example, a medical
condition or substance use.
o There are a number of strategies you might try to
facilitate communication. You might want to find out if
she can write or use a computer. Does she normally
use a picture board or other alternative
communication device? Is there a trustworthy support
person who understands her speech? Do you have
enough time to become accustomed to her speech?
o If the individual has no speech, you will need to
determine whether he can use assistive or
augmentative devices. Does he know sign language?
Can he answer yes/no questions (using eye blinks if
necessary)?
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•

Delusions and Hallucinations
o A delusion is defined as a “false belief based on
incorrect inference about external reality that is firmly
sustained despite what almost everybody else
believes and despite what constitutes incontrovertible
and obvious proof or evidence to the contrary”
(Diagnostic and Statistical Manual of Mental
Disorders). A hallucination is a perception without
external stimuli. They have qualities of real perception
in that they are vivid, substantial, and located in
external objective space.
o Individuals often respond to patience and genuine
empathy. Although it is difficult to get concrete
information from someone experiencing delusions and
hallucinations, it is possible to develop rapport. Once
rapport is established, the older adult may allow you
to provide needed services to stabilize their mental
status so that you can get information at a later time.

•

Deafness
o When working with people who are totally deaf, you
will need a sign language translator (if the individual
understands sign language). It is important to speak to
the person, not the translator, in order to develop
rapport and show good manners. Only make them
write in an emergency. If the person is hard of
hearing, ask if your agency has any speech
amplification devices that you might use.

•

Cognitive Disabilities
o A person’s functional ability is determined by more
than their IQ level. Functional ability can be
moderated by training, family stability, and routines. In
addition, the type of disability and area of the brain
affected will affect the level of disability. You are going
to see a great deal of variability between individuals
with cognitive disabilities.
o These individuals can be good witnesses. The areas
where they are most likely to have difficulties include:
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Difficulty communicating what happened
Remembering the order of events that led to
the crime
Difficulty naming people, places, and times
Providing consistent testimony

o Dementia is a cognitive disability. It is a general term
for a decline in mental ability that interferes with one’s
daily activities. Memory loss is an example.
Alzheimer's is the most common form of dementia. In
these situations, it may be beneficial to refer the older
adult for a comprehensive geriatric evaluation.
•

Language and Culture
o Language and culture can cause misunderstanding.
As mentioned, when the older adult speaks another
language, always use a translator to ensure that you
are getting accurate information.
o Even when you speak the same language as the older
adult, culturally different communication styles can
cause misunderstanding. And, different values
systems (e.g. harmony versus individuality) may also
cause misunderstandings.

•

In summary, older adults are likely to give social desired
responses. Individuals with severe disabilities are often
taught to “get along” with other people and respect those in
authority. In order to move past these communication
barriers, use language at the individual’s level and be as
concrete as possible. The more patient you can be, the
more relaxed the older adult will be and more you will be
able to understand them.

C. Saliency
Trainer Instruction
•

Lead a large group discussion to help participants
understand saliency and its relevance in communication.
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Content to be Discussed
•

Saliency is the “emotional strength or pull” of an experience
or information. It’s something that puts the individual on
alert and has high personal relevance. And, it helps you
remember things (good or bad). For example, being the
target of a crime is usually a salient event (unless it’s part
on an on-going pattern of abuse). People remember more
about what happened around the time of the crime then
around the same time period the day before.

•

In determining the saliency of an experience you need to
remember that events that we think of as ordinary may
have greater saliency for individuals with intellectual
disabilities. A trip out to eat or to the movies may be a
significant event for them.

•

Remember, what you think is relevant may not be relevant
for the older adult. For example, we may find it relevant to
know our address or the location of our work, and the
movie theater. For many individuals with intellectual
disabilities, they are driven everywhere and do not need to
know directions, addresses, or specific locations. Instead,
ask them who lives in the house. They may know the
name of their neighbor or that there is a store on the
corner.

•

Another example: We think time is important but some
older adults may not be able to tell time. However, they
may be “walking TV guides” and be able to tell you whether
something happened before or after their favorite TV show.

•

Remember to anchor questions to salient events in the
individual’s experience.
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SECTION VIII:
TRANSFER OF LEARNING
Time: 15 minutes
Materials:
•

PowerPoint Slide #58

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.

APS Core: Professional Communication. Written by NAPSA
Adapted by IHS for Ohio Human Services Training System
Revised November 2018

REFERENCES
Formby, William (1996) Getting more information from elder abuse interviews- When
victims call police, Aging, Spring. Available at
http://findarticles.com/p/articles/mi_m1000/is_19951031/ai_18200028
Levan, Debbie (2009) “The Older Learner: How Aging affects Learning”, a workshop
presented a the Health Literacy: Teaching Clear Communication in Geriatrics &
Gerontology Faculty Development Program on January 8-9 in Los Angeles,
California
Lyon, Thomas D., Speaking with Children: Advice from Investigative Interviewers (July
2001). Handbook for the treatment of Abused and Neglected Children, F. Talley
& A. Urquiza, eds., Allyn & Bacon of Needham Heights, MA., Forthcoming.
Available at SSRN: http://ssrn.com/abstract=277986 or
DOI: 10.2139/ssrn.277986
Murray, M., Hook, M. and Seymour, A. (2005) Listen to my story: Communicating with
Victims of Crime Video Discussion Guide, Office for Victims of Crime, U.S.
Department of Justice, available at:
http://ovc.gov/pdftxt/listen_to_my_story_vdguide.pdf
Ohio Administrative Codes (5101:2-20-01 through 5101:2-20-16)
Http://Codes.Ohio.Gov/Oac/5101:2-20
Ramsey-Klawsnik, Holly. (2005) APS Interviewing Skills, workshop presented at the 16th
Annual NAPSA Conference
Shearer, Robert (2005) Interviewing: theories, techniques, and practices,5th Edition,
Pearson Education, Inc., Upper Saddle River, New Jersey, ISBN 0-13-119070-9
Terra Nova Films, Inc. “Elder Abuse: Five Case Studies” DVD, available at Terra Nova
Films, Inc, 9848 South Winchester Avenue, Chicago IL 60643 or
http://www.terranova.org/Title.aspx?ProductCode=EADVD
Wisconsin Coalition Against Domestic Violence (2003) Domestic abuse in later life; Tips
on working with victims, National Clearinghouse on Abuse in later Life, Wisconsin
Aging & Disabilities Program, available at;
http://www.ncall.us/docs/Tips_Older_Victims.pdf

APS Core: Professional Communication. Written by NAPSA
Adapted by IHS for Ohio Human Services Training System
Revised November 2018

