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1. Who isthe Expert byExperience?

1.1.The definition bExpert byExperience

The peripheral situation opeople with disabilitiess the problem of the entire society. Strong
preconceptions and fears underlying it play a definitive role even nowadays. It is not only ng¢essar
change the attitude of the miastream society, but also the negative sefiage of the disabled
towards themselves.

It took a long way from the concept of peer helper through the conception of fellow helper to the
denomination of expert by experienc&he specialness of helping issdebed mosspecificallyby the
denomination ofExpert byExperience.

Who is an Expert by Experience?

The aim ofExpert by Experience training is:

1 To train helpers based on lifepass relatedness, who make use of theiifewerperiences for
20KSNJ LIS2L) SQa o0SySFAiL®

1 Inthe framework of the training, they acquire forms of behaviour, skills and methods that they
are able to use professionally in order to facilitate the labour market and social integration of
people with disabities.

Input conditions:

1 secondary level scholar qualification



he has mentally processed the fact of his own disability

KS KIFa SELSNASYOS 2F ao0SAy3a KSEtLSRésE AodSo
he has a realistic seiinage

he has a hiping attiude

he has a proper communication skill

it is not limited to helper profession and according scholar qualification.

= =4 =4 =4 -4 =4

Exduding reasons:

An Expert byExperience cannot be psychiatric ill, mentally disabled and autis
person.

Why shouldnot help one, who is unable to cope with his own problems?

He might lose his own credit

His own mood might strongly deteriorate. Danger of
burnout.

Also the mood of the helped person might strongly
deteriorate.

Unconscious fading of competence limits.

In the relationship of the helper and the helped
person, every time an emotional relationship is
established, which is important to be managed well.

it is necessary, the expert by experience should see€
advice from a trained helper, if he feels that he has
been excessively involved in the helping process.



Competences that can be acquired in tfimmework of the training:

motivation and
facilitation of personal
and group social
integration

development of
personal cooperative
skills

establishment of
efficient cooperation implementation of
with relevant general and targeted
organisations, experiential guidance
authorities and fields

acts ethicly in the
framework of
consultation

changing wrong
attitudes

work independently

managing conflicts with clients with
disabilities

exploration of
opportunities, action
scope of the target
group/target person

establishment of
partnerships with the
client

assertive
communication

working in partnership

effective time group counselling
management competences

Employment opportunities of Experts by Experience: by every civil organisation and institution that
work with the disabled target group. E.g. daytime institution of the disabled, civil career advisors,
employers employig disabled people, charity neprofit organisations, schools doing integrated

education



1.2.Exploitation of own experiencespdople with disabilities) the advisory activis

We present the use opportunities of the experiences of the digglitkpert byExperience through a

case description.

Why we have chosen this method?

1. Situations that can difficultly be expressed merely by theoretical models can be repre:
through case descriptions, it helps to understand those phenomenadétarmine the work of the
helpers.

2. Case description has a significant role in deeelopment of those, who prepare for working
an expert by experience.

3. Case description is not mere documentation, but it is the representation of practatamn
of theoretical knowledge in a structured writing, suitable for analysis and reflection. We wou
to encourage prospective disabiliBkperts byExperience that they also make case descriptio
because case description is an excellent geiorereconsidering andanalysingthe case, alsc
including that in the meantime, the maker of the case description holds a mirror for himself a
other people, wt forgetting that the sharing of experiences serves the development of ours:
and of otler people.

4. Case description in its current interpretation is the systematic description, document
analysis, professional reflection of a case. The mapan of the case description helps the helpt
the advisor to stand away, or possibly sBida i1 S a RSTAYA G A OSt &8¢ TN
It helps him to observe events from outside, and by doing so he can judge the actual consec
of hiswork and guidance as a helper.

Case description
¢tKS OFrasS RSAONALIIOAY sIRVAERR® o0& ; @I =+ A
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we examine the case, and finally wenclude with the summarizing thoughts.

Typical mistakes made by helpers:

1L ¢KS RFy3SNENI2EFE ViR Yag ¢St T S
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capacities, who defined it as a tatgob, a training aim that they would like to help other people.

LINRE FS.
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In their case, this intention is hthe expression of commitment towards the helper profession. They

were driven by the feeling of being segregated. On their behalf, it is the expressiemmathy,
tolerance, and desire for requiring positive discrimination.

Most people with disabilitis feel that nobody understands them, and nobody has ever experienced
the difficulties that they have to experience. In the framework of my professional career, it has been a

frequent symptom that mainly clients living with psychic illnesses have defireedih of help not



only as an aim, but based on what they had said, they also implemented the helping activity in the
practice. They continuously gave advice to other people as @agptiinted helper, and according to
their subjective judgement, they dithe advicegiving well. But they experienced it as tragic that the
same help that they provided for other people, they have not received from anybody. This is actually
aspeciafulfiment2 ¥ | KSf LISNJ gA (K StHEIMI By RNRYSdé

A helper living wh Helfer syndrome helps other people so that he should not make his own feelings,
needs conscious and he tries to fill his own internal emptiness by helping. Mutuality is missing from his
human relationships, he puts helpbelped person relationships intdhe foreground. He
communicates his own wishes only indirectly, mostly in the form of reproaches. He depends on
externalconfirmations;his selfassessment is unstable. A helper living with Helfer syndrome prevents
the person he helps from regaining himiépendence and autonomy, so instead of abolishing the
problem, he is interested in the consolidation of the problem.

An expert by experience should by no means make the mistake of undertaking a limiting, solving or
a smarty helper attitude.

\

Example for the presentation of an Inappropriate attitude:

Helper: What is the matter?
Client: My fish are dead.
Helper: Do not worry! | will Hp you to find them. Do you have any idea where they might h.
gone?

Client: | know where they are, thgroblem is that they are no more alive!

| St LISNY [SdiQa f221 FNRdzyRZ L Y adNB 46S 4
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The case could be a scene of an absurd comedy. But in thisicasesents the solving, smarty
KSt sadtiage.

2. Awareness of disease, as s@lfotection

One identical thing can be observed at the vast majority of disabled pemplesat deal 6awareness

of illness.In order to be able to understand this, we should make a distinction between the psychic
impact of a health damage evolved as a consequence of a long, possibly painful disease, and that of a
health damage deriving from a sudden aexit. In the firstly mationed case, the person concerned
KFR GAYS F2NJ aoLINBLI NAy3IE F2N 0KS fAFSt2y3a 0O2yas
psychological trauma. Of course, this does not mean that they do not care, it only means thait¢ke sh

is of smaller intesity, and it does not emerge like in case of a person who became disabled due to an
accident or a sudden, acute illness. The disability established by a sudden, unexpected tragedy is
accompanied by a much stronger shock, it is hatdéackle with it, acepting it could take more time.

As a result of the development of disability, apathy, a great deal of mood swings, cogitation, fear from
the future.

Psychological phenomena accompanying the establishment of disability aetnallybe compared
to grief. The losses that in their case come along with reactions similar to grief: losing health, losing
a2YS LI NI&a 2N FdzyOuAazya 2F GKS o02Rex f2aAy3a 2ySc



The phases of grief reaction:

The phase of shockvhen the person concerned is informed about his disability, a
psychic shock takes place, he cannot accept the reality.

The total reality of loss. This is accompanied by pain, feeling of emptiness and despair. It
is not uncomnon, that the damaged person acts aggressively against those, who are
around him (hospital, doctor, nurse, family members,. gtin this phase, it is typical that

he cries a lot, and he is despaired. The crying behaviour itself is a regressional
phenomenon an ask for help, to which the surroundings usually reacts immediately.

v v

Cherishing irreal dreams. Fexample, hope about new therapies, about medicine,
about naturopathy.

Apathy, resignation about what happened. In this period, even seriousedsion can
develop.

In a good case, the mental pain decreases. Resignatimaniferredinto accepting, the
person concerned takes new goals for himself, he establishes his rhythm of life, his
circumstances, he adaptsnself to the changed life situation.

v v

In a bad case, however, awareness of disease, the pain of loss, the feeling of being of a
lower status is established, and actually theseohly one thing left in life that can be
referred to when any problem emergdse illness

It is a very important information for the Expert by Experience to recognise that his clientis s
at which stage of the mourning process.

3./ KSSNAY3 dzldls a6S OKSSNFdzA d 1ttt O2aitaéH

In case ofpeople with disabilitiesvho have a low selissessment, cheering up is not an efficient
method. Becase unlike optimistic and cheerful people, they do not think that negative experiences
are just small setbacks on the road. THmseline is that they feel badTherefore,it helps if (instead

2F 2L2aAy3I | yR aof ATSA08 s thektising sitiafod and allads gl o &
client:, S&4s &2dz Oty ¥F¥S8Sf fA1S GKIGH LG R2S8SayQid Yl G

feel like that.You should not gi a solution, but sympathy and attention. And the expert by experience
isad S 2 R2 0GKIFIGZ 0SOFdzaS KS Aa YdzOK Y2NB o6t S
TheExpert byExperience can provide support for the peoplith disabilitiesby sharing his owtife
experiences, tools applied for overcoming difficulties, the basessopbsitive approach of life and
thereby he helps them to change their own sielferpretation, awareness of illness, his role and
activity played in the formation of his own life.

g2
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Bianka, aged 32, has a higher education degree, she issiteggkilled in the technical jargon, she is
attentive, patient, she has a good logical association skill and she has an athletic appearance. She has
a serious posturadeformity, with fine motor movement disorder, low level mimic skills, reduced
mobility, highlevel mobility impairment.

She is able to change her position only with a tripod stick, within a short distance.

Based on a medical diagnosis: due to a cerepaddy in her infancy, her motion center has been
injured. She was orthopaedically opéed several times in order to make her muscular system,
locomotoric organs, movement, cerebral control work more efficiently, but she also had an operation
that totally destroyed the earlier development results. Her medical tortures went on for 20 years
(contradicting medical papers, not the previously agreed medical interventions, further injuries caused
in the framework of operations). She decided that furthermore, sl only give her consent to a
surgical intervention in case her life will againfeangerActually it would be totally understandable

if she was angry for the whole world, especially for the medical society.

Bianka came to the family as a secondglater, her parents were looking forward to her arrival in an
affectionate atmosphereShe was born prematurely, her chances for staying alive were low, it was
uncertain when and what kind of impairment she suffered. The mother and the family had to
reorganize their whole life when they took her home from the hospital.

Her mother left theworld of work for good, after the period of maternity leave, she stayed at home
with her child, who was then unable to live independently, taking care allowance, anthdieetook
the coordination and the administration of the whole family.

From the venyffirst moment, the family decided that they will do everything to make Bianka stay alive
and in order to enable her to live as long as possible and as independentlgsiblpoWhen she was

two and a half years old, they made the mast difficult decisibtheir life: they sent Bianka to a live

AY AyaidAaddziazy wnn 1Y FNBY KSNJI NBAARSYyOS® ¢KS Y
(Budapest) is that, by the delopment process, they provide an asset for children, who have become
physically disaled due to a central nervous system problem that they can use in éwveirydaylife.
Namely for example the posture, the movement acquired in the framework of the @thysiercises:

how can it be used while walking, sitting, eating or peeing. Each eleaighe whole day activity
serves the development of the child. Bianka attended the development until she was 7 years old, she
learnt to make a decision independentlg, et dressed, to get to a place, to use the bathroom, to eat,

to drink, to write ando speak in an articulate, welhterpretable way.

Having finished her livn development, she moved home. As she admits, she lost much of her former
independence, whil she was at home, because her family would inevitably like to provide her all kinds

of manifestations of love, to recover the years they have lost together, and accordingly, they often

relief her even when she would be able to solve the task alone. Balskaonfesses that sometimes

A A& SFaAaASNI I YR Y2NB &stién2itid acgbo8 fedliyfordef fofeSamples S ¢ 2 -
to find her clothes readily prepared for the day.

As Bianka remembers, her parents have not made any decision withddahgna family discussion,
attended both by her and her brother/sister, already not ewehen she was a little child. So according

to her decision, Bianka went to school among normal circumstances in her home town, at her own
place of residence. She has ailyg found a perfect support in her surroundings, e.g. at the elementary
school, her @ssmates and her teachers helped her in a natural-intmding way, not falling into



exaggerations, she did not have to miss any programmes and she managed to tiadbthee so that

she does not mean an extra charge or workload. At her final examigtighe did not get any
exemptions from any subjects, she was only provided the legally allowed 10% extra time, while she

was taking her written exams. Her maths and dagiskills were outstandingly good (they are good

even nowadays), and she chose hdtage route accordingly. She graduated as a chartered economist,

then, after having realized that her labour market chances are low, with a family decision, she
graduated- & G KS YIFadSNNa RSINBS 2F GKS SyiSnNueARaS RS
meantime, she took her intermediate level ECL general and commercial language examinations in
English and in German, she successfully attended several speciabmeses and trainings
(enforcement of equal treatment and social awareness).

Evencuy it & aKS KFra O2yliAydzdzate 6SSy GNIAyAy3d KSN
FNB ARtS GAYS&aé o

She has undergone an orthopaedic surgery in her childhddga gurgery, knee surgery, muscle

GNF YAFSNXO D | SNI OdzNNEB yoitinubus devedopni@ht yspediad movemanydand A y S R
vitaming but it is very unstable, because her muscular strength immediately falls back to minimum by

an intensive cold or dtf.

The oxygen lack (anoxia) resulted in an asthmatic disease and also a heartrp(shietakes a pill
slowing her heartbeat due to her high number of pulse)

Despite of her limitedness at firaotoric movement,she can write well, although slower than
averge, but in a readable way.

Her speech is somewhat badly articulated, but her botary is fastidious.

Taking her to institutions, to school, to work, to the doctors has always been solved by her family. She
walks with 2 tripod sticks, limping to the lefhd to the right, she cannot put her soles to the ground
due to flexion distortons. Her left leg is shorter, but stronger. She can hold herself stronger with the
left hand, she can grip and make fimetoric movements better with the right hand. She iagly

limited in terms of using the stairs, she can only do work in an enviemmthat istransferredalong
ergonomical considerations (elevator, lack of doorsteps, proper chair, bdmeerapproach, size of
0KS oF GKNRB2YXO0

On the other hand, due tber motivation, resolution, and awareness of reality, she always faces the
stairsalone. Her work at a working environment that has not been made properly accessible earlier
resulted in a significant deterioration of her health state, due to which shalheady become unable

to fulfil even the easier tasks entrusted to her. She représ herself independently also on the labour
market, she is aware of the role of salftivity necessary for getting into employment. Temporarily,
she has also done voluntarwork in order to convince her employer about her suitability and
capacities.

Her familiarity with her own illness is hidavel, her view about her situation is realistic. Due to her
operations, her life was often taken at serious risk, she considasigf value that she is alive and that

she is able to get on well in the worl8he does everything to develop and to keep herself fit: at home,
she exercises regularly with elliptical trainer, exercise bike and rollator. She considers her health state
good. She is precisely aware of her limits, in case if it is necessary she asaadask for help. She is

able to make decisions about the tasks and request that she is giveif ¢hgis able to attend a sport
event, a conference in Croatia withourtd help of her parents.)



There are things about which she only thought as adtult:

And why will Bianka become a godgkpert by Experience?

.S0ldAaS . AlFYyll ¢éF& GNBFIGSR +ta +y Sldzrfx KSFfGKe
She had to experience the phases of gig#e processed her disability, her situation analbing so,
she brings out the maximum of her life. She is aware of her own responsibility. Bianka has reatistic self




image, she is aware of and she accepts her own limitations, she manages and assesgeojody.
Besides all these, she has a highelempathic skill.

The most important is the healthy surroundings, where it is not the lifelong grief of lost health to
determine the routine of daily life, but the joy of staying alive.

The greatness ofhke psychic trauma evolved as a conclusion of disakihd the opportunity of
accepting it depends to a great extent on the strength and the stability of the emotional connections
2T (KS LISNE2Y 02y OSNittHing family tiey dndclibiar eperigntes thade iv S f
possible for her to rema emotionally and mentally stable.

1.3.Rules of providingelpand giving advice

Rules of compliance of basic principles:

In the framework of his work, thExpert byExperienceshould be attentive, he should always
show interest towards the person, who is asking for help and his problem. He should always
be tactful, determined and targetriented. Empathic, cooperative and esthas a helping
attitude towards her client and the pblem.

It is the responsibility of the person doing the work of tagert by Experience to recognize
those points that are beyond his professional competence. In these casaspoigant that
he gives the person who asks for advice appropriaterimétion, and that he informs her
about the contacts of other professionals.

TheBExpert by Experience is aware of the fathat hisactivity affects the life of people, who
stay in a pofessional relationship with him. Therefore he has professional itigfdr the
advising process lead by him, and its quality.

TheExpert byExperience is responsible for continuously renewing his knowledge, he is aware
of the fact that he can onlfulfil the information, the support and the helping of his client by
having an upto-date knowledge and by being aware of information belonging sdibkid.
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Advisory activity can only be implemented successfully by an intertrade cooperation. Expert
by Experience strives for cooperation with his colleagues as well as witltdileagues of
organisations that keep in touch with the client (Colleagoéd$abour organisation, social
workers, psychologists, colleagues of civil and charity organisations) in order to help and
support the person asking for advice.

The relationshipf Expert byExperience and his colleagues is determined by trust, resmadt
open discussion of professional problems, in case of opinion difference, it is defined by
constructive cooperation on a professional base.

