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1. Who is the Expert by Experience? 
 

 

1.1. The definition of Expert by Experience 
 
The peripheral situation of people with disabilities is the problem of the entire society. Strong 
preconceptions and fears underlying it play a definitive role even nowadays. It is not only necessary to 
change the attitude of the mainstream society, but also the negative self-image 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 experience. The specialness of helping is described most specifically by the 
denomination of Expert by Experience. 
 

 
 

 
 
 
 
 
 
 
 
      
 Who is an Expert by Experience? 

 
 
 
 
 
 
 
 
 
 
  The aim of Expert by Experience training is: 
 

¶ To train helpers based on lifepass relatedness, who make use of their own life experiences for 
ƻǘƘŜǊ ǇŜƻǇƭŜΩǎ ōŜƴŜŦƛǘΦ 

¶ In the 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 disabilities. 

 
 
  Input conditions: 
 

¶ secondary level scholar qualification 

The helper by experience is in fact a helper having his own experiences, who has experienced 
or has been experiencing the same difficulties and problems as the person, whom he would like 
to help due to either being a former drug addict, having suffered from an illness or by being 
disabled. Secondly, he has a helping attitude and general communicational command of helping. 
Thirdly, he has already tackled with experiences gained in his own life either within a helper 
relationship or through a training, and reinforced and strengthened by the attitudes, skills and 
methods, understanding the elements of his own personal experience, is able to make use of his 
experiences also for the benefit of other people. 

 

Trained Experts by Experience are those people, who experience living as a disabled themselves, 
who can tackle with this experience and who can extend this experience to a broader 
ŎƻƳǇǊŜƘŜƴǎƛƻƴ ƻŦ ŘƛǎŀōƛƭƛǘȅΦ ¢ƘŜȅ ŀǊŜ ƳƻǊŜ ǎŜƴǎƛǘƛǾŜ ǘƻ ǘƘŜƛǊ ǇŜŜǊǎΩ ǇǊƻōƭŜƳǎΣ ǘƘŜȅ ƭƛǾŜ ǿƛǘƘ ŀ 
special identity, which is the result of conscious fight and positive thing.  

 



¶ he has mentally processed the fact of his own disability 

¶ ƘŜ Ƙŀǎ ŜȄǇŜǊƛŜƴŎŜ ƻŦ αōŜƛƴƎ ƘŜƭǇŜŘέΣ ƛΦŜΦ ƘŜ ŀǘǘŜƴŘŜŘ ƛƴŘƛǾƛŘǳŀƭ ƻǊ ƎǊƻǳǇ ŀŘǾƛŎŜ ǎŜǎǎƛƻƴ 

¶ he has a realistic self-image 

¶ he has a helping attitude 

¶ he has a proper communication skill 

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

 
 
 
 
 
 
 
 
Why should not 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. If 
it is necessary, the expert by experience should seek 
advice from a trained helper, if he feels that he has 
been excessively involved in the helping process.

Excluding reasons: 
 

An Expert by Experience cannot be psychiatric ill, mentally disabled and autistic 
person. 

 

 



Competences that can be acquired in the framework of the training: 
 
 
 

 
 
 
 
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 employing disabled people, charity non-profit organisations, schools doing integrated 
education. 
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1.2. Exploitation of own experiences of people with disabilities in the advisory activities 
 
We present the use opportunities of the experiences of the disability Expert by Experience through a 
case description.  
 

 

Case description 
 

¢ƘŜ ŎŀǎŜ ŘŜǎŎǊƛǇǘƛƻƴ ǿŀǎ ƳŀŘŜ ōȅ ;Ǿŀ ±ŀƭƛŎƪƽ ŀŘǾƛǎƻǊΦ 
 

CƛǊǎǘƭȅΣ ƭŜǘΩǎ ƘŀǾŜ ŀ ƭƻƻƪ ŀǘ ŀ ŎƻǳǇƭŜ ƻŦ ǇǊƻŦŜǎǎƛƻƴŀƭ ŀƴŀƭȅǎŜǎ ŀōƻǳǘ ŎƭƛŜƴǘǎΣ ŀōƻǳǘ ƘŜƭǇƛƴƎ ǘƘŜƳΣ ǘƘŜƴ 
we examine the case, and finally we conclude with the summarizing thoughts. 

 
Typical mistakes made by helpers: 

 
 

1. ¢ƘŜ ŘŀƴƎŜǊǎ ƻŦ ǘƘŜ αIŜƭŦŜǊ ǎȅƴŘǊƻƳŜέ 
 

αLƴ Ƴȅ ǇǊƻŦŜǎǎƛƻƴŀƭ ǿƻǊƪ ǎƻ ŦŀǊΣ L ƘŀǾŜ ƳŜǘ ŀōƻǳǘ мл-15 disabled people living with reduced working      
capacities, who defined it as a target job, a training aim that they would like to help other people.  
In their case, this intention is not the expression of commitment towards the helper profession. They 
were driven by the feeling of being segregated. On their behalf, it is the expression of empathy, 
tolerance, and desire for requiring positive discrimination.  
 
Most people with disabilities 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 defined the wish of help not 

Why we have chosen this method? 

1.  Situations that can difficultly be expressed merely by theoretical models can be represented 

through case descriptions, it helps to understand those phenomena that determine the work of the 

helpers.  

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

3.  Case description is not mere documentation, but it is the representation of practical application 

of theoretical knowledge in a structured writing, suitable for analysis and reflection.  We would like 

to encourage prospective disability Experts by Experience that they also make case descriptions, 

because case description is an excellent genre for reconsidering and analysing the case, also 

including that in the meantime, the maker of the case description holds a mirror for himself and for 

other people, not forgetting that the sharing of experiences serves the development of ourselves 

and of other people.  

4.  Case description in its current interpretation is the systematic description, documentation, 

analysis, professional reflection of a case. The preparation of the case description helps the helper, 

the advisor to stand away, or possibly sepaǊŀǘŜ αŘŜŦƛƴƛǘƛǾŜƭȅέ ŦǊƻƳ ǘƘŜ ǇǊƻŎŜǎǎ ǘƘŀǘ ƘŜ ǿŀǎ ǇŀǊǘ ƻŦΦ  

It helps him to observe events from outside, and by doing so he can judge the actual consequences 

of his work and guidance as a helper. 



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 a self-appointed helper, and according to 
their subjective judgement, they did the advice-giving 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 
a special fulfilment ƻŦ ŀ ƘŜƭǇŜǊ ǿƛǘƘ IŜƭŦŜǊ ǎȅƴŘǊƻƳŜΦέ ;Ǿŀ ±ŀƭƛŎƪƽ 

 
A helper living with 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 helper-helped person relationships into the foreground. He 
communicates his own wishes only indirectly, mostly in the form of reproaches. He depends on 
external confirmations; his self-assessment is unstable. A helper living with Helfer syndrome prevents 
the person he helps from regaining his independence 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.  

 
 
 

  
 
 
 
 
 
 
 
 
 
 
The case could be a scene of an absurd comedy. But in this case, it presents the solving, smarty 
ƘŜƭǇŜǊΩs attitude. 
 
2. Awareness of disease, as self-protection 

 
One identical thing can be observed at the vast majority of disabled people: a great deal of awareness 
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 accident. In the firstly mentioned case, the person concerned 
ƘŀŘ ǘƛƳŜ ŦƻǊ αǇǊŜǇŀǊƛƴƎέ ŦƻǊ ǘƘŜ ƭƛŦŜƭƻƴƎ ŎƻƴǎŜǉǳŜƴŎŜǎΣ ǘƻ ŦŀŎŜ ǘƘŜƳΣ ǎƻ ƛǘ ǎƘƻǳƭŘ ƳŜŀƴ ŀ ǎƳŀƭƭŜǊ 
psychological trauma. Of course, this does not mean that they do not care, it only means that the shock 
is of smaller intensity, 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 harder to tackle with it, accepting 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 can actually be compared 
to grief. The losses that in their case come along with reactions similar to grief: losing health, losing 
ǎƻƳŜ ǇŀǊǘǎ ƻǊ ŦǳƴŎǘƛƻƴǎ ƻŦ ǘƘŜ ōƻŘȅΣ ƭƻǎƛƴƎ ƻƴŜΩǎ ƧƻōΣ ƭƻǎƛƴƎ ƘǳƳŀƴ ǊŜƭŀǘƛƻƴǎƘƛǇǎΦ 
 
 

Example for the presentation of an Inappropriate attitude:  
 
Helper: What is the matter? 
Client: My fish are dead. 
Helper: Do not worry! I will help you to find them. Do you have any idea where they might have 
gone? 
Client: I know where they are, the problem is that they are no more alive! 
IŜƭǇŜǊΥ [ŜǘΩǎ ƭƻƻƪ ŀǊƻǳƴŘΣ L ŀƳ ǎǳǊŜ ǿŜ ǿƛƭƭ ŦƛƴŘ ǘƘŜƳ ƛŦ ǿŜ ǎǇŜƴŘ ŜƴƻǳƎƘ ǘƛƳŜ ƭƻƻƪƛƴƎ ŦƻǊ ǘƘŜƳΦ 



The phases of grief reaction: 
 
 
 The phase of shock: when 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 uncommon, that the damaged person acts aggressively against those, who are 
around him (hospital, doctor, nurse, family members, etc.). In 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. 

 
 
 
 Cherishing irreal dreams. For example, hope about new therapies, about medicine, 

about naturopathy. 
 
 
 
 Apathy, resignation about what happened. In this period, even serious depression can 

develop. 
 
 
 
 In a good case, the mental pain decreases. Resignation is transferred into accepting, the   
                         person concerned takes new goals for himself, he establishes his rhythm of life, his    
                         circumstances, he adapts himself to the changed life situation.  
                          

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

 
 
 
 
 
 
 
 

3. /ƘŜŜǊƛƴƎ ǳǇΣ αōŜ ŎƘŜŜǊŦǳƭ ŀǘ ŀƭƭ ŎƻǎǘǎέΗ 
 
In case of people with disabilities who have a low self-assessment, cheering up is not an efficient 
method. Because unlike optimistic and cheerful people, they do not think that negative experiences 
are just small setbacks on the road. Their baseline is that they feel bad. Therefore, it helps if (instead 
ƻŦ ƻǇǇƻǎƛƴƎ ŀƴŘ αƭƛŦŜǎǘȅƭŜ ǘƛǇǎέ ǘƘŜ ŜȄǇŜǊǘ ōȅ ŜȄǇŜǊƛŜƴŎŜ ŀŎŎŜpts the existing situation and allows the 
client: ̧ ŜǎΣ ȅƻǳ Ŏŀƴ ŦŜŜƭ ƭƛƪŜ ǘƘŀǘΗ Lǘ ŘƻŜǎƴΩǘ ƳŀǘǘŜǊ ǘƘŀǘ ȅƻǳ ŦŜŜƭ ƭƛƪŜ ǘƘŀǘΦ Lǘ ƳŀƪŜǎ ǎŜƴǎŜ ǘƘŀǘ ȅƻǳ 
feel like that. You should not give a solution, but sympathy and attention. And the expert by experience 
is abƭŜ ǘƻ Řƻ ǘƘŀǘΣ ōŜŎŀǳǎŜ ƘŜ ƛǎ ƳǳŎƘ ƳƻǊŜ ŀōƭŜ ǘƻ Ǉǳǘ ƘƛƳǎŜƭŦ ƛƴ Ƙƛǎ ŎƭƛŜƴǘΩǎ ǇƭŀŎŜΦ  
The Expert by Experience can provide support for the people with disabilities by sharing his own life 
experiences, tools applied for overcoming difficulties, the bases of his positive approach of life and 
thereby he helps them to change their own self-interpretation, awareness of illness, his role and 
activity played in the formation of his own life.  

1. 

 

2. 

3. 

4. 

5. 

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

 



 

.ƛŀƴƪŀΩǎ ŎŀǎŜ 
 
Bianka, aged 32, has a higher education degree, she is exquisite, skilled 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 posture deformity, with fine motor movement disorder, low level mimic skills, reduced 
mobility, high-level 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 cerebral palsy in her infancy, her motion center has been 
injured. She was orthopaedically operated 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, she will only give her consent to a 
surgical intervention in case her life will again be in danger. Actually, 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 second daughter, her parents were looking forward to her arrival in an 
affectionate atmosphere. She 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 the world 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, and she undertook 
the coordination and the administration of the whole family.  
 
From the very first 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 independently as possible. When she was 
two and a half years old, they made the most difficult decision of their life: they sent Bianka to a live-
ƛƴ ƛƴǎǘƛǘǳǘƛƻƴ нлл ƪƳ ŦǊƻƳ ƘŜǊ ǊŜǎƛŘŜƴŎŜΦ ¢ƘŜ Ƴƻǎǘ ƛƳǇƻǊǘŀƴǘ ŀƛƳ ƻŦ ǘƘŜ ŀŎǘƛǾƛǘȅ ƻŦ tŜǘǃ LƴǎǘƛǘǳǘŜ 
(Budapest) is that, by the development process, they provide an asset for children, who have become 
physically disabled due to a central nervous system problem that they can use in their everyday life. 
Namely for example the posture, the movement acquired in the framework of the physical exercises: 
how can it be used while walking, sitting, eating or peeing. Each element of the 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 independently, to get dressed, to get to a place, to use the bathroom, to eat, 
to drink, to write and to speak in an articulate, well-interpretable way. 
 
Having finished her live-in development, she moved home. As she admits, she lost much of her former 
independence, while 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. Bianka also confesses that sometimes 
ƛǘ ƛǎ ŜŀǎƛŜǊ ŀƴŘ ƳƻǊŜ ŜƴƧƻȅŀōƭŜ ǘƻ αƳŀƪŜ ǳǎŜέ ƻŦ ǘƘŜ ǎƛtuation: it is a good feelingfor her for example 
to find her clothes readily prepared for the day. 
 
As Bianka remembers, her parents have not made any decision without making a family discussion, 
attended both by her and her brother/sister, already not even when 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 always found a perfect support in her surroundings, e.g. at the elementary 
school, her classmates and her teachers helped her in a natural, non-intruding way, not falling into 



exaggerations, she did not have to miss any programmes and she managed to find the balance so that 
she does not mean an extra charge or workload. At her final examinations, she 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 logical skills were outstandingly good (they are good 
even nowadays), and she chose her college 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 ŀǘ ǘƘŜ ƳŀǎǘŜǊΩǎ ŘŜƎǊŜŜ ƻŦ ǘƘŜ ŜƴǘŜǊǇǊƛǎŜ ŘŜǾŜƭƻǇƳŜƴǘ ƳŀƧƻǊ ƻŦ ǘƘŜ ƭƻŎŀƭ ǳƴƛǾŜǊǎƛǘȅΦ Ln the 
meantime, she took her intermediate level ECL general and commercial language examinations in 
English and in German, she successfully attended several specialized courses and trainings 
(enforcement of equal treatment and social awareness). 
 
Even currŜƴǘƭȅ ǎƘŜ Ƙŀǎ Ŏƻƴǘƛƴǳƻǳǎƭȅ ōŜŜƴ ǘǊŀƛƴƛƴƎ ƘŜǊǎŜƭŦ ŀƴŘ ǎƘŜ ǎŀȅǎ ǘƘŀǘ αǎƘŜ ŦŜŜƭǎ ōŀŘ ǿƘŜƴ ǘƘŜǊŜ 
ŀǊŜ ƛŘƭŜ ǘƛƳŜǎέΦ 
 
She has undergone an orthopaedic surgery in her childhood (hip surgery, knee surgery, muscle 
ǘǊŀƴǎŦŜǊΧύΦ IŜǊ ŎǳǊǊŜƴǘ ǎǘŀǘŜ Ŏŀƴ ōŜ ƳŀƛƴǘŀƛƴŜŘ ōȅ Ŏontinuous development, special movement and 
vitamins, but it is very unstable, because her muscular strength immediately falls back to minimum by 
an intensive cold or a flu. 
 
