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Scenario 3: Margot has dementia and has a history of wandering off.
She has been missing for 30 minutes when you find her wandering
about outside the facility. She is confused, disorientated, and scared.
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2. Ask the right questions

Scenario 4: A patient named Frankie was admitted to hospital overnight
after a drug overdose. She is now recovering and expected to stay in
hospital for the next three days. You attempt to speak to Frankie about
her overdose and offer her help through the hospital’s AOD (Alcohol and
other drugs) out- patient program.

Frankie tells you that the overdose was a mistake and that she has
never taken drugs before and that the overdose only happened because
she accidentally forgot that she was on antibiotics for a chest infection
and that they reacted badly with the small amount of ice that she had.

You observe that she has track marks up and down her arms, she is
underweight, grey under the eyes and looks to be a regular drug user. It
is obvious to you that she is lying about her situation.
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4. Case studies - deal with behaviours of concern

Case Study 1: You are a nurse working on the paediatric ward in a hospital.

You notice an elderly man walking around your ward who you have never seen
before. He looks to be disorientated and unsure of where he is going.

You observe him and notice that he walks in one direction and then turns back
walking in the direction he just came from. He seems to be lost.
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Case Study 2: You work as an orderly in the emergency department of a hospital.
Paramedics have just dropped off two patients after a car accident, they have both
been rushed into surgery.

Shortly after the paramedics arrive some friends of the two patients arrive at the
triage reception area demanding to know what has happened to their friends and if
they are okay.

One of them is slurring his words, stumbling around and acting aggressively towards
the triage nurses. He is threatening to “bash them in the face” if they don’t tell him
what is happening with his friends.
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Case Study 3: You are a medical receptionist for a family medical clinic in Westcott.
A new doctor has just been appointed to the practice.

He is overly friendly and you feel that he often gets too close to you when speaking.
He leans over you unnecessarily when you ask him about patient billing information.

He also asks a lot of questions you find to be very personal and inappropriate for the
workplace. He is making you feel uncomfortable at work and you do whatever you
can to avoid contact with him.
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Case Study 4: You are a youth worker at a mental health facility. As part of your role
you visit schools in the local area and present sessions on positive mental health to
educate school students on the importance of taking care of their mental health
ang vegu_laély taking time out from school work to de-stress, spend time with friends
and unwind.

As part of the talk you run a series of activities, which are designed to get students
out of their seats, moving around the room and talking to one another.

During one of the activities you notice a girl sitting by herself, not interacting with
the group, she looks sad, pale, tired and underweight. You approach the girl to ask
why she is not joining in. You notice cuts on her thigh, which she quickly covers up
and responds by telling you to mind your own business.





image12.png
LALLER) 4. Case studies - deal with behaviours of concern

Case Study 5: You work as a nurse’s assistant at an aged care facility. You go to
bathe a client, Mrs Baker and find that she is not in her room.

You search the wing of the facility but cannot find her. After searching for over thirty
minutes and alerting all staff, a colleague from the North wing of the facility
contacts you to tell you that they have located Mrs Baker in the recreation room.
You make your way to the recreation room to collect her.
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5. Who to call and what to do?

Issue Health professionals or Resources

persons that can help
Ayoung man who is in a drug * Alcohol and other drugs e Phone to call their
rehabilitation centre and has been Specialist sponsor.
sober for 48 days has suddenly *  Sponsor * Quiet room
presented as being intoxicated. *_Counsellor * _Bottle of water

An elderly patient is distressed that
she has woken up unable to see.
She is yelling and screaming and
staff are having difficulty calming
her down to assess what has
caused the loss in her vision.

‘A man walks into the emergency
department covered in blood,
screaming and crying about his
friend being hurt.

A young woman is screaming and
crying. She picked up a nearby vase
and threw it against the wall and
then collapsed on the floor. Her
husband has just died
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A male patient is continually
entering the rooms of other
patients without permission. A
number of patients have
complained that he has been
looking through their personal
belongings.

A new mother won't stop crying.
You believe that she may be
suffering from post-natal
depression. She tells you that she is
feeling extremely guilty that she is
not bonding with her new baby.

A man enters the facility waving a
gun in the air saying that he is
going to kill everyone
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6. Case Study - Incident reporting

Janet Swanson is an aged care worker. On June 25th at approximately 10:30am she went to see one of her patients George Hatcher. She
has worked with George for the last 2-years and knows him and his family quite well.

When Janet entered the room George looked quite upset and dazed. Janet greeted him as she always does, made a comment about the
Mighty Magpies having a win on the weekend and then proceeded to help George to the shower, like she does most days. As Janet
touched George’s left arm to assist him to stand up from the bed, he swung his arm around and slapped her across her right cheek. His
wedding ring cut her face leaving about a 3cm long gash on her cheek.

Janet stepped back from his reach. George immediately apologised and said he didn’t know what happened. Janet observed that his facial
expression looked to be confused. Janet immediately left George’s room, locking the door from the outside as she left so that George
could not leave his room. She immediately called her supervisor and security for assistance. She also visited the facility’s doctor for an
assessment of her injuries. She required 5 stitches and the doctor requested that she get a facial x-ray to ensure that there was no
structural damage.

George has no history of any cognitive impairments or health conditions that could have affected his memory. His daughter Alice visited
him that morning but she had not mentioned anything. She had just stopped by with some of George’s favourite chocolate chip cookies
which she does most weeks.