TheExpert byExperience communicas both with the person asking for advice and with his
colleagues in a wayat he respects the right of the other party for human dignity, and he does
not apply discriminative expressions in any way.

It is the responsibility of thBxpert byExperiencego manage conflicts arising in the information
providing andadvisingproces by respecting the other party, by involving him in the solution
procedure, in a way that satisfies both parties, among calm circumstances. If possible, use
assertive communicativand constructive conflict management.

TheExpert byExperience fully maages the documentation related to tlalvisingprocess. In
the framework of his work, he only uses tested, legitimate tools, approved by his employer.

The Expert by Experience $ subject to privacy obligation in respect of every medical and
personal data that he becomes aware of. He can only communicate these data with those,
who are entitled for it and he is obliged to handle them confidentially. He acts particularly
carefully h terms of personal and sensitive data. He can only share his experiences about the
advisingprocess only without identifying the particular person. The obligation of discretion
and confidentiality of the expert by experience is also persis&s #ie clesure of the advising
process, and relationship. The expert by experience can share his experiences, suggestions in
scientific and informative publications, but even in this case, he has to pay attention for
obligations of privacy. He can onlylpish his ases and experiences only in a way that is not
suitable for identifying the particular person.



2. Personaly of Expert by>perience

2.1. Expert by Experience Competences

At present, high demands are placed on the workany worker inthe field of social services or
counselling for adults, including citizens with disabilities. These demands bring an increasing need for
continual lifelong learning. It turns out that it is often very important for success in work but dif® in

our ablity to interact, communicate with other people as well as our professional knowledge and
theoretical knowledge. For working and professional placement, an expert by experience becomes
flexible and capable of completing and modifying his/hefessional &ilities and skills necessary to
survive in a dynamically changing world.

Knowledgeis a set of facts, principles, theories, and approaches that apply to the field of study or
work.

Skillsmean the ability to apply knowledge and use learnegdrapches to acomplish tasks and solve
problems.

Competenciesnean the most common assumptions or ability to realise some activity or a profession,
that is, the ability to manage a particular working position, to be able to implement it, be qualified in
respective fiedl, and have the necessary knowledge and skills.

Building key competencies is a lifelong, individual process that develops personality. Every expert by
experience brings his / her strengths to the consulting process, on which he/she canKmyld.
competenges include, for example: the ability to use knowledge, skills and technologies, ability to
build quality relationships, ability to cooperate, communicability, ability to manage and resolve
conflicts, empathy, initiative, and ability to defermahd enforcerights, ability to shape and manage
personal plans and projects and so on.

Expert by Experience Competencies can be divided into:

Professional competencies Personal competencies

Expert by Experience
Competencies

Methodological competencies Social competencies

However, competencies do not stand alone next to each other, but in different wayéntieetwined
and combine. Pon our own experience, we learn the individual abilities to reconnect with each other,
to connect new ones with previously obtained ones.



2.2 Knowledge, professional goersonalitycompetences ofhe Expert by Experience

Knowledge and professionabompetences ofthe Expert by Experience

Professional competences can be obtained through professional qualification, through trainings,
during working activities practice, on the basis of private interests. In the case of an expert
experience, concerning realised activity for the most important is considered the basic information
from the following areas, in order to know how to guide the client further:

T Expert by experience personality
¢ KS A YL NI Iy Oé&petiefice iirduRsglihg actiitiebldorpeople with disabilities
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Personal competences

Personal competences are basic skills that enabldgaatively shape your own life. They are strongly
rooted in human beings, and sometimes they can repnépersonality features.
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2.3 Methodological and sociabmpetences othe Expert by Experience

Methodological competences

Under the methodological competencies we understand the way how people handle the assigned
tasks and problems. Stronmethodological competencies help to work with objectives in a
comprehansive and effective way. Some methodological competencies may include in part also
professional competencies.

[ The most important methodological competencies of expert by experience ]
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Social Competences

Social competences indicate the ability of individuals to understand other pespdéal competences
serve to interact and understanding with other people and are the basis fitdibg, creating and
maintaining relationships (for example also in groups).

wCommunicability
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The following factors influence the building of expert by experience f@ssionality:

‘ It is very important selknowledge, be clear about why your job is doing.

)\

Make sure his words are in line with his actions, it mens to be autent&dible, to be able to show pleas
of giving out participation.

|
‘ Be aware how he/she to manage in different situations.

‘ To perform responsibly, emphatically and adequately to the situation.

Vi

To pay increased attention to continuing education and obtaining not only professional knowledge, but
partlcularly build their core competencies.

1 7 1

2

It is a purposeful direction of one's own behaviour in relation to the received values, needs, interests,
attitudes towards other people and to oneself. It is a process in which garson setgheir personal
and working objectives, organises their fulfilment and evaluates their achievement. The process of



selfmanagement is realised through the functions of seljulation. Their content, influence and
timing approach for the expetiy experiene has following likeness:

/uwillingness to work on awillingness to make )
yourself, effords
oself—development, uio engage,
uselfeducation, ube active
wtraining of your skills, upersistent,
your competencies I
wnitiative,
wwillingness to deliver
maximum performance
\_ Selfknowledge Selfmotivation

e Self
timemangement

Interpersonal N
relationships

amore effective time
utilising
aelimininate "thief of time

oability to cooperate or to
cooperate with others

ocurrently become
searched so called team
players

- J




3. The importance of communication skills in the practiésmért by
Experience

3.1.About communication in general

Our life is a chain of communicational situations. Altjleinterpersonal communication is considered

to be a huge achievement, yet most people communicate in a bad way. The efficacy of people, whether

they are an assistant professional, a secretary, a director, a salesman, etc., is influenced by their
communicaion skill to a great extent. There is almost no situation where communication would not

0S AYLRNIFIyGd LT a2YS2yS Oly yS3A20AFGS LISNREZ &A ¢
body language, then he can become far more successful and proeltitéin his peers.

Basic communicative situations:

Communicative situations are extremely diverse, they differ from each other in terms of several details
and elements. Certain types of situations candisinguished based on actors andas] that can be
as follows:

Oral Internal Dialogue conversation,| lecture, radio, TV
speech, discussion oration
thought
Written | note e-mail, letter, | Chat,forum | blog, book, News porals,
essay formal letter | newspapers, poster

According to research and observationsyman being does not only communicate with his
surroundings, but also with himself. Upon the blockage of the communication process Bitpert

by Experience canfurther drive the conversabn with his client, if he asks him to express his
thoughts related to the given topic, probleniThis is an extremely simple method, but in many cases,
people do not do this by themselves.
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its advantages | Quick Traceable
Flexible More interpretable

There is feedback More objective

Nonverbal sighs

its Forgettable Time-consuming
disadvantages

It has no trace Impersonal

It can be distoted There is no feedback

While working with the client, expert by experience also applies written and oral communication. He
can easily decide which one he will need based on the table above.

It can happen that & do not understand each other with the other person. In such cases, a
communication disordertakes place. The expert by experd® has to determine the reason of
communicationdisorder andhas to be able to correct it. If a communication disorder takexel
between him and the client, then it will endanger working together, and it will make moving forward
impossible.

Reasons of communication disorders:

- failure to forward information, i.e. we did not transfer or did not receive some important
information in its integrity.

- the distortion of forwarded information, i.e. that the content of the information was not
conveyed in its integrity, it lacks an important part or is not pre@sg. (pon exploring the health
situation of the client, the exert by experience has not been provided with all the information
about the ilinesses related to getting into employment, ordégree



Reasons of information distortion:

e Subjective distortion

«A member of the pair of the expert by experience and the client misunderstands or does not
understand the information

e The client is distracted by his feelings

aIn such cases, the expert by experience first has to reflect on the feelings of the client, they
have to be processed together, and only then they can proceed.

=] The intensity of the stimulus is not appropriate

of~or mentally disabled clients, it is usually necessary to repeat an important information several
times, or it is necessary to write it down in a simple way, or maybe illustrate it with simple
drawings.

el Selective attention

OE.g. if the client is tired or has pains deriving from his iliness, then expert by experience has to
notice this and he has to suspend work for a period defined together.

e The message is too complicated, or obscure

oY his is usually the fault of the expert by experience, i.e. he did not take into consideration the
limitations and abilities of the client

e 1orrent of words

o his is usually applied by the clients, i.e. lot of speech, ho message. Expert by Experience has t
divert the conversation back to the given topic, on which they actually work with the client.

e They do not know the same facts

o'he client might eventually have negative experiences about an employer, that the expert by
experience does not know.

e They do not evaluate the existing knowledge in the same way

wThe client may consider a job extremely difficult, only from the complicated name of the
position)

s Rudeness, lie, withhold

oif you as an Expert by Experience meet with something like this, you should ask for help from a
professional, from a psychologist, psychiatrist, a trainer or a social worker. It does not belong
to the competences of expert by experience to solve such a problem on his own.)




Basic rules of behaviour @hcommunication at work

We spend onehird of our life at work, so it is important that we know the rules of conduct related to
it that help to establish a calm atmosphere. A good working atmosphere is not only important for the
workers, but also for theompany, because efficient work canlptake place in a good community.

Due to successful integration at work, expert by experience has to work out the following topics
with the client:

1. Greeting, introduction, address

1 Itis the subordinated to gredirst. If it is not required byhe culture at work, then it is the
man to greet the woman first, and it is the young to greet the old.

1 We greet according to the period of the day.
9 Informal addressing is not possible as long as we do not get a permiesiib.

1 Handshake is initiately the superior. Handshake is not obligatory for women. If a woman still
holds her hands, then it has to be accepted.

1 Upon introduction, wait until the other person tells his name, and then we should say our own.

2. Rulesof conduct of telephoning:
1 Greding, introduction, we have to ask if we disturb
9 Itis not allowed to eat, drink, smoke, chew a gum while talking
i Official calls should take place within office hours
1 To the answering machine: our name, our telephone bema short message

1 We do not talk informally on the telephone, either

1 Be concise, comprehensible and precise




3.2.Nonverbal communication, body language

What aml saying, and in the meantime, wham | doing?

Body language as a form of communication has always existed, but scientifically it has only been dealt
with in the past few years60-80% of our everyday communication takes place through different
gestures, by body language.

Nonverbal communication, body languagectually nothing else, butimicry, posture, eye sight,
gesticulation, intonation, distance from the other personthat we apply besides verbe
communication either consciously or unintentionally.

The mast important tools in body language:

oMimicry is the reflection of emotionalrelationson the face The
eyes,the eyebrowsandthe mouth haverole in the expressiorof_
feelings Vivid mimicry demonstratesthe undertakingof 2 y S Q &
feelings Exaggeratednimicry is theatrical, while lack of mimicry
is disturbing,becausewe cannotseethe reactionof our partner
to our speechfrom his face Pay attention for your facial
expression, because it is informative for the conversation
partner.

at 9 @R e mirror of the & 2 dzévénnowadayswe often hear

this saying The eye sight has a regulating role in the
communication process It gives feedback about
comprehensionaboutthe emotionalrelationshipwith the other
person Eyecontact meansthat we look into the eyesor at the
face of the personthat we are talkingto. Alsoexaggerateceye
contact, too rigid, explorative looking is wrong, as well as
avoiding2 y Seyeadight

Eye sight

uPosture means the movement of the body in its standing or

sitting position. The movement of the body is usually

unconscious during the communication, but it can also be learnt.
Posture It is important that we do not clasp our arms in front of us or
behind us (this means isolation), and we should not cross our
legs, either, for example if we are standing. If we listen to the
2U0KSN) LISNA2Y o0& fSHyAy3a FT2NBI NRZ

wit meansthe movement of the limbs, gestures,body posture
(movementof the hand, arms, leg, trunk and head) The most
workedout sign system of non-verbal communication is
) ) gesture The gesturesof the hands carry various and subtle
Gesticulation meaning,e.g. we can call, refuse, protest, beg or thank with
them. Fromamongthe gesturesof the hand, a part of the non-
conscioussigns accompanyverbal communication We often
expresst with the movementof the handsthat we would like to
speakor that we would like to acceleateor interrupt speech




Innate gestures:

1 Smile (also a childorn deaf and blind smiles)
1 Arms interwoven orthe chest

Basic gestures:

Headshakingyes', "no"

Smile

Teeth baring (from the action of attd, it is of animal origin)

{ K2dzf RSNJ aKNHZA3IAYy3I 6L R2y Qi dzy RSNBRGI YRO
V-sign (palm turned outsideictory) (It was introduced by Winston Churchill during the time
of World War 11.)

1 Thumbup: life thumbdown: death (from the Roman age). This is also therodfithe recently
LJ2 LJddzt F NJ af A1 Sé¢ aAridy

Clasped arm, leg: protection, closing

Palm gestures, hanghaking
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wt is not all the same what we say, how we say it. It is
important the speed of speech (we should not jabber), the
pitch of voice (a nervous person e.g. speaks at a higher
pitch of voice), the rhythm, and the volume.

Space regulation, I.e. win the communication process, space, as a-werbal sign
plays a fairly important role. Spatial needs of human being
were first investigated by American researcher Edward Hall

distance from another
person in the 1960s.

He distinguishedour distanceso T 2y S&0 o0& 20aSNBAy3 LIS2LX SQa o0SKI ¢

91 confidential, or intimate zone (@ 45 cm): people emotionally close to the person are only
allowed to enter herdparents, lover, children, close friends, relatives)

1 personal zone (4% 120 cm): distance kept in formal and social together comings, meetings
with friends (about within reau)

1 community /social zone (12860 cm) : we keep such distance with people, wi®dw not
know enough (strangers, carpenter, postman, new employee), we apply it when dealing with
impersonal issues.

1 public zone (bigger than 360 cm) : Proper distance if dadress our words to a group that
consists of a higher number of people (and isecaf danger, it is easy to escape)



Clients, who are mentally disabled and suffering fromnpsychiatric illness many times do na
perceive intimate zone, so many times they even violate it. They might do so with the experi

experience as well awith the colleagues at work. If you, as an expert by experience detect tt
the client violates his rule, call his attention for the fact that it is disturbing.

Expert byExperience must be aware of the fact that everything he dagsengthens or weakens the
impact of what he says!

Body Bnguagsds the external representation of the emotional state of human being through a gesture
or movement that can highlight the actual emotions of the given person. For example, the person, who
is afraid, interweaves his arms, establishing a kind of stiba in front of him. Most people do not
have any idea about signs of the body and their significances, although in the framework of a
conversationthe vast majority of messages reach the other npathrough the body languageln

order to be able to undestand body languageye have to listen to what the person says, in the
meantime, pay attention for the circumstances, because only this way it is possible to establish the
facts.

ﬁ:or exampleExpert by Experience is able to calm down the client and he helps him to es}
the trusting relationship necessary for working together.

Sign of active, concentrated attdion in body languagere:

1 keeping eye contact
I bending forward towards thelient, turning to him
9 open body posture: he does not cross neither his legs, nor his arms

A 4

Communication is authentic if verbal and nonverbal communicatiare in harmony with each other,
both express the samdf you say different with youwords and show different with your movements,
with his eyes, with his mimicry, thendissonance is established in communicatiofhis dissonance
is also perceived e client, which overshadows the successfulness of working together.

So,it is really important to know if the tools afon-verbal communication reinforce or change, add
emphasis to his words, reinforce or weaken the meaning of oral message.

They als have to be sufficiently empathic and intuitive to be able to correctirprete the messages
of the body language of the client

/It is worth to get to know as much as possible about the elements of body langueaide if \
we only have a strongly limited knowledge, it might easily occur that we misinterpret the nor
verbalmessages, and this may lead to a communication disorder.

Recommended readindBatbara Pease Allan PeaseTheDefinitive Book of Body Language
2012

L 4



https://www.libri.hu/szerzok/barbara_pease.html
https://www.libri.hu/szerzok/allan_pease.html

3.3. I-message orstatement

The imessage is an individual tool fexpressing how we approach the given problem. Expert by
experience must be able to apply the method-aiéssage successfully, because it is almost sure, that

there will be some statements to communicate, that, iEyhare worded in a wrong way, they can

offend the client or set back the joint workVe could also say that we should communicate with |
YSaal3Saz oKSYS@OSNI Al Aa LlRaaAirofSe 2KIG R2Sa (KA
youdosuchafoolthf AK QX &2 dzQR 0 S{ (@INWoald li&eYto uaderstand; wioelddh 2 dza =
@2dzNJ NBF &2y T2NJ R2Ay3 a2Ké

We can apply-message successfully in a conflict situatidBy using it, we can put communication
back to the normal track.

By applying-inessagewe can prevent the other prson from having to protect himselfat the same

time, thereisanoppardzy A& F2NJ O2YYdzyAOFGAy3d 2y S®Basedody Ay ¢
this, kmessage is a useful tool of assertive (satfpowering) behaviour.

The 3 elements of efficiet I-message:

1 RSTAYAGAZY 2F O2YYdzyAOlFi2NRa 26y FS
accusing)
2 definition of an issue, a behaviour raised (objectively)

3 justification, conceivable consequence, direct impact




Examples:

because | am

when you shout afraid of that you
at me @.), are angry with
me B.0 P¢€

that you did not although |

do what we counted on you
agreed .), very much.8.0 ®¢

because | think
that something

bad happened to
you B.U d¢€

when you do not
show up at the
time agreed, 2.),

Proper application ofimessages:

1 If we would like to communicate something, but we do not know, how to do it, then-the
communication can be a good start. In order to be able to do so, however, it is reasonable to
define what we would like to say in advance.