The oxygen lack (anoxia) resulted in an asthmatic disease and also a heart problem (she takes a pill 
slowing her heartbeat due to her high number of pulse)  
Despite of her limitedness at fine-motoric movement, she can write well, although slower than 
average, but in a readable way. 
Her speech is somewhat badly articulated, but her vocabulary 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 left and to the right, she cannot put her soles to the ground 
due to flexion distortions. Her left leg is shorter, but stronger. She can hold herself stronger with the 
left hand, she can grip and make fine-motoric movements better with the right hand. She is strongly 
limited in terms of using the stairs, she can only do work in an environment that is transferred along 
ergonomical considerations (elevator, lack of doorsteps, proper chair, barrier-free approach, size of 
ǘƘŜ ōŀǘƘǊƻƻƳΧύ  
 
On the other hand, due to her motivation, resolution, and awareness of reality, she always faces the 
stairs alone. 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 she has already become unable 
to fulfil even the easier tasks entrusted to her. She represents herself independently also on the labour 
market, she is aware of the role of self-activity necessary for getting into employment. Temporarily, 
she has also done voluntary work in order to convince her employer about her suitability and 
capacities. 
 
Her familiarity with her own illness is high-level, her view about her situation is realistic. Due to her 
operations, her life was often taken at serious risk, she considers it a big value that she is alive and that 
she is able to get on well in the world. She 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 also dares to ask for help. She is 
able to make decisions about the tasks and request that she is given (e.g. if she is able to attend a sport 
event, a conference in Croatia without the help of her parents.) 
 
 
 
 



There are things about which she only thought as an adult: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
And why will Bianka become a good Expert by Experience? 
 
.ŜŎŀǳǎŜ .ƛŀƴƪŀ ǿŀǎ ǘǊŜŀǘŜŘ ŀǎ ŀƴ ŜǉǳŀƭΣ ƘŜŀƭǘƘȅ ƳŜƳōŜǊ ƛƴ ǘƘŜ ŦŀƳƛƭȅΦ ¢ƘŀǘΩǎ Ƙƻǿ ǎƘŜ ǿŀǎ ǎƻŎƛŀƭƛȊŜŘΦ 
She had to experience the phases of grief. She processed her disability, her situation and by doing so, 
she brings out the maximum of her life. She is aware of her own responsibility. Bianka has realistic self-

¶ E.g. her acquaintance faced her with the thought that sending a 2 and a half years old, 
little and helpless child to a live-in institution is evilness. (it is just like if she was given into 
a community home in order to remove her from home). Then she realized that she never 
assumed it about her narrower or broader surroundings that they would consider her a 
nuisance. In her opinion, her parents made many, painful decisions in order to really help 
their child. When she moved home, and she was surrounded by overwhelming love, they 
would have liked to compensate for the years that they could not have spent together, 
and then she locked herself in and was angry with them, because she was limited in her 
independence and they forced a closed world upon her. Then she gradually realised the 
situation, the feelings of the family and they managed to align that she can go her own 
way in a way that the load of the family does not change by it significantly. 

 

 

¶ She is aware of the fact that her mother sacrificed her career at work and her future for her 
(she used to work in the administrative field), and moreover even the opportunity to be able 
to live relaxing years of retirement with a good retirement aid.  

 

¶ To the question whether she feels as if she was controlled in any way, she answers no. She 
managed to reach everything that she set as an objective for herself.  

 

¶ Lately she received a request for giving advice as an expert by experience at a local 
interest protection organisation of physically disabled people. She feels that she can help 
her fellow sufferers, because she is in a situation that is similar to theirs. Fraternity, desire 
ŦƻǊ ƛƳǇǊƻǾƛƴƎ ƻǘƘŜǊ ǇŜƻǇƭŜΩǎ ǎƛǘǳŀǘƛƻƴΣ Ŝǉǳŀlity, comradeship are important 
characteristics of her that she can make use of in her work as an expert by experience, 
anyway. She says that her most important ability is her perseverance. 
 
Among her plans for the future, establishing a partner relationship cannot be found, she 
finds this very unfamiliar. She would really like to share her knowledge, her information 
and her experiences with other people, and thereby to become a useful member of the 
society. 

 



image, she is aware of and she accepts her own limitations, she manages and assesses them properly. 
Besides all these, she has a high-level empathic 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 of the psychic trauma evolved as a conclusion of disability and the opportunity of 
accepting it depends to a great extent on the strength and the stability of the emotional connections 
ƻŦ ǘƘŜ ǇŜǊǎƻƴ ŎƻƴŎŜǊƴŜŘΦ .ƛŀƴƪŀΩǎ ƭƻǾƛƴƎΣ ǿŜƭƭ-functioning family ties and scholar experiences made it 
possible for her to remain emotionally and mentally stable.  
 
 
 
 
 
 
 
 
 
 
 

 

1.3. Rules of providing help and giving advice 
 
 
 
 
 
 
 
 
Rules of compliance of basic principles: 
 
 

In the framework of his work, the Expert by Experience should 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 target-oriented. Empathic, cooperative and she has a helping 
attitude towards her client and the problem.  
 
It is the responsibility of the person doing the work of the Expert by Experience to recognize 
those points that are beyond his professional competence. In these cases, it is important that 
he gives the person who asks for advice appropriate information, and that he informs her 
about the contacts of other professionals. 

 
The Expert by Experience is aware of the fact that his activity affects the life of people, who 
stay in a professional relationship with him. Therefore he has professional liability for the 
advising process lead by him, and its quality. 

 
The Expert by Experience is responsible for continuously renewing his knowledge, he is aware 
of the fact that he can only fulfil the information, the support and the helping of his client by 
having an up-to-date knowledge and by being aware of information belonging to his field. 

A practical suggestion for the Expert by Experience is that he should make records about his 

conversation with the client, in a diary-like way. Record the actual happenings and your subjective 

perceptions:  

 

e.g.: she was very distressed during the meeting, it is hard for her to express herself, or she is in a 

seemingly strong, symbiotic relationship with her mother, she is unable to make decisions 

independently.   

 

 

Basic principles of providing help and advice: commitment, responsibility, cooperation, 
privacy. 

 

 



 
Advisory activity can only be implemented successfully by an intertrade cooperation. Expert 
by Experience strives for cooperation with his colleagues as well as with the colleagues of 
organisations that keep in touch with the client (Colleagues of labour organisation, social 
workers, psychologists, colleagues of civil and charity organisations) in order to help and 
support the person asking for advice.  

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

 
The Expert by Experience communicates both with the person asking for advice and with his 
colleagues in a way that 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 the Expert by Experience to manage conflicts arising in the information 
providing and advising process 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 communication and constructive conflict management.  
 
The Expert by Experience fully manages the documentation related to the advising process. In 
the framework of his work, he only uses tested, legitimate tools, approved by his employer. 

 
The Expert by Experience is 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 in terms of personal and sensitive data. He can only share his experiences about the 
advising process only without identifying the particular person. The obligation of discretion 
and confidentiality of the expert by experience is also persists after the closure 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 only publish his cases and experiences only in a way that is not 
suitable for identifying the particular person.  

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



2. Personality of Expert by Experience 
 

2. 1. Expert by Experience Competences 
 

At present, high demands are placed on the work of any worker in the 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 also in life 

our ability 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/her professional abilities and skills necessary to 

survive in a dynamically changing world. 

Knowledge is a set of facts, principles, theories, and approaches that apply to the field of study or 

work. 

Skills mean the ability to apply knowledge and use learned approaches to accomplish tasks and solve 

problems. 

Competencies mean 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 field, 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 can build. Key 

competencies 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 defend and enforce rights, ability to shape and manage 

personal plans and projects and so on. 

Expert by Experience Competencies can be divided into: 

  

 

 

 

 

 

 

 

 

 

However, competencies do not stand alone next to each other, but in different ways they intertwined 

and combine. Upon our own experience, we learn the individual abilities to reconnect with each other, 

to connect new ones with previously obtained ones. 

Professional competencies Personal competencies

Methodological competencies Social competencies

Expert by Experience 
Competencies



2.2 Knowledge, professional and personality competences of the Expert by Experience  
 
Knowledge and professional competences of the 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 by 
experience, concerning to 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: 

 
 
 
 
 
 
 
 
 
 
 
 
 

¶ Expert by experience personality 

ω ¢ƘŜ ƛƳǇƻǊǘŀƴŎŜ ƻŦ ǳǎƛƴƎ ȅƻǳǊ ƻǿƴ experience in counselling activities for people with disabilities 
ω 9ǘƘƛŎŀƭ ǇǊƛƴŎƛǇƭŜǎ ŀƴŘ ōƻǳƴŘŀǊƛŜǎ ƛƴ ǘƘŜ ǿƻǊƪ ƻŦ ŀƴ ŜȄǇŜǊǘ ōȅ ŜȄǇŜǊƛŜƴŎŜ  
ω ²ŀȅǎ ƻŦ ƻǇǘƛƳŀƭ ŎƻƳƳǳƴƛŎŀǘƛƻƴ 
ω aŀƴŀƎƛƴƎ ŀƴŘ ǎƻƭǾƛƴƎ ŎƻƴŦƭƛŎǘǎ ƛƴ ǇǊŀŎǘƛŎŜ 
ω ¢ƛƳŜ aŀƴŀƎŜƳŜƴǘ ¢ŜŎƘƴƛǉǳŜǎ ŀƴŘ ¢ŀǎƪs Planning 
ω {ǘress elimination activities 
ω ²ƻǊƪ ŀǇǇǊƻŀŎƘŜǎ ǿƛǘƘ ŎƭƛŜƴǘǎ ƛƴ ǘƘŜ ŦƛŜƭŘ ƻŦ ŎƻǳƴǎŜƭƭƛƴƎ ŀƴŘ ƭƛŦŜƭƻƴƎ ƭŜŀǊƴƛƴƎ 
ω 5ŜǾŜƭƻǇƛƴƎ ǘƘŜ ǎƪƛƭƭǎ ƻŦ ǇŜƻǇƭŜ ǿƛǘƘ ŘƛǎŀōƛƭƛǘƛŜǎ ŦƻǊ ǘƘŜ ƭŀōƻǳǊ ƳŀǊƪŜǘ 
ω {ŜŀǊŎƘƛƴƎ ŦƻǊ ŀǇǇǊƻǇǊƛŀǘŜ ŜƳǇƭƻȅƳŜƴǘ ǳǎƛƴƎ ǘƘŜ ǊŜǎǇŜŎǘƛǾe tools 
ω LƴǘŜƎration into new employment, sustain the employment 
ω aŀƴŀƎƛƴƎ ŀƴ ƛƴŘƛǾƛŘǳŀƭ ŎƻǳƴǎŜƭƭƛƴƎ ƛƴǘŜǊǾƛŜǿ 
ω tǊƛƴŎƛǇƭŜǎ ƻŦ ƎǊƻǳǇ ǿƻǊƪΣ ƎǊƻǳǇ ŎƻǳƴǎŜƭƭƛƴƎ 
ω tǊƛƴŎƛǇƭŜǎ ƻŦ ŎƻƻǇŜǊŀǘƛƻƴ ǿƛǘƘ ŜƳǇƭƻȅŜǊǎ 
ω !ƴŀƭȅǎƛǎ ƻŦ ǿƻǊƪƛƴƎ ǇƭŀŎŜǎ 
ω bŜǘǿƻǊƪƛƴƎ ƻŦ cooperating institutions 
ω hǊƛŜƴǘŀǘƛƻƴ ƛƴ ǘƘŜ ƭŀōƻǳǊ ƳŀǊƪŜǘΣ ǎŜŀǊŎƘƛƴƎ ŦƻǊ ƛƴŦƻǊƳŀǘƛƻƴ ǎƻǊǘƛƴƎ 
 

 

 

 

Personal competences 

 

Personal competences are basic skills that enable you to actively shape your own life. They are strongly 

rooted in human beings, and sometimes they can represent personality features. 

 
The most important personal competences of expert by experience  

 

Current national laws serving to the interests of people with disabilities  

 

Basic terminology and legislation in the field of lifelong learning 

 

Knowledge connected with personality and activities of an Expert by Experience 

Knowledge in the field of information and communication technologies 
 

 



 

ω /ƻƴǎŎƛŜƴǘƛƻǳǎƴŜǎǎ 
ω wŜƭƛŀōƛƭƛǘȅ 
ω aƻǘƛǾŀǘƛƻƴ 
ω 9ƴŘǳǊŀƴŎŜ ƻƴ ǘƘŜ ǿŀȅ ǘƻ ǘƘŜ ƻōƧŜŎǘƛǾŜǎ 
ω {ŜƭŦ-management 
ω{ŜƭŦ-awareness (knowing your own strengths and weaknesses, knowing your own borders, emotional 
self-awareness, knowing your abilities and possibilities, willingness and ability to overcome obstacles 
...) 
ω {ŜƭŦ-confidence 
ω {ŜƭŦ-assurance 
ω {ŜƭŦ-control 
ω !ōƛƭƛǘȅ ǘƻ ǊŜŦƭŜŎǘ ǘƻǿŀǊŘǎ ȅƻǳǊǎŜƭŦ όǎŜƭŦ-reflection), ability to evaluate yourself and further develop 
yourself 
ω /ƻƴǎŎious of developing own values, ability to innovate 
ω CƭŜȄƛōƛƭƛǘȅ 
ω LƴŘŜǇŜƴŘŜƴŎŜ 
ω !ŘŀǇǘŀōƛƭƛǘȅ 

ω 9ndurance and durability 

ω 9ƴǘƘǳǎƛŀǎƳ 

ω LƴŘƛǾƛŘǳŀƭ ǊŜǎǇƻƴǎƛōƛƭƛǘȅ 

ω tǊŜǇŀǊŜŘƴŜǎǎ ǘƻ ŦǳǊǘƘŜǊ ŘŜǾŜƭƻǇ   

ω Decide independently 

 

2.3.  Methodological and social competences of the Expert by Experience  
 

Methodological competences 

Under the methodological competencies we understand the way how people handle the assigned 

tasks and problems. Strong methodological competencies help to work with objectives in a 

comprehensive and effective way. Some methodological competencies may include in part also 

professional competencies. 

 

 

ω Time management 

ω tƭŀƴƴƛƴƎ ƻŦ ǘŀǎƪǎ ŀƴŘ ǿƻǊƪ 

ω 9ŦŦŜŎǘƛǾŜ ōŜƘŀǾƛƻǳǊŀƭ ǘǊƻǳōƭŜǎƘƻƻǘƛƴƎ  

ω {ȅǎǘŜƳŀǘƛŎ ǿƻǊƪ 

ω hǊƎŀƴƛǎŀǘƛƻƴ ƻŦ ǿƻǊƪ 

ω ²ƻǊƪ ǘǊŀƴǎǇŀrently 

ω hōǘŀƛƴƛƴƎ ŀƴŘ ƛƳǇƭŜƳŜƴǘŀǘƛƻƴ ƻŦ tǊƻŦŜǎǎƛƻƴŀƭ ƪƴƻǿƭŜŘƎŜ - planned, systematic, objective-

oriented, further developing of own learning process 

ω 5ŜǾŜƭƻǇƛƴƎ ŎǊŜŀǘƛǾŜ ǎƻƭǳǘƛƻƴǎ 

ω !ŎŎŜǇǘƛƴƎΣ ǳǎƛƴƎ ŀƴŘ ƛƳǇƭŜƳŜƴǘƛƴƎ ƻŦ ƴŜǿ ƛƴŦƻǊƳŀǘƛƻƴΣ ƪƴƻǿƭŜŘƎŜΣ ƛƴƴƻǾŀǘion 

ω wŜƭŀǘƛƻƴǎ ǇŜǊŎŜǇǘƛƻƴΣ ŎƻƴǘŜȄǘ ŀǿŀǊŜƴŜǎǎΣ ŀōƛƭƛǘȅ ǘƻ ǊŜŎƻƎƴƛȊŜ ǇǊƻōƭŜƳǎ ŀƴŘ ǎƻƭǾŜ ǘƘŜƳ ƛƴ ŀ 

responsible manner 

The most important methodological competencies of expert by experience 
 



ω /ƻƴǎƛŘŜǊŀǘƛƻƴ ƻŦ Ǌƛǎƪǎ ŀƴŘ ŎƘŀƴŎŜǎ 

 

Social Competences 

Social competences indicate the ability of individuals to understand other people. Social competences 

serve to interact and understanding with other people and are the basis for building, creating and 

maintaining relationships (for example also in groups). 