Janet feels that George’s aggression towards her was totally out of character. She calls his daughter Alice to discuss the incident. Alice
tells Janet that when she brought in the cookies she had to tell her father that her mother (his wife) had just been diagnosed with stage
four lung cancer the doctors said that there was no treatment at this stage and that all they could do was make her feel comfortable.

Alice had also told George that it was unlikely that his wife would be able to visit him in the aged care facility anytime soon as her immune
system was so weak.
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8. Questions

1. Working in a health service setting why do you think it would be so important to protect your signature from replication and forgery?

2. Describe two ways you could make changes to your signature to make it harder for someone to replicate or forge.

]

3. Highlight one way you could ensure that a signature has not been forged.

4. How could an organisation ensure that they adequately orient a new staff member to workplace processes?

5. Why is it important to date when you have completed and signed a workplace form or document?
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G.CHECK % Learning Checkpoint 1

1. A formal observation may be conducted ...

2. A diversion tactic...

3. What are two things that you can do to de-escalate a conflict situation? ‘
4. What are three things that you can do to engage a patient in conversation?

5. What are three things that data can include about a patient in your care?

6. What is confusion and coghitive impairment?

7. What are eight signs that could indicate a person is suffering from short- term confusion or memory loss?
8. As a general rule, when someone is in a state of confusion you can assist them by asking...

9. If you feel it is safe to do so you can assist a person who is intoxicated by not...

10. When faced with a conflict situation involving manipulation, how does this impact others?

11. What is one method of dealing with someone who is exhibiting intrusive behaviour?

12. If someone in your care is exhibiting self-destructive behaviours, what are they most likely to be doing?
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et s Learning Checkpoint 2

1. When managing conflict ...

2. What are five tips that can assist you in interacting better with clients, work colleagues, friends,
and family?

3. What three ways to communicate without speaking?

4. What are two things that you can do to be an effective listener?

5. What is an open question type? +
6. What is paraphrasing?

7. If you are being culturally sensitive, what are you doing?

8. What four are four steps that you can take to help you be a more effective negotiator?
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CHECK Learning Checkpoint 3

1. What four factors that need to be analysed when responding to behaviours of concern?

2. What are the ten general guidelines for responding to any behaviours of concern?

3. When acting in response to a behaviour of concern, what two things need to be considered? «
4. It is important to remember that how you respond to behaviours of concern...

5. What are four ways that you can keep yourself safe when responding to a patient who is demonstrating behaviours of concern?

6. What are three types of resources that would be helpful when dealing with a range of behaviours of concern?

7. What are two health professionals or persons and two other resources that could assist you in dealing with a man in a drug rehabilitation centre.
The man has been sober for 48 hours and had suddenly presented themselves to you as being intoxicated.

8. What is a role model?

9. When working with people across any Community Service organisation, what are three ethical things that need to be considered.

10. What is an intervention, provide an example?

11. When dealing with behaviour of concern it is important that you follow...

12. Upholding your duty of care obligations is about doing all that is considered to be “reasonable”. What five actions are considered as reasonable
within your “Duty of Care™?

13. What are three things that you can do to ensure that you provide the best “Duty of Care™?




image24.png
[ ]
& cHECK POINT Learning Checkpoint 4

1. What is a near miss?

. When dealing with a patient demonstrating behaviours of concerns when would you be required to generate an incident report?
. If you are making an incident report in Victoria, what is the name of the system that you would make it through?

. What should a good incident report provide evidence of?

. Describe three types of information that would be documented on an efficient incident report.

. When completing any incident report, it is essential that you do what three things?

. A situation that has been deemed as a “notifiable incident” is considered what? +
. When should a “Notifiable incident “be reported?

. What is the primary purpose of preparing reports and documents?

10. A clients reports allows you to assess...

11. What are three general purposes of a client report?

12. A community service organisation will have policies and procedures that enforce the guidelines that need to be followed when
preparing a report. What are four of these guidelines or procedures?

© 0N O A WN
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W 1. Observe and assist

You have observed a client demonstrating the following actions. Identify what they could be
trying to tell you and how best you might be able to assist them.

1. Rapid breathing, shaking of legs, tapping their fingers on their leg and touching their face.
2. Standing with arms crossed against chest, redness in their face and intense glare.

3. Facial grimacing and tense body language.

4. Sitting with their hand supporting their head, they seem to be looking around a lot and are
tapping their toes on the ground repeatedly.

5. Shallow, rapid breathing, look to be shivering and fatigued.
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2. Ask the questions

Example: Cassy a regular out-patient has at least eight cuts on both of
her forearms. They are horizontal lines that are about 3cms in length
each which look to have be done with a razor. What questions do you
ask Cassy?

1. Cassy, | can’t help but notice the cuts on your arms, how did they
happen?

2. Why do you feel the need to cut yourself?
3. Can you tell me when this all started?
4. | really want to help you; what can | do?
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Scenario 1: You are a triage nurse in a hospital emergency department.
A man comes up to your window and aggressively starts yelling at you
and banging on the window. He spits on the window and yells “how

much more pain do | need to be in before someone gives me some
morphine?” He is obviously intoxicated.
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2. Ask the right questions

Scenario 2: You are working as an orderly at an aged care facility. A
patient named Tony is often quite rude and inappropriate. He has a
history of flashing his personal body parts at workers and using
inappropriate and offensive language of a sexual nature.

As you are giving Tony his lunch, he grabs you hard on the bottom and
tells you that you are “looking hot today”.

You tell him that this is not appropriate and he becomes very aggressive
and starts verbally abusing you, calling you all sorts of nasty names.





