
o		Welcome
o		Clarify Role
o		Empower (customer is in charge)
o		Review Confidentiality 

o		Discover/Gather 
o		Intent (reason for calling)
o		Urgency
o		Challenges/Strengths
o		Preferences/Values/Goals
o  Health
o		Services/Supports Tried
o		Current Services/Supports
o		Family/Friends
o		Finances: Income/Assets
o		Employment

o		Resources/Decision Support
o		Research Options (use database)
o		Prioritize
o		Explore Options/Costs
o		Explore Pro’s and Con’s
o		Evaluate Options (the “why”)

o		Action Plan/Summary
o		Review/Summarize Meeting
o		Outline Next Steps – Who, What, When

o		Follow Up
o		Decide Next Contact – Date, Time  
  (if appropriate) 
o		Thank the Customer!
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