 

 

 

ω Communicability 

ω 9ƳǇŀǘƘȅΣ ƻǊƛŜƴǘŀǘƛƻƴ ǘƻ ƻǘƘŜǊǎΣ ŀƴǘƛŎƛǇŀǘƛƴƎ ǘƘŜƛǊ ƴŜŜŘǎΣ effort to satisfy them 

ω Ability to team-work, ability to cooperate, co-operation, ability to adapt 

ω !ōƛƭƛǘȅ ǘƻ ǎǘƛƳǳƭŀǘŜ ƻǘƘŜǊǎϥ ǇŜǊǎƻƴŀƭ ƎǊƻǿǘƘΣ ŜƴŎƻǳǊŀƎŜƳŜƴǘΣ ǎǳǇǇƻǊǘ 

ω !ōƛƭƛǘȅ ǘƻ ƳŀƪŜ ǇƻǎƛǘƛǾŜ ǳǎŜ ƻŦ ŘƛŦŦŜǊŜƴŎŜǎ ŀƳƻƴƎ ǇŜƻǇƭŜ 

ω ¦ƴŘŜǊǎǘŀƴŘƛƴƎΣ ǘƘŜ ŀōƛƭƛty of empathy 

ω !ōƛƭƛǘȅ ǘo face conflicts, resolve, manage conflicts 

ω ²ƛƭƭƛƴƎƴŜǎǎ ǘƻ ŎƘŀƴƎŜΣ ŀōƛƭƛǘȅ ǘƻ ŀŎŎŜǇǘ ŎƘŀƴƎŜǎΣ ŀōƛƭƛǘȅ ǘƻ ŎƻƳŜ ŀƭƻƴŜ ǳǇ ǿƛǘƘ ƴŜǿ ŀǇǇǊƻŀŎƘŜǎ 

ω !ōƛƭƛǘȅ ǘƻ ŎǊŜŀǘŜ ōƻƴŘǎ 

ω [ƻȅŀƭǘȅΣ ƛŘŜƴǘƛŦȅƛƴƎ ǿƛǘƘ ǘƘŜ ƛƴǘŜƴǘƛƻƴǎ ŀƴŘ ƻōƧŜŎǘƛǾŜǎ ƻŦ ǘƘŜ group 

ω LƴƛǘƛŀǘƛǾŜ 

ω Ability to take responsibility in a group 

ω !ōƛƭƛǘȅ ǘƻ ōǳƛƭŘ ǊŜƭŀǘƛƻƴǎƘƛǇǎ ǉǳƛŎƪƭȅ 

ω !ōƛƭƛǘȅ ǘƻ ŜƴƎŀƎŜ 

ω 9ƳǇŀǘƘȅ 

ω !ōƛƭƛǘȅ ǘƻ ŎǊŜŀǘŜ ǇƻǎƛǘƛǾŜ ŜƳƻǘƛƻƴŀƭ ƭƛƴƪŀƎŜǎ 

 

The following factors influence the building of expert by experience professionality: 
 
 
 
 

 

 

 

 

 

2.4. Self-management of the Expert by Experience 
 

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 each person sets their personal 

and working objectives, organises their fulfilment and evaluates their achievement. The process of 

The most important social competencies of expert by experience 
 

It is very important self-knowledge, be clear about why your job is doing. 

Make sure his words are in line with his actions, it mens to be autentic - credible, to be able to show pleasure  
of giving out participation.

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

To perform responsibly, emphatically  and adequately to the situation. 

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



self-management is realised through the functions of self-regulation. Their content, influence and 

timing approach for the expert by experience has following likeness: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

ωability to cooperate or to 
cooperate with others

ωcurrently become 
searched  so called team 
players 

ωmore effective time 
utilising

ωelimininate "thief of time"

ωwillingness to make 
effords,

ωto engage, 

ωbe active, 

ωpersistent, 

ωinitiative, 

ωwillingness to deliver 
maximum performance 

ωwillingness to work  on 
yourself, 

ωself-development,

ωself-education,

ωtraining of your skills, 
your competencies 

Self-knowledge Self-motivation

Interpersonal 
relationships 

Self-
timemangement 



3. The importance of communication skills in the practice of Expert by 
Experience 
 

3.1. About communication in general 
 

 

Our life is a chain of communicational situations. Although interpersonal 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 

communication skill to a great extent. There is almost no situation where communication would not 

ōŜ ƛƳǇƻǊǘŀƴǘΦ LŦ ǎƻƳŜƻƴŜ Ŏŀƴ ƴŜƎƻǘƛŀǘŜ ǇŜǊǎǳŀǎƛǾŜƭȅΣ Ŏŀƴ ǊŜŀŘ ǿŜƭƭ ŦǊƻƳ ƻǘƘŜǊ ǇŜƻǇƭŜΩǎ ǎƛƎƴǎΣ ƪƴƻǿǎ 

body language, then he can become far more successful and productive than 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 can be distinguished based on actors and roles, that can be 

as follows: 
 

 

 

According to research and observations, human being does not only communicate with his 

surroundings, but also with himself. Upon the blockage of the communication process, the Expert 

by Experience can further drive the conversation with his client, if he asks him to express his 

thoughts related to the given topic, problem. This is an extremely simple method, but in many cases, 

people do not do this by themselves. 

 
 
[ŜǘΩǎ ƘŀǾŜ ŀ ƭƻƻƪ ŀǘ ŀŘǾŀƴǘŀƎŜǎ ŀƴŘ ŘƛǎŀŘǾŀƴǘages of written and verbal communication! 
 
 

 Internal  Interpersonal Group Public Mass media 

Oral Internal 
speech, 
thought  

Dialogue  conversation, 
discussion 

lecture, 
oration 

radio, TV 

Written note e-mail, letter, 
essay 

Chat, forum blog, book, 
formal letter  

News portals, 
newspapers, poster  

Notion of communication: communication is everything where information forwarding takes 
place, independently of the fact what kind of signs and codes information is expressed by, 
 
It is impossible not to communicate! Every behaviour (independently of our intent) conveys a 
message. 
 

 

 



 

 
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 we do not understand each other with the other person. In such cases, a 

communication disorder takes place. The expert by experience has to determine the reason of 

communication disorder and has to be able to correct it. If a communication disorder takes place 

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 precise (e.g. upon exploring the health 

situation of the client, the expert by experience has not been provided with all the information 

about the illnesses related to getting into employment, or its degree. 

 

 Verbal communication 
 

Written communication 
 

its advantages Quick 
 
Flexible  
 
There is feedback  
 
Nonverbal signs  

Traceable  
 

More interpretable 
 

More objective 
 

its 
disadvantages 

Forgettable  
 
It has no trace  
 
It can be distorted 

Time-consuming 
 
Impersonal 
 
There is no feedback 

Tip: it makes the work of the expert by experience much easier, if he takes notes about the 
meetings with the client. Later on, we will present an interview data sheet, that you will apply 
during the process. 
 
It is important that the client also makes a written document for himself, such as e.g. when he 
makes a SMART plan.  

 

Communication disorder is inability to establish relationship with other people, or 
its strong limitation. 

 



 
Reasons of information distortion: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

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

Subjective distortion

ωIn 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 client is distracted by his feelings 

ωFor 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.

The intensity of the stimulus is not appropriate 

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

Selective attention 

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

The message is too complicated, or obscure 

ωThis is usually applied by the clients, i.e. lot of speech, no message. Expert by Experience has to 
divert the conversation back to the given topic, on which they actually work with the client.

Torrent of words 

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

They do not know the same facts 

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

They do not evaluate the existing knowledge in the same way 

ωIf 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.)

Rudeness, lie, withhold 



 

 

 

 

 
Basic rules of behaviour and communication at work 
 

We spend one third 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 the company, because efficient work can only take 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 

  

¶ It is the subordinated to greet first. If it is not required by the culture at work, then it is the 
man to greet the woman first, and it is the young to greet the old. 

 

¶ We greet according to the period of the day. 
 

¶ Informal addressing is not possible as long as we do not get a permission for it. 
 

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

 

¶ Upon introduction, wait until the other person tells his name, and then we should say our own. 
 
 
2. Rules of conduct of telephoning: 

 

¶ Greeting, introduction, we have to ask if we disturb 
 

¶ It is not allowed to eat, drink, smoke, chew a gum while talking 
 

¶ Official calls should take place within office hours 
 

¶ To the answering machine: our name, our telephone number, a short message  
 

¶ We do not talk informally on the telephone, either 
 

¶ Be concise, comprehensible and precise 
 
 
 

 
 

 
 

3.1.    Non-verbal communication, body language 
 

Expert by Experience is like a good lawyer! But if he does not have all the relevant information, he 

is unable to represent the case successfully! 

 

The Expert by Experience can practise the topic of greeting, introduction, addressing and 
telephoning the most successfully in the framework of roleplay. 
  

¶ first meeting with the employer  
 

¶ telephone conversation with the HR manager about whether the job is still unfilled 
 

¶ appointment arrangement on the phone for the job interview  



3.2. Non-verbal communication, body language 
 
What am I saying, and in the meantime, what am I doing? 
 
 
Body language as a form of communication has always existed, but scientifically it has only been dealt 
with in the past few years. 60-80% of our everyday communication takes place through different 
gestures, by body language.  
 
 
 
 

 

 

 

 
The most important tools in body language: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Nonverbal communication, body language is actually nothing else, but mimicry, posture, eye sight, 
gesticulation, intonation, distance from the other person, that we apply besides verbal 
communication either consciously or unintentionally.  

 

ωMimicry is the reflectionof emotionalrelationson the face. The
eyes,the eyebrowsandthe mouth haverole in the expressionof
feelings. Vivid mimicry demonstratesthe undertakingof ƻƴŜΩǎ
feelings. Exaggeratedmimicry is theatrical,while lackof mimicry
is disturbing,becausewe cannotseethe reactionof our partner
to our speech from his face. Pay attention for your facial
expression, because it is informative for the conversation
partner.

Mimicry

ωα9ȅŜǎare the mirror of theǎƻǳƭέ- evennowadayswe often hear
this saying. The eye sight has a regulating role in the
communication process. It gives feedback about
comprehension,about the emotionalrelationshipwith the other
person. Eyecontact meansthat we look into the eyesor at the
faceof the personthat we are talking to. Alsoexaggeratedeye
contact, too rigid, explorative looking is wrong, as well as
avoidingƻƴŜΩǎeyesight.

Eye sight

ωPosture 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. 
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 
ƻǘƘŜǊ ǇŜǊǎƻƴ ōȅ ƭŜŀƴƛƴƎ ŦƻǊǿŀǊŘΣ ǘƘŀǘΩǎ ǘƘŜ ǎƛƎƴ ƻŦ ŀǘǘŜƴǘƛƻƴΦ

Posture

ωIt meansthe movement of the limbs, gestures,body posture
(movementof the hand, arms, leg, trunk and head). Themost
worked-out sign system of non-verbal communication is
gesture. The gesturesof the hands carry various and subtle
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
expressit with the movementof the handsthat we would like to
speak,or that we would like to acceleateor interrupt speech.

Gesticulation



Innate gestures: 

 

¶ Smile (also a child born deaf and blind smiles) 

¶ Arms interwoven on the chest 
 
 
Basic gestures:  
 

¶ Headshaking, "yes", "no" 

¶ Smile  

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

¶ {ƘƻǳƭŘŜǊ ǎƘǊǳƎƎƛƴƎ όL ŘƻƴΩǘ ǳƴŘŜǊǎǘŀƴŘύ 

¶ V-sign (palm turned outside: victory) (It was introduced by Winston Churchill during the time 
of World War II.) 

¶ Thumb-up: life thumb-down: death (from the Roman age). This is also the origin of the recently 
ǇƻǇǳƭŀǊ αƭƛƪŜέ ǎƛƎƴ 

¶ Clasped arm, leg: protection, closing 

¶ Palm gestures, hand shaking 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
He distinguished four distances όȊƻƴŜǎύ ōȅ ƻōǎŜǊǾƛƴƎ ǇŜƻǇƭŜΩǎ ōŜƘŀǾƛƻǳǊ ƛƴ ǎƻŎƛŀƭ ƛƴǘŜǊŀŎǘƛƻƴǎΥ 
 

¶ confidential, or intimate zone (0 ς 45 cm): people emotionally close to the person are only 
allowed to enter here (parents, lover, children, close friends, relatives) 

¶ personal zone (45 ς 120 cm): distance kept in formal and social together comings, meetings 
with friends (about within reach) 

¶ community /social zone (120-360 cm) : we keep such distance with people, who we do not 
know enough (strangers, carpenter, postman, new employee), we apply it when dealing with 
impersonal issues. 

¶ public zone (bigger than 360 cm) : Proper distance if we address our words to a group that 
consists of a higher number of people (and in case of danger, it is easy to escape) 

 

ωit 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. 

Intonation

ωIn the communication process, space, as a non-verbal sign 
plays a fairly important role. Spatial needs of human being 
were first investigated by American researcher Edward Hall 
in the 1960s. 

Space regulation, i.e. 
distance from another 

person



 

 

 

 

 

 

 

 
Expert by Experience must be aware of the fact that everything he does strengthens or weakens the 
impact of what he says! 
 
Body language is 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 a bastion 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 

conversation, the vast majority of messages reach the other party through the body language. In 

order to be able to understand body language, we 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. 

 
 
 
 
 
 
 
 
 
 
 
 
 
Communication is authentic if verbal and nonverbal communication are in harmony with each other, 
both express the same. If you say different with your words and show different with your movements, 
with his eyes, with his mimicry, then a dissonance is established in communication. This dissonance 
is also perceived by the client, which overshadows the successfulness of working together.  
 
So, it is really important to know if the tools of non-verbal communication reinforce or change, add 
emphasis to his words, reinforce or weaken the meaning of oral message.   
 
They also have to be sufficiently empathic and intuitive to be able to correctly interprete the messages 
of the body language of the client 
 
 
 
 
 
 
 

             оΦоΦ   LπƳŜǎǎŀƎŜ ƻǊ LπǎǘŀǘŜƳŜƴǘ 

Clients, who are mentally disabled and suffering from a psychiatric illness many times do not 
perceive intimate zone, so many times they even violate it. They might do so with the expert by 
experience as well as with the colleagues at work. If you, as an expert by experience detect that 
the client violates this rule, call his attention for the fact that it is disturbing. 

 

For example: Expert by Experience is able to calm down the client and he helps him to establish 
the trusting relationship necessary for working together. 
 

Sign of active, concentrated attention in body language are:  
 

¶ keeping eye contact 

¶ bending forward towards the client, turning to him 

¶ open body posture: he does not cross neither his legs, nor his arms  

 

It is worth to get to know as much as possible about the elements of body language, because if 
we only have a strongly limited knowledge, it might easily occur that we misinterpret the non-
verbal messages, and this may lead to a communication disorder. 
 

