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Advanced Service Coordination – Working with Families

Revised December, 2013
Guidance for the Trainer

The purpose of this training is to provide service coordinators with the tools they need to work effectively and consistently with all families they serve.  The curriculum content is based on federal and state regulatory requirements and statute, New York State Department of Health (DOH) Guidance Documents, Clinical Practice Guidelines issued by DOH, and generally accepted best practice concepts.  The Tool Kit for Service Coordinators:  Collection of Insurance Information is specifically addressed in this training.
It must be emphasized that despite a service coordinator’s training, the job cannot be described either as a clinical position or as social work. This position requires individuals to assist parents with identifying issues of concern for their child and family, accessing services designed to address those concerns, and monitoring delivery of these services for appropriateness. The service coordinator’s role is to provide the family with information and assistance they need in a responsive and culturally-sensitive way.  
This curriculum has been developed to convey accurate and needed content to EI service coordination professionals.  However, other qualified professionals and Early Intervention Officials and/or their designees (EIO/Ds) may attend.  Families and other individuals interested in learning more about the role of the service coordinator may also attend.  
As participants arrive and during sign-in, trainers should get an idea of who their audience is. They should then tailor their presentation of the training (e.g., topics to spend a little more time on, specific questions to pose), to ensure that all materials are covered in such a way that participants leave with good understanding of the course content, including the information presented on collection of insurance information.  

Participants are more likely to remember, use, and want to learn more information when information is presented in meaningful, interesting ways.  In other words, make the content “come alive.”  You do this when you:

· Weave family scenarios throughout the curriculum putting content into a “real-life” context that participants can relate to.  

· Invite participants to share their own experiences and stories, as time may allow – taking care to avoid putting them on the spot.  

· Make the group a safe place to explore, question and learn. Remind participants about the importance of confidentiality and respect.

· Watch for the participant who tends to dominate the discussion.  Make sure everyone has the chance to participate – if and when they wish. 

· Build on what participants know.

· Offer clear definitions of EI terms.  Create a “parking lot” for acronyms that participants are not familiar with.  This will assist you in being able to explain them without distracting participants from the main messages you are conveying or overwhelming them.

To complete this training within total time allotted of 3 hours and 50 minutes, it is important to stay within the time frames noted on the agenda for each unit.  Real scenarios, practices, or situations that participants raise for discussion are always encouraged, but trainers should be mindful of the amount of time spent on these discussions. Trainers should inform participants that the information in this training provides consistent, statewide information about regulatory and statutory requirements and accepted best practices.  Specific questions regarding statewide early intervention policy, requirements, or interpretation of regulations can be referred by the training contractor to DOH for clarification.  Trainers can encourage participants to write specific questions on an index card to be forwarded to the Department for a response.  

If a DOH guidance document is referenced in this training, be aware that it is not provided as a handout. EIP regulations are also not provided as a handout.  Some of these materials are available on the Bureau of Early Intervention Web page, some on the Department of Health’s Website (please refer to the Helpful Resources handout for website links), and others can be obtained by contacting BEI by e-mail or phone.  All changes to EI regulations since June 2010 and the statutory changes that were adopted in 2012 are not yet reflected in many of BEI’s guidance documents.  If you or training participants have questions about EI regulations, guidance documents, or their contents, please contact the Bureau of Early Intervention.

GROUP SIZE AND DISTRIBUTION

The training group size should ideally be no more than 40 participants.  

To help participants identify their respective roles and get to know one another, participants can use name tags with information that includes their role in the EI system such as family member, specific disciplines (e.g., Speech Pathologist, Physical Therapist, Occupational Therapist, Psychologist, Special Educator, etc.), service coordinators, EIO/Ds, and others.  

MATERIALS and EQUIPMENT NEEDED

· Laptop and LCD Projector

· PowerPoint Slide Presentation

· Flip Chart Paper and Marking Pens

· Index Cards
· Post-it Notes (optional)
· Name tags (with participant’s abbreviated role, e.g., EIO/D, PT, etc.) 