1 The imessage is not stale politeness, not useless dallying, and it never includes any rudeness,
any indiscretiorand any labelling of the other person.

1 The imessage is not the last word in a given questidns Tormula serves as a proper start of
communication, not as the closure of communication.

1 The aim of-message is not to declare facts. By using itjet@eople know how we feel and
what we need, what our motives are.



In the state of a strong emotional thrill, one is inclined to get mired into astatement, i.e.
into labelling. Theyou-statementis the contrary of-message.lt is not about us, but about the
conversation partner, ahit is always declarati@.g. 2 dz | NB aAffeszs &2dz

it). The youstatement is offensive, it closes communication and makes it impossible to sc
conflict successfully.

3.4.Assertive commication

Theexpression assertivelescribes a form dbehaviour in the framework of which the individual is
able to enforce his needs in a way that he also respects the need of the other party at the same time.
The assertive behaviour is virtually theldgn principle of balance between the surrendering/
subadinate/ passive and the threatening/aggressive behaviour form.

According to cognitive behaviour therapy, assertive communication is the golden middleway of
communicating personal opinion, need aimits.

4 N

Assertivity, or assertive communication iearnable sKl, or behaviour, when someone is ab
to express himself setfonfidently in an emotionally difficult situation, without being passive
aggressive. The aim of the communication of the person behaving assertively is to sol
conflict, while bearingin mind the needs of each of the participargse does not surrender
(passive) and he does not try to predominate the other party (aggressive).

A 4

The most important characteristics of assertive communication / behaviour:
1 itisselfexpressing and honest
9 itis straight and direct

z
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9 it targets the particular situation, aim and person
9 socially acceptable

i learntstandard of conduct



Assertive people often have the following characteristics:

1 They freely express their feelings, thoughts and desires.
I They are able to initi@ and maintain satisfactory human relationships.

1 They know their rights.

1 They are able taontrol their temper. This does not mean that they suppress it, but that they
are able to talk about it in an objective way.

1 They are able to make a compromiset@al of going on their own way, and they usually
have a good selissessment.

Assertivity as a communication strategy differs from aggression and passivity. The difference
between these three styles can be best caught by treatment of personal limits.

Those, who behave passivelglo not protect their personal limits and let another aggresgagty
dominate the interaction, the situation. People, who have a passive style try not to dominate other
people, they try to avoid conflict and to stay in the danf

Theaggressive peopl® 2 y 2 i NBALISOG 2 G KSNI LIS 2 LivlcxBey ttyoY A G & |
dominate the situation.

Anassertive persoris able to overcome his fears related to himself, his opinion, and the manifestation

of his feelingsf YR KS R2Sa GKA&a Ay I ¢gl& GKIG KS R2Sa y?
doing so. Who behaves assertively, is able to protect himself agaogie, who have an aggressive
communication style.

So assertive communication takes into consideration the limitations of each of the persons in
in the stuation, while it strives to fulfil the requirements and needs of each of the parties.

Assertive behaviour is also assocateith assertive rights We can only insist them if also we
NEALISOG 20GKSNJ LIS2L)X SQa NARIKG F2NJ AGH

I have the right for:
1 Defining my own capacity.
1 Being treated with respect.
1 Being listened to and beirtgken seriously.

1 Expressing my opinion and my fiegjs.



1 Asking what | need.
1 Making a mistake.
9 Staying in the background, if | want.

1 Rejecting, or discussing the given question.

A

f 5SSOt I NAYy3 (GKFG oL R2Yy QG (y26¢é oAGK2dzi IABAY 3
9 Ask for a reflectin period.

Also,the expert by experience may exeise these rights during the work, and he also has to get to
1y26 GKS OtASyl 6AGK GKS&asS NAIKGad LF 020K 2F
together will hopefully go without conflicts.

3.5.Establishing a communication contact with thient

The basic tool of expert by experience is communication: to establish relationship with the client, to
support him via conversations, to deepen his $@lbwledge, labour market knowledge. It is very
important for establishing relationships thtte expertby experience should recognize, comprehend
and understand the verbal and nonverbal communication tools, communication messages of the
client.

One of the most important communication tools of the expert by experience is the skilitivie
listening, which can be acquired and practised.

Three important things you have to know about active listening:

\

asking questions and active listening are the two sides of the very same ¢
the expert by experience can ask well, then he will also be able to obsery|
Attentive listening is an active process, not a passive one.

If it can be seen on the expert by experience that he pays attention, this
encourages the client to tell even more about his problem.




Active attention is demonstrated by the fact that the expert by experielasi&s questions,
summarizes, checks whether henderstood correctly what the other party said. He observes
silently, keeps a proper eye contact, takes an open body posture, and afttoper place encourages

the speaker for continuingln order to encourage the client and to ensure him about the faat tte
understands him correctly, he time to timein the natural pauses of speeachrecomposes the
message of the speaker, he expectsnfirmation, clarification.It is important that the active listener

should not give neither more, nor less feedback @@y FANX I GA 2y GKIYy 6KIFG KS
message meant. By listening, questioning, emphasizing, he avoids direct cogresedlititigation, so

he gives the impression of being understood and accepted in the client.

The Expert by Experience cansure the client about the fact that he does not misunderstand his
communication. Active attention helps the client in drafting merecisely about his own situation
and doubts.

It is worth for the expert by experience to symbolically take one stef,bahich is a key element of
establishing a trusting atmosphere that facilitates acceptance. The conversation, the aim of which is
not to convince, the thriving for the actual comprehension of each other facilitates the fact that the
viewpoints get neareto each other. In the supportive atmosphere established by active listening, the
client is given an opportunity for ventilation, inegdramework of which his doubts, negative feelings
decrease.

Further communication tools that can be used by the expbyt experience:

non-verbal tools demonstrating acceptance, openness;

blocking: postponing the explication of a given topic to a ldsde;

enforcement: reinforcement of a given topic, thought;

emotion-reflection: putting the feelings of the client into wats;

acknowledging importance: positive assessment of the things that are significant for the client;
highlighting: highlighting andnephasizing the relevant elements of the information told;
confrontation: highlighting the contradicting information defohéy the client;

limitation: driving the topic to a particular direction;

open sentence: encouraging for free elaboration;

I-messagesharing some own experience, feeling related to the experience of the client;
paraphrase: highlighting the important elems with their own words;

summary: summarizing a bigger topic;

joining: highlighting important thoughts, making connections betweegmth

feedback: referring back to the earlier stages of conversation.
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The difficulty of communication is not uniform by disabled clients living with reduced worki
capacities, there are special target groups, who find it especiallyficlidt to get on with the
world of communication.




Communication with mentally disabled @dnts

It is a frequent phenomenon that helpers, clerks feel uncomfortable in the company of a mentally
disabled person. It is typical for example, that they cannatidie whether they should talk to the
mentally disabled person or to the person accompagytitim. Due to the fact that disabled people
cannot use the generally used language efficiently in most cases, verbal (spoken and written)
communication is especialdggravated, they often cannot put their feelings and thoughts into words.
Usuallytheir strength is to make use of nomerbal opportunities.In case of a mentally disabled client,

it is important that the expert by experience should be sensitive to thevadral expression of the
client, what he is unable to express, the expert by experienoeldhoften be able to find by intuition.

If you are talking to a mentally disabled person, it is important that you:

use rational, short sentences highlighting what is important;

primarily use wetknown words;

ask your partners if he can follow the message;

you should not say large numbers, instead of it rather: many,
very many;

e avoid using abstract notions;

e primarily use active verb forms;

if possible, refrain from negative syntagms;

if you are speaking to an adult person, then do not use an
informal style;

give the proper respect to your partner!




Communication with hearingmpaired clients

Most of hearingimpaired clients try to collect infonation from his surroundings by ljgading, that
requires significant attention from him, and that might result in quick fatigue. It is necessary to find
out, even by gathering information before the meeting about whether the client communicates with
hearing residuals, or through a sign language interpreter. It is also necessary to know for the expert by
experience if he is able to understand the articulatafrthe hearingimpaired person himselihile
communicating with hearingmpaired people, misundstanding might even take place in such cases
when the surrounding people do everything to adjust to the special needs of the héapaged
person. Whaimight lie in the background of the problem is that the heasimgpaired person cannot
follow the mmmunication or the conversation consisting of multiple stakeholders, or he does not
understand, or misunderstands what is being said due to his languageedefes.

Such a problem may occur even in the case of jokes built on ambiguity and pun. Magyittimithe
communication partners, who get impatient if they have to repeat what was told. The possibility of
misunderstanding especially persists in theerpretation of the emotional tone, intonation of
communication, which is loaded depending on #tate of hearing, on the other hand, it also has a
meaningmodifying impact. This makes it more difficult for hearingpaired people to orient in the
emotional atmosphere of the surroundings, due to which a feeling of uncertainty may be established.
And due to the misunderstandings, embarrassing situations might take place.

If the client speaks sign language well, in each case, the assistance of a sign etmrman be
suggested for communicationin the framework of an interpreteassisted communicatignthe
following viewpoints worth to be paid attention:

1 The expert by experience should not talk looking at the interpreter, but at the hearing
impaired persa!

9 Bilateral conversation of the expert by experience and the interpreter should be avoided,

becatse in this case, the hearivignpaired person may feel excluded

It is necessary to give enough time for interpretation.

It is useful for the interpreters if gy get the draft, the summary of the topic beforehand, so

they can think about the task.

=a =

If you are talking to a hearingmpaired person, it is important that you:

AN

‘ avoid complex sentences;

\

‘ primarily use weltknown words;
|

ask whether your client can follow what you say;
L
. ask frequently, so that you can make sure he can follow what is being said;

‘ avoid using abstract notions.
7/



Communication with people living with a mental and behaviodisorder

Due to the difficulties deriving from the special features of people living with a mental andibahav
disorder,it is recommendedfor experts by experience that they should not wamkan isolated way,
but by involving other helpers, professionals. It is very important to find and keep the limits of
experts by experience.

It is frequent that supporters of people living with a mental and behaviour disorder
emotionally too mub involved in the process, and there are many examples also for the
that the hidden preconeptions of experts by experiences activate for the symptoms of
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behaviour becomes conscious for them.

Exaggerated involvement might stem from the social diffies and the seriousness of th
health state of people living with a mental and behaviour disorder, as well as from the dete
of their lack of support, ahthe sensitivity to it.It is important to understand the problems,
feel the charges derivinfjom the illeness, and at the same time, it is necessary to find th
points where the expert by experience can provide help about overcoming factors praye
getting into employment.

If you aretalking to a client living with a mental and behaviour disorder, it is important that you:

AN

‘ clarify the fact that what other helpers take part at helping the client
\

‘ offer him the opportunity of referring to a proper specialist
|

in the framework of communication, use the metacommunicational tool§
referring to openness

[

' your voice should remain balanced and calm

‘ listen to the client, and at the same time, guide the conversation, and set time |
4

after certain periods.



4. Conflict management

4.1. About the conflict in general

Conflict is alaround us, and some might even say that conflict makes thédvgo around. It is part of
our everyday life, and occurs across all age groups, can happen to anyone.

However, not all conflict is bad, nor is it inherently negative. How conflict is handlgdshal the
difference. The Expert by experience throughpepidentification and understanding of conflict will
help the client for effective resolutions, some of which may yield positive outcomes. In this course,
we will examine the different types abnflict, how to understand and embrace the positive aspects
of conflict, and how to successfully navigate conflict to positive resolution.

When conflict arises from any of the number of reasons, and is not resolved in a timely fashion, it
becomes destrudte. It can cause problems beyond the obvious. Losses dugptigity, morale and
harmony. Continuing conflict betweeno-workers or teams can cause employees to become
disengaged. The more extreme cases can lead to physical violence or litigation pngse&tlie many
costs of unresolved conflict include, cost doedecreased productivity.

Objectives and competences

In the following chapter, we will try to show the possible sources of conflict with the concept of conflict.
Our aim is tadevelop various conflicts management competencies by introducindicordsolution
strategies. We believe it is of utmost importance to distinguish between constructive and destructive
conflicts.

Concept of Conflict

/ E\

Attitude to Conflict =2 Conflict Behaviour



Types of conflict

Theabove graph illustrates the relationship and tension that often occurs betwhenwork of a
person (task), career progression (career) and personal values, lifestyle (personal interests). The three
subsets may have common parts (the shaded ones) but raaain separate.

The Expert by experience has to be aware of the sources of the different conflicts,
to be able to properly identify , embrace the positive aspects of conflict, and how
to successfully navigate conflict to positive resolution.

The process model of conflict which has to bealyzed by Expert by Experience:

Imagined grievance

Frsutration
B
. ) 4
Agression




Alleged injury can be shaped only by the vision, according to the actual mood of the individual. This
idea willdetermine the frustration induced reaction. The idea is later confirmed, bectiesresponse
is a hurt, which naturally provokes countermeasures.
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or even disappear. The wholeonflict resolution depends on how does affect the expeby
exeprience emotionally, what kind of resources does have, if he/she feels confident enough about
resolving the conflict, and most importantly : is the other person willjrto discuss, and resolve the
problem too.

1 Preventive Status (Latentonflict)

1 Experienced conflict

1 Sensitive conflict

1 Treatment / repression phase

1 After-effects phase

The preventive stagenvolves the possibility of a problem, but it does not necessarily evolve into
conflict. h order to become effective, the expert by experience must be aware in both parties that the
partner is in some way in favor of his or her position.

During theexpefenced phasethe perceived danger, the perception of the problem triggers some
emotional eaction (eg tension, fear, anger, etc.).

This isa perceived conflicbut it is very important to note that since conflict formation is a perception
guestion, contoversy may also cause conflict. Conflicts must therefore be understood both on the one
handand on the other on the unpleasant feeling associated with it. (Bakacsi, 1998)

The emotional reactions are followed by some verbal or verbal action. The partesgage to their
problem, argue, convincing each other. The conflict has become noticeable.

Q)¢



Next is theresolution / repressiosection. Handling the disadvantage can be done in several ways.

Parties can mutually escape the conflict, as if it did not exist, control itsepoontrol, or resolve it.
(BarlaicY! @+ A5 Hnannov

At the posteffectstage feelings about conflict management and its consequences are developed and
cleansed. Negative afterffect is a case where one or both of the parties feel the victim's feelings. This
could lead to new conflicts. The aftermath is positive if the iparaie satisfied with the result. (Barlai
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4.2. What is conflict management

Conflict managements the practice of being able to identify and handle conflicts sensibly, fairly, and
efficiently.

Wouldn't the world be a better place if all the cdinf was gone? While we may think this is a great
thought on the surface, let's think about what causes conflict and what can happen after a resolution
is found. Think back to your favorite movie or book. Was there conflict in it?

Yes, there was. The basecipe for a story plot is: Introduce your characters, discover conflict, resolve
conflict, farewell your characters. Obviously, for stories that do not have a happy ending, the resolution
of conflict portion changes. This plot progression is true ofashaimed at the youngest of audiences
(for example, the bear wants honey out of the tree but has to trick the bees in order to get it).

Definition of the conflict

Conflictrefers to some fornof friction, or discorarising within a group when the beliefs actions of

one or more members of the group are either resisted by or unacceptable to one or more members of
another group. Conflict can arise between members of the same group, knowwtraggoup conflict

or it can occur between members of two or more groups, and involve violence, interpersonal discord
conflict. Conflict in groups often follows a specific couReutine goup interactionis first disrupted

by an initial conflict often caused by differences of opinion, disagreements between members, or
scarcity of resources. At this point, the group is no longer united, and may split into coalitions. This
period of conflid escalationin some cases gives way aaconflict resolution stageafter which the

group can eventually return tmutine group interaction.

M.Ajit notes there is no single universally accepted definitiosamfflict. He notes that one issue of
contention is whether the conflict issituationor a type ofbehavior

Citing a review of definitions @rganizational conflictgr 1990 byRobert A. BaronRakhim notes the
following common elements in the definitions of conflict:

there are recognized opposing interests between parties in a situation;

there must be deliefby each side that the other one is acting or will act against them;
this belief is likely to be judted by actions taken;

conflict is a process, having developed from their patgractions
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https://en.wikipedia.org/wiki/Intragroup_conflict
https://en.wikipedia.org/wiki/Scenario
https://en.wikipedia.org/wiki/Behavior
https://en.wikipedia.org/wiki/Organizational_conflict
https://en.wikipedia.org/wiki/Robert_A._Baron
https://en.wikipedia.org/wiki/Belief
https://en.wikipedia.org/wiki/Interaction

Building on that, the proposed definition of conflict by Rakhim is "an interactiveepsamanifested in
incompatibility, disagreement or dissonance within or betwaenial entities'Rakhim also notes that
a conflict may be limited to one individual, who is cadéld within himself (the intrapersonal conflict).

To take another definition of comét, Michael Nicholsordefines it as an activity which takes place
when consciousdings (individuals or groups) wish to carry out mutually inconsistent acts concerning
their wants, needs or obligations. Conflict is an escalation difagreement which is itscommon
prerequisite, and is characterized by the existence of coitfibvior, in which the beings are actively
trying to damage one another. Rakhim lists some manifestations of conflict behavior, starting with
disagreement, and followed by verbal abuws® interference.

Conflicts can occur between individuals, groups amgoizations; examples includgarrelsbetween
individuals Jabor strikescompetitive sportsorarmed conflicts

Types of caflict

When the Expert byexperience is looking for theource of a conflict, it's important to
remember that the different types of conflict reflect where the conflict originates (internally

or externally) and the number of people involved (personal or group).