Recommended reading: Barbara Pease - Allan Pease: The Definitive Book of Body Language, 
2012 
 

 

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


3.3. I-message or I-statement 
 
The I-message is an individual tool for expressing how we approach the given problem. Expert by 

experience must be able to apply the method of I-message successfully, because it is almost sure, that 

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

offend the client or set back the joint work. We could also say that we should communicate with I-

ƳŜǎǎŀƎŜǎΣ ǿƘŜƴŜǾŜǊ ƛǘ ƛǎ ǇƻǎǎƛōƭŜΦ ²Ƙŀǘ ŘƻŜǎ ǘƘƛǎ ƳŜŀƴΚ CƻǊ ŜȄŀƳǇƭŜΣ ƛƴǎǘŜŀŘ ƻŦ ǎŀȅƛƴƎΥ α²Ƙȅ ŘƛŘ 

you do such a fool thiƴƎΚΩΣ ȅƻǳΩŘ ōŜǘǘŜǊ ǎŀȅΥ αL ŀƳ ŎǳǊƛƻǳǎΣ ŀnd I would like to understand, what was 

ȅƻǳǊ ǊŜŀǎƻƴ ŦƻǊ ŘƻƛƴƎ ǎƻΚέ 

 

 

 

 

 

 

 

 

 

 

 
 
We can apply I-message successfully in a conflict situation. By using it, we can put communication 
back to the normal track.  
 
By applying I-message, we can prevent the other person from having to protect himself, at the same 
time, there is an opporǘǳƴƛǘȅ ŦƻǊ ŎƻƳƳǳƴƛŎŀǘƛƴƎ ƻƴŜΩǎ ƻǿƴ ƛƴǘŜƴǘƛƻƴ ƛƴ ŀ ŎƭŜŀǊΣ ŜǾƛŘŜƴǘ ǿŀȅΦ Based on 
this, I-message is a useful tool of assertive (self-empowering) behaviour.  
 
 
 
The 3 elements of efficient I-message: 
 
 

 
 

 
ŘŜŦƛƴƛǘƛƻƴ ƻŦ ŎƻƳƳǳƴƛŎŀǘƻǊΩǎ ƻǿƴ ŦŜŜƭƛƴƎǎ ǊŜƭŀǘŜŘ ǘƻ ǘƘŜ ŎŀǎŜ όǿƛǘƘƻǳǘ ƭŀōŜƭƛƴƎΣ 
accusing)  
 

 
 

 
definition of an issue, a behaviour raised (objectively) 
 
 

 
 

 
justification, conceivable consequence, direct impact  
 
 

 

 

 

 

 

In the I-message, we define our own feelings in the given situation. I.e. we send a message about 
our own mood (I am curious, I would like to understand, I am worried, I am frightened, I am 
disappointed).  
This way, we can let the other person know what we feel in the given situation without giving an 
accusing or threatening character to our words, or without giving them an offending edge.  

 

 

1.

.. 

2. 

3. 



 
Examples: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Proper application of I-messages: 
 

¶ If we would like to communicate something, but we do not know, how to do it, then the I-

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. 
 

¶ The I-message is not stale politeness, not useless dallying, and it never includes any rudeness, 

any indiscretion and any labelling of the other person.  
 

¶ The I-message is not the last word in a given question. This formula serves as a proper start of 

communication, not as the closure of communication.  

 

¶ The aim of I-message is not to declare facts. By using it, we let people know how we feel and 
what we need, what our motives are. 

αL ƎŜǘ ǾŜǊȅ 
frightened (1.),

when you shout 
at me (2.),

because I am 
afraid of that you 

are angry with 
me (3.ύΦέ

αL ŀƳ 
disappointed (1.), 

that you did not 
do what we 
agreed (2.),

although I 
counted on you 
very much.(3.ύΦέ

αL ŀƳ ǿƻǊǊƛŜŘ 
(1.), 

when you do not 
show up at the 

time agreed, (2.),

because I think 
that something 

bad happened to 
you (3.ύΦέ



 

 

 

 

 

 

 

 

 

 

 

3.4. Assertive communication  

 
The expression assertive describes a form of behaviour 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 the golden principle of balance between the surrendering/ 
subordinate/ passive and the threatening/aggressive behaviour form. 
 

According to cognitive behaviour therapy, assertive communication is the golden middleway of 
communicating personal opinion, need and limits. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The most important characteristics of assertive communication / behaviour: 
 

¶ it is self-expressing and honest 
 

¶ it is straight and direct 
 

¶ ƛǘ ǊŜǎǇŜŎǘǎ ƻǘƘŜǊ ǇŜƻǇƭŜΩǎ ǊƛƎƘǘǎ 
 

¶ ƛǘ ǊŜǎǇŜŎǘǎ ōƻǘƘ ƻƴŜΩǎ ƻǿƴ ƛƴǘŜǊŜǎǘΣ ŀǎ ǿŜƭƭ ŀǎ ǘƘŀǘ ƻŦ ƻǘƘŜǊ people  
 

¶ it targets the particular situation, aim and person  
 

¶ socially acceptable 
 

¶ learnt standard of conduct 
 
 

In the state of a strong emotional thrill, one is inclined to get mired into a you-statement, i.e. 

into labelling. The you-statement is the contrary of I-message.  It is not about us, but about the 

conversation partner, and it is always declarative (e.g. yƻǳ ŀǊŜ ǎƛƭƭȅΣ ȅƻǳ ŀǊŜ ŎƭǳƳǎȅΣ ȅƻǳ ŎŀƴΩǘ Řƻ 

it). The you-statement is offensive, it closes communication and makes it impossible to solve a 

conflict successfully. 

 

 

Assertivity, or assertive communication is a learnable skill, or behaviour, when someone is able 
to express himself self-confidently in an emotionally difficult situation, without being passive or 
aggressive. The aim of the communication of the person behaving assertively is to solve the 
conflict, while bearing in mind the needs of each of the participants ς he does not surrender 
(passive) and he does not try to predominate the other party (aggressive).  



Assertive people often have the following characteristics: 
 

¶ They freely express their feelings, thoughts and desires. 
 

¶ They are able to initiate and maintain satisfactory human relationships. 
 

¶ They know their rights. 
 

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

 

¶ They are able to make a compromise instead of going on their own way, and they usually 
have a good self-assessment.  

 
 
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 passively, do not protect their personal limits and let another aggressive party 
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 conflict. 
 
The aggressive people Řƻ ƴƻǘ ǊŜǎǇŜŎǘ ƻǘƘŜǊ ǇŜƻǇƭŜΩǎ ƭƛƳƛǘǎ ŀƴŘ ŀǊŜ ŀōƭŜ ǘƻ Řƻ ƘŀǊƳΣ while they try to 
dominate the situation. 
 
An assertive person is able to overcome his fears related to himself, his opinion, and the manifestation 
of his feelings, ŀƴŘ ƘŜ ŘƻŜǎ ǘƘƛǎ ƛƴ ŀ ǿŀȅ ǘƘŀǘ ƘŜ ŘƻŜǎ ƴƻǘ ǾƛƻƭŀǘŜ ƻǘƘŜǊ ǇŜƻǇƭŜΩǎ ǇŜǊǎƻƴŀƭ ƭƛƳƛǘǎ ōȅ 
doing so. Who behaves assertively, is able to protect himself against people, who have an aggressive 
communication style.  
 
 
 
 
 
 
 
 
 
 
Assertive behaviour is also associated with assertive rights. We can only insist them if also we 
ǊŜǎǇŜŎǘ ƻǘƘŜǊ ǇŜƻǇƭŜΩǎ ǊƛƎƘǘ ŦƻǊ ƛǘΗ 
 
I have the right for: 
 
¶ Defining my own capacity. 

 

¶ Being treated with respect. 
 

¶ Being listened to and being taken seriously. 
 

¶ Expressing my opinion and my feelings. 
 

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

 



¶ Asking what I need. 
 

¶ Making a mistake. 
 

¶ Staying in the background, if I want. 
 

¶ Rejecting, or discussing the given question. 
 

¶ 5ŜŎƭŀǊƛƴƎ ǘƘŀǘ αL ŘƻƴΩǘ ƪƴƻǿέ ǿƛǘƘƻǳǘ ƎƛǾƛƴƎ ŜȄŎǳǎŜǎΦ 
 

¶ Ask for a reflection period. 
 

Also, the expert by experience may exercise these rights during the work, and he also has to get to 
ƪƴƻǿ ǘƘŜ ŎƭƛŜƴǘ ǿƛǘƘ ǘƘŜǎŜ ǊƛƎƘǘǎΦ LŦ ōƻǘƘ ƻŦ ǘƘŜƳ ǊŜǎǇŜŎǘǎ ǘƘŜ ƻǘƘŜǊ ƻƴŜΩǎ ǊƛƎƘǘǎΣ ǘƘŜƴ ǿƻǊƪƛƴƎ 
together will hopefully go without conflicts. 
 
 
 

3.5. Establishing a communication contact with the client 
 
 
The basic tool of expert by experience is communication: to establish relationship with the client, to 
support him via conversations, to deepen his self-knowledge, labour market knowledge. It is very 
important for establishing relationships that the expert by 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 skill of active 
listening, which can be acquired and practised. 
 
Three important things you have to know about active listening: 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

ŜǾŜǊȅƻƴŜ ƭƛƪŜǎ ƛŦ ǘƘŜȅ ŀǊŜ ƭƛǎǘŜƴŜŘ ǘƻΣ ōŜŎŀǳǎŜ ƛǘ ǊŀƛǎŜǎ ƻƴŜΩǎ ǎŜƭŦ-esteem

asking questions and active listening are the two sides of the very same coin. If 
the expert by experience can ask well, then he will also be able to observe. 
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 experience asks questions, 
summarizes, checks whether he understood correctly what the other party said. He observes 
silently, keeps a proper eye contact, takes an open body posture, and at the proper place encourages 
the speaker for continuing. In order to encourage the client and to ensure him about the fact that he 
understands him correctly, he time to time ς in the natural pauses of speech ς recomposes the 
message of the speaker, he expects confirmation, clarification. It is important that the active listener 
should not give neither more, nor less feedback and ŎƻƴŦƛǊƳŀǘƛƻƴ ǘƘŀƴ ǿƘŀǘ ƘŜ ŦŜŜƭǎ ǘƘŀǘ ǘƘŜ ǎǇŜŀƪŜǊΩǎ 
message meant. By listening, questioning, emphasizing, he avoids direct counselling and litigation, so 
he gives the impression of being understood and accepted in the client. 
 
The Expert by Experience can ensure the client about the fact that he does not misunderstand his 
communication. Active attention helps the client in drafting more precisely about his own situation 
and doubts. 
 
It is worth for the expert by experience to symbolically take one step back, which 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 nearer to each other. In the supportive atmosphere established by active listening, the 
client is given an opportunity for ventilation, in the framework of which his doubts, negative feelings 
decrease. 
 
 
Further communication tools that can be used by the expert by experience: 
 

¶ non-verbal tools demonstrating acceptance, openness; 

¶ blocking: postponing the explication of a given topic to a later date; 

¶ enforcement: reinforcement of a given topic, thought; 

¶ emotion-reflection: putting the feelings of the client into words; 

¶ acknowledging importance: positive assessment of the things that are significant for the client; 

¶ highlighting: highlighting and emphasizing the relevant elements of the information told; 

¶ confrontation: highlighting the contradicting information defined by the client; 

¶ limitation: driving the topic to a particular direction; 

¶ open sentence: encouraging for free elaboration; 

¶ I-message: sharing some own experience, feeling related to the experience of the client; 

¶ paraphrase: highlighting the important elements with their own words; 

¶ summary: summarizing a bigger topic; 

¶ joining: highlighting important thoughts, making connections between them; 

¶ feedback: referring back to the earlier stages of conversation. 
 
 
 
 
 
 
 
 
 
 
 
 
 

The difficulty of communication is not uniform by disabled clients living with reduced working 

capacities, there are special target groups, who find it especially difficult to get on with the 

world of communication. 

 



Communication with mentally disabled clients 
 
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 cannot decide whether they should talk to the 

mentally disabled person or to the person accompanying him. Due to the fact that disabled people 

cannot use the generally used language efficiently in most cases, verbal (spoken and written) 

communication is especially aggravated, they often cannot put their feelings and thoughts into words. 

Usually their strength is to make use of non-verbal opportunities. In case of a mentally disabled client, 

it is important that the expert by experience should be sensitive to the nonverbal expression of the 

client, what he is unable to express, the expert by experience should often 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 well-known words;

ask your partners if he can follow the message;

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

avoid using abstract notions;

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 hearing-impaired clients 
 
Most of hearing-impaired clients try to collect information from his surroundings by lip-reading, 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 articulation of the hearing-impaired person himself. While 
communicating with hearing-impaired people, misunderstanding might even take place  in such cases 
when  the surrounding people do everything  to adjust to the special needs of the hearing-impaired 
person. What might lie in the background of the problem is that the hearing-impaired person cannot 
follow the communication or the conversation consisting of multiple stakeholders, or he does not 
understand, or misunderstands what is being said due to his language deficiencies. 
 
Such a problem may occur even in the case of jokes built on ambiguity and pun. Many times it is the 
communication partners, who get impatient if they have to repeat what was told. The possibility of 
misunderstanding especially persists in the interpretation of the emotional tone, intonation of 
communication, which is loaded depending on the state of hearing, on the other hand, it also has a 
meaning-modifying impact. This makes it more difficult for hearing-impaired 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 interpreter can be 
suggested for communication. In the framework of an interpreter-assisted communication, the 
following viewpoints worth to be paid attention: 
 

¶ The expert by experience should not talk looking at the interpreter, but at the hearing-
impaired person! 

¶ Bilateral conversation of the expert by experience and the interpreter should be avoided, 
because in this case, the hearing-impaired person may feel excluded 

¶ It is necessary to give enough time for interpretation. 

¶ It is useful for the interpreters if they get the draft, the summary of the topic beforehand, so 
they can think about the task. 

 
If you are talking to a hearing-impaired person, it is important that you: 
 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

speak well-articulated,facing opposite to the person, slowly, articulately;

avoid complex sentences;

primarily use well-known words;

ask whether your client can follow what you say;

ask frequently, so that you can make sure he can follow what is being said;

avoid using abstract notions.



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

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

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

 

 

 

 

 

 

 

 

 

 

 

It is frequent that supporters of people living with a mental and behaviour disorder get 
emotionally too much involved in the process, and there are many examples also for the fact 
that the hidden preconceptions of experts by experiences activate for the symptoms of the 
ƛƭƭƴŜǎǎΣ ŀƴŘ ƴƻǘ ǘƻ ǘƘŜ ǇŜƻǇƭŜ αƘƛŘƛƴƎέ ōŜƘƛƴŘ ǘƘŜƳΣ ǿƛǘƘƻǳǘ ǘƘŜ ŦŀŎǘ ǘƘŀǘ ǘƘŜƛǊ ǊŜƧŜŎǘƛƴƎ 
behaviour becomes conscious for them.    
Exaggerated involvement might stem from the social difficulties and the seriousness of the 
health state of people living with a mental and behaviour disorder, as well as from the detection 
of their lack of support, and the sensitivity to it.It is important to understand the problems, to 
feel the charges deriving from the illeness, and at the same time, it is necessary to find those 
points where the expert by experience can provide help about overcoming factors preventing 
getting into employment.   

 

ensure him about the fact that you understand his difficulties

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 tools 
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 limits 
after certain periods.



 

4. Conflict management 
 

4.1. About the conflict in general 
 
Conflict is all around us, and some might even say that conflict makes the world go 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 handled makes all the 

difference. The Expert by experience through proper identification 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 of conflict, 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 destructive. It can cause problems beyond the obvious. Losses in productivity, morale and 

harmony. Continuing conflict between co-workers or teams can cause employees to become 

disengaged. The more extreme cases can lead to physical violence or litigation proceedings. The many 

costs of unresolved conflict include, cost due to decreased 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 to develop various conflicts management competencies by introducing conflict resolution 

strategies. We believe it is of utmost importance to distinguish between constructive and destructive 

conflicts. 

 

 

 

 

 

 

 

 



Types of conflict 

 

 

 

 

 

 

 

 

 

 

 

 

The above graph illustrates the relationship and tension that often occurs between the work of a 

person (task), career progression (career) and personal values, lifestyle (personal interests).  The three 

sub-sets may have common parts (the shaded ones) but may remain separate. 