· Service Coordination Tool Kit on Insurance

· Participant Training Packet 

· Participant PowerPoint Slide Packet

PREPARATION OF MATERIALS

Each participant will receive three Training Packets:  

1. Service Coordination Tool Kit on Insurance – contains all insurance documents 

2. Training Packet – contains handouts used in this training and course evaluation 
3. PowerPoint Slides – contains all slides used during the training with room for note taking
The Trainer is provided with a copy of the training curriculum in PowerPoint form with trainer notes on each page.  The trainer is also provided with this “Trainer’s Guide.” 

SUGGESTION PRIOR TO TRAINING 
Create a timeline using blank sheets of 8 ½ x 11 paper with the time intervals printed on the bottom of each page (see example below). Use masking tape or blue paint tape to hang the timeline. Place the timeline at eye level. 
As participants arrive, give each person a Post-it Note and ask them to write their Name on the note and place it on the timeline to show how much experience they have as an Early Intervention Service Coordinator.
________________________________________________________________________

1 mo
        6 mos
     1 yr

2 yrs
     3 yrs
4 yrs
      5 yrs
>5 yrs

(TRAINER:  You can also conduct this activity by asking participants about their experience level during Unit 1, “Welcome and Course Overview” instead of using the post-it notes and a timeline.)

* * * * * * * * * * * * * * * * * * * * * * * *

Training Participants: 

Welcome to the “Advanced Service Coordination:  Working with Families” training sponsored by the New York State Department of Health, presented by Just Kids Early Childhood Learning Center.

Please be sure that you have signed in on the appropriate sheet provided by the Trainer.
* * * * * * * * * * * * * * * * * * * * * * * *

Advanced Service Coordination:

Working with Families
Training Course Agenda
Total Training Time:  3 hours and 50 minutes
Unit #1

30 Minutes

Welcome and Course Overview 
Unit #2

15 Minutes

Recognizing Family Differences
Unit #3

30 Minutes

Keys to Effective Communication
Unit #4

30 Minutes

Understanding Family Behaviors  

Break

15 Minutes

Unit #5
40 Minutes
Tools for Providing Successful Service Coordination
Unit #6

45 Minutes

Service Coordinator Responsibilities
Unit #7

25 Minutes

Review Activity and Course Evaluation 

Handout #1

Pre- and Post-Training Assessment

Case Scenario:  Alexei

Alexei was found to be eligible for services. The team at the Initial IFSP agreed that he would receive special instruction and physical therapy in the home two times a week for each service.

You as the Ongoing Service Coordinator cannot locate providers who speak the family’s dominant language.  Mom speaks no English.

The family has financial difficulties and the father, who does speak some English, would like to be involved in the early intervention sessions. However, he cannot miss work. 

The family has applied for Medicaid.

Please address the following questions as instructed by the Trainer:
	PRETRAINING
	POSTTRAINING

	What are your responsibilities as the service coordinator?

	Pretraining Answer:


	Posttraining Answer:

	What are your issues and concerns regarding this family?

	Pretraining Answer:


	Posttraining Answer:

	What are the potential barriers to implementing the IFSP?

	Pretraining Answer:


	Posttraining Answer:

	How will you respond to these barriers and provide support to the family?

	Pretraining Answer:


	Posttraining Answer:


Trainer’s Key to Handout #1

(Use for Post-training Review Only)

Trainer:  After participants have completed the Post-training portion of this activity, please ask for volunteers to report their answers and ensure that the following points are made:

1. What are your responsibilities ?
· Take time to learn about the family before your first contact.  Have an understanding of their culture.  Employ effective communication techniques.
· Make every effort to locate and use a trained translator.
· Seek providers who are able to provide services at times when Dad is available, as much as possible. 
· Work with the family on following up on the Medicaid application.
· Determine if the family has commercial insurance, collect that information, and ensure that the appropriate paper work is completed:  Authorization to Release Health Insurance Information, Request for Coverage Information, and Written Referral from Primary Health Care Practitioner (Ongoing SC only)
· Assist family in determining whether their insurance is regulated or non-regulated, if unknown, or if the plan may be self-funded.  This includes contacting the insurer directly.
· Determine if health insurance plan includes a Health Spending Account, or similar medical savings account.
· Provide parent with appropriate “Dear Parent” letter for either regulated or non-regulated insurance and ensure that the parent understands this information, including that protections that are afforded under Public Health and Insurance Law when their plan is regulated.  
· Provide parent with information about the possible impact of claiming to non-regulated insurance.
· Remind family that their service coordinator must be informed of any changes to their health insurance, including the outcome of their Medicaid application.
2. Concerns about this child and family?
· Financial welfare of the family.
· Language barriers and potential cultural issues.
· Family’s understanding and satisfaction with how the EIP is working, and their ability to work effectively as part of the IFSP team. 
· Providers’ ability to develop and maintain a working relationship with both parents.
3. Potential barriers to the implementation of the IFSP?
· Language barriers that can impact effective communication and parent involvement.
· Scheduling problems that impact on Dad’s ability to be actively involved, and locating providers who are available to work with the child and family when the dad can be present.
· Possible cultural issues – how the family might view their child’s developmental issues, and what their impression of the EIP is.
4. How to respond to barriers and provide support to the family?
· Locate and use an interpreter.
· Provide at least some services when Dad can come.
· Explore and pursue (with parent permission) other financial/social services supports the family may be eligible for.
· Learn about and be respectful of any cultural concerns that may arise.
· Encourage the family to discuss any issues or concerns they may have, and make them feel like they are an important part of their child’s service team.
· Respect the family’s decisions.
· With parent permission engage friends and family members who may speak English.  This is not encouraged but can be done when absolutely necessary.













HANDOUT #2

Keys to Active Listening

Studies have shown that that many people absorb less than half of what they hear when they are being spoken to.  This communication skills deficit may be caused by the common characteristics of passive listening, such as inattention, distraction and/or the process of forming a response.  It is possible to improve on the amount of information you retain during verbal interaction by practicing a form of self-awareness called active listening. 

	Active Listening

	Prepare mentally:  clear your mind and dedicate your focus to taking in as much as you can of what is being said to you. Get rid of distractions and don’t bring preconceived ideas or emotions about what the speaker might say to the conversation.

	

	Pay Attention:  focus on the words being said as well as the body language of the speaker.  Face the speaker, use eye contact, consider how the speaker is feeling, practice empathy, and never formulate a response while the speaker is talking.

	

	Allow the speaker to speak without interruption.

	

	Provide Feedback:  Let the speaker know you are paying attention (nod head, smile), be honest but respectful, respond with your interpretation of what was said, ask questions and let the speaker make clarifications.

	

	Repeat the feedback process until you and the speaker are certain that the message was accurately conveyed.












        HANDOUT #3

Maslow’s Hierarchy of Needs
(original five-stage model)
	Self Actualization Needs
	attaining personal potential, growth and fulfillment

	Esteem Needs
	achievement, independence, respect from others 

	Social Needs
	belonging, affection, and love from family, friends, work groups, other relationships

	Safety Needs
	protection, security, order, stability, freedom from fear 

	Biological and Physiological Needs
	basic life needs - air, food, drink, shelter, warmth 


In 1943, Abraham Maslow, PhD, stated that people are motivated to achieve certain needs. When one need is fulfilled, a person can move on to fulfill the next one, and so on.  For many, however, life circumstances and set-backs often disrupt progress or cause a person to fluctuate between levels.

While there are differing opinions about the scientific validity of Maslow’s theory and newer of it versions available, his original Hierarchy of Needs was developed to show that people are motivated by their needs, and these needs motivate behavior.