Interpersonal Conflict

Conflict that exists between two people is callaterpersonal conflict The conflict is external to each
person (hence the 'interprefix) and exists only between the two people. Interpersonal conflict can

be seen ay time two people disagree on a topi/e see it in people as young as toddlers when they
fight over a single toy and as old as two nursing home patients when they argue over politics. Because
we have different likes and dislikes, enjoy different thingsd asiew the world from different
pergectives, interpersonal conflicts are bound to happen.

Intrapersonal Conflict

Remembering that the prefix 'intrameans originating internally, you can see thiatrapersonal
conflict is when you feel conflicted aboybur own thoughts or actions. Maybe you've always told
people they should help the homeless and then, when you see a homeless person on the street, you
become afraid and turn away. The disconnect between your words atimhaanay cause internal
turmoil.

How the Expert b¥perience respond to and resolve conflict will limit or enable his/her success.
Embrace Conflict as a Source of Growth and Transformation

Conflict can come from a variety of sources:

1 Goals Conflict can happen as a result of conffigtigoals or prioritieslt can also happen
when there is a lack of shared goals.


https://en.wikipedia.org/wiki/Social_entity
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https://en.wikipedia.org/wiki/Disagreement
https://en.wikipedia.org/wiki/Argument
https://en.wikipedia.org/wiki/Labor_strike
https://en.wikipedia.org/wiki/Competitive_sport
https://en.wikipedia.org/wiki/Armed_conflict

1 Personaliy conflicts. Personality conflicts are a common cause of conflBimetimes there
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1 Styles People have different styleour thinking style or communication style might conflict
gAU0K &2YS0o Ry stydef od the® Zominuikation stylélhe good news is that
conflicts in styles are easy to adapt to when you know how.
f Values Sometimes you will find conflict in valueShe challenge here is that values are
core. Adapting with styles is one thin but dealing with conflicting values isather. ¢ K I (i Q &
why a particular business, group, or culture may not be a good fitforyoii. Q& | f 42 GKe ¢
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The Expert by experience as to properly identify the conflict he/she must listen to the
opinion of both sides

4.3. Conflict management strategies

The perceptionand the perceived conflict (how you see conflict,) is followed by the choice of the
intended way of handling the conflict. In this case, the Expert by experience has to decide/kbev h
intend to count the unfavorable situation for him/heg solve the existing problemWhen resolving
conflicts, she/he can strive to achieve his/her own goals by being driven bytee#ist and by taking

into account others. (Bakacsi, 1998)

Accordng to what conflict management strategy the Expert useagitally defines the following two
aspects:

9 To achieve his/her personal goals
1 Maintaining a good relationship with the other person

According to Filley, man's behavior in a conflict situation can be characterized valgidtion and
seltsufficiency (how wk do you know, and control yourself ), as well as tbsultsorientation and
relationshiporientation dimenions.

The skills to be used in the contact phase.



Along with aspects of what is being done, we need to look at how to do it.

Thus, at this stagea number of skills are needed, such as the abilitcaenmunicate, empathy,
sincerity, interest, respect, worry.

The skills of listening and reacting (both the position and the language of the body) to what is to be
communicated requires that obedience lmone "with ears for words and eyes for body language"
(what does the assistant feel, how he perceives others, what are his aspirations and goals).

In order to be sure that the Expert by experience interprets the words or feelings of the assistant well,
must be checked from time to time together with it bymsmarizing the message received and
connecting some aspects that the assistant did not tie (you can use expressions such as: "What you say
to me means .... | understand that ..." etc.). Sometimes tyee by experience might feel inclined to
convey sympthy to the assistant, but it is known that attention means empathy, not sympathy!

9 1.Seltassertion the individual seeks or realizes his / her interests in pursuit of his o
ideas and decisi@while observing the interests, intentions andspirations of others.

9 2.Selfreliance assists the other's intentions and aspirations, while renouncing their
own needs

I 3.Resulorientatiort a strong driving force, success, and good perforcea

I 4. Relationshiporientation motivates the good relationship with others. A person in t
eye of the relationship is willing to give up his or her
interea & FyR | O0OSLIi GKS{DPk$s
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Based on the above dimensions, Kenneth Thomas (1976) distinguishes between five types of conflict
management styles: Most people usé fale strategies in the context of a conflict, but each one is
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The Thomas Kilmann Conflict Mode Instrument is a model for handling conflict:

How a person responds and resolheesflict will limit or enable that person's success.
Individual strategies can not be categorized in themselves, at all times depending on the degree to
which they prove effective. (SzeksllRA X M pdp 0

Competition: ("If possible, free'yelfvalidating ad noncooperative. It signifies behavior that forces
one party to the other, even at the expense of the other party.

A winnerlosing position emerges, which is characterized by the rivalry, poVesr

It can mean a stand for our own right, the protectiof a perceived position, or simply the pursuit of
victory. (Tuska, 2000) Conflict is a game for the participants to win, only know the winning / losing
position. This type often applies the threat, seming, persuasion, and indirect pressure as negatjat
tactics.

Problem solving ("Work together the solution§gltvalidating and collaborative at one time. Both

parties strive for the full accomplishment of their goals and interests, openly colh&le dpinions,

information, the bases of their viewshare their causes with each other.

The conflicting problem is considered to be a challenging one, seeking a solution involving both parties.
(Tuska, 2000) Its application leads to a winwamning podion, but it takes a lot of time and effort.

0 D& | 198NTIhe parties mutually assure each other's-isdiince, assuming acceptance of self
submission as required. This strategy requires cooperation, openness, empathy and tolerance. When
sharing intenitons, needs and ideas, the sexual relationship magobee closer, and it is possible to
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Avoiding: ("Let's leave it All"Not selfvalidating, norcooperative. It does not even force its own

goals, it avoids confrontation with others. $hhay be due to the fact that previous conflicts have left

a deep, negative mark on it, or that it considers the conflict as a destrumti#eYou may find it very

difficult or you do not consider the question really important. It strives to maintainbl@ance of

harmony, aiming to maintain the current status quo. If collision is inevitable, it only uses bureaucratic
means to survive. Ifere is no way to retreat, you will be condemned to enforce your interest. (Tuska,

2000) Sweeping the conflict unddre rug means that the opposing parties have no opportunity to

come to terms with the other's views and feelings, so the latent probletidwihere and then they
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Adaptation: ("Only afteyou"): collaborative and not selfalidating. An individual renounces his or her
own intentions to make the other party's intentions enderit. Substantially subject to subordination,
permissiveness. (Tuska, 2000). His rejection stems from fear, constaitact, after a deliberate
decision, helping the other party achieve his goals. If adaptation is not based on one's own decision,
the tension accompanying sedtimulation can cause a disproportionately strong induction reaction.
Adaptation at all cas is a challenging strategy, as the internal force needed to resolve everyday
conflicts does not develop properly. Those adopting an adatrategy often do not undertake a fear

of losing their relationship, loneliness, thus jeopardizing the uniquersess integrity of their
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Compromise searcimoderate selreliance and moderately eoperating. Applyingthe behavior of
building the "golden middleway". Its purpose is to use a viable and mutually acceptable solation th
partially satisfies both parties’ intentions. No one really can win today, but nobody loses everything.
(Tuska, 2000)Vith compromisestelationships can be maintained because the parties are listening to
each other and try to reach a compromise thaeeyone believes is fair. They are using techniques like
bargaining, reducing differences, voting. (Bakacsi, 1998) This strategy offerartaropportunity to



search for better solutions, does not compromise, but often results in short, fragile equilibBy
changing the balance of power, the stronger is the attempt to use the winning / losing method.
Ol 2NPILEKS S HANHO

Notice that thestrategies presented reflect a viewpoint of one side of the conflict: its beliefs about the
nature of the problem, & willingness to cooperate, its attitude towards the other party. In a conflict
situation, most people have a dominant attitude, but thised not imply exclusivity, because the
behavior of an individual depends largely on the particular situation. (BaH£98)

Conflict resolution is based on interaction, so the parties necessarily influence each other in what style
they use. (Tuska,2000)

All five conflict management methods are useful in certain situations. The effectiveness of a conflict
management stitegy depends on the requirements of the particular situation and depends on how
skillfully it is used. Everyone can use all five modes.

4.4. Conflict management strategy used by the Expert by Experience in different
situation

Applying Competing:

wWhen it is vitally important for fast, decisive action (eg in emergency)
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costs)
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certain we are right

w {d8fénFe against people who want to benefit from a rympeting
style.

How totroubleshoot:
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compromise solution

w 2 KSy (it $hdeBstandlearding (eg controlling your own
assumptions) or understanding the other party's thinking
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other's point of view with ours
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negotiation of interests
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Use of avoidance:
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important issus.
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that is impossible to change)
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reduce the voltage level or to give time to oelhges.
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fundamental problem.
Using adaptation:

w 2 KSy Al ativelzxghaét rightduie aré irong, we accept the right hypothesis. When v
learn from someone when we want to show our understanding.

w 2KSYy (KS A 3&a dzSthdother ya2tNBy dding thig, M@ rhegt the feds of the
other party and maintain further cooperation
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compete, we only lose our position becauge are losing and we want to minimize our losses

w 2 KSy jularly imaortdrdl-foddis XoGnaintain harmony, stability, and / or avoid breaking.
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should evolve.

Comproming Finding:

w 2KSy 32 f a amtblibdo Mok aktaidth efforyorJaddBup that would be associate
with a more sehreliant style
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times of need
w 2KSYy ySAGKSNI (KS condpehtion dSe¥ notipotiudeithé Hesisee rdsultivie S
can still retire here

4.5.Conflict Resolution Skills needed to be used by the ExpErd®yience
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Conflict resolution is a critical managerial skill that is often underrated. This short training explores the
factors that dive conflict and ways to effectively intervene and facilitate positive outcomes in often
emotive situatons. By learning to identify conflict in its early stages, the Expert by experience will be
able to respond with confidence and effectively manage dcirdituations before they escalate.



Upon completing this course, the Expert by experience will beeata:

1. Identify the different types of conflict

2. lllustrate the positive aspects of conflict

3. Provide examples of positive ways to deal with conflict

Active Listening Skills used by the Expert by experience in cordictiution:
1. Use active learning skills when dealing with conflict
2. Choose appropriate communication tactics when dealing with conflict

3. Create asable plan for managing conflict

Active Listening Skillsactive listening skills as a means of reaching a resolution.

'Active listeningmeans, as its name suggests, actively listening. That is fully concentrating on what is

being said rather than jus LI a&aA@St @ WKSFNAY3IQ 0dKS YSa.
Active ligening involves listening with all sense&s well as giving full attention to the speaker, it is
AYLRNIFyYyG GKFEG GKS W Ol A @S- othehwdsél tBeysSebkBr maydocludd 4 2 Wa S
that what they are talking about is uninterestingttee listener.

Interest can be conveyed to the speaker by using both verbal andvexdral messages such as
YEAYUGlrAyAy3 SesS O02yidlFOiGxX y2RRAYy3a @2d.2NX KSWRYYYR
KYYQ G2 SyO2dzNI 3 By piokiding tisiifeedb@c®’ yhé peysaizSpeaking will usually

feel more at ease and therefore communicate more easily, openly and honestly.

Communication Problems and Skills

There are many reasons why interpensd communications may fail. In mangmmunications, the
message (what is said) may not be received exactly the way the sender intended. It is, therefore,
important that the communicator seeks feedback to check that their message is clearly understood.

Themost effective communication stratégg A a OF f t SR alL YSaal3ISé¢ AyadasSt
this you can avoied conflicts to appear, as you are revealing your feelings, desires, needs instead of
blaming, or pointing to the other as being the causeo& LINR 6f SY® 9ELJNofnot FSS¢
OrfftAy3a YSé:Z AyadSIR 2F a ,2dz FNB ANNBalLRyaAotsS
discussed further in the communication chapter.
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5. The importance of time management in racticeof the Expert by

Experience

5.1. What time management means

The main objective of the Expert by Experience is to increase the life quality of people with disabilities
by eliminating, solving and mitigating their life problems, supporting theialitg of appropriate skills

for the labour market, their guidance for placement to a protected or open labour market. Because of
the diversity of the problems nature, it is a difficult work which requires effective organization and

time planning.

Time limts the duration of life and pnides a framework for our capabilities. It is characterized in

particular by the fact that:
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Even though many people complain about the lack of time, we often use it inefficiently.

Every expert by experience should have an objective evaluation what is in his powehanke has
to reject kecause everything that is related to the work of an expert by experience is time consuming.

When planning your time, he/she must take into account the time:
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Time cannot be lead, only can be affected the usintinoé by your own abilies and activities. For
experienced experts from the aspect of efficient time using, we recommend to analyse the time and

prioritization.



Time Analysis

How do you spend your Do yourself aletailed survey of activities, which you realise during work
workingdays innowadays? day. Focus more on regular activities.

How much time do you give to| Which activities do not bring any effect in the frame of your wotkey
irrelevant things? do not connected to your work and in the same time they do not conr
not even to some minutes relax.

How long do you succeed to | Observe how long time period you succeed to receive and
concentrate? concentrate to certain task without goirayvay or doing something else.

Which things take you lat of Identify activities which you can elaborate, respectively to solve qu
time and opposite which ones | and activities which you need a longer time for elaboration.
are your strengths?

Prioritization

Sort tasks by importance according to time. Decide what is important and whatagbiuities are
insignificant. Assistance in choosing can be provided by answers to a few simple questions:

Wha? When? For what? When yes, you should not postpone it any longer than necessary.
Why?

Is given task urgent?

Does the task require your | If so, the activity has high priority.
immediate attention?

Are immediate benefits for This criterion beomes to be relevant until the moment when we have to
work? give priority to one from several tasks, which are from loegn aspect
equally beneficial for us.

What is the norfinancial The response for this question depends from yotelinal motivation
value of this work? regarding the concrete task. It is related to the human nature that it is
better, faster and, more importantly, we are doing things in whice see
the sense.




Correct assignment of tasks and their timing is very important. The fiolgpte@ols can help you when
performing tasks:

a) Diaries, calendarsecord previous and future events,

b) Checklistsserve for thepreparation of consultations/counselling sessions, meetings, negotiations,
serve for repeated tasks and deadlinestfoe establishment of rules or@ertain procedure,

c) Software systems, electronic auxiliary toaectronic diaries, pocket computétablets, laptops,
personal computers, software solutiog®.g. calendars, planning systems.

d) Planning systems @moggers serve to record both short and lorgrm objectives.

The use of particular types of auxiliary tools in the work ofdkpert by experience depends on the
individual ability to work with individual tools and on individual preferences. For sodelwriting
records and planning may be more practical than dealing with technological inventions.

5.2. Timenanagementechnique andtaskplanning

Paret's rule

According to economist W. Pagt20% of the correctly spent time reaches 80% of the tesin
contrary in the remaining 80% of the time spent, is obtained only 20% of the total output results. Or,
80% of theincorrectly spent total time will bring only 20% of the results from the total output.

20% of
xO results
66
\e°
[0)
Common tasks 89 % of
time
xO 80% of
e’é&)
\S results
| N 20% of
mportant tasks time
Paret's rule

The principleknows how to choose just those activities that bring you maximum results. For planning
purposes, it is therefore good to know the nature of all the duties and tasks thatymwently have to
provide.



Eisenhower's method

It represents time planning badeon priorities of importance and urgency of individual work activities
that are divided intdour-time quadrants. According to them, we can determine from the total amount
of time we have to meet the objectives:
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Urgent Non-urgent

I. time quadrant . time quadrant
‘% For example For example
£ Crisis client situation Healthy lifestyle
< Phone call from important client Carrying on clients
E Project, with the deadline tomorrow Planningactivities of experienced

expert

[Il. time quadrant IV. time quadrant
% For example For example
‘g Disturbance from a colleague Long discussion on meetings
g— Beeps SMS and mails Time rubbers (Facebook ...)
= Purchase of Office supplies Frequent work breaks
o
Z

The essence is the assutigm that importance always prevails over urgency. In this respect, it
differentiates the tasks that the Expert by Experience:



must do

(important, but not urgent) = tasks of the Il. Quadrant, require more complex prepar
and often relate to longerm objectives, the experienced expert should fulfil théwwm afeeling of
moral responsibility, not to postpone them but to distribute them to shorter timeperiods so tha
he/she does not get into time pressure

(urgent but not important) = tasks of the Ill. Quadrant, the basis is to consider
deadline for fulfilling the task in relation to the sense and importance of the task

(not important and not even urgent) = tasks of the V. Quadrant

An important factor in time management is to avoid-called"thief of time." It is important for
everyone todetermine what his thief of time is. It can be, for exampl&eguent interruption of work

when we start working on a specific assignment during which we add a second task to ourselves, and
a colleague calls us to ask us to resolve the next situatina.ddnsequence of such an effort can be
tiredness, exhaustion and waste of time. For the otlieequent time thieves, we find coffee,
cigarettes, internet, mail, or talking to colleague$hese are pleasant activities that do not necessarily
represent a shstantial disruption of our working time when properly dosed and usgohstantly
waiting for somebodywho goes late, whether on counselling sessions or business meetings, is also a
thief of time.

5. 3. Stress and its impact on the performandadetxpeat by Experience and
prevention of stress reduction

Stress is an undesirable part of everyddée. Most people try to ignore the symptoms of stress until
they show up for health. Just because we consider it necessary to deal with stress even in thfe case
an expert by experience.