            

 

   

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

 

                         

Distrust

Suspiciousness

Imagined grievance

Frsutration

Agression

Task

CareerPersonal 
interests



 

Alleged injury can be shaped only by the vision, according to the actual mood of the individual. This 

idea will determine the frustration induced reaction. The idea is later confirmed, because the response 

is a hurt, which naturally provokes countermeasures. 

!ŎŎƻǊŘƛƴƎ ǘƻ .ŀǊƭŀƛ wƽōŜǊǘ όнллп ύǘƘŜ ǇǊƻŎŜǎǎ ƛǎ ŘƛǾƛŘŜŘ ƛƴǘƻ ƭŀǊƎŜǊ ǎŜŎǘƛƻƴǎΦ {ƻƳŜ ǎŜŎǘƛƻƴǎ Ƴŀȅ ǊŜǇŜŀǘ 

or even disappear. The whole conflict resolution depends on how does affect the expert by 

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 willing to discuss, and resolve the 

problem too. 

 

       ¶  Preventive Status (Latent Conflict) 

       ¶  Experienced conflict 

       ¶  Sensitive conflict 

       ¶  Treatment / repression phase 

       ¶  After-effects phase 

 

The preventive stage involves the possibility of a problem, but it does not necessarily evolve into 

conflict. In 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 the experienced phase, the perceived danger, the perception of the problem triggers some 

emotional reaction (eg tension, fear, anger, etc.). 

This is a perceived conflict, but it is very important to note that since conflict formation is a perception 

question, controversy may also cause conflict. Conflicts must therefore be understood both on the one 

hand and on the other on the unpleasant feeling associated with it. (Bakacsi, 1998) 

The emotional reactions are followed by some verbal or verbal action. The parties give voice to their 

problem, argue, convincing each other. The conflict has become noticeable. 

 

 

Retaliation

Justified notion

Countermove

At this stage, the assistant has to say, "I have a problem, I have to do something about 
my situation." 

 



Next is the resolution / repression section. Handling the disadvantage can be done in several ways. 

Parties can mutually escape the conflict, as if it did not exist, control its course, control, or resolve it. 

(Barlai ς YǃǾłƎƽ нллпύ 

At the post-effect stage, feelings about conflict management and its consequences are developed and 

cleansed. Negative after-effect 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 parties are satisfied with the result. (Barlai-

YǃǾłƎƽ нллпύ 

 

 

4.2. What is conflict management 

Conflict management is 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 conflict 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 basic recipe 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 of shows aimed 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 

Conflict refers to some form of friction, or discord arising within a group when the beliefs or 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, known as intragroup 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 course. Routine group interaction is 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 conflict escalation in some cases gives way to a conflict resolution stage, after which the 
group can eventually return to routine group interaction. 

M.Ajit notes there is no single universally accepted definition of conflict. He notes that one issue of 
contention is whether the conflict is a situation or a type of behavior. 

Citing a review of definitions of organizational conflicts in 1990 by Robert A. Baron,  Rakhim notes the 
following common elements in the definitions of conflict: 

¶ there are recognized opposing interests between parties in a situation; 

¶ there must be a belief by each side that the other one is acting or will act against them; 

¶ this belief is likely to be justified by actions taken; 

¶ conflict is a process, having developed from their past interactions; 

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 interactive process manifested in 
incompatibility, disagreement or dissonance within or between social entities."Rakhim also notes that 
a conflict may be limited to one individual, who is conflicted within himself (the intrapersonal conflict). 

To take another definition of conflict, Michael Nicholson defines it as an activity which takes place 
when conscious beings (individuals or groups) wish to carry out mutually inconsistent acts concerning 
their wants, needs or obligations. Conflict is an escalation of a disagreement, which is its common 
prerequisite, and is characterized by the existence of conflict behavior, 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 abuse and interference. 

Conflicts can occur between individuals, groups and organizations; examples include quarrels between 
individuals, labor strikes, competitive sports, or armed conflicts. 

Types of conflict 
 
 

 

 

 

 

Interpersonal Conflict 

Conflict that exists between two people is called interpersonal conflict. The conflict is external to each 
person (hence the 'inter-' prefix) and exists only between the two people. Interpersonal conflict can 
be seen any time two people disagree on a topic. We 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 things, and view the world from different 
perspectives, interpersonal conflicts are bound to happen.  

Intrapersonal Conflict 

Remembering that the prefix 'intra-' means originating internally, you can see that intrapersonal 
conflict is when you feel conflicted about your 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 and actions may cause internal 
turmoil.  

How the Expert by Experience 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: 

¶ Goals.  Conflict can happen as a result of conflicting goals or priorities.  It can also happen 

when there is a lack of shared goals. 

When the Expert by Experience is looking for the source 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). 
 

https://en.wikipedia.org/wiki/Social_entity
https://en.wikipedia.org/wiki/Michael_Nicholson
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


¶ Personality conflicts.  Personality conflicts are a common cause of conflict.  Sometimes there 

ƛǎ ƴƻ ŎƘŜƳƛǎǘǊȅΣ ƻǊ ȅƻǳ ƘŀǾŜƴΩǘ ŦƛƎured out an effective way to click with somebody. 

¶ Scarce resourcesΦ /ƻƴŦƭƛŎǘ Ŏŀƴ ƘŀǇǇŜƴ ǿƘŜƴ ȅƻǳΩǊŜ ŎƻƳǇŜǘƛƴƎ ƻǾŜǊ ǎŎŀǊŎŜ ǊŜǎƻǳǊŎŜǎΦ 

¶ Styles.   People have different styles.  Your thinking style or communication style might conflict 

ǿƛǘƘ ǎƻƳŜōƻŘȅ ŜƭǎŜΩǎ ǘƘƛnking style or their communication style.  The good news is that 

conflicts in styles are easy to adapt to when you know how. 

¶ Values.  Sometimes you will find conflict in values.  The challenge here is that values are 

core.  Adapting with styles is one thing, but dealing with conflicting values is another.  ¢ƘŀǘΩǎ 

why a particular business, group, or culture may not be a good fit for you.  LǘΩǎ ŀƭǎƻ ǿƘȅ άōƛǊŘΩǎ 

ƻŦ ŀ ŦŜŀǘƘŜǊ ŦƭƻŎƪ ǘƻƎŜǘƘŜǊέ ŀƴŘ ǿƘȅ άƻǇǇƻǎƛǘŜǎ ŀǘǘǊŀŎǘΣ ōǳǘ ǎƛƳƛƭŀǊƛǘƛŜǎ ōƛƴŘΦέ 

By embracing conflict as a part of life, you can make the most of each situation and use it as a 

learning opportunity or a leadership opportunity. 

You can also use it as an opportunity to transform the situation into something better. 

              

                                                                                  

 

 

 

4.3.  Conflict management strategies 

The perception and 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 how he/she 
intend to count the unfavorable situation for him/her, to solve the existing problem.  When resolving 
conflicts, she/he can strive to achieve his/her own goals by being driven by self-interest and by taking 
into account others. (Bakacsi, 1998) 
According to what conflict management strategy the Expert use, it basically defines the following two 
aspects: 
 

      ¶  To achieve his/her personal goals 

      ¶  Maintaining a good relationship with the other person 

 
 
Most of the time, everyone has his own personal strategy for dealing with conflicts, but since this is 
a learned ability, it can be altered through effective methods. 

 
 
According to Filley, man's behavior in a conflict situation can be characterized by self-validation and 
self-sufficiency (how well do you know, and control yourself ), as well as the results-orientation and 
relationship-orientation dimenions. 
The skills to be used in the contact phase. 
 

The Expert by experience as to properly identify the conflict he/she must listen to the 
opinion of both sides 

 



Along with aspects of what is being done, we need to look at how to do it. 
 
Thus, at this stage, a number of skills are needed, such as the ability to communicate, 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 be done "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 by summarizing 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 .... I understand that ..." etc.). Sometimes the expert by experience might feel inclined to 
convey sympathy to the assistant, but it is known that attention means empathy, not sympathy! 

 
 

¶ 1. Self-assertion:  the individual seeks or realizes his / her interests in pursuit of his or her 
ideas  and decisions while observing the interests, intentions and    aspirations of others. 
   

¶ 2. Self-reliance:  assists the other's intentions and aspirations, while renouncing their 
own  needs    

¶ 3. Result-orientation: a strong driving force, success, and good performance. 

¶ 4.  Relationship-orientation: motivates the good relationship with others. A person in the   
                                                   eye of the relationship is willing to give up his or her   
                                                   intereǎǘǎ ŀƴŘ ŀŎŎŜǇǘ ǘƘŜ ǾƛŜǿǎ ƻŦ ƻǘƘŜǊǎΦ όIƻǊǾłǘƘ-{ȊŀōƽΣ  
                                                   2002) 

 

Based on the above dimensions, Kenneth Thomas (1976) distinguishes between five types of conflict 
management styles: Most people use all five strategies in the context of a conflict, but each one is 
ŎƘŀǊŀŎǘŜǊƛȊŜŘ ōȅ ǘƘŜ ǳǎŜ ƻŦ ŜŀŎƘ ǎǘǊŀǘŜƎȅΦ όIƻǊǾłǘƘ-{ȊŀōƽΣ нллнύ 

 



             

The Thomas Kilmann Conflict Mode Instrument is a model for handling conflict: 

How a person responds and resolves conflict 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. (SzekszłǊŘƛΣ мффрύ 
  
Competition: ("If possible, free"): self-validating and non-cooperative. It signifies behavior that forces 
one party to the other, even at the expense of the other party. 
A winner-losing position emerges, which is characterized by the rivalry, power-play. 
 It can mean a stand for our own right, the protection of 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, reasoning, persuasion, and indirect pressure as negotiating 
tactics. 
 
Problem solving ("Work together the solution"): self-validating and collaborative at one time. Both 
parties strive for the full accomplishment of their goals and interests, openly collude their opinions, 
information, the bases of their views, share 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 winner-winning position, but it takes a lot of time and effort. 
όDȅǀƪŞǊΣ 1999) The parties mutually assure each other's self-reliance, assuming acceptance of self-
submission as required. This strategy requires cooperation, openness, empathy and tolerance. When 
sharing intentions, needs and ideas, the sexual relationship may become closer, and it is possible to 
ŘƛǎŎƻǾŜǊ ǘƘŜ ǳƴƪƴƻǿƴ ǾŀƭǳŜǎ ƻŦ ŜŀŎƘ ƻǘƘŜǊ ǎƻ ŦŀǊΦ ό{ȊŜƪǎȊłǊŘƛΣ мффрύ 
 
Avoiding: ("Let's  leave it All"): Not self-validating, non-cooperative. It does not even force its own 
goals, it avoids confrontation with others. This may be due to the fact that previous conflicts have left 
a deep, negative mark on it, or that it considers the conflict as a destructive one. You may find it very 
difficult or you do not consider the question really important. It strives to maintain the balance of 
harmony, aiming to maintain the current status quo. If collision is inevitable, it only uses bureaucratic 
means to survive. If there is no way to retreat, you will be condemned to enforce your interest. (Tuska, 
2000) Sweeping the conflict under the rug means that the opposing parties have no opportunity to 
come to terms with the other's views and feelings, so the latent problems will be there and then they 
ǿƛƭƭ ǎǳǊŦŀŎŜ ǿƘŜǊŜ ŀƴŘ ǿƘŜƴ ƴƻ ƻƴŜ ƳŀǘǘŜǊǎ ƛǘΦ ό{ȊŜƪǎȊłǊŘƛΣ мффрύ 
 
Adaptation: ("Only after you"): collaborative and not self-validating. An individual renounces his or her 
own intentions to make the other party's intentions enforce it. Substantially subject to subordination, 
permissiveness. (Tuska, 2000). His rejection stems from fear, constraint, or tact, after a deliberate 
decision, helping the other party achieve his goals. If adaptation is not based on one's own decision, 
the tension accompanying self-stimulation can cause a disproportionately strong induction reaction. 
Adaptation at all costs is a challenging strategy, as the internal force needed to resolve everyday 
conflicts does not develop properly. Those adopting an adaptive strategy often do not undertake a fear 
of losing their relationship, loneliness, thus jeopardizing the uniqueness and integrity of their 
ǇŜǊǎƻƴŀƭƛǘȅΦ όIƻǊǾłǘƘ-{ȊŀōƽΣ нллнύ 
 
Compromise search: moderate self-reliance and moderately co-operating. Applying  the behavior of 
building the "golden middleway". Its purpose is to use a viable and mutually acceptable solution that 
partially satisfies both parties' intentions. No one really can win today, but nobody loses everything. 
(Tuska, 2000). With compromises, relationships can be maintained because the parties are listening to 
each other and try to reach a compromise that everyone believes is fair. They are using techniques like 
bargaining, reducing differences, voting. (Bakacsi, 1998) This strategy offers time and opportunity to 



search for better solutions, does not compromise, but often results in short, fragile equilibrium. By 
changing the balance of power, the stronger is the attempt to use the winning / losing method. 
όIƻǊǾłǘƘ-{ȊŀōƽΣ нллнύ 
Notice that the strategies presented reflect a viewpoint of one side of the conflict: its beliefs about the 
nature of the problem, its willingness to cooperate, its attitude towards the other party. In a conflict 
situation, most people have a dominant attitude, but this does not imply exclusivity, because the 
behavior of an individual depends largely on the particular situation. (Bakacsi, 1998) 
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 strategy 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: 
    
    ω When it is vitally important for fast, decisive action (eg in emergency) 
    ω ²ƘŜƴ ƛƴǘǊƻŘǳŎƛƴƎ ƛƳǇƻǊǘŀƴǘ ōǳǘ ǳƴǇƻǇǳƭŀǊ ƳŜŀǎǳǊŜǎ όŜƎ ŘƛǎŎƛpline, cuts    
      costs) 
    ω Lƴ ƳŀǘǘŜǊǎ ƻŦ Ǿƛǘŀƭ ƛƳǇƻǊǘŀƴŎŜ ǘƻ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴϥǎ ǿŜƭƭ-being, if we are  
      certain we are right 
    ω {ŜƭŦ-defense against people who want to benefit from a non-competing  
       style. 

