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	Overall: Attends to necessary considerations throughout customer interaction.

	Competency
	Rating
	Feedback/Notes

	

Remains sensitive to cultural differences.
	
[bookmark: Check1]|_| Needs Improvement (1)
[bookmark: Check2]|_| Meets Requirement (2)
[bookmark: Check3]|_| Exceeds Requirement (3)
	[bookmark: Text4]     

	
Asks about and uses communication supports and assistive devices as needed.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	

Uses appropriate non-verbal communication.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	[bookmark: Text5]Overall—Areas of consideration and coaching:      
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	Identifying Need: Understands when options counseling would be of benefit to a customer.

	Competency
	Rating
	Feedback/Notes

	
Recognizes customer characteristics or situations where options counseling would be beneficial.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	
Ascertains the customer’s willingness to engage in options counseling.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	[bookmark: Text6]Identifying Need—Areas of consideration and coaching:      
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	Welcome: Provides a warm and engaging reception to ADRC customers (this step may occur before Identifying Need).

	Competency
	Rating
	Feedback/Notes

	

Offers a warm and inviting professional greeting.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	

Introduces self, role, and function of the ADRC.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	


Explains confidentiality.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	[bookmark: Text7]Welcome—Areas of consideration and coaching:      





	Discovery: Explores the customer’s strengths, goals, values, needs, and preferences.

	Competency
	Rating
	Feedback/Notes

	

Obtains information on customer concerns and needs.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	

Identifies the customer’s strengths, goals, values, and preferences.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	
Learns about the customer’s family, friends, lifestyle, and current living situation.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	[bookmark: Text8]Discovery—Areas of consideration and coaching:      





	Decision Support: Partners with the customer to explore and evaluate programs and services that might meet their needs in the context of their strengths, goals, values, and preferences.

	Competency
	Rating
	Feedback/Notes

	
Identifies resources that may meet customer-identified needs and preferences.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	
Presents options to the customer in a manner that supports the customer’s understanding.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	
Facilitates an unbiased discussion about resources to help the customer narrow down the list of options.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	

Gauges the customer’s readiness to move forward.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	[bookmark: Text9]Decision Support—Areas of consideration and coaching:      





	Action Planning: Identifies next steps for the customer and the options counselor.

	Competency
	Rating
	Feedback/Notes

	
Offers to help the customer create written action plan using Action Plan form (F-00888).
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	Action Plan Elements:
[bookmark: Check4][bookmark: Check7]|_| Customer’s goal(s)	|_| Needed/desired supports
[bookmark: Check5][bookmark: Check8]|_| Actions to meet goal(s)	|_| Barriers and strategies for responding to those barriers
[bookmark: Check6]|_| Who will complete each action, by when?

	

Helps the customer assess the plan and their confidence in it.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	

Establishes a plan for follow-up.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	[bookmark: Text10]Action Planning—Areas of consideration and coaching:      





	Follow-Up: Reconnects with the customer and verifies that the actions taken are meeting the customer’s needs and goals.

	Competency
	Rating
	Feedback/Notes

	
Requests an update on the customer’s situation and inquires about the customer’s progress on planned action steps.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	
Re-engages in Discovery and/or Decision Support as needed. Discusses possible changes to
Action Plan as needed.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	
Continues to schedule additional follow-up contacts or concludes options counseling as appropriate.
	
|_| Needs Improvement (1)
|_| Meets Requirement (2)
|_| Exceeds Requirement (3)
	     

	[bookmark: Text11]Follow-Up—Areas of consideration and coaching:      
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