"I suppose it is tempting, if the only tool you have is a hammer, to treat

everything as if it were a nail . . . ." 

('Maslow's Hammer' - Abraham Maslow, 1966)
       









 HANDOUT #4
Family-Centered Practices Checklist

	
	
	

	Interpersonal Skills
	Communicate clear and complete information in a manner that matches the family’s style and level of understanding


	

	
	Interact with the family in a warm, caring, and empathetic manner


	

	
	Treat the family with dignity and respect and without judgment

	

	
	
	

	Asset-Based Attitudes
	Communicate to and about the family in a positive way


	

	
	Honor and respect the family’s personal and cultural beliefs and values


	

	
	Focus on individual and family strengths and values


	

	
	Acknowledge the family’s ability to achieve desired outcomes


	

	
	
	

	Family Choice and Action
	Work in partnership with parents/family members to identify and address family-identified desires


	

	
	Encourage and assist the family to make decisions about and evaluate the resources best suited for achieving desired outcomes


	

	
	Seek and promote ongoing parent/family input and active participation regarding desired outcomes


	

	
	Encourage and assist the family to use existing strengths and assets as a way of achieving desired outcomes


	

	
	Provide family participatory opportunities to learn and develop new skills


	

	
	
	

	Practitioner Responsiveness
	Assist the family to consider solutions for desired outcomes that include a broad range of family and community supports and resources


	

	
	Support and respect family members’ decisions


	

	
	Work with the family in a flexible and individualized manner


	

	
	Offer help that is responsive to and matches the family’s interests and priorities


	

	
	Assist the family to take a positive, planful approach to achieving desired outcomes


	

	
	
	


Taken From:  Family-Centered Practices Checklist

Linda L. Wilson & Carl J. Dunst











HANDOUT #5
	Possible Community Resources for

Service Coordinators and Families

	
	

	
	

	Health Care Professionals
	YW/YMCA

	Hospitals
	JCC

	Community Health Centers
	Child Care Centers

	Churches/Synagogues
	Child Care Resource and Referral Agencies

	Libraries
	Regional TRAID Centers

	Community Centers
	Support Groups

	Lion’s Clubs
	Planned Parenthood

	Local Departments of Social Services 
	Children’s Museums/Centers

	Office of Mental Health
	Community Colleges

	Office for People with Developmental Disabilities
	Neighborhood or Block Associations

	
	

	
	












Handout #6
Helpful Resources

On-Line Resources

The Early Childhood Technical Assistance Center – ECTA Center:  http://ectacenter.org/
For the Family-Centered Practices page: http://ectacenter.org/topics/families/famctrprin.asp 
Assuring the Family’s Role on the Early Intervention Team: Explaining Rights and Safeguards.  Visit NECTACs web site at: 

http://www.nectac.org/~pdfs/pubs/assuring.pdf
Parent Participation:  National Dissemination Center for Children with Disabilities:  http://nichcy.org/babies/parent-participation
The Principles of Family Involvement.
This 2-pager from PACER Center gets right to the point.
http://tinyurl.com/8ngwhgp
Working with Culturally & Linguistically Diverse Families.
http://ceep.crc.uiuc.edu/eecearchive/digests/2001/bruns01.html
Family Engagement, Diverse Families, and Early Childhood Education Programs:  National Association for the Education of Young Children.
http://www.naeyc.org/files/naeyc/file/research/FamEngage.pdf 
The Open Society Foundations:  http://www.opensocietyfoundations.org/ 

“Early Childhood Intervention:  The Power of Family:” http://www.opensocietyfoundations.org/multimedia/early-childhood-intervention-power-family#!  

http://www.helpguide.org/mental/effective_communication_skills.htm

http://www.buzzle.com/articles/four-types-of-communication.html

Just Kids Early Childhood Learning Center – Statewide Training Information

www.eilearningnetwork.com 

New York State Agency Websites and Related Information

New York State Department of Health (DOH): 