Everyday situations burden us with varying levels. These sanmemental requirements, similar or
equal situations induce our different responses and different high voltages.

Shortterm stresscan positively affect the bodyut long-term can cause illnesses over time. Leng
term stress affects both mental and physical health. The stimuli that cause stress can be any situation



in which the organism is deflects from an equilibrium state. Some people respond to the situation with
apathy, andrelinquish, others with quandary, or else with aggression, or they decide to handle and
deal with the burden situation.

Excessive or
lack of
external
stimuli

Lack of time
to perform
working tasks

Stress
inducer

Unfavorable
interpersonal
working
environment

Inappropriate
working
environment

Stress can also be positive because one activates to activity, which can be beneficial for health
(eustress) but alsanhealthy (distress). It is just that distress causes the body to become less and less
able to restore the balance between tension amdaxation andappear the problems of a different
nature (physical, psychical, behavioural changes).

5.4.Stress manageent strategies

You can use the following approaches to manage stress or to prevent stress:

w WSRdzOS (KS ydizMtrsNaridgthe day, NB a & T dz
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attitude, relaxation).



Change the
thoughts that cause
stress

According to Albert Ellis psychotherapist, t
main reason for psychological difficultiaad
stress are irrational thoughts, thought
patterns (for example, | have to try to be
recognized beveryone). These formulas ar
instilling us by the closest surroundings as
early as childhood, and later are added by
authorities.

9 Look for your inner sessors,
identify them, and be aware what
ideas you feel in a stressful
situation

w 5A &0 NR&r chréctnass
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and attitudes throughout the day

Compensate self
assuredly with
claims of others

At work, we are exposkto various claims,
demands and expectations (high efficiency
work, good mood, listening tother
problems, conflict resolution).

w .S gl NBE gKI i
particularly putting you down

w RSTSYR @2dz2NREST
environmental pressures and tell
exactly with what and to what extenc
you can help (assertive refusal,
legitimate defending yoursg)l

emotional states

particular stressful situation.

w tN}OGAOS &2dzNJ
way
Eliminate negative | It is about obtaining stress resistanceina |w [ SI Ny 2y S 27F

technigues that will help you fix the
feelings of aelaxed body, resting
breathing, pleasant inner images
w Ly adiNBaa &2dz
word and you will experience a
feeling of relaxation

Improve
communication and
cooperation

It is concerning the use of communication
skills in practice irarious burden and
stressful situations.

w .S adFFAOASYT
communicate with clients
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the arisen problems
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solution, they will reappear at the
appropriate opportunity

a L

Increase your
gualification

To the effective methods of stress
management include also a critical analysis
their own professional knowledge, skills an
competences and their correctn. Many
people admit that they are getting stressed
because they haveot learned how to
properly divide and plan their time.
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professional knowledge, skills and
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6. Individual work dExpert byExperience with people wittisabilities

Experts by Experience should be able to capable in working with people with disabilities individual by
individual. Individual work should contain a Needs Analysis on client neelddeanands, promoting

client motivation, development of se#ffficacy and an individual action plan. Each individual has
separate characteristics based on his/her type of disability, living circumstances, economic conditions,
educational background, famibjtuation, etc. These factors are causes of individual idiffees and
SELISNI& 68 9ELISNASYOS &aK2dA R &0 NI 6AGK RSGSNI)AY

cdmd LRSYGATA Ofroinihe aspett of thOdishiBiy iype O y SSRA

E>perts by Experience should recognize well i@ A Sy da Ay GKS FANBRG Ayadly
needs should be identified before working with them. Needs can be identified via some channels:

x  Interviews with the client/caregiver
x Interviews with fanily and friends
x  Daily observation of activitiemnd data gathering
Experts should address the needs of clients and their families in a holistic way. This means that the

assessment focuses on the whole person and their entire-lvefig, including physicaémotional,
spiritual, mental, social and engimmental.

The Expert by Experience can implement Client Needs Identification in different ways. One option is to
process the interview results intoveritten form of the client profile. The written form is pppriate
because the client can take it homepnsider, highlight important information, and outline the
following steps.

Based on the analysis of the obtained data, we can create a complex, specific targeting characteristic
of the individual, which becoes a part of other Expert yxperience recommendations.

V¢ALA T2 N Indedigws dithihe gliantsare provided below:



Gently support your clients tq Assist clients to set realistic
take responsibility for their goals (priority goals, loRgerm
own problems/needs. or shortterm goals)

Explain to clients what you al _ _
trying to find out and why. Enquire about past hobbies

and current preferred
entertainment.

Try to find a common interest
to talk about or break the ice b
observing something in or Listen attentively and let
around where the interview is clients talk; you may find out
taking place e.g. pictures on t things you never thought
wall, a piece of furniture, about asking.
magazines etc.

Needs of PWDs vary with respect to their type of disability although all of them have some needs in
common.

Deaf/Blind Osabilities

A deafblind person cannot see or hear to some extent. This results in greater difficulties in accessing
information and managing daily activities.

Here are some tips on serving customers who are-téad:

® Don't assume what a person can @annot do. Some dedflind people have some sight or
hearing, while others have neither.

m  Don't refer to the disability, and never use phrases like" handicapped”.

m A deafblind customer is likely to explain to you how to communicate with them or give you
an assistance card or a note explaining how to communicate with them.

®  Never touch a dealblind person suddenly or without permission unless it's an emergency.

Intellectual Disabilities

People with intellectual disabilities may have difficulty doing mamyg$most of us take for granted.
These disabilities can mildly or profoundly limit one's ability to learn. You may not be able to know that
someone has this disability unless you are told, or you notice the way people act, ask questions or use
body languge. Be supportive and patient.



As much as possible, treat your customers with an intellectual disability like anyone else. They may
understand more than you think, and they will appreciate you treating them with respect.

Here are some tips on servikngsiomers who have an intellectual disability:

Don't assume what a person can or cannot do.

Don't refer to the disability, and never use phrases ltk@ndicapped".

Use simple words and short sentences.

Make sure your customer understands wlyatu've said.

If you can't understand what's being said, don't pretend. Just ask again.
Give one piece of information at a time.

Be polite and patient.

Speak directly to your customers, not to someone who's with them.

LR S R R 2R I 2R 2

Learning or Cognitive Disabilities

Learning disabities can result in a host of different communications difficulties for people. They can
be subtle, as in having difficulty reading, or more pronounced, but they can interfere with your
customer's ability to receive, express or process infaion. You maynot be able to know that
someone has one of these disabilities unless you are told, or you notice the way people act, ask
guestions or body language. Be supportive and patient.

Here are some tips on serving customers with learxiisgbilities:

# Patience ad a willingness to find a way to communicate are your best tools.

# When you know that someone with a learning disability needs help, ask how you can best help.

# Speak normally and clearly, and directly to your customer

# Take someime - people with some kindef disabilities may take a little longer to understand
and respond.

# Try to find ways to provide information in a way that works best for them. For example, have
a paper and pen handy.

# Don't refer to the disability, and nevesa phrases likehandicapped:

# Be courteous and patient and your customer will let you know how to best provide service in
a way that works for them.

Mental Health Disabilities

People with mental health disabilities look like anyone else. You won't knatythur customer has a
mentalhealth disability unless you're informed of it. And usually it will not affect your customer service
at all.

But if someone is experiencing difficulty in controlling their symptoms or is in a crisis, you may need to
help out.Be calm and professional atet your customer tell you how you can best help.
Here are some tips on serving customers who have mental health disabilities:



Treat people with a mental health disability with the same respect and consideration you have
for everyone else.

Be confident ad reassuring, and listen to your customers with a mental health disability and
their needs.

If someone appears to be in a crisis, ask them to tell you the best way to help.

Take your customers with a mental heatilsability seriously, and work with theno imeet

their needs.

Physical Disabilities

There are many types and degrees of physical disabilities, and not all require a wheelchair. People who
have arthritis, heart or lung conditions or amputations may dlaee difficulty with moving, standing

or sitting. It may be difficult to identify a person with a physical disability. Be patient. Customers will
identify their needs to you.

Here are some tips on serving customers who have physical disabilities:

# Speak normally and directly to your customer. Dapéak to someone who is with them.

# People with physical disabilities often have their own ways of doing things. Ask before you
help.

# Don't refer to the disability, and never use phrases ltk@ndicapped:

# Be patient and be sure you understand their needs.

# Don't touch any assistive devices, including wheelchairs, unnecessarily unless it's an
emergency.

# Provide your customer information about accessible features of the immediate environment
(automatic doorsaccessible washrooms, etc.)

Speech Impediments

Same people have problems communicating. It could be the result of cerebral palsy, hearing loss, or
another condition that makes it difficult to pronounce words, causes slurring or stuttering, or not being
able to express oneself or understand written or kpo language. Some people who have severe
difficulties may use communication boards or other assistive devices.

Here are some tips on serving customers with speech impediments:

® Just because a persdras one disability doesn't mean they have another. Famgde, if a
customer has difficulty speaking; don't assume they have an intellectual disability as well.
If you don't understand, ask your customer to repeat the information.

Don't refer to thedisability, and never use phrases likendicapped".

If you ae able, ask questions that can be answered 'yes' or 'no'.

Take some time. Be patient apdlite andgive your customer whatever time he/she needs to
get his/her point across.

Don't interrupt orfinish your customer's sentences. Wait for them to finish.

H Pdience, respect and a willingness to find a way to communicate are your best tools.
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Visual Disabilities

Visual disabilities reduce one's ability to see clearly. Very few peopléeotaity blind. Many have
limited vision such as tunnel vision, where agmn has a loss of peripheral or side vision, or a lack of
central vision, which means they cannot see straight ahead. Some can see the outline of objects while
others can see the diction of light.

Visual Disabilities can restrict your customers' abditio read signs, locate landmarks or see hazards.
In some cases, it may be difficult to tell if a person has a visual disability. Others may use a guide dog
or white cane.

Here aresome tips on serving customers who have visual disabilities:

& ldentify yaurself when you approach your customer and speak directly to them.

Speak normally and clearly.

Don't refer to the disability, and never use phrasike "handicapped".

Never touch your customer without asking permission, unless it's an emergency.

If you ofer assistance, wait until your receive permission.

Offer your arm (the elbow) to guide the person and walk slowly.

If you're giving directions orevbal information, be precise and clear. For example, if you're
approaching a door or an obstacle, say so.

Don't just assume the individual can't see you.

Don't leave your customer in the middle of a room. Show them ¢bair orguide them to a
comfortabk location.

Identify landmarks or other details to orient your customer to the environment around them.
Dont walk away without saying goeloye.
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Civilization diseases

Next group of persons with disabilities is composing from persons with civilizationsesée.g.
oncological diseases, diabetes mellitus, locomotor/skeletal diseases, etc.), these persons were
recognized by decision of the competent authorities as the citizens with disabilities, and they are liable
to dispensary care, they have reduced rafeability to perform a gainful activity, but they want and

can work and they are applying for the work.

Tips for providing services to clients:
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3 Encourage participation in .
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dynamics and lifestyle. (concerts, major events, relative's preferen?:es
and bus trips). :

Provide information about
: : Liaise with family when the range of activities and
= %'gﬁ:gg)lrsand 22 developing individual actio choices available through
: plan. the training/counseling
program.

3{2YS LINI OGA Ol f Infarkatidn thibyNClieht GbseSaidhy 3 rivdledlbElow
(in daycare centre):

Observe client interactions with peers at meal times.

Take note of verbal and neverbal communication.

b2GA0S Ot ASYyidiQa Y2o0AfAde RdzNR
needs assistance to stand up, unable to go to the toilet alone,
able to drink from cup but not able to pour drink.

Classify recreation assistance required e.g. supervision, escorting,
extra support, wheelchair required.

Consult other employees that come into contact with client e.g.
domestic staff, gardeners, volunteers, Chaplains, and others.




vV  Tips for Needs Analysis Questions

A needs assessment should include personal information of the client, as well as his/her reason for to
apply to you for training/counseling/mentoring. So, you should prepaestions which target his/her
educational background, economic circumstances, dioy conditions, psychological conditions,
family relations; as well as his/her weaknesses and strengths, types of professions he/she would like
to work in, abilities that coadl be improved, his/her willingness to work etc.

Needs analysis questions of tR¥D should be asked to either himself/herself; or his/her caerers,
family members, friends etc.

In order to recognize PWDs, gquestions in the scheme below can be asked:

What is your
household
income?

Do you think you
need theoretical

knowledge rather

than practical? Or

do you think the
opposite?

What type of

WEELQESSES

do you think
to have?

yourself? An

introvert or
extrovert?

What type of
professions
do you like?

What type of
activity is more
suitable for
you: active or
passive?

Needs
Analysis
Questions

hat strength3
do clients

have? What

remaining

abilities can be

improved
upon?

What is your
educational
background?

Who do you
live with?

What do you
want to do in

future?

Which legal
rights do you
take
advantage of
as a PWD?

What barriers, real or
perceived, could affect
social/leisure
activities? E.g. unmet
emotional needs,
family estrangement,
painful memories,
mobility issues and
other issues.

These questions are just some examples. An expert should be able to deweheptarget oriented
guestions for interviews.



Topic of the introductory interview:

1 Getting information about the client's wishes and ideas in connection with his/her continuing
education

1 Getting information on whether he has taken any steps indhésa- he or she has enrolled in
a trainingcourse orstarted studying specific literature and how he/she is assessing these first
steps, what all he/she is above.

1 The client should be failiar with the course of complete counseling, with the expected
number of meetings and their duration, with that and how the getting data will be presented
to him/her and what information he/she can get for himself/herself.

6.2. Client motivation

Motidl GA2y OFYy ©6S RSTAYSR Fa @ATDEKSIYAWBRa 21F0 F deif SIDKS A
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promoting them for learning required abilities and knledge and increase their willingness to be

taught. Studies indate that motivation of learners is so important in education. Experts of Experience

should;

wstart with having a better understanding in persons with disabilities; knowing their
personal characteristics, talents and motivation levels.

walways encourage client engagement in learning activities.

wbe enthusiastic and should have a sense of humor when teaching. ]

wset their expectations as high as possible. This will cause them to be more enthusiastic,
creative and caring, respectful, having more flexibility in instructional styles

~

wknow the features of the type of disability.

walso know his/her own personal traits well.

EEEE:

The objective of Expert by Experience is to find ways how to help the client get to know, start an
consequently use all of his motivational resouredmth externally as well as internally. However,
his/her own internal motivation is the right "driver" for the client, which is more important for the
realization and subsequent maintenance and permameeaf the changes.

Life is determined by constant changesiiBan organization and an individual have to be able to
respond effectively to changes in the external environment. The flexibility and competitiveness of
each company or organization is direcffected by the level of education and experience of wosker

who are working in it. The process of change begins by becoming aware of the need for change.
However, people are from their nature contradictory to changes. If they have to accept the change,
they have to be motivated.



Motivation is the power which dres person to the activity, consequently also to learning. Motivated
people want to work the best they know, and they want to work like that, not for "someone" but for

themselves, for their feelingithin oneself.

There are two types of motivation that play important role in the working motivation of individual:

- Internal motivation- selfmotivation

- External motivation e.g. motivation by employer, family, acquaintances, friends, advispgrEx

by Experience, etc.

Motivation strategies:

To support client
initiative

To assist in
determination of the
objectives, to support
elaboration of plans

If necessary to use
motivational groups,

people in groups bring
better ideas

To emphasize and
support the
development of the
client@ personality
strengths

To point out progress, ta
appreciate development
in decisions and
proceedings

Support in
manifestation of
interest



The Expert by Experience can use the following methods to develop motivation for people with
disabilities:

«Outlining the problem, iniciation of interest in its solution

uMotivation factor is competition, enjoyment from play, from
competition, relaxed atmosphere

Attraction of tasks wdJnconventional, interesting tasks, mysteriousness, dramaticness

Competition «Possibility of obtaining a reward

uI'he client proposes his own solutions, chooses his own pace of

Programmed learning st

uSubmitting the proposals of solutions to the problem,

Bramstormlng alternatives without criticism

wWorking in groups, using group dynamics and group spirit, social

Cooperatlon interaction in a group

atilization of sociapsychological process and group events, use
of group pressure

Group Dynamics

RIS el Aol Rolo] [STeilY/S sawareness of your activities objective, moving ahead from one
principle objective to next objective

6.3. Development of client sadfficacy

First developed in 1977, saifficacy id y AYLER NI yd O02YLRYySyid 27F ! f 0SSN
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produce desired outcomes in specific situations. Sehgidgments are highly context specditd tend

to influence which activities people will attempt, how much effort they will put into the activities, how

long they will persist at them, and their emotional responses while involved in the activities.

Sef-efficacy is the extent or strength ohe's belief in one's own ability to complete tasks and reach
goals (http://en.wikipedia.org/wiki/Seléfficacy), or one's belief in one's ability to succeed in specific
situations

It differs from general confidencegelfesteem locus of control and othgrsychological concepts: it is
specific to the goal in question, so is najeneralizedselfview.

Self-efficacy is important in employment advice because:



1 by expressing their level of confidence in specific emplentfocusedtasks, clients can
choose athways to employment at which they are more likely to succeed

1 by applying methods that improve salfficacy, expert by Experience can help clients to
become confident and capable of tasks that previoeslyled them.