How to troubleshoot: 
 
   ω Lƴ ŎŀǎŜǎ ǿƘŜǊŜ ǘƘŜ ǇŜǊŎŜǇǘƛƻƴ ƻŦ ōƻǘƘ ǇŀǊǘƛŜǎ ƛǎ ǘƻƻ ƛƳǇƻǊǘŀƴǘ ŦƻǊ ŀ  
      compromise solution 
   ω ²ƘŜƴ ǘƘŜ Ǝƻŀƭ ƛǎ to understand learning (eg controlling your own  
      assumptions) or understanding the other party's thinking 
   ω LŦ ǿŜ ǿŀƴǘ ǘƻ ǳǘƛƭƛȊŜ ŀ ŘƛŦŦŜǊŜƴǘ ǾƛŜǿ ƻŦ ƻǳǊǎ ƛŦ ǿŜ ǿŀƴǘ ǘƻ ŎƻƳōƛƴŜ ǘƘŜ  
      other's point of view with ours 
   ω !ǿŀƪŜƴƛƴƎ ƻŦ ŎƻƳƳƛǘƳŜƴt in the other party through consensual    
      negotiation of interests 
   ω CƻǊ Ƨƻƛƴǘ ǇǊƻŎŜǎǎƛƴƎ ƻŦ ƴŜƎŀǘƛǾŜ ŦŜŜƭƛƴƎǎ ǘƘŀǘ ōǊŜŀƪ ǘƘŜ ǊŜƭŀǘƛƻƴǎƘƛǇ 

Use of avoidance: 
 
   ω ²ƘŜƴ ǘƘŜ ǇǊƻōƭŜƳ ƛǎ ƛƴǎƛƎƴƛŦƛŎŀƴǘΣ ƻǊ ƛǘ ƛǎ ƻƴƭȅ ǘŜƳǇƻǊŀǊȅ ƻǊ ƻǘƘŜǊ ŎƻƴǎǘǊŀƛƴǘǎ ǘƻ solve the most             
      important issues. 
   ω LŦ ǿŜ Řƻ ƴƻǘ ǎŜŜ ŀ ŎƘŀƴŎŜ ǘƻ ƳŀƪŜ ƻǳǊ ƻǿƴ ƛƴǘŜǊŜǎǘǎΣ ƻǳǊ ƛƴǘŜƴǘƛƻƴǎ όŜƎ ƭŀŎƪ ƻŦ ǇƻǿŜǊΣ ŀƴ ƻōǎǘŀŎƭŜ     
      that is impossible to change) 
   ω ²ƘŜƴ ǘƘŜ ŎƻƴŦǊƻƴǘŀǘƛƻƴ ŘŀƳŀƎŜ ƛǎ ƎǊŜŀǘŜǊ ǘƘŀƴ ǘƘŜ ŜȄǇŜŎted benefits of resolving the conflict. 
   ω ²ƘŜƴ ǿŜ ƘŀǾŜ ǘƛƳŜ ŦƻǊ ǘƘŜ ƻǘƘŜǊ ǇŀǊǘȅ ǘƻ ŎŀƭƳ Řƻǿƴ ŀƴŘ ǊŜƎŀƛƴ ƴŜƎƻǘƛŀǘƛƻƴ ŀōƛƭƛǘȅ ƛŦ ǿŜ ǿŀƴǘ ǘƻ  
      reduce the voltage level or to give time to ourselves. 
   ω ²ƘŜƴ ŎƻƭƭŜŎǘƛƴƎ ƳƻǊŜ ƛƴŦƻǊƳŀǘƛƻƴ Ƙŀǎ ƳƻǊŜ ŀŘǾŀƴǘages than immediate decision making. 
   ω ²ƘŜƴ ƻǘƘŜǊǎ Ŏŀƴ ǎƻƭǾŜ ǘƘŜ ǇǊƻōƭŜƳ ƳƻǊŜ ŜŦŦŜŎǘƛǾŜƭȅΦ 
   ω ²ƘŜƴ ǘƘŜ ǉǳŜǎǘƛƻƴ ƛǎ ƻƴƭȅ ŀ ǎȅƳǇǘƻƳ ƻǊ ōȅ-product of another, more important, more   



      fundamental problem. 

Using adaptation: 
 
   ω ²ƘŜƴ ƛǘ ǘǳǊƴǎ ƻǳǘ ǘƘat we are not right, we are wrong, we accept the right hypothesis. When we    
      learn from someone when we want to show our understanding. 
   ω ²ƘŜƴ ǘƘŜ ƛǎǎǳŜ ƛǎ ƳƻǊŜ ƛƳǇƻǊǘŀƴǘ ǘƻ the other party. By doing this, we meet the needs of the    
      other party and maintain further cooperation 
   ω LŦ ǿŜ ǿŀƴǘ ǘƻ ϦǊŜŘŜŜƳϦ ƻǳǊ ϦŎǊŜŘƛǘ ƭƛƴŜϦ ƻƴ ƻǳǊ ǇǊŜǾƛƻǳǎ ŜƴƎŀƎŜƳŜƴǘΣ ŀƴŘ ƛŦ ǿŜ ŎƻƴǘƛƴǳŜ ǘƻ  
      compete, we only lose our position because we are losing and we want to minimize our losses 
   ω ²ƘŜƴ ƛǘ ƛǎ ǇŀǊǘƛŎularly important for us to maintain harmony, stability, and / or avoid breaking. 
   ω ²ƘŜƴ ǿŜ ǿŀƴǘ ǘƻ ŀƭƭƻǿ ƻǳǊ ǎǳōƻǊŘƛƴŀǘŜǎ ǘƻ ƭŜŀǊƴ ŦǊƻƳ ǘƘŜ ƳƛǎǘŀƪŜǎ ƻŦ ǘƘŜƛǊ ŜȄǇŜǊƛƳŜƴǘǎΣ ǘƘŜȅ  
      should evolve. 

Comproming Finding: 
 
   ω ²ƘŜƴ Ǝƻŀƭǎ ŀǊŜ ŦŀƛǊƭȅ ƛƳǇƻǊǘant but do not attain the effort or breakup that would be associated  
      with a more self-reliant style 
   ω ²ƘŜƴ ǘƘŜ ƻǘƘŜǊ ǇŀǊǘȅ ƛǎ ŀǎ ǎǘǊƻƴƎ ŀǎ ǿŜ ŀǊŜ ŀƴŘ ƛǎ ŎƻƳƳƛǘǘŜŘ ǘƻ ƻǳǊ Ǝƻŀƭǎ ǘƘŀǘ ŜȄŎƭǳŘŜ ƻǳǊǎ 
   ω ²ƘŜƴ ǿŜ ŘƛǎŎǳǎǎ ŀ ŎƻƳǇƭŜȄ ŀƎǊŜŜƳŜƴǘ ƻƴ ŎƻƳǇƭŜȄ issues, achieve a satisfactory solution, in  
     times of need 
 ω ²ƘŜƴ ƴŜƛǘƘŜǊ ǘƘŜ ǇǊƻōƭŜƳ ǎƻƭǾƛƴƎ ƴƻǊ ǘƘŜ competition does not produce the desired result, we  
    can still retire here 

 

 4.5. Conflict Resolution Skills needed to be used by the Expert by Experience 
 

 

ά¢ƘŜ ǎǳŎŎŜǎǎŦǳƭ ǇŜǊǎƻƴ Ƙŀǎ ǳƴǳǎǳŀƭ ǎƪƛƭƭ ŀǘ ŘŜŀƭƛƴƎ ǿƛǘƘ ŎƻƴŦƭƛŎǘ ŀƴŘ ŜƴǎǳǊƛƴƎ ǘƘŜ ōŜǎǘ outcome for 
ŀƭƭΦέ τ Sun Tzu 

Conflict resolution is a critical managerial skill that is often underrated. This short training explores the 

factors that drive conflict and ways to effectively intervene and facilitate positive outcomes in often 

emotive situations. By learning to identify conflict in its early stages, the Expert by experience will be 

able to respond with confidence and effectively manage conflict situations before they escalate. 



 

Upon completing this course, the Expert by experience will be able to: 

1. Identify the different types of conflict 

 

2. Illustrate 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 conflict resolution: 

1.       Use active learning skills when dealing with conflict 

2.       Choose appropriate communication tactics when dealing with conflict 

3.       Create a usable plan for managing conflict 

 

Active Listening Skills: active listening skills as a means of reaching a resolution. 

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

being said rather than jusǘ ǇŀǎǎƛǾŜƭȅ ΨƘŜŀǊƛƴƎΩ ǘƘŜ ƳŜǎǎŀƎŜ ƻŦ ǘƘŜ ǎǇŜŀƪŜǊΦ 

Active listening involves listening with all senses.  As well as giving full attention to the speaker, it is 

ƛƳǇƻǊǘŀƴǘ ǘƘŀǘ ǘƘŜ ΨŀŎǘƛǾŜ ƭƛǎǘŜƴŜǊΩ ƛǎ ŀƭǎƻ ΨǎŜŜƴΩ ǘƻ ōŜ ƭƛǎǘŜƴƛƴƎ - otherwise the speaker may conclude 

that what they are talking about is uninteresting to the listener. 

Interest can be conveyed to the speaker by using both verbal and non-verbal messages such as 

ƳŀƛƴǘŀƛƴƛƴƎ ŜȅŜ ŎƻƴǘŀŎǘΣ ƴƻŘŘƛƴƎ ȅƻǳǊ ƘŜŀŘ ŀƴŘ ǎƳƛƭƛƴƎΣ ŀƎǊŜŜƛƴƎ ōȅ ǎŀȅƛƴƎ Ψ¸ŜǎΩ ƻǊ ǎƛƳǇƭȅ ΨaƳƳ 

ƘƳƳΩ ǘƻ ŜƴŎƻǳǊŀƎŜ ǘƘŜƳ ǘƻ ŎƻƴǘƛƴǳŜΦ  By providing this 'feedback' the person speaking will usually 

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

Communication Problems and Skills 

There are many reasons why interpersonal communications may fail. In many communications, 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. 

The most effective communication strategȅ ƛǎ ŎŀƭƭŜŘ αL ƳŜǎǎŀƎŜέ ƛƴǎǘŜŀŘ ƻŦ αȅƻǳ ƳŜǎǎŀƎŜέΦ .ȅ ǳǎƛƴƎ 

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 cause of tƘŜ ǇǊƻōƭŜƳΦ 9ȄǇΥέ L ŦŜŜƭ ŘƛǎǎŀǇƻƛƴǘŜŘ for not 

ŎŀƭƭƛƴƎ ƳŜέΣ ƛƴǎǘŜŀŘ ƻŦ α ¸ƻǳ ŀǊŜ ƛǊǊŜǎǇƻƴǎƛōƭŜΣ ȅƻǳ ŘƛŘƴΩǘ Ŏŀƭƭ ƳŜΣ ȅƻǳ ƴŜǾŜǊ ŘƻΦέ¢Ƙƛǎ ƛǎǎǳŜ ǿƛƭƭ ōŜ 

discussed further in the communication chapter. 

Conflict manageƳŜƴǘ ƎŜǘǎ ŀ ǿƘƻƭŜ ƭƻǘ ŜŀǎƛŜǊ ǿƘŜƴ ȅƻǳ ƪƴƻǿ ǿƘŀǘ ȅƻǳΩǊŜ ŘŜŀƭƛƴƎ ǿƛǘƘΦ  The problem 
ƛǎΣ ƛŦ ȅƻǳ ŘƻƴΩǘ ƘŀǾŜ ŀ ǎƛƳǇƭŜ ƳŜƴǘŀƭ ƳƻŘŜƭ ŦƻǊ ŎƻƴŦƭƛŎǘΣ ǘƘƛƴƎǎ Ŏŀƴ ƎŜǘ ŎƻƳǇƭƛŎŀǘŜŘ ŦŀǎǘΦ 



 

5. The importance of time management in the practice of 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 the obtaining 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 limits the duration of life and provides a framework for our capabilities. It is characterized in 

particular by the fact that: 

ω ƛǎ ŀōǎƻƭǳǘŜƭȅ ŘŜŦƛƴŜŘΣ 

ω ƛǎ ǘƘŜ ǎŀƳŜ ŦƻǊ ŜǾŜǊȅ ǇŜǊǎƻƴΣ 

ω ƛǘ Ŏŀƴƴƻǘ ōŜ ōƻǳƎƘǘ ƻǊ ǎŀǾŜŘΣ 

ω Ŏŀƴƴƻǘ ōŜ ǎǘƻǊŜŘΣ 

ω Ŏŀƴƴƻǘ ōŜ ƳǳƭǘƛǇƭƛŜŘΣ 

ω Ŧƭƻǿǎ ŦƻǊ ŜǾŜǊȅōƻŘȅ Ŏƻƴǘƛƴǳƻǳǎƭȅ ŀƴŘ ƛǊǊŜǾƻŎŀōƭȅ ό±ŜǘǊłƪƻǾłΣ {ŜƪƻǾłΣ нллпύΦ 

 

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 power and what he has 

to reject because 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: 

ω ²ƘƛŎƘ ǿƛƭƭ ǇǊƻǾƛŘŜ ǘƻ ǘƘŜ ŀǎǎƛǎǘŀƴŎŜ ǘƻ ŎƛǘƛȊŜƴǎ ǿƛǘƘ Řƛǎŀōƛƭƛǘȅ ƛƴ ǘƘŜ Ƴƻnth, 

ω ¢ƛƳŜ ŦƻǊ Ǉƻǎǎƛōƭe administration, 

ω ¢ƛƳŜ ǘƻ ōǳƛƭŘ ŀƴŘ ƪŜŜǇƛƴƎ ŎƻƴǘŀŎǘǎ ǿƛǘƘ ǾŀǊƛƻǳǎ ƻǊƎŀƴƛȊŀǘƛƻƴǎΣ 

ω ¢ƛƳŜ ŦƻǊ ŎǊŜŀǘƛǾŜ ŀŎǘƛǾƛǘȅΣ 

ω ¢ƛƳŜ ŦƻǊ ƻǿƴ ŜŘǳŎŀǘƛƻƴ ŀƴŘ ǇŜǊǎƻƴŀƭ ƎǊƻǿǘƘΣ 

ω ¢ƛƳŜ ǘƻ ǊŜƭŀȄƛƴƎΦ 

Time cannot be lead, only can be affected the using of time by your own abilities and activities. For 

experienced experts from the aspect of efficient time using, we recommend to analyse the time and 

prioritization. 

 

 



Time Analysis  

 

Questions for 
consideration 

Recommendations 
 

How do you spend your 

working days in nowadays? 

 

Do yourself a detailed survey of activities, which you realise during working 

day. Focus more on regular activities. 

 

How much time do you give to 

irrelevant things?  

 

Which activities do not bring any effect in the frame of your work ς they 

do not connected to your work and in the same time they do not connect 

not even to some minutes relax.   

How long do you succeed to 

concentrate? 

 

Observe how long time period you succeed to receive and fully 

concentrate to certain task without going away or doing something else.   

 

Which things take you a lot of 

time and opposite which ones 

are your strengths? 

 

Identify activities which you can elaborate, respectively to solve quickly 

and activities which you need a longer time for elaboration.   

 

 

Prioritization 

Sort tasks by importance according to time. Decide what is important and what your activities are 

insignificant. Assistance in choosing can be provided by answers to a few simple questions: 

 

Questions for 
Consideration 

Recommendations 
 

What? When? For what? 

Why?  

Is given task urgent? 
 

When yes, you should not postpone it any longer than necessary.  

Does the task require your 
immediate attention?   
 

If so, the activity has high priority. 

Are immediate benefits for 
work?  

This criterion becomes to be relevant until the moment when we have to 

give priority to one from several tasks, which are from long-term aspect 

equally beneficial for us.   

 

What is the non-financial 
value of this work?  

The response for this question depends from your internal motivation 

regarding the concrete task.  It is related to the human nature that it is 

better, faster and, more importantly, we are doing things in which we see 

the sense.  

 

 



Correct assignment of tasks and their timing is very important. The following tools can help you when 

performing tasks: 

a)    Diaries, calendars - record previous and future events, 

b) Checklists - serve for the preparation of consultations/counselling sessions, meetings, negotiations, 

serve for repeated tasks and deadlines for the establishment of rules or a certain procedure, 

c)  Software systems, electronic auxiliary tools - electronic diaries, pocket computers/tablets, laptops, 

personal computers, software solutions ς e.g. calendars, planning systems. 

d)   Planning systems and loggers - serve to record both short and long-term objectives. 

The use of particular types of auxiliary tools in the work of the expert by experience depends on the 

individual ability to work with individual tools and on individual preferences. For somebody, writing 

records and planning may be more practical than dealing with technological inventions. 

 

5.2. Time management techniques and task planning 
 

 
Paret's rule 

According to economist W. Pareto, 20% of the correctly spent time reaches 80% of the results, in 

contrary in the remaining 80% of the time spent, is obtained only 20% of the total output results. Or, 

80% of the incorrectly spent total time will bring only 20% of the results from the total output. 

 

 

 

 

 

 

 

 

 

 

Paret's rule 

 

The principle knows 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 that you currently have to 

provide. 

