Respond effectively to behaviours of concern Workbook
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Answer guide:
- This activity allows the participants to understand their own behaviours.

- Itis to reiterate that not everyone understands all aspects of themselves, and behaviours associated with their blind spots and unknown areas.
- Responses to behaviours of concern should consider that the person and staff assisting the person both have blind spots and unknown areas.
- Staff should be aware of their own self when responding to behaviours of concern.

- This activity also encourages the participant to seek feedback and adjust own response.

- For example, not taking verbal abuse from a client with dementia too seriously as it is an uncontrolled, blind spot and unknown behaviour for the person as a
result of dementia.
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\®j Watch — Best Practice

It is important to carefully handle situations where patients are showing aggression. You are to watch the video at
the link below: https://www.youtube.com/watch?v=gDQissxOwHO

Victor has been brought to the hospital as he was found screaming on a street corner. In the first part of the video,
Victor is sitting on the bed not saying anything. When the doctor walks in and starts talking, Victor gets visibly
distressed and is screaming he wants to go home.

1. How does the doctor approach this; what does he do well, and what does he do poorly?

2. How does he change his approach in the second video? Is this more effective? Why/why not?
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Roleplay — Jenny’s Experience

The situation

Jenny has presented to her local hospital emergency department with severe pain in her lower back. Jenny is well known to the staff
here, as she is a regular visitor, especially when she is not taking her medication.

Jenny has been waiting 2 hours to see someone, as it is a weekend and the department is being overrun with emergency cases
which are seen as a higher priority than hers.

Jenny approaches the triage desk and starts yelling expletives at the staff, asking, "Why the f*&k haven't | been seen to yet? Why are
these other f*&kers more important than me? | was here first and surely I'm more important than some old person who looks like
they're about to die anyway!”

Instructions

1. With your partner, roleplay the scene. You should both take a turn of being the healthcare worker.

2. After you have done this, work with your partner to write a list of what each of you did well, and perhaps what you could change
next time.

3. As a class, discuss the roleplays and the situation, and see if you all took the same approach.
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f‘ % Reflection — Behaviour Expressed as Aggression

Think back to when you had to deal with a patient who has lived experience of mental health challenges and
sometimes expresses aggression.

If you haven’t had experience working with someone with mental health challenges, you may choose a co-worker
or fellow student.

1. Briefly describe the situation in which the behaviour occurred.

2. Did you feel able and qualified to deal with the situation? Why or why not?

3. Describe your response to the situation.
4. What was the outcome of the situation?  hitps://www.youtube.com/watch?v=0zBMZCzeQO4

Answer guide:

1. Students should describe the situation in terms of where it took place, who was the aggressor (e.g. a patient,
co-worker or student).

2. Students should explain why (or why not) they felt they were able and qualified to deal with the situation (e.g.
lack of training, lack of experience dealing with such people).

3. Students should describe their response, including any verbal and non-verbal communication, if they sought
assistance etc.

4. Students should explain if it was a positive outcome or not, and the reasons for that outcome.




image2.png
Watch — Wandering in Dementia

It is important to know to assist someone who wanders due to dementia

You are to watch the video at the link below:

https://www.youtube.com/watch?v=5d2cMSgNh2U

Mrs Warrick is the patient who wanders in the video, and Leah and Sarah are the healthcare professionals.

In the video, Leah is starting to look visibly distressed that she cannot locate the patient, and at this point she runs
into Sarah, one of the nurses.

« What information does Sarah have about Mrs Warrick that helps them eventually locate her?

« What are the first things that they say to her when they find her?

« Was this appropriate? Why do you think this?

« What is the benefit of talking to other colleagues when dealing with behaviours of concern, and how does this
video highlight this?

Answer guide:

« The time the patient last took her medication; she enjoys sitting outside.

« They greeted the patient, commented on the weather, and explained where they were.

« Yes, it was appropriate as it kept the patient calm and assured her she was in a safe, familiar place.

« The benefit is that other colleagues will have knowledge, ideas and suggestions to help with the situation, and
the helpful words from colleagues can be reassuring for the staff member who may be very distressed by the
situation. 7
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Quiz — Protecting Your Safety

Let's do a little quiz on protecting your safety. Once you have done this, discuss the answers as a class.

Situation True False

If you are visiting a particular patient that you have not met with before, it is a good idea to familiarise yourself with their
condition and check their history for any instances of behaviours of concern.

If you can see that a person has a weapon remove yourself immediately from the situation, find a safe place and available
security staff and police if necessary.

Concentrate on the person who is exhibiting the behaviour of concern, but shift your focus off them to decrease the potential
of them hurting you.

Behaviours of concern will most commonly come from patients and clients that an employee may be familiar with.

When facing a person who is abusive or aggressive the best way to approach them is by matching their tone and getting angry
at them.

Standing directly in front of someone who is displaying behaviours of concern will help to defuse the situation.

If you are in a quiet meeting room with a patient, always position yourself closest to the door in case you need to leave.

If you feel that you may be in danger, consider getting a member of the security team or a police officer to attend to the
patient with you.

You only need to advise someone else how long you expect to be gone for when visiting a patient with a history of substance
abuse.

Under law, you are permitted to defend yourself and do what is deemed to be "reasonably necessary" in the event of a w

physical attack on your safety.





image4.png
Reflection — The Johari Window Model

The Johari Window Model is a tool to enhance an individual’s perception of others. This model is based on two
principles:

1. trust can be acquired by revealing information about you to others

2. learning about yourself from others feedback.

Each person is represented by the Johari model through four quadrants or windowpanes. Each four windowpanes
signify personal information, feelings, motivation and whether that information is known or unknown to oneself or
others in four viewpoints.

1. Visit the website below and read about the Johari Window Model. The website also offers an explanation of the
four quadrants.

Website: https://www.communicationtheory.org/the-johari-window-model/

Complete the ‘Open arena and Hidden area’ for yourself.

Then in pairs complete the ‘Blind spot’ for each other.

Following that discuss the ‘Unknown’ for each other.

Reflect on your behaviours associated with the hidden and unknown areas and how they affect others.

What points from hidden area would you move to open area, so people understand you better?

How will you seek feedback about your blind spots from colleagues so you can increase your open area?

As a staff member attending to behaviours of concern, what changes or adjustments will you incorporate in
yourself based on your findings of your blind spot and unknown areas so you can respond to behaviours
effectively? 7
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