Selfefficacy beliefs regulate humafunctioning through four major types of processes: cognitive,
motivational, affective, and selective. Three major types of-es#itacy have been identified: task
specific sekefficacy, seHegulatoryefficacy, and coping efficacy. Tespecific seHefficacy refers to
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Selfefficacy sources:

uMastery experiences are personal experiences that give people
a sense of accomplishment and a feeling of mastery. By
managing challenges through successive achievable steps,
people develop a sense of mastery.

wVicarious experiences through social modeling are another way
to develop seHefficacy. If people see others similar to
themselves succeed through persistent effort, they may come to
believe they, too, can succeed in similar activities.

Vicarious Experiences

wPeople can lead others, through suggestion, into believing they
have the ability to do what is necessary to accomplish a certain
outcome. While social persuasion is not as effective as mastery
or vicarious experiences, often people can be verbally
persuaded that they possess the ability to master certain
activities.

Social Persuasion

uPeople use their physical and emotional states to judge their
capabilities. An elevated mood can enhance-géfitacy, while
Physical and Emotionalk negative mood may diminish it. People tend to associate
stress, tension, and other unpleasant physiological signs with
States poor performance and perceived incompetence. In activities
requiring strength and stamina, feelings of fatigue and pain
cause sefefficacy beliefs to decrease.

0KS



Examples:
1. Mastery Experiences

Clientsshould be supported to do worocusedactivities that theycan achieve with confidence.
Where there is inevitably a chance of failure as for example in job interviews, they should be helped
to prepare for the possible failure and react in positive ways if it happens.

2. Vicarious Experiences

Seeing another persaor other people successfully completing a task raiseseffitfacy, but they have

to be 'valued examplesSo,people similar to oneself, or esteemed Experts by Experience, can increase
confidence. Seeing people very different fromeself does not havine same effect. This benefit may

lie behind some of the good results achieved in carefully designed grotgeprbh activities.

3. Social Persuasion

People can also be persuaded to believe they are able to succeed. Getting plesitiback from
Expertsby Experience contributes to their belief, provided the feedback is genuine and prompt and
focusedon behavior

4. Physical and Emotional States

Moods, emotions and personal feelings aroused by situations are important effietty. But it is

less thepower of the emotion, than the perception of it and its importance to the client that is
influential. Some people are driven to succeed by their feelings of (say) stress, while others are led to

fear of failure. But learning to cordl emotional responsesas happens for example in preparing for
the stress of interviewsmproves selfefficacy and performance.
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Seltefficacy of persons with special needs increases when they see other similar pe
are able to fulfill a task.

Reconciliation with your limitationsthis is particularly important from the point of
view of citizens with disabilities

Time managementtime planning based on importance and urgency

Application of practical experience in solving real life situations and (re) integration of P
into the interim and open labour market




6.4.Career development plan for a cliemth disabilities

Beforethe development of a career development plan, the Expert by Experience will inform the client
of all the conditions for providing the counselling. The Expert by Experience already at this stage has
to:

1 Know your client'&xpectations,

1 Have a working hypo#sis together formulated and

1 Counselling objectives.
Together, they will agree on objectives, rules, principles, and also on forms and methods of counselling,
the course of the counselling process, the length, the nunobeneetings, the expected conterdand
way how it will be completed.

The career development plan should take the form of written material, because only in written form
the client can whenever return, compare, confront the achieved objectives, contrdutfienent of
the indicated tasks.

Developing an effectiveCareer development plan for a client with disabilitiesjuires a strong
understanding of a number of key issues, including:

B Summary of the individual assessment, including relevant profilindtsesu

B Goals (or objectives);

B The curent employment picture for persons with a disability, and its relationship with literacy,
poverty and broader economic and labor market trends;

B The policies and programs that we already have to promote employment appiGes;

B The current problems anbarriers faced by people as they try to prepare for and enter the
workforce, and what needs to change;

B Knowledge of some current best practices in the field of training and employment for persons
with a disability; and

B D2OSNYyYSyil | yR #tiasGlisthg fio AumdiiRightsrgaties and legislation
and from existing policy commitments.

A comprehensiv€areer development plan for a client with disabilities

Clearly characterizes the baselisituation of the client
Shows to the client his ceer prognosis with the determination of his / her career objective
Names the partial objectives

Names the most important steps to achieve objective as well as small steps to meet the partial
objectives

Determines the time course of each step implementation

Is looking for and names possible risks and obstacles on the way to the objective and
determines possibilities of their prevention or solution

B Points to obstacles that cannot be affectenldafocus on those which the client can influence



B Determines a wagf evaluation and monitoring the fulfilment of the client's partial objectives
and client progress

B Gives the possibility of a revision witldstance of certain time period

Career developrant planning steps
Step 1: Choosing a facilitator

Parents and fatiies can begin the process of perscentered planning for their son or daughter with
a disability by choosing a facilitator. A facilitator needs to be a good listener, work creativebp® sh
the dreams of the individual, discover the capacities withi individual and within the community,
and be a community builder.

A facilitator can be a family member, school staff member, a service provider, or a consultant. It is
helpful if facilitators have previous experience or training on conducting pecsotered planning.
Facilitator training is offered in many states through school districts or other publicly funded programs.

Step 2: Designing the planning process

An initial meetingto develop the personal profile usually occurs several days before thmipig
meeting so the participants have time to reflect on what is shared. The meeting takes about two hours.

Parents/families and the person with a disability will:

# Identify a date ad time for the initial meeting and other followp meetings.

# Determine the place that will be the most convenient for everyone, especially the person with
a disability.

# Discuss strategies that increase the participation of the focus person, the pershnawit
disability.

# Decide who will take a lead in gathering information dgrthe meeting and what persen
centered process will be used.

# Develop a history or personal life story or profile of the focus person by everyone sharing past
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of this information. Critical events, medical issues, major developments, important
relationships, and more may be shared.
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participation, community presence, choices/rightespect, and competence.

# Describe the personal preferences of the focus person. Include both likes and dislikes to get a
complete picture.

# Send invitees the personal profile.



Step 3: Holding the meeting: Implementing the perseentered planning proces

Review the personal profile and make additional comments and observations.
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promote or threaten health.

Share visions for the future. Through brainstormiingagine ways to increase opportunities.
Identify obstacles and opportunities that give the vision a-fiéalcontext.

Identify strategies and action steps for implementing thsion.

Create an action plan. Action plans identify what is to be done, whaavit, when the action

will happen, and when you will meet again. Identify action steps that can be completed within

a short time.

Step 4: Planning and strategizing at tifi@low-up meetings

Work the action plan. Implementing the plan can require pégsise, problem solving, and creativity.
Periodically bring the team together again to discuss what parts of the plan are working and what parts
are not. Once more, identify vé is to be done, who will do it, when the action will happen, and when
you willmeet again.

Make sure that at each followp meeting the team:
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Establishes the time and place of the folloyw meeting;

Establishes the list of participants;

Lists all activies that occurred in the past;

Lists all of the barriers/challenges that occurred

Brainstorms new ideas and strategies for the future;

Sets priorities for the next agreed upon time period (6 months/12 months);
Establishes renewed commitment by those papating;

Lists five to ten concrete steps for each person to follow;

Establisheshe next meeting time; and

Always celebrates the successes.

The Individuatareer development lan will be your main source to follow when developing skills and
knowledge of a PWD and enhance his/her integration to society and economic life. So, itigithe
media of supporting him/her.



7. Group counselling

7.1. Group counselling in voof Expert by Experience

Another form of advisory servid&xperts byExperience offer to unemployed persons with disabilities
isgroup counsellingThe benetis of group counselling for persons with disabilities include gaining new
experience and sociakills in different model situations. Group counselling is based on group

dynamics, active social learning and obtaining knowledge and practical skills bypadersperience,

feedback and handsn experiences.

Compared with individual counselling, group counselling has the following advarftagesth the
participants and experts by experience (counsellor /lecturer):

Members of the group
motivate each other

Opportunity to learn from
each other

Opportunity to help other
members of the group and
also receive help from the

Counseling groups
represent a "miniature
social setting"

Enable working with severa
participants at the same

Create positivte
environment for working
with an expert by
experience

uihe newly-created relationships increase the
motivation of participants

uihe exchange of experience extends the horizon of
individual members of the group

uihe participants can give each other tips, suggestions
and advice which they are more willing to accept from
somebody in a similar social situation than from the
expert by experience

aihe clients can learn new forms of behavior as well as
practice themin a safe environment similar to real
world environment

wefficient in terms of time and cost

wgives the participants the feeling that they are not
alone with their concerns, requirements and needs and,
makes it possible to see that others can be in a similar
or same situation, which makes them feel connected

A disadvantage of group counsellimyaybe that despite the similar lifgituations, the gpup may
include individuals with different presumptions and expectations. Therefore, the suctgssip



counselling largely depends on the professionalism ofBkmert by Experience, who also plays the

role of a lecturer in this procesdn addition to the usual requirements for a professional counsellor
(expert by experience), experts by experience shall also meet the basic requirements for a lecturer and
combine the two in an appropriate way. The doling skills of experts by experienplay a crucial role

in group counselling:

maintaining the
motivaton of group optimal level of

members activity throughout
the process

The qualities of an Expert by Experience i.e. personal, methodological, social competences are
particularly important for the good management of group work. Managingignaork requires the

counsellor to use different communication skills than in the case of individual counselling. The
requirements concerning the expertise of the counsellor also play an important role, e.g. knowledge

of the market in terms of demanded #kiand competencieshe availability of educational institutions

and programmes, situation of the labour force, but also the ability to draft and edit documents.
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to mediateand practice the knowledge and skills, correct and specify them and steer the processes in

the right direction by means of a clear and comprehensible communication. It is always recommended
to combine group counselling with individuadunselling.

In orcanizing group counselling it is important to follow the process consisting of a needs assessment
through planning and implementation to evaluation. Otherwise it would not be clear what are the
needs of the participants and whether thaye met.

Group couselling provided by experts by experience to persons with disabilities can be divided into
three stages that are described below:

Preparation of group Implementation of

Assessment of group
work group work




7.2. Preparation of group counselling
Learning needs analysis

Prior to engaging in groupoanselling it imecessary to assess the needs of the participants, i.e. to
answer the following questions:

) 3

‘ What is the target group of counselling?

. What are the needs of klients for whom we organise the group counselling?

‘ Who is to be included in the group?
‘ What will be the goal of group counsellirig

‘ What sort of problem do we want to address by group counselling?

resources are available for group counselling (spatial, material, personal)?

Addressing these issues is very important, in particular when we are planning a group counselling with
persons with disabilities, because coultisg has to be bilt upon the assessment of their needs. There

are several needs assessment techniques, e.g. a questionnaire, observationwbneasituation or

an interview.

Creating a group

In practice that means toatide on the size and compdsit of the group as well as dhe criteria for
selecting participants. We select clients to be included in the counselling program according to the set
objectives of the counselling program, i.e. what we want to achieve éygdhinselling activity. In cas

of persons with disabilities it is necessary to consider the type and degree of disability.



High number of Optimal number of

participants participants (1015)
wgroup dynamics is wnot everyone is given the Wt is assumed that the
hamepred, oportunty to speak and individual needs will be
wexercises do not have express themselves (due met,
proper efficiency, to time constraints), aallows time to be spent
«zommunication falters, wimited space, with individuals and to
wless ideas are born, wimited possibility to address their needs,
ddess creativity, meet indivifiual needs, @I.enty of incentives
wnsufficient feedback uihe trainer S NG G,
from the participants (counselllq@) position is ur(ee}tive atmosphere
rather difficult- cannot within the group,
always respond, amany ideas are born,
uhigher efficiency

Preparation of theExpert by Experience, preparation of the scope of group counselling

Preparation of theExpert by Experience

A comprehensive and detad written preparation can guarantee up to 90 % of success. The better
the expert by experience is prepared, the easier the work will be. The trainer will appear more
confident and profedgenal and it will make easier operatively respond to changes, prawmse, if
necessary.

Preparation of the scope of the group counselling

When preparing the scope of the group counselling, it is necessary to define several key points and to
logically link the most important ideas. The key points have to be repsatsdphasized, especially
because the human brain tends to better remember information after being repeated at least 3 times.
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Tell them what you are going to tell therg Tell them¢ Tell them what you told them




wtitle

wgoals

wraising interest in the topic
wmotivation

wintroduction to the theme

wmain learning points

wmethods

wteaching aids and didactic equipment
wguestions, anticipated answers

Core
Tell them

wsumarising the key points

_ wcontrol questions, feedback from the participamtsvhat they did not understand,
Conclusion what topics would they like to come back to

Tell them what

you told them

7.3.Implementation and evaluation of group cseatiing

The group work consists of three phases: the introductory phase, the core of work and the concluding
phase.

In the introductory phasehe participants get ready to receive new information. The aim is to create
an appropriate atmosphere, to win ¢hattention of the participants and to establish a working
relationship with them.

Regardless of the length of group counselling (4 hours or several days), the introductory phase always
consists of the following parts:



. waddressing the participants for the first time
Opening wthe goal is to raise their interest in the activity

Introduction of the expert by [RellEadigpECE Ryl
experience, counsellor

wintroducing the scope of the program
wintroducing the goal of the program

Introduction of the group

activity

wintroducing the participants (name, education,
Rlidee [Fleri ol Nel RialeN e Rl (w1 o =1t profession, hobbies, reasons to participate)
wintroducing the expert by experience/trainer

w introducing the schedule of group work,

winformation on rest breaks, canteen, sanitary
facilities etc.

Organisation of the group
activity

wWhat do | expect from the goup activity?
Expectations wHow do | want to contribute to it?
wWhat are my biggest concerns?

Establishing group rules

The resit of the introductory part is theagreement upon the group rulesThe rules should be put/
hung in a visible place to make sure all participants can see them throughout the entire group activity.

keeping the length of
schedule breaks

addressing
each other

confidential
information

respecting using cell
each other phones




The group rules should be adopted togethethwthe participants upon a group consensus. The group
may agree pon the length of the activity, length of breaks, on the way they address each other, on
the use of mobile phones, respect for each other, ftistlosure of confidential/personal information
and adherence to the timschedule of the program.

In practice, he following rules have proved to be most useful:

1 Addressing each other by their first names, use of name tags visible to others

9 Punctuality, keeping the schedule including the rest periods

1 Avoid speaking in general terms, in th€ Berson. Speak for yoself, express your opinion in
the 15 person ({form).

9 Everyone has the right to have an opinion, even if the others disagree with it (do not interrupt
each other while talking)

1 Every opiniorcan enrich the group, do not separate from the group.

Each partiipant has the right not participate in an activity or refuse to comment on a topic

without the need to justify the reason why they do not express their opinion or participate in

an activity;

Everyone can decide what/how much to disclose to others!

Mobile phones shall be put to silent mode.

Please respect each other!

Non-disclosure of personal information outside the group

Penalties for violating the rules (being late) can be a nice form albgp to the rest of the

group and may take a form of e.g.squat, joke, a poem or song, while the participant can

decide what/how many to do.

1 The trainer (counsellor, expert by experience) has the last word.
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Working phase

Within the working phase the cmsellor discusses more profound themes and actively engages the
participants. The activities are usually divided into several days. It is therefore important to understand

that each day has its introductory part, when theuosellor figures out the atmosre within the
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participants they present the logical correlation of the information provided each day. Every day has

to have aconclusion, which allows the peipants to share their insights, e.g. what did they find most
interesting andvhy, and allows the trainer to wind down/close down a teaching unit and operatively

assess the satisfaction with the course of the given day,by. selecting an emoticon.

The counsellor (expert by experience) continually monitors the effectiveness of the group's work
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the precondition for the sasfaction of its members. Thebic prerequisite for meeting the objectives

of the group is to meet their personal (individual) objectives, which are related to the target of the

group.
Final phase
Once the overall program has been completed, sufficiené to complete the group aatity should

be maintained to winedown the general atmosphere in the group. If the duration of the individual
activities is not properly estimated, or the course of group work is not adequately coordinated, the



trainer may no have enough time for this paof the work, which could have an adverse effect to
overall impression of the participants and, of course, the evaluation.
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an emotional trace/footprit The conclusion can be divided into the following sections:

wwhat they liked most and what they learned

wto close the event by telling a story or a quote with a
bacground music

wscreening a video
whighlight the uniqueness of the group, its qualities

Thank you to the most appreciated by the trainer, what the trainer
participants learnt from the group what moved him forward

Evaluation of the group mapping participantSsatisfaction with the program and
; P surveying thier improvement in the field of knowledge, skills
counselling activity or change of the attitudes (e.g. questionnaire)

7.4. Group dynamics, group consistency and group development

Group dynamics is a summary of processes going on in social groups during their formation and
existence. It is the result of thimteraction of individuals in a group situation. Group dynamics is
composed of many elements that interact with each other aedelop. The basic elements$ the

group dynamics are the following:

Objectives and standardswvhere are we heading together, wahways and processes we want to apply
to achieve our goals

Leadership and management, motivation and stimulatiog the way to apply the standards

Type of communication- mutual influence of group members, rules of communication between
members of the gyup

Subgroupsg; a natural feature of the group of8 members is its division to subgroups. Important thing
is to observe to what extent the subgroups identify with the standards and objectives of the large
group. Subgroups may have a positive (enricteotbarticipans with their knowledge, experience) as

TA

well as negative impact (rivalry, hampering activities) on the ergnaupd ¢ KS (G NI} Ay SND&

approach to subgroups can be beneficial for the entire group.