· DOH Main Website:  https://www.health.ny.gov/ 

· Bureau of Early Intervention:  http://www.health.ny.gov/community/infants_children/early_intervention/ 
New York State Office for People with Developmental Disabilities (OPWDD):  

· OPWDD is responsible for coordinating services for more than 126,000 New Yorkers with developmental disabilities, including intellectual disabilities, cerebral palsy, Down syndrome, autism spectrum disorders, and other neurological impairments.  OPWDD provides services directly and through a network of approximately 700 nonprofit service providing agencies, with about 80 percent of services provided by the private nonprofits and 20 percent provided by state-run services

· OPWDD’s Main Website:  http://www.opwdd.ny.gov/ 
· OPWDD’s Five Regional Developmental Disabilities Services Offices (DDSO):  http://www.opwdd.ny.gov/opwdd_contacts/ddro 
New York State Office of Children and Families (OCFS):  

· OCFS provides a system of family support, juvenile justice, child welfare, and child care services (family day care, group family day care, school-age child care and day care centers outside of NYC), that promote the safety and well-being of children and adults.
· Search for day care in your area: http://ocfs.ny.gov/main/childcare/looking.asp
Choosing child care is an important decision. Safe and positive child care sets the stage for healthy growth and development. It takes time, patience and understanding of what to look for when selecting child care. You know the needs of your child and family. However, you may need assistance in matching those needs to available resources. That is why OCFS is proud to share with you the supports that we have put in place to assist you in making this important decision.
· A Parent's Guide to Child Care Options: http://ocfs.ny.gov/main/childcare/infoforparents.asp
There are many types of child care programs in New York State. Quality programs provide care in a warm, safe and friendly setting. Quality programs provide activities that help children learn and develop. No one type of program is necessarily better than any other type of program. You are the best judge of which program will meet your needs and your child's needs. More information on the types of child care programs available can be found in the Parent's Guide to Child Care Options.
Electronic Mailing List Subscription

NYEIS Mailing List:  When you subscribe, you will receive the latest information available regarding NYEIS.  Send an e-mail to nyeislist@health.state.ny.us with "Subscribe" in the subject line and include your first and last name in the body of the e-mail.  Please do not send more than one request to subscribe.

To unsubscribe, send an e-mail to nyeislist@health.state.ny.us with "Unsubscribe" in the subject line and be sure to include your name in the body of the e-mail.

BEI Mailing List:  When you subscribe, you will receive an email notification each time a new item is posted to the Bureau of Early Intervention’s web page, and notifications about other important information. Send an e-mail to eiplist@health.state.ny.us with "Subscribe" in the subject line and include your first and last name in the body of the e-mail.  Please do not send more than one request to subscribe.

To unsubscribe, send an e-mail to eiplist@health.state.ny.us with "Unsubscribe" in the subject line and be sure to include your name in the body of the e-mail.

Assistance with Entering Insurance Information into NYEIS:

Webinar:  “Third Party Insurance Information” at: http://www.health.ny.gov/community/infants_children/early_intervention/system/training/provider_webinars.htm
NYEIS User Manual:  Unit 10, and Items 13 and 14 in Insurance Tool Kit
Insurance Tool Kit for Service Coordinators is also available on EIBilling.com:  https://support.eibilling.com/KB/a49/insurance-tool-kit.aspx?KBSearchID=8143.

Public Consulting Group (PCG):

www.EIBilling.com 

Customer Service Center:  1-866-315-3747

IMPORTANT:  Upcoming Training in April 2014 for Service Coordinators and Providers.  This training will be recorded and can be viewed anytime after the original presentation.