80 % of 
time 

20% of 
time 

80% of 
results 

20% of 
results 

Common tasks 

Important tasks 
ǘǘŀǘŀǎƪǎ5ƾƭŜȌƛǘŞ 

¼lohy 



 

 

Eisenhower's method 

 

It represents time planning based on priorities of importance and urgency of individual work activities 

that are divided into four-time quadrants. According to them, we can determine from the total amount 

of time we have to meet the objectives: 

ω ²Ƙŀǘ ƛǎ ǘhe most urgent and most important (I. time quadrant), 

ω ²Ƙŀǘ ƛǎ ƛƳǇƻǊǘŀƴǘ ŀƴŘ ƭŜǎǎ ǳǊƎŜƴǘ όLLΦ ǘƛƳŜ ǉǳŀŘǊŀƴǘύΣ 

ω ²Ƙŀǘ ƛǎ ǳǊƎŜƴǘ ŀƴŘ ƭŜǎǎ ƛƳǇƻǊǘŀƴǘ όLLLΦ ǘƛƳŜ ǉǳŀŘǊŀƴǘύ ŀƴŘ 

ω ²Ƙŀǘ ƛǎ ƴƻǘ ǳǊƎŜƴǘ ŀƴŘ ǳƴƛƳǇƻǊǘŀƴǘ ŦƻǊ ŀŎƘƛŜǾƛƴƎ ƻōƧŜŎǘƛǾŜǎ όL±Φ ǘƛƳŜ ǉǳŀŘǊŀƴǘύΦ 

 

 

 

 

The essence is the assumption that importance always prevails over urgency. In this respect, it 

differentiates the tasks that the Expert by Experience: 

 

 

  
Urgent 

 

 
Non-urgent 
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I. time quadrant 
 

For example 
Crisis client situation 

Phone call from important client 
Project, with the deadline tomorrow 

 
 

II. time quadrant 
 

For example 
Healthy lifestyle 

Carrying on clients 
Planning activities of experienced 

expert 
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III. time quadrant 
 

For example 
Disturbance from a colleague 

Beeps SMS and mails 
Purchase of Office supplies 

 
 
 

IV. time quadrant 
 

For example 
Long discussion on meetings 
Time rubbers (Facebook ...) 

Frequent work breaks  
 
 
 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

An important factor in time management is to avoid so-called "thief of time."  It is important for 

everyone to determine what his thief of time is. It can be, for example, a frequent 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 situation. One consequence of such an effort can be 

tiredness, exhaustion and waste of time. For the other frequent time thieves, we find coffee, 

cigarettes, internet, mail, or talking to colleagues. These are pleasant activities that do not necessarily 

represent a substantial disruption of our working time when properly dosed and used. Constantly 

waiting for somebody who goes late, whether on counselling sessions or business meetings, is also a 

thief of time. 

 

5. 3. Stress and its impact on the performance of the Expert by Experience and 
prevention of stress reduction 
 
Stress is an undesirable part of everyday life. 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 the case of 

an expert by experience. 

Everyday situations burden us with varying levels. These same environmental requirements, similar or 

equal situations induce our different responses and different high voltages. 

Short-term stress can positively affect the body, but long-term can cause illnesses over time. Long-

term stress affects both mental and physical health. The stimuli that cause stress can be any situation 

must do (very important and urgent, urgent tasks) = the tasks of the I. Quadrant are preferential, they need 
to devote their time and energy immediately,

should do(important, but not urgent) = tasks of the II. Quadrant, require more complex preparation, 
and often relate to long-term objectives, the experienced expert should fulfil themfrom afeeling of 
moral responsibility, not to postpone them but to distribute them to shorter timeperiods so that 
he/she does not get into time pressure

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

he/she does not have to do (not important and not even urgent) = tasks of the IV. Quadrant



in which the organism is deflects from an equilibrium state. Some people respond to the situation with 

apathy, and relinquish, others with quandary, or else with aggression, or they decide to handle and 

deal with the burden situation. 

 

 

 

 

 

Stress can also be positive because one activates to activity, which can be beneficial for health 

(eustress) but also unhealthy (distress). It is just that distress causes the body to become less and less 

able to restore the balance between tension and relaxation and appear the problems of a different 

nature (physical, psychical, behavioural changes). 

 

5.4. Stress management strategies 
 

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

 

ω wŜŘǳŎŜ ǘƘŜ ƴǳƳōŜǊ ƻŦ ǎǘǊŜǎǎŦǳƭ situations during the day, 

ω aƛǘƛƎŀǘŜ ŜƳƻǘƛƻƴŀƭ ŜȄŎƛǘŜƳŜƴǘ ǿƘƛŎƘ ƛǎ ŀŎŎƻƳǇŀƴȅƛƴƎ ǿƛǘƘ ǎǘǊŜǎǎΣ 

ω /ƘŀƴƎŜ ǘƘŜ ǿŀȅ ƻŦ ŘŜŀƭƛƴƎ ǿƛǘƘ ǎǘressful situations that we cannot influence (e.g. changing 

attitude, relaxation). 

 

 

Stress 
inducer 

Overload by 
working tasks

Lack of time 
to perform 

working tasks

Inappropriate 
working 

environment

Unfavorable 
interpersonal 

working 
environment

Excessive or 
lack of 

external 
stimuli



 

 

 

 

 

 

 

 

Activities Explanation Recommendations 

Change the 

thoughts that cause 

stress 

 

 According to Albert Ellis psychotherapist, the 

main reason for psychological difficulties and 

stress are irrational thoughts, thought 

patterns (for example, I have to try to be 

recognized by everyone). These formulas are 

instilling us by the closest surroundings as 

early as childhood, and later are added by 

authorities. 

 

¶ Look for your inner stressors, 

identify them, and be aware what 

ideas you feel in a stressful 

situation 

ω 5ƛǎŎŀǊŘΣ ŜȄŀƳƛƴŜ ǘheir correctness 

ω ¢Ǌȅ ǘƻ ƳŀƪŜ ŎƘŀƴƎŜǎ ƛƴ ǘƘƛƴƪƛƴƎ 

and attitudes throughout the day 

Compensate self-
assuredly with 
claims of others 

At work, we are exposed to various claims, 
demands and expectations (high efficiency of 
work, good mood, listening to other 
problems, conflict resolution). 

ω .Ŝ ŀǿŀǊŜ ǿƘŀǘ ŜȄǇŜŎǘŀǘƛƻƴǎ ŀǊŜ 
particularly putting you down 
ω ŘŜŦŜƴŘ ȅƻǳǊǎŜƭŦ ŦǊƻƳ 
environmental pressures and tell 
exactly with what and to what extend  
you can help (assertive refusal, 
legitimate defending yourself) 
ω tǊŀŎǘƛŎŜ ȅƻǳǊ ǊŜŦǳǎŀƭ ƛƴ ŀ ǎŜƴǎƛǘƛǾŜ 
way 

Eliminate negative 
emotional states 
 

It is about obtaining stress resistance in a 
particular stressful situation. 
 
 

ω [ŜŀǊƴ ƻƴŜ ƻŦ ǘƘŜ ǊŜƭŀȄƛƴƎ 
techniques that will help you fix the 
feelings of a relaxed body, resting 
breathing, pleasant inner images 
ω Lƴ ǎǘǊŜǎǎ ȅƻǳ Ŏŀƴ Ƨǳǎǘ ƳƻǾŜ ƻǊ ǎŀȅ ŀ 
word and you will experience a 
feeling of relaxation 

Improve 
communication and 
cooperation 
 

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

ω .Ŝ ǎǳŦŦƛŎƛŜƴǘƭȅ ƻǇŜƴ ǘƻ 
communicate with clients 
ω /ǊŜŀǘŜ ǘƛƳŜ ǎǇŀŎŜ ŦƻǊ ǘŀƭƪƛƴƎ ŀōƻǳǘ 
the arisen problems  
ω 5ƻ ƴƻǘ ǎǳǇǇǊŜǎǎ ŎƻƴŦƭƛŎǘǎ and its 
solution, they will reappear at the 
appropriate opportunity 

Increase your 
qualification 
 

To the effective methods of stress 
management include also a critical analysis of 
their own professional knowledge, skills and 
competences and their correction. Many 
people admit that they are getting stressed 
because they have not learned how to 
properly divide and plan their time. 

ω /ǊƛǘƛŎŀƭƭȅ ŀƴŀƭȅǎŜ ȅƻǳǊ ƻǿƴ 
professional knowledge, skills and 
abilities 
ω LŘŜƴǘƛŦȅ ǘƘŜƛǊ ŎŀǳǎŜ 
ω aŀƪŜ ŀ ŎƻǊǊŜŎǘƛƻƴ Ǉƭŀƴ 



6. Individual work of Expert by Experience with people with disabilities 
 

 
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 needs and demands, promoting 

client motivation, development of self-efficacy and an individual action plan. Each individual has 

separate characteristics based on his/her type of disability, living circumstances, economic conditions, 

educational background, family situation, etc. These factors are causes of individual differences and 

ŜȄǇŜǊǘǎ ōȅ 9ȄǇŜǊƛŜƴŎŜ ǎƘƻǳƭŘ ǎǘŀǊǘ ǿƛǘƘ ŘŜǘŜǊƳƛƴŀǘƛƻƴ ƻŦ ǘƘŜǎŜ ŦŀŎǘƻǊǎ ōȅ ƛŘŜƴǘƛŦȅƛƴƎ ŎƭƛŜƴǘǎΩ ƴŜŜŘǎΦ  

сΦмΦ LŘŜƴǘƛŦƛŎŀǘƛƻƴ ƻŦ ŎƭƛŜƴǘǎȰ ƴŜŜŘǎ from the aspect of the disability type 
 

 
Experts by Experience should recognize well their ŎƭƛŜƴǘǎ ƛƴ ǘƘŜ ŦƛǊǎǘ ƛƴǎǘŀƴŎŜΦ CƻǊ ǘƘƛǎ ǊŜŀǎƻƴΣ ŎƭƛŜƴǘǎΩ 

needs should be identified before working with them. Needs can be identified via some channels: 

× Interviews with the client/caregiver 

× Interviews with family and friends 

× Daily observation of activities and 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 well-being, including physical, emotional, 

spiritual, mental, social and environmental. 

The Expert by Experience can implement Client Needs Identification in different ways. One option is to 

process the interview results into a written form of the client profile. The written form is appropriate 

because the client can take it home, consider, 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 becomes a part of other Expert by Experience recommendations. 

 

 

˅¢ƛǇǎ ŦƻǊ ŎƻƴŘǳŎǘƛƴƎ άInterviews with the Clientsέ are provided below: 



 

 

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

common.   

 

Deaf/Blind Disabilities 

 
A deaf-blind 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 deaf-blind: 
 

 Don't assume what a person can or cannot do. Some deaf-blind people have some sight or 

hearing, while others have neither. 

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

 A deaf-blind 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 deaf-blind person suddenly or without permission unless it's an emergency. 

 

Intellectual Disabilities 

People with intellectual disabilities may have difficulty doing many things 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 language. Be supportive and patient. 

Be supportive and non-
judgemental to encourage 

cooperation.

Explain to clients what you are 
trying to find out and why.

Try to find a common interest 
to talk about or break the ice by 

observing something in or 
around where the interview is 

taking place e.g. pictures on the 
wall, a piece of furniture, 

magazines etc.

Listen attentively and let 
clients talk; you may find out 

things you never thought 
about asking.

Enquire about past hobbies 
and current preferred 

entertainment.

Gently support your clients to 
take responsibility for their 

own problems/needs.

Assist clients to set realistic 
goals (priority goals, long-term 

or short-term goals)



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 serving customers 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 like "handicapped". 

 Use simple words and short sentences. 

 Make sure your customer understands what you'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. 

 

Learning or Cognitive Disabilities 

 
Learning disabilities 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 information. You may not be able to know that 

someone has one of these disabilities unless you are told, or you notice the way people act, ask 

questions or body language. Be supportive and patient. 

Here are some tips on serving customers with learning disabilities: 

 Patience and 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 some time - people with some kinds of 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 never use phrases like "handicapped". 

 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 know that your customer has a 

mental health 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 and let 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 and 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 health disability seriously, and work with them to meet 

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 also have 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. Don't speak 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 like "handicapped". 

 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 doors, accessible washrooms, etc.) 

Speech Impediments 
 

Some 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 spoken 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 person has one disability doesn't mean they have another. For example, 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 the disability, and never use phrases like "handicapped". 

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

 Take some time. Be patient and polite and give your customer whatever time he/she needs to 

get his/her point across. 

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

 Patience, respect and a willingness to find a way to communicate are your best tools. 

 



Visual Disabilities 
 

Visual disabilities reduce one's ability to see clearly. Very few people are totally blind. Many have 

limited vision such as tunnel vision, where a person 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 direction of light. 

Visual Disabilities can restrict your customers' abilities to 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 are some tips on serving customers who have visual disabilities: 

 

 Identify yourself when you approach your customer and speak directly to them. 

 Speak normally and clearly. 

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

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

 If you offer assistance, wait until your receive permission. 

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

 If you're giving directions or verbal 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 to a chair or guide them to a 

comfortable location. 

 Identify landmarks or other details to orient your customer to the environment around them. 

 Don't walk away without saying good-bye. 

Civilization diseases 

Next group of persons with disabilities is composing from persons with civilization diseases (e.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 rate of ability to perform a gainful activity, but they want and 

can work and they are applying for the work. 

Tips for providing services to clients: 

ω .Ŝ ŀŎŎƻƳƳƻŘŀǘƛƴƎΣ ǊŜǎǇŜŎǘŦǳƭ ŀƴŘ ŀǘǘŜƴǘƛǾŜΦ 

ω tǊƻǾƛŘŜ ŀ ǇƭŜŀǎŀƴǘ ŀǘƳƻǎǇƘŜǊŜΦ 

ω ¦ǎŜ ŦǊƛŜƴŘƭȅ ǿƻǊŘǎΦ 

ω ²ƻǊƪ towards development of cooperation by giving active and focused attention to the client. 

ω aŀƴƛŦŜǎǘ ǘƘŜ ǊŜǎǇŜŎǘ and esteem to the client. 

ω /ǊŜŀǘŜ ŀƴ ƻǇǇƻǊǘǳƴƛǘȅ ŦƻǊ ǇǊƻƴƻǳƴŎƛƴƎ ǘƘŜ ǊŜǉǳŜǎǘΣ ǘƘŜ ƻǊŘŜǊΦ 

 



 

˅¢ƛǇǎ ŦƻǊ ŎƻƴŘǳŎǘƛƴƎ άInterviews with the Family/Friendsέ ŀǊŜ ǇǊƻǾƛŘŜŘ ōŜƭƻǿΥ 

 
 

Ʒ {ƻƳŜ ǇǊŀŎǘƛŎŀƭ ǘƛǇǎ ŦƻǊ ƎŀǘƘŜǊƛƴƎ άInformation through Client Observationέ ŀǊŜ Ǉrovided below 
(in day-care centre): 
 

 
 

 

 

 

 

9ǎǘŀōƭƛǎƘ ŎǳǊǊŜƴǘ ŦŀƳƛƭȅΩǎ 
dynamics and lifestyle.

Encourage participation in 
ŦŀŎƛƭƛǘȅΩǎ ŀŎǘƛǾƛǘȅ ǇǊƻƎǊŀƳǎ 
(concerts, major events, 

and bus trips).

Seek advice and 
recommendations regarding 

relative's preferences.

Provide information about 
the range of activities and 
choices available through 
the training/counseling 

program.

Liaise with family when 
developing individual action 

plan.

Use discretion and be 
courteous.

Observe client interactions with peers at meal times.

Take note of verbal and non-verbal communication.

bƻǘƛŎŜ ŎƭƛŜƴǘΩǎ Ƴƻōƛƭƛǘȅ ŘǳǊƛƴƎ ǘƘŜ Řŀȅ ŜΦƎΦ ŀōƭŜ ǘƻ ǎƛǘ Řƻǿƴ ōǳǘ 
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.



˅ 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 prepare questions which target his/her 

educational background, economic circumstances, housing 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 could be improved, his/her willingness to work etc.  

Needs analysis questions of the PWD should be asked to either himself/herself; or his/her caerers, 

family members, friends etc.  

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

 

 

These questions are just some examples. An expert should be able to develop more target oriented 

questions for interviews. 

 

 

Needs 
Analysis 

Questions

What is your 
household 
income? 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.

What strengths 
do clients 

have? What 
remaining 

abilities can be 
improved 

upon?

What type of 
activity is more 

suitable for 
you: active or 

passive?