Structure and identity of the group; the group may hee a formal or informal structure. Experts by
experience will most often meet formal groups, usually of heterogeneous composition (including
participants of different age, gender, education, labour market situation, type of disability etc.).



Group roles ad group positions the status of a member within the group indicates the significance

of his/her position within the group, subject to social attractiveness and personal prestige. Social roles
represent the expectations of the group towardsmember anahe fulfilment of their expectations.

This is how a member of the group engages in cooperation with other members of the group
depending on the type of personality and preferences the team members have.

M. Belbin defined the following 9 TeaRovles:
1 Thinke

Resource Investigator

Coordinator

Shaper

Evaluator

Team worker

Implementer

Completer

Specialist
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None of us is restricted to fulfil one and single role. We all hold secondary roles as well, that might be
less important, but each ofus canlduptothres &4 SO2y RF NBE NRf S& 6aAiidzZt OGA
are complementary and certain combinations improve work efficacy.

Group development phase, group historythe group develops, undergoes certain development
stages (shaping, storming crystallization, standardization creating group standards, optimal
performance - active group work, adjourning distribution, the process of forming, storming,
standardiziig, performing, adjourning)

Atmosphere within the groupg the atmosphere with theroup is created by group members through
their everyday interactions

Cohesion (cooperation) and tension (rivalryp natural feature of the groupwork is cooperation and
rivalry. The competitive rivalry over constructive phenomena is considered as/ppand that over
destructive phenomena as negative. Although cooperation is a positive indicator of the group
dynamics, it is necessary to set some limits. The danger avises one member of the group must
repeatedly adapt to other members at his/hewao expense (i.e. sacrifice).

Group management by th&xpert by Experience in the specific phases of development

Achieving optimal performance of the group requires some effort from the expert by experience. To
better understand the functioning of the gup and the possible situations to be handled within the
group, the model developed by psychologist B. W. Tuckmaarbe helpful. His model is based upon

an assumption that each team goes through several nuorkess identical periods or stages, which
havecertain distinctive features.
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. Adjourning
Performing

.Norming

Storming

Forming

Source http://www.projectman.cz/clanky/posts/105azevyvojeprojektovehotymu-podle-tuckmanacim-
vsimsivastym-muzepo-svemvznikuprojit


http://www.projectman.cz/clanky/posts/105-faze-vyvoje-projektoveho-tymu-podle-tuckmana-cim-vsim-si-vas-tym-muze-po-svem-vzniku-projit
http://www.projectman.cz/clanky/posts/105-faze-vyvoje-projektoveho-tymu-podle-tuckmana-cim-vsim-si-vas-tym-muze-po-svem-vzniku-projit

Group management by th&xpert by Experience in the specific ptses of development

Phases

Signs of group dynamics

Recommendation

Phase % First contact and
orientation, arrival

FORMING

- insecurity of group members,
restraint behaviour, keeping
distance,

SGNBAY3 G2 éLddzi
- searching for validtandards,

- signs of normal conduct,

- lower level ofassuming
responsibility

- prepare a program with a clear
and comprehensive structure,
-l ff2g -toRdddadhy 3
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- clarify their expectations and
needs of the participants,

- dispel fears,

- agree upon group rules.

Phase Z; Fight forpower,
control, fermentation

STORMING

- members start to behave in a
more personal way,

- there are some efforts to gain
influence and establish the
positions,

- criticism emerges, discussion of
thelSI RSNDa 0SKI @
the status,

- subgroups are formed,

-there is a risk of members
leaving the group.

- do not hinder the rivalry for
taking come positions,

- define the framework for
learning

- specify the rules for mutual
contact,

- clarifyyour positions,

- apply the working methods,
which allow the members to
demonstrate their strengths and
focus on communication.

Phase & Establishing group
standards

NORMING

- competitive rivalry recedes,

- cooperation intensifies,

- open communicabn starts,

- exchange of ideas anpinions,
clarification of needs start,

- team members start accepting
each other, relationships betwee;
team members start developing.

- facilitate communication and
collaboration,

- allow for free development of
individuals and the group,

- shift the responsibility,

- encourage mutual tolerance.

Phase 4; Active groupwork

PERFORMING

- the group is coherent,

- works productively,

- individuals identify with the
group, accept each other,

- increased willingness taive
emerges,

- the grougpredominantly manage
itself.

- transfer a part of leadership to
the group,

- give feedback to the members &
well as to the group,

- be open to the group process,

- be aware of the strengths and
weaknesses of the members,

- allow for newexperiences.

Phase & Division, dissolution
and departure

ADJOURNING

- new restlessness in the group,
- ambivalent mutual relations,

- attempt to avoid breakup,

- search for new groups.

-show the possibilities for transfel
application d knowledge, abilities
and skills,

-evaluate and summarize th
gained experience,

- envisage future perspectives,

- reflect on the happenings withir
the group,

- foster positive memories.




7. 5.How to deal with problematic types of participants

Types of
participants

Characteristics

Causes

Recommendations for the
expert by experience

Constantly skeptical, which

- has already experienced many

- gradually convince him/her that

Sceptic can have a negative effect or| new ideas that have disappeared,| A G 2 NJ & | yR A
group dynamics. - many of them werénis/her own - find out the reason of his/her
ideas, skepticism
- is afraid of failing, fears new - suggest postponing any
things. judgement saying that we canno
Of FAY &a2YS iwokky 3
until we try it.
Monopolizes, i.e. taking up | -they are insecure, try to prove - say thank you, | agree with you
Talkative the entire time talking about | themselves to the groupaswellag Y R NBRANB OG A (
Zealous their experiences. to the tutor, does anyone else have a differe
Disturbing - seek consent, show interestihe | A S G KE 0
topic, - confirm that you understand
- wish to be accepted by the groug what s/he issaying and ten
actively engage in and maintain | continue ("So you're saying that.
conversations. l'YR Y28 6S gAff
- talk to him/her over the break,
- assign him/her specific tasks
within the group.
Shy Sits outside the group, does | - isafraid of being ridiculé, -try to find the reason,
not engage very much, stays| - lack of motivation may be the - in case of insecurity build
silent. problem, confidence,
-it is more convenient just to sit | -in case of low motivation
and listen explain the importance of the
giventopic to him/her,
- if s/he hadifficulties with
expression, give closeshd
questions,
- accept the fact that some
people prefer learning by
listening.
Critical Some level of criticism may b| - conceals his/her insecurity and | -doy Ol f SG KA Yk K

refreshing. However, if s/he
uses every discussion to
complain, his/her negative
behavior ca affect the rest of
the group and undermine its
enthusiasm.

makes others responsible for it,
- his/her goal is not to change
things, s/he must make sure that
others have the same fdahs and
opinions as s/he does.

anything but the topic or let
him/her explain (from time to
time) what is the problem and
how would s/he deal with it.

- talk to him/her over the break.
- in case of insecurity build
confidence,

- in case of low motivation
demonstrae the importance of
the topic to him/her,

Conspirators

The two of them are separate
and apart from others, they
need to join forces and are
disrespectful to others

- clarify the things that they did not
understand,

- lack of motivation,

- disagree wth what the tutor says.

- explain the ambiguities,

- if his/her behavior do not
disturb the group, ignore it,

- interrupt the lesson and look at
him/her,

- say his/her name and ask
him/her not todisturb the group
and you,




- acknowledge that s/he has
somehing important to say and
tell him/her that you are going to
take a break soon.

Joker Having a little fun is good, it | - want to be the center of - take precautionary measures,
Easygoing helps to ease the tension anc| attention, to be accepted by the | shift all the stories and jokes to
facilitates friendships. But if | group. the break,
there is too much of it, it can - take advantage of the pressure
hinder group effectiveness. of the group tomake him/her

stop disturbing,
- tell him/he openly that his/her
behavior disturbs you.

8. Partner networks of Expert by Experieqéultidisciplinary Team

8.1. What is multidisciplinary teamwork?

A multidisciplinary team is a group of workers from different professional backgrounds or work
disciplines thatcollaborate on specific issuesr on anongoing basis This type of work team is

common in an office setting because of its value in discugsioblems or challenges with varied
LISNRLISOGABSad ¢KS O9ELISNI o8& phiEssihddatypdde wikdh | oY
RAAIOAfAGASAY a aAKSkKS A& | GONFXAYSR ALISOAFTAAGZ

Multidisciplinarity
Several disciplines or professionals work in parallel

Complementarity between disciplines and professionals: neith@an only answer to the whole
problem

Institutional identity
Few interactions between professionals

Families receive information from various professionals separately

According to Junor, Hole & Gillis (1994) multidisciplinary team working is kedwnd Y+ EA YA & S
STFSOUAQBSYySaaéo

Teams need to havehared goals andalues need tounderstand and respecthe competencies of
other team members, neetb learn from other disciplinesand respect their different viewsand
perspectives Individual team membenmsiay need taeassess exclusive clains specialist knowledge
and authority in orderto form effective multidisciplinary teamswhich can provide the best possible
care to the individual service user.



Gl IANRdzL) 2F LIS2LIX S 64 (K Otedtblh Bihdy pulpdsd pedfopniancé &

goals, and approach, fér KA OK (1 KSeé K2t R (KSyaSt@Sa Ydzidz f ¢t &

Teamwork Basics

Teamwork is common in many companies. Companies with a work team structure recognize the value

in having multiple prspectives and voices sharing in decisiaaking and problensolving. While
teams may take longer in some cases to come to resolutionsjémelto generate ideas and broader
perspectives Some work teams function within the same department, functiordiscipline, while
others are crosfuln social work, and th&xpert by Experience together with professionals from
various disciplines may diaborate to help clients get the best help in finding assistance programs
and community support.

Benefits

The bag premise of a multidisciplinary team is to get different vantage points on a situation or
problem. A hiring committee often includes profésnals who have backgrounds that cause them to
interact in different ways with the new hir@his setup allows edtprofessional to share his opinion
and perspective and learn about those of others. Similarly, other types of multidisciplinary teams
can dscuss the various positive and negative ways in which decisions or activities affect each
department or professionawithin an organization.

Drawbacks

A key concern with multidisciplinary teams is they can significantly delay decisions. Teams take time

to discuss ideas, but with multidisciplinary teams, you normally have more perspectives and potential
points of confict. Some employees may feel uncomfortable being assigned to a team with
professionals outside the normal scope of people with whom they wgdu have to weigh the
potential improvements in discussion and decisions against the increased time involvernent. T
Expert by experience has to know his/her ostrengthsand weaknesses as well as the other team
members in order tocollaborate efficiently, problemresolvingentered, to avoid interpersonal
conflict.

g K2
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The concerns of others groups Yiag lower priority

Use of a particular vocabulary» create problems of communication.

They work for different agencies which are funded in different ways and have different priorit

Tensions because of differences in perceived statusnagement arrangements or workload.

Code of confidentiality — difficult to share records oinformation

There are barriers to multidisciplinary working which are not as easily articulated, such as professional
rivalry and mistrust, lack of spprt for team working from key professionals and mental health
managers/administrators, confidentiality issues, increased risk, lack of knowledge of what other
professionals do and what unique skills they have to offer. Lack of training in team workleg &
significant barrier to effective teams. All professiare educated and trained separately, at both
undergraduate and pregraduate level.

8.2. Elements of Teamwork in the Workplace

The Expert by experience has to work hard to hire the best pedsilent. Has to develop people when

it is appropriate,endeawur to lead by example and diligently work to create a positive corporate
culture. All this has to be done because you know putting the energy into your team yields positive
business resultsLook at your team to see if there are elements of teamwork oatng and where
you can add some tearbuilding exercises to create an even better group.

A distinctive disciplinbased knowledge base:

Being confidenting SQ& I NBF 2F SELISNIAA
Being clearr 6 2dzi GKS N}YdGA2yIlfS: GK
knowledge base

Skills for collaboration:

Partnership

Negotiating

Networking

Communicating

Reframing

Confrontirg

Flexibility

Values

Clientcounterdness

Respect for colleagues and for service users

Openness




Open and Respectful Communication

Open and respectful communication is a key element of great teamwork. In positive team
environments, people express i@ opinions aneéven problems to other workers without ego or
criticism. Teams understand that information must be passed within the organization to accomplish
the overall goals.

Leaders can see this element in simple actions, likevaxiers letting eals other know abot
availability or schedule changes immediately. It is even more evident in collaborative situations where
brainstorming happens. Georkers listen and respect the diverse and varying opinions of others,
patiently wait to have a turn and odribute with the confidence that their ideas are valued.

Effective Conflict Resolution

A group is dynamic; problems naturally occur, and things change. If the Expert by experience as a team
member is aware of a customer issue for a client of another tez@mber, approacimg that team
member in a respectful way and clearly expressing the situation avoids an escalation of the issue. When
conflictarises,and teamwork is prevalent, no one employee feels alone in resolving a problem. The
team is there with exgrience and insigts that help resolve issues faster.

It could be that a customer's issue is with the service department. Rather than pointing fingers, or
playing the blame game, a good teamwork approach any problem as the team's problem and work
togethertoward the colletive resolution.

Responsible Actions

An element of effective teamwork is having clearly defined roles on the team. A basketball team has
players on the court with specific job duties and court positioning. Players know their roles and don’

just flock to he ball. The same is true in an office environment. Establishing great teamwork means
managers have taken the time to define each employee's role and to further explain how the team
functions together.

It's not just about who reports to wdm. It's about hev different departments work together, or why.
Everyone on the team knows their role and how it fits into the overall objective. When this happens,
people take responsibility and ownership for their roles and job duties.

Coworker Encouragment

Teamwork desn't undermine the person sitting next to you. A core element of teamwork is building

up those on the team, because when one person succeeds, everyone is closer to success. If one person
struggles, it can bring the whole team down. Eletsenf encouragemet include celebrating
successes, offering assistance to those struggling and keeping each other on track to hit target goals.

For example, the expert by experienced team member might recognize that a newer employ
is struggling to proces orders quicklyand properly. The result is a slowdown in efficiency,

customer frustration and extra work in the fulfillment center to fix the mistakes. Rather than
criticize the person for making everyone's life more difficult, the expert team memberidou
offer to sit down and review the process. This helps the entire team to succeed.




8.3. The Characteristics of Effective Teamwork

The objectives and goals are to be understood, accepted and shared by all stakeholders
Each member must understand thele, duties and responsibilities of other team members
Mutual respect of these roles

Effective mechanisms of communication and decisimaking must be established and periodica
re-evaluated

Sense of Purpose

A persn-centred system is described &8sy S G KA OK AGARSYGAFTASA FyR NBalL

individual, is planned and delivered in a coordinated way, and helps individuals to participate in
RSOA&AZ2Y YIF{Ay3 (G2 AYLINRGS GKSANI LISNF2NXIyOSé o

Teamwork is charactized by having a united sensemfrpose to achieve a clear, specific goal that all
members believe is important to attain. A team can be assigned to carry out a specific project, such as
seeking ways to improve profitability in a small business. A teantd@lso be assembled to estathli

a budget or find the right candidate for a job opening. Choose team members that you know will be
committed to this particular goal, and that will work well together. This doesn't mean they can't
disagree, but that thewill put aside their differencefor the good of the team and their goal.

Consistent Competency

All teams should consist of members who are capable of contributing to the achievement of the goal
based on their level of knowledge or expertise. If a teamssigned the task of developmeot an
expense budget, but one or more of the members has little or no budgeting experience, the whole
team will suffer as a result. That doesn't mean that all team members should have the same skills. In
fact, that could becounterproductive (competing witeach other), as they might begin to fight for
their skills to be the dominant ones used. The ideal team will have members who are each competent
in the subject matter, but with different strong skills to contribute to fvject as a whole.

CooperativeSpirit

A successful team contains a spirit of cooperation. All members need to work together to achieve the
specific goal. This can be difficult, especially if some members possess strong personalities or are highly
opinionated. Successful teams tend tovgastrong leaders who can keep everybody on the same page
while keeping the petty bickering to a minimum. A strong leader isn't the same thing as being a star
player who works better alone. Instead, he takes the lead subtking sure everyone is on bdar

with the goal and everyone knows their role and next steps.

Playing by the Rules

Teams should also have a set of rules that determines its operating procedures. These rules help to
keep the team on track and eliminate ambiguities. For example, a teaht tmage a rule that all team
members must agree on a decision before it can be @amginted. This would require that the team



deliberate, much in the way of a trial jury, until a consensus is reached. Of course, that means everyone
on the team has to agre® the rules beforehand, too; they can't be imposed by one person simply
because sh works well that way.

8.4. Core competencies in multidisciplinary teamwork

A capability model

The skills required by the core members of the multidisciplinary team ar®usly described as

GOF LI oAt AGASE&E | YR & O2 Yhdisdison @ mtidisciplidatyftearNiri®Eto 1 n n n 0
their work the skills associated with their particular profession or discipline. These are the skills that

are in evidence in theiwork on the team and with individual service users. Their competence &ethe

skills will vary according to their experience, their qualifications and the work involved in obtaining

their qualifications (i.e. the amount of practical, harastraining they had).

Each individual on a multidisciplinary team also brings with thiesir bwn attitudes and values
which can have a significant bearing on their knowledge, behaviour and Bkilily, each team
member is a unique individual with their own intemsonal skills, strengths and weaknesses.

It is these elements of thindividual which may in fact have the greatest influence on how they
function as team members. It is relatively easy to list the type of skills needed to work as a
multidisciplinary team member, it is more difficult to determine the interpersonal skillsd an
characteristics that make a good team member.