Training 103: Data Accuracy and Entry into the NYEIS Application to Ensure Successful Claim Submission:
· Describe the NYEIS application

· Identify and describe resources available to obtain and verify a child’s insurance information

· Identify and explain the critical data elements required for a child’s NYEIS profile

· Explain how to correctly edit/update critical data elements in a child’s NYEIS profile

Filing Complaints with Department of Financial Services for Commercial Insurance Issues
________________________________________
Dear Colleague: 

New York State Department of Health staff are submitting complaints to the Department of Financial Services (DFS) on behalf of early intervention providers, where their payments for EI services are not being processed, parents were paid by insurers in error, or other difficulties with payment that providers are encountering with commercial insurance reimbursement. 

In addition to the provider’s information, Department staff will need to contact the family for which the issue exists and obtain parent consent to provide DFS with the name of the policy holder and policy number. 

In order to file a complaint with DFS, Department staff will need the following information from a provider: 
  •  Agency or individual provider name 
  •  NPI# 
  •  Contact name and phone number 
  •  Insurance information, including: 
     o  Insurance company name 
     o  Insurance plan name 
     o  Insurer address 
     o  Insurer phone number 
     o  Service type and range of service dates 
     o  Specific issue that the provider is encountering with insurer 

After a complaint is filed by Department staff on behalf of a provider, DFS staff may also contact the provider for additional information as needed, to complete the complaint process. 
OR 

The provider may also file a complaint directly to DFS onto their secure site which also allows for uploading supporting documents. 

The directions for providers to file a complaint directly are as follows: 

· From DFS Website:    http://www.dfs.ny.gov/  

· Left hand side of Home Page scroll down to Box Titled: How do I…. 

· Select the third option:  File a complaint against a supervised institution 

· File a complaint as a Consumer and select: BEGIN
(Do not file on a Prompt Pay Form) 

· Fill out the consumer Complaint form. The site is secure and allows you to upload supporting documents. 

· You will receive a file number when you complete filing the complaint.

· You can email the file number to: Consumers@dfs.ny.gov   indicating this is an EI complaint. 

HANDOUT #7
DATE: 

  LOCATION: 

_______

INSTRUCTOR(S): 

____

_
TITLE OF TRAINING:  Advanced Service Coordination: Working With Families

EVALUATION FORM:  Please circle the number you believe best represents your evaluation of the trainer(s) and the content.

1. How would you rate the trainer(s) in terms
of knowledge?





5
4
3
2
1




   

Excellent


  Needs Improvement

2. How would you rate the trainer(s)


      in terms of presentation and style?


5
4
3
2
1



   


Excellent


  Needs Improvement

3. How would you rate the trainer(s)


in terms of encouraging discussion 


and answering questions?



5
4
3
2
1




   

Excellent


  Needs Improvement

4. In general, how would you rate this


workshop?



5
4
3
2
1






Excellent


        Poor

5. How helpful were the training materials


used during the training?



5
4
3
2
1





   Very Helpful


    Not Helpful

6. To what extent do you think the training 


materials and handouts will be useful to you?

5
4
3
2
1




Very Useful


     Not Useful

7. Did the content of the workshop


give you a better understanding of your role 


in the Early Intervention system?



5
4
3
2
1







   
 
Yes, Very Much

    No, Not At All
8. The portion of the workshop I found most valuable was:

9. The portion of the workshop I found least valuable was:

10. Please indicate which issue or topic discussed at this training you would like to see addressed in more detail at follow up training or would like more information about:
11. How did you learn about this workshop?
12. Are you a: Parent or EI Professional (circle one)





__

__ 
 




____           Name (Optional if not requesting CEUs)

Affiliation

Please provide additional comments on the reverse side
Advanced Service Coordination:


Working with Families





A Statewide Training Sponsored by





New York State Department of Health


Bureau of Early Intervention





Presented by


Early Intervention Learning Network (EILN)


Just Kids Early Childhood Learning Center


(631) 924-2461


� HYPERLINK "mailto:eilearningnetwork@gmail.com" �eilearningnetwork@gmail.com� 


� HYPERLINK "http://www.eilearningnetwork.com/" ��www.eilearningnetwork.com� 
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