TURN CELL PHONES OFF OR ON VIBRATE

ONE PERSON SPEAKS AT A TIME
MAKE CLEAR WHAT NEEDS TO STAY IN THE ROOM (KEEP CONFIDENTIAL)

ACTIVELY PARTICIPATE IN THE MEETING - SPEAK OUT AND SHARE YOUR IDEAS AND EXPE-
RIENCES EVEN IF IT MAKES YOU UNCOMFORTABLE. YOUR OPINION COUNTS!

SPEAK UP IF YOU’'RE ARE UNCOMFORTABLE WITH ANY PART OF
THE PROCESS OR SERVICES.

RELATE AS EQUALS - ALL HAVE VALUE TO BRING

LISTEN TO OTHERS’ POINTS OF VIEW WITH AN OPEN MIND. REMEMBER THERE’S MORE
THAN ONE RIGHT WAY

TRY TO UNDERSTAND THE OTHER PERSON'S POINT OF VIEW BEFORE RESPONDING.
DON’T INTERRUPT AND DON’T BE DISRUPTIVE - LIMIT SIDEBAR CONVERSATION
BUILD ON THE IDEAS SHARED BY OTHERS
BE WILLING TO TRY OUT NEW APPROACHES AND IDEAS
SPEAK FOR YOURSELF USING “I” LANGUAGE
TREAT OTHERS WITH RESPECT; NO BLAMING OR PUT-DOWNS.

NO INTERRUPTING OR NEGATIVE BODY LANGUAGE.

ATTACK THE PROBLEM, NOT THE PERSON.



RESPECTFUL CONFLICT RESOLUTION

Step 1: Identify the issue that is the source of the conflict.

Don’t assume. It is effective for each party to state very specifically what their issue and
preference are. The more information you have about the cause of the conflict, the more
easily you can help to resolve it. Both parties should have the chance to share their view-
point. Separate feelings from facts.

Step 2: Request solutions.

After getting each party’s viewpoint on the conflict, identify how the situation could be
changed. Be creative and flexible.

Step 3: Find a solution together.

Write each idea down and identify pros and cons — from everyone’s perspective. Make a
team decision.

Step 4: Agreement.
If possible, agree to one of the alternatives identified in Step 4.

Step 5: If you cannot agree.

The Case Manager is only authorized to approve services within the requirements of rule.
If the conflict cannot be resolved you have the option to:

1. Request an Administrative review: Sign the plan with what can be approved that you
agree to so that the child can access services. The supervisor of the hub or delegate
will review the plan to determine if the denied services are supported.

2. Choose to appeal the services but sign the plan Sign the plan with the services you
agree to so that your child can access services pending your appeal. Indicate at the
bottgcrjn c(i)f the plan what you disagree to initiate an appeal. Your appeal rights will be
provided.

3. Submit appeal request and do not sign the plan.
Administrative Appeal

If you disagree with a decision of Department, you have the right to file an appeal. All of
Notices of Decision that Family and Community Services issue have notification of appeal
rights with information on how to file an appeal.

Once an appeal is filed a Hearing Officer will be assigned and an administrative hearing will
be scheduled. An appeal is an administrative hearing, an agency process, not a court pro-
cess. When the hearing is complete, a written decision will be issued by the hearing officer.
Either party may then request a review by the Director or designee. Any further appeal is
filed with the local district court.