Capability extends the concept of competency to include the ability to apply the necessary knowledge,
skills and attitudes to a rangd complex and changing settings. Thus the emphasis in this model is on
effective and reflective practice. This requires an underpinning set of values, attitudes and knowledge
in addition to their competencies, to be truly effective team workers.

Capabilty acquiredfor the Expert by Experience to have includes:

U aperformanc®2 YLIR2 Yy Sy i 6KAOK ARSYUAFASE WoKI O LIS2 LI
G2 FTOKAS@SQ Ay (GKS g2NJ]LX I OS

U an ethical component that is concerned with integrating a knowledge of i@lttalues and
social awareness into professional practice
a component thaemphasises reflective practice in action
the capability to effectively implement evidenbased interventions in the service
configurations of a modern mental health service,

0 anda commitment to working with new models of professional education andaesipility
for lifelong learning.

Core skills, knowledge and attitudes for multidisciplinary working



This concept of capability is combined here with a detailed description of emmgies.
Competencies are listed in the areas of:

assessment

treatment and care management
collaborative working
management and administration
interpersonal skills.

e e e et A e

0 It is important to note that the different training of the disciplines means tlwklat the
individual in different ways each valid but each only part of the picture of a whole person.

/For example, the unique skill of an occupational therapist is usurgoseful activity as\e
therapeutic tool with an individual witta mental health problem. Their ability to desic
programmes to achieve this is unique to occupational therapists because they viev
individual from this particular perspective. Similatlye unique skill of a social worker is to tak
as their primaryperspective, a view of the individual in the context of their personal, fan
cultural, and soci@conomic circumstances, and to propose and carry out interventions in
context.

A /

n Not all professionals on the team have the same level of skill and experience. The
interpersonal characteristics that each individual britmshe team are key. The level of skill in areas
such as assessment and different interventions caméesloped over time, but if an individual at
some core level, does not believe in team working, no amount of training in therapies will make them
an effective multidisciplinary team member.

The main role of the expert by experience in the teamworking is:

providing expertise by his/her own experience

being empathic

and providing insight for the betterment of their fellow users

articulating their experienes and bringing this knowledge to bear constructively onto the
system. It is in this context that it bemes a matter of critical inclusive debate that users play
an important role in service delivery and in the operation of mdikiciplinary health teams

x using practical based learning, by peer supporting, or by Mediated Learning Experience
method

X X X X



x linking patients and family members with needed resources, following up to ensure that
effective connections have been made

X supporting patients in consideringnd accessing complementary and alternative services
designed to support health and wellness.

x  Promotingdiversity among the providers working in inferofessional teams.

9 Always introduce yarself to the team

9 Clarify your role

9 Use objective (not subjective) language

f LearnanduseJS52 LJX SQ& yI YSa

I Be assertive when required

I Read back/close the communication loop

i State the obvious to avoid assumptions

9 Ask questions, check and clarif

9 Delegate tasks to specific people, not to the air

T LFT a2YSOKAyYy3 R2SAHFOIG KT 1250 KKSNIAISSNEFAWRE |

1 Always do a team briefing before starting a team activity and a debrief afterwards
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¢ Anunderstanding of the characteristics of successful teams

¢ Knowledge of how teams function and of ways to maintain effective teams.




9. Information on the Labour Market
9.1. Information on the Labour MarketSiovakia

9.1.1. The most important current Slovakian laws and documents serving the interests
of people with disabilities

Constitution of the Slovak Republic

The Constitution of the Slovak Republithia Article 26 par. 1 guarantedéeedom of expression and
the right to access to information. The legislation of the Slovak Republic acknowledges that persons
with disabilities have the right to recognition as persons before the law.

Act No. 461/2003 Coll. on Siat Insurance

In the Slovak Reyblic, specific rights of persons with disabilities in the field of social insurance are
exercised in the form of providing disability pensions due to their decreased earning capacity.

Act No. 580/2004 Coll. on Health Insurance

Special rights of persons with disabilities in the field of haakhrance are implemented so that health
insurance payments are made by the State on behalf of persons with disabilities, and, in the case they
are employed, they pay lower insurance rates

Act No. 447/2008 Coll. on Financial contributions to compensate for the so

consequences of severe disability

Based on individual assessment of the needs, a natural pevigbrsevere disability may receive cash
benefits to compensate fdhe social consequences of severe disability, a license of a severely disabled
person and a parking pass. The system of compensations for the social consequences of severe
disability inclales allowance for personal assistance.

Act No. 448/2008Coll. on Social Services

Regional and local governments provide or ensure the provision of a wide rasgeafservicespart

of which is associated with unfavourable health conditions or disabilities. Services are provided based
uponthe asgssment of dependence on help of another person pursuant to the Act No. 448/2008 Coll.
on Social Services and on the Amendment of the Act No. 455/1991 Coll., on Trade Licencing (Trade

Licensing Act) as amended by later regulations.

The Labour Code GANo. 311/2001 Coll.)

The right & each employee to equal pay for work of equal value is specifically regulated in par. 119a
of the Labour CodeThis provision also fully applies to employees with disabiliibe Labor Code



alsoprovides that an employer may give notice to an employdéé Wwealth disability only with the
prior consent of the relevant office of labour, social affairs and family.

Act No. 5/2004 Coll. on Employment services

According to theAct on Employment Servicegverybody has the right to employment without any
restrictions, in compliance with the princgbf equal treatment in labour relations and similar legal
regulation under the relevant laws. Under the Act on Eoyipient Services, persons with disabilities
are, due to their challenging situation in the labour market, included in the category of digadeal
job-seekers and, therefore they are subject to special attention of public employment services. For this
purpose, public employment services maintain a special register of persons with disabdities (
special contributions to support their emplment).

Act No. 211/2000 Coll. on Free Access to Information

The conditions, procedure and the scope of free access to information is regulated undesttNe.
211/2000 Coll. on Free Access to Informatias amended, which guarantees the right of persons with
disabilities to bidirectional communicationvith the public sector in accessible forms.

Act No. 365/2004 Coll. on Equal Treatment in Certain Areas and on protection ags

discrimination (Ant-Discrimination Act)

The antidiscrimination legislationwas adopted with a goal to ensure that persons with disabilities
have a legal capacity in all areas of life on an equal basis with others (e.g, to own or inherityproper
to manage their own financial matters, to have equal access to bank loans, m®igadsave the
right not to be arbitrarily deprived of property).

The National Program for the Development of living conditions of persons with disabilit

for the years 2014; 2020

The first comprehensive programming document defining the national commitments towards persons
with disabilities and their families within the conditions of the Slovak Republic waslatienal
Programme for the Development of Living ConditionsCitizens with Disabilities in all Areas of Life.
The document was approved by the Government of thea&drepublic on June 27, 2001 and, its goal
was to create equal opportunities and integrate persons with disabilities in the society.

In March 2012, the@ew Government in its Manifesto signed up to the commitment to create optimal
conditions for the implemetation of the Convention on the Rights of Persons with Disabilitethe
Slovak Republic, theonventiorentered into force on June 25, 2010.

The rew National Programmés an open document containing the fundamental goals for the period
of 2014¢ 2020 The national program is divided into the following areas:



1. Raising awareness

2. Adequate standard of living and social protection

3. 3. Accessibility (environment, transport, information,
services, goods ...)

4. Equal treatment, access to justice and protection from

discrimination

5. Living independently and being included in the community,
personal mobility

6. Respect for home and family

7. Education

8. Healthcare
9. Habilitation and rehabilitation
10. Employment

11. Participation in political and public life

12. Participation in cultural life, recreation, leisure and sport

13. Women with disabilities

14. Children with disabilities

15. Situations of risk and humanitarian emergencies

16. Coordination and Monitoring
17. Statistics, data collection and research

18. International cooperation

19. Publicity, monitoring and evaluation of program
performance

Source The National Program for the Development of living conditions of persons veidbitities for the years
2014¢ 2020



Active labour market measures for people with disabilities
9.1.2. Advisory and counselling services

Counselling services for people with disabilities can be carried out by

woffices of labour, social affairs and
family

State institution

Non-governmental

organizations usupported employment agencies

Non-State Employment ServicesSupported Employment Agencies (SEA) provided direct assistance
to longterm unemployed people and people witlsdbilities

o Of the authorization issued Central OLSAF

o Provide following servicesounselling via the Interngpersonal counselling, help mediate
employment or initiate a trade, after escorting recruitment, projects

0 Clients-the longterm unemployedpeople with disabilities, employers

SEA is a legal entity or natural person providing services to people with disabilities,-terfang
unemployedpeople and to employers focused at facilitating employment obtaining or maintaining
employment, or facilating employee obtaining from people with disabilities and begn
unemployed citizens.

State (Public) Employment Service©ffice of Labour, Social Affs and Family




Clients in smaller towns where nggovernmental services are not establed are mostly utilised by
the services of labour offices.

The Labour Office provides information and advisory services to the citizens, job seekers, candidates
as well as to employers.

The information and advisory services
The information and advisgrservices include services in the field of:

i careerchoices,
9 finding or changing a job
9 recruitment

9 adaptation of employees in a new job position.

Information and advisory services are provided free of charge.

Under the Employment Services Act, Inforroatiand Advisory Services also include services ambed
providing information and professional advising in the field of:

pursuant the National Qualitications System

///
/

job opportunities in the Slovak Republic and abroad,

/‘

prerequisites for executing a specific profession,

terms and conditions for being included in the programs of the active labour
market measures and activation measures,

‘\

conditions for the participation in the partnerships established to facilitate the
employment in the district of the Labour Office.

N
~



winclude,in particular, the provision of information on the
required professional skills,

wgeneral capabilities, practical experience and
wother requirements for a particular profession.

Inf i d advi wnclude, in particular, the provision of information and
LR BT professional advice on the types of professions and
services for the selection of a

profession wequirements for the performance of a particular
profession.

wncludethe provision of information and professional
: : : advice related to medical,
services in the field of

selecting and/or changing a uprofe;smnal a_nd
job wpractical requirements necessary for the performance at
a specific workplace.

Information and advisory

il tilelaR=tple eTo M0 1sAE concludethe provision of information and professional
services in the field of advice to employers searching for suitable employees for
recruitment specific job positions.

Professional counselling services

Professional Counselling Services are addressing

3

synchronisation of their personal capabilities to comply with the requirements for a specific
job

facilitate the decisionmaking and adequate behaviour of job seekers, as well as

as their social and occupational adaptation.



Professional counsellomust have the second level university degree (regardless of the type of
university education, i.e. Professional Advisory Services can also be provided by a person having a
technical degree).

The Labour Office, in collaboration with the disadvantagedgekes, can develop a personalised
action plan to facilitate their success in the market.

An individual action plans a written document which, based upon the activities and procedures aimed
at

identifying the
personality traits and
skills of the job seeker
and the assessment of
his/her competencies,

diagnosing and
recognizing the barriers
preventing him/her to
enter the labor market,

creating a personality
profile of a jobseeker to
determine, which
activities, measures and
services are needed to
integrate him/her into
the labor market,

determines the measures, procedures and the tisohedule for he implementation the relevant
measures aimed at increasing the possibilities of a disadvantageskgier to find a job on the labor
market.

The individual action plan is drawn up, evaluatadd updated by a professional counsellor in
cooperation with he disadvantaged job seeker. The individual action plan is binding for both, the
concerned disadvantaged jeteeker and the Labor Office.

Information and Consulting Centre (ICC)

Information and Consulting Centre (ICC) is a facility of the Office of L&bocial Affairs and Family
with computers, internet and a printer available to the clients.



job seekers
(PWDs)

general candidates
citizens (PWDs)

The clients
of ICC

primary and
students of secondary
universities school
students

They can search for information using a selfvice system. If needed, profesmsal staff is available
to help.

In addition to the above, regional, natial and transnational projects are implemented to providing a
comprehensive set of highuality information and professional advisory services to the candidates
and job seekers, focusing on individual approach with a view to increase their employability,
employment rate and activation to facilitate their re(integration) to the labour market.

9.1.3. Education and training of jaeekers for the labour market

Education and training of jebeekers (including people with disabilities) for the labour market i
within the meaning of the Act No. 5/2004 Coll. on Employment Services,

necessary for their active engagement at the labour market

allowing them to obtain new professional knowledge, skills and abilities

required to be sufficiently qualified for appropriate jobs.

|®



Education within the meaning of the Act on Employment Services does not mbhiviag a higher
level of education.

Education facilitates

1 the adaptation of the workforce tthe needs of the labour market,
1 extends the scope of learning opportunities for different categories of unemployed persons,

9 improves their access to highquality jobs.

The Labour Office can provide jsbekers training upon a written request basedtba assessment of

9 their competences,

1 work expertise,

1 professional skills,

9 achieved degree of education and

I medical fitness for work,

in particular in the case of:

o lack of professional skills and competences,

0 need to improve the knowledge and pasisional skills to meet the demand at the labour
market and in the case of losing the ability to carry out thevpus profession.

Jobseekerso improve their labour market situation can take advantage of free counselling services or
participate in eduational activities funded through the Office of Labour, Social Affairs and Family
under the REPAS+ and KOMPASgrnammes. Information on the possibilities for completing this
training is provided by the Regional Offices of Labour, Social Affairs angl Badhihnformation is also
available through the Central Office of Labour, Social Affairs and Family website.



Program REPAS+

Will allow the jobseeker (including people with disabilities) who has the problem of applying to the
labour market

9 to choose the type ofvorking activity he / she wants to retrain and

1 the retraining provider who has to complete the requalification.

It is an innovative form of education that allows the job seeker to retrain in the chosen field on the
basis of laboumarket requirements.

Program KOMPAS+

Will enable the jobseeker (including people with disabilities)
9 to strengthen key competencies focused on the preparation for the labour market applying
within the Competency Course.

For KOMPAS+ purposes as competency courses are considered: focusexy on the development
M of communication,

1 computer,

1 managerial,

1 social,

1 entrepreneurial and

1 language competencies.

Competency courses support selected core competencies applicable to the labour market relation:
1 communication skills (includirgpcial competencies),

1 personality development (includinganagerial and business competencies),
1 computer skills and

1 language skills.



9.1.4. Selected Active Labour Market Measures promoting the employment of persons
with disabilities

Basic terms

ware workplaces set up by a legal entity or natural
person employing persons with disabilities who
cannot find employment on the open labour market.

wat least 50% of the employees are persons with
A sheltered workshop eECl RS

wa workplace set up for a person with a disability
A pritelCted outside the sheltered workshop, or the workplace of
workplace a seltemployed person with a disability.

The status of sheltered workshop or protected worksigegranted by the office of labour, social affairs
and family for an indefinite perioq subject to legal conditions.

Definition of the person with a disability in Slovakia

N\

an insured person is disabled if he or she, due to long term health condition, has a
reduced earning capacity by more than 40% compared to a healthy person,

a person proves his/her disability and the percentage of the reduced employment capd
by the resolution of the Social Insurance Company or by the review of the Social Secu
Department.




Contribution to setup a sheltered workshop or protected workplace€s p ¢

The contribution is provided to cover part of the costs associated with the creation of a workplace for
a person with a disability in a sheltered workshop or protected workplacéhndre necessary to
perform the work by a person with a disability and that are associated with the setup of the workplace.

Amount of the contribution

wof January 1, 209, the amount of the

i RSN @f T £ contribution equals to EUR 821.44

In other Regions

In the districs with the registered
average unemployment rate lower ~ was of January 1, 2®] the amount of the

or equal to the Slovak national contribution equals to EUR 885.72
average

In the districs with the registered  (,550f January 1, 209, the amount of the
average unemployment rate higher

to the Slovak national average contribution equals to EUR 817.87

Contribution to maintain a person with a disability in employmen p c |

1 Can be provided by the Office of Labo8ncial Affairs and Family to the employer if more than
25% of its average of registered employees are persons with disabilities, and if it does not have the
status of a sheltered workshop or protected workplace,

9 for each person with a disability, who viksrfor the employer at least half of the established weekly
working hours,

i for an employer to cover the advance payments to the mandatory public health insurance,
contributions to social security and compulsorntidbutions to oldage pension by the enhgyers
on a monthly basis (up to 60% of the average wage of the employee under the law),

1 The contribution is provided on a quarterly basis based on the documents proving the payment of
the eligible costgln 200 it is max.207.82EUR).



9 The contributionis not legally claimable.

Contribution to persons with disabilities for seémployment-3 p 71

1 Can be providedy the Office of Labour, Social Affairs and Fatoily person with a disability to
support selfemploymenté K SNB A y I T S NI NpFthiNDddBaRtheicastabsaciated 9 € 0
with the execution of SE; available for disabled job seekers based dttenvaipplication,

who has been registered as a job seekerafleast 3 monthq12
months¢ suspended, interrupted or ended the self
employment/trade),

operated a protected workplacier at least two years without
interruption,

1 Based on a written request, the officavill provide a training aimed at starting the self
employment on a protected waéplace

1 Preparation for selemployment includes the elaboration of a business plan including the
estimated project costs of establishing a sheltered workshop or workstation.

1 Can be provided to partly cover the costs associated witheseffloyment, theOffice will
provide30% of the granted contributionwvithin 30 calendar days from the date of corsitan
of the grant award agreement anthe remaining part, i.e. 70% of the contribution will be
made availableafter the submission of documents proving timeurred costs,

1 Selfemployed persons with disabilities are required to submit the respective documents to
the Office within 6 months from the date of concluding the agreement.

9 The contribution is not legally claimable.






































































































































































































































































