What type of 
professions 
do you like?

How do you 
define 

yourself? An 
introvert or 
extrovert?

What type of 
weaknesses 
do you think 

to have?

Do you think you 
need theoretical 
knowledge rather 
than practical? Or 
do you think the 

opposite?



Topic of the introductory interview: 

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

education 

¶ Getting information on whether he has taken any steps in this area - he or she has enrolled in 

a training course or started studying specific literature and how he/she is assessing these first 

steps, what all he/she is above. 

¶ The client should be familiar 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   
 
MotiǾŀǘƛƻƴ Ŏŀƴ ōŜ ŘŜŦƛƴŜŘ ŀǎ άΧŦŜŜƭƛƴƎǎ ŀōƻǳǘ ǘƘŜƛǊ ŀōƛƭƛǘȅ ǘƻ ŘŜŀƭ ǿƛǘƘ Ƴŀƴȅ ƻŦ ƭƛŦŜΩǎ ŎƘŀƭƭŜƴƎŜǎ ŀƴŘ 

ǇǊƻōƭŜƳǎΦέ ŦƻǊ ǇŜǊǎƻƴǎ ǿƛǘƘ ŘƛǎŀōƛƭƛǘƛŜǎΦ ό[ŀǾƻƛŜΣ нллтύ aƻǘƛǾŀǘƛƻƴ ŦƻǊ ŜŘǳŎŀǘƛƻƴ Ƴŀȅ ōŜ ŘŜǎŎǊƛōŜŘ ŀǎ 

promoting them for learning required abilities and knowledge and increase their willingness to be 

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

should; 

 

The objective of Expert by Experience is to find ways how to help the client get to know, start and 

consequently use all of his motivational resources - both 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 permanence of the changes. 

Life is determined by constant changes. Both an 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 directly affected by the level of education and experience of workers 

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. 

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

ωalways encourage client engagement in learning activities. 

ωbe enthusiastic and should have a sense of humor when teaching. 

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

ωknow the features of the type of disability.

ωalso know his/her own personal traits well.



Motivation is the power which drives 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 feeling within oneself. 

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

- Internal motivation - self-motivation 

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

   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 
clientȰs personality 

strengths 

To point out progress, to 
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: 

 

 

 

6.3. Development of client self-efficacy 
 
First developed in 1977, self-efficacy is ŀƴ ƛƳǇƻǊǘŀƴǘ ŎƻƳǇƻƴŜƴǘ ƻŦ !ƭōŜǊǘ .ŀƴŘǳǊŀΩǎ ǎƻŎƛŀƭ ŎƻƎƴƛǘƛǾŜ 

theory. Self-ŜŦŦƛŎŀŎȅ ǊŜŦŜǊǎ ǘƻ ǇŜƻǇƭŜΩǎ ƧǳŘƎƳŜƴǘǎ ƻŦ ǘƘŜƛǊ ŀōƛƭƛǘȅ ǘƻ ǇŜǊŦƻǊƳ ƴŜŎŜǎǎŀǊȅ ōŜƘŀǾƛƻǊǎ ǘƻ 

produce desired outcomes in specific situations. These judgments are highly context specific and 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.  

Self-efficacy is the extent or strength of one's belief in one's own ability to complete tasks and reach 

goals (http://en.wikipedia.org/wiki/Self-efficacy), or one's belief in one's ability to succeed in specific 

situations 

It differs from general confidence, self-esteem, locus of control and other psychological concepts: it is 

specific to the goal in question, so is not a generalized self-view.  

Self -efficacy is important in employment advice because: 

ωOutlining the problem, iniciation  of interest in its solutionTroubleshooting learning

ωMotivation factor is competition, enjoyment from play, from 
competition, relaxed atmosphereLearning through the game

ωUnconventional, interesting tasks, mysteriousness, dramaticnessAttraction of  tasks

ωPossibility of obtaining a reward Competition

ωThe client proposes his own solutions, chooses his own pace of 
work, we use itProgrammed learning

ωSubmitting the proposals of  solutions to the problem, 
alternatives without criticismBrainstorming

ωWorking in groups, using group dynamics and group spirit, social 
interaction in a groupCooperation

ωUtilization of social-psychological process and group events, use 
of group pressureGroup Dynamics

ωAwareness of  your activities objective, moving ahead from one 
objective to next objective

The hierarchy of objectives 
principle



¶ by expressing their level of confidence in specific employment-focused tasks, clients can 

choose pathways to employment at which they are more likely to succeed 

¶ by applying methods that improve self-efficacy, expert by Experience can help clients to 

become confident and capable of tasks that previously eluded them. 

 

 

Self-efficacy beliefs regulate human functioning through four major types of processes: cognitive, 

motivational, affective, and selective. Three major types of self-efficacy have been identified: task-

specific self-efficacy, self-regulatory efficacy, and coping efficacy. Task-specific self-efficacy refers to 

ǇŜƻǇƭŜΩǎ ōŜƭƛŜŦǎ ƛƴ ǘƘŜƛǊ ŀōƛƭƛǘȅ ǘƻ ǇŜǊŦƻǊƳ ǘƘŜ ǎǇŜŎƛŦƛŎ ǘŀǎƪǎ ǊŜǉǳƛǊŜŘ ǘƻ ǎǳŎŎŜŜŘ ǿƛǘƘƛƴ ŀ ƎƛǾŜƴ ŘƻƳŀƛƴΦ 

 

Self-efficacy sources: 

 

 

 

 

ωMastery 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.

Mastery Experiences

ωVicarious experiences through social modeling are another way 
to develop self-efficacy. 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

ωPeople 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

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

Physical and Emotional 
States



Examples: 

1. Mastery Experiences 

Clients should be supported to do work-focused activities that they can 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 person or other people successfully completing a task raises self-efficacy, but they have 
to be 'valued examples'. So, people similar to oneself, or esteemed Experts by Experience, can increase 
confidence. Seeing people very different from oneself does not have the same effect. This benefit may 
lie behind some of the good results achieved in carefully designed group job-search activities. 

3. Social Persuasion 

People can also be persuaded to believe they are able to succeed. Getting positive feedback from 
Experts by Experience contributes to their belief, provided the feedback is genuine and prompt and 
focused on behavior.  

4. Physical and Emotional States 

Moods, emotions and personal feelings aroused by situations are important in self-efficacy. But it is 
less the power 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 control emotional responses, as happens for example in preparing for 
the stress of interviews, improves self-efficacy and performance. 

 

aŜǘƘƻŘǎ ŦƻǊ ŘŜǾŜƭƻǇƛƴƎ t²5ǎΩ {ŜƭŦ-efficacy of clients with disabilities: 

 

Self-efficacy of persons with special needs increases when they see other similar persons 
are able to fulfill a task.

Self-efficacy of persons with disabilities increases when they are told to be successful 
and beloved by reliable (in their perception) sources.

Defining positive objectives and achieving them.

Reconciliation with your limitations - this is particularly important from the point of 
view of citizens with disabilities.

Self-recognition - a personal SWOT analysis which is important in terms of applying to 
the labour market. (Strengths, Weaknesses, Opportunities, Threats)

Time management - time planning based on importance and urgency.

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



 
 

6.4. Career development plan for a client with disabilities  
 

 
Before the 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: 

¶ Know your client's expectations, 

¶ Have a working hypothesis together formulated and  

¶ 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 number of meetings, the expected content, and 

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, control the fulfilment of 

the indicated tasks. 

Developing an effective Career development plan for a client with disabilities requires a strong 

understanding of a number of key issues, including:  

 Summary of the individual assessment, including relevant profiling results; 

 Goals (or objectives); 

 The current employment picture for persons with a disability, and its relationship with literacy, 

poverty and broader economic and labor market trends; 

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

 The current problems and barriers faced by people as they try to prepare for and enter the 

workforce, and what needs to change;  

 Knowledge of some current best practices in the field of training and employment for persons 

with a disability; and  

 DƻǾŜǊƴƳŜƴǘ ŀƴŘ ǎƻŎƛŜǘȅΩǎ ǊŜǎǇƻƴǎƛōƛlities arising from human rights treaties and legislation 

and from existing policy commitments.  

 

A comprehensive Career development plan for a client with disabilities; 

 Clearly characterizes the baseline situation of the client 

 Shows to the client his career 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 

 Points to obstacles that cannot be affected and focus on those which the client can influence 



 Determines a way of evaluation and monitoring the fulfilment of the client's partial objectives 

and client progress 

 Gives the possibility of a revision with a distance of certain time period 

 

Career development planning steps 

Step 1: Choosing a facilitator 

Parents and families can begin the process of person-centered planning for their son or daughter with 

a disability by choosing a facilitator. A facilitator needs to be a good listener, work creatively to shape 

the dreams of the individual, discover the capacities within the 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 person-centered planning. 

Facilitator training is offered in many states through school districts or other publicly funded programs. 

 

Step 2: Designing the planning process 

An initial meeting to develop the personal profile usually occurs several days before the planning 

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 and time for the initial meeting and other follow-up 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 person with a 

disability. 

 Decide who will take a lead in gathering information during the meeting and what person-

centered process will be used. 

 Develop a history or personal life story or profile of the focus person by everyone sharing past 

ŜǾŜƴǘǎ ƛƴ ǘƘŜ ǇŜǊǎƻƴΩǎ ƭƛŦŜΦ ¢ƘŜ ŦƻŎǳǎ ǇŜǊǎƻƴΩǎ ǇŀǊŜƴǘǎ ŀƴŘ ŦŀƳƛƭȅ Ƴŀȅ ǎƘŀǊŜ ǘƘŜ ƭŀǊƎŜǎǘ ŀƳƻǳƴǘ 

of this information. Critical events, medical issues, major developments, important 

relationships, and more may be shared. 

 5ŜǎŎǊƛōŜ ǘƘŜ ǉǳŀƭƛǘȅ ƻŦ ǘƘŜ ŦƻŎǳǎ ǇŜǊǎƻƴΩǎ ƭƛŦŜ ōȅ ŜȄǇƭƻǊƛƴƎ the following: community 

participation, community presence, choices/rights, respect, 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 person-centered planning process 

 Review the personal profile and make additional comments and observations. 

 LŘŜƴǘƛŦȅ ƻƴƎƻƛƴƎ ŜǾŜƴǘǎ ǘƘŀǘ ŀǊŜ ƭƛƪŜƭȅ ǘƻ ŀŦŦŜŎǘ ǘƘŜ ŦƻŎǳǎ ǇŜǊǎƻƴΩǎ ƭƛŦŜ ǎǳŎƘ ŀǎ ŎƻƴŘƛǘƛƻƴǎ ǘƘŀǘ 

promote or threaten health. 

 Share visions for the future. Through brainstorming, imagine ways to increase opportunities. 

 Identify obstacles and opportunities that give the vision a real-life context. 

 Identify strategies and action steps for implementing the vision. 

 Create an action plan. Action plans identify what is to be done, who will do it, 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 the follow-up meetings 

Work the action plan. Implementing the plan can require persistence, 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 what is to be done, who will do it, when the action will happen, and when 

you will meet again. 

Make sure that at each follow-up meeting the team: 

 Establishes the time and place of the follow-up meeting; 

 Establishes the list of participants; 

 Lists all activities 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 participating; 

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

 Establishes the next meeting time; and 

 Always celebrates the successes. 

The Individual career development plan 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, it is the main 

media of supporting him/her.  

 

 

 

 

 

 

 

 

 



7. Group counselling 
 

7.1. Group counselling in work of Expert by Experience 
 
Another form of advisory service Experts by Experience offer to unemployed persons with disabilities 

is group counselling. The benefits of group counselling for persons with disabilities include gaining new 

experience and social skills in different model situations. Group counselling is based on group 

dynamics, active social learning and obtaining knowledge and practical skills by personal experience, 

feedback and hands-on experiences. 

Compared with individual counselling, group counselling has the following advantages for both the 

participants and experts by experience (counsellor /lecturer): 

 

 
 

A disadvantage of group counselling may be that despite the similar life-situations, the group may 

include individuals with different presumptions and expectations. Therefore, the success of group 

ωthe newly-created relationships increase  the 
motivation of participants

Members of the group 
motivate each other

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

Opportunity to learn from 
each other

ωthe 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 

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

ωthe clients can learn new forms of behavior as well as 
practice them in a safe environment similar to real-
world environment

Counseling groups 
represent  a "miniature 

social setting"

ωefficient in terms of time and cost
Enable working with several 

participants at the same

ωgives 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

Create positivte 
environment for working 

with an expert by 
experience



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

role of a lecturer in this process.  In 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 following skills of experts by experience play a crucial role 

in group counselling: 

 

 

 

 

 

 

The qualities of an Expert by Experience i.e. personal, methodological, social competences are 

particularly important for the good management of group work. Managing group work 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 skills and competencies, the availability of educational institutions 

and programmes, situation of the labour force, but also the ability to draft and edit documents. 

¢ƘŜ ǘŀǎƪ ƻŦ ǘƘŜ ŎƻǳƴǎŜƭƭƻǊ όŜȄǇŜǊǘ ōȅ ŜȄǇŜǊƛŜƴŎŜύ ƛǎ ƴƻǘ ǘƻ άǘŜŀŎƘέ ƛƴ ǘƘŜ ǘǊǳŜ ǎŜƴǎŜ ƻŦ ǘƘŜ word, but 

to mediate and 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 individual counselling.  

In organizing 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 they are met.  

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

 

 

 

 

 

 

 

 

 

 

Preparation of group 
work

Implementation of 
group work

Assessment of group 
work

group formation 
and teamwork

motivaton of group 
members

maintaining the 
optimal level of 

activity throughout 
the process



7.2. Preparation of group counselling 
 

Learning needs analysis 

 

Prior to engaging in group counselling it is necessary to assess the needs of the participants, i.e. to 

answer the following questions: 

 

 
 

Addressing these issues is very important, in particular when we are planning a group counselling with 

persons with disabilities, because counselling has to be built upon the assessment of their needs. There 

are several needs assessment techniques, e.g. a questionnaire, observation of real-world situation or 

an interview. 

 

Creating a group 

 

In practice that means to decide on the size and composition of the group as well as on the 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 by the counselling activity. In case 

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

 

 

What are the needs of society?

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 counselling?

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

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



 
 

 

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

 

Preparation of the Expert by Experience  

 

A comprehensive and detailed 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 professional and it will make easier operatively respond to changes, or improvise, 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 repeatedly emphasized, especially 

because the human brain tends to better remember information after being repeated at least 3 times. 

¢ƘƻƭǘƻǾł Ŝǘ ŀƭΦ όнлмпύ ǊŜŎƻƳƳŜƴŘǎ ŀǇǇƭȅƛƴƎ ǘƘŜ Ŧƻƭƭƻǿƛƴg principle of 3 Ts: 

 

 

Low number of 
participants

ωgroup dynamics is 
hamepred,

ωexercises do not have 
proper efficiency,

ωcommunication falters,

ωless ideas are born, 

ωless creativity,

ωinsufficient feedback 
from the participants 

High number of 
participants

ωnot everyone is given the 
oportunty to speak and 
express themselves (due 
to time constraints), 

ωlimited space, 

ωlimited possibility to 
meet individual needs,

ωthe trainerȰs 
(counsellorȰs) position is 
rather difficult - cannot 
always respond,

Optimal number of 
participants (10-15)

ωit is assumed that the 
individual needs will be 
met, 

ωallows time to be spent 
with individuals and to 
address their needs,

ωplenty of incentives 
within the group, 

ωcreative atmosphere 
within the group, 

ωmany ideas are born, 

ωhigher efficiency

Tell them what you are going to tell them ς Tell them ς Tell them what you told them 



 
 

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

phase.  

In the introductory phase the participants get ready to receive new information. The aim is to create 

an appropriate atmosphere, to win the attention 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: 

Introduction

Tell them what 
you know

ωtitle

ωgoals 

ωraising interest in the topic 

ωmotivation 

ωintroduction to the theme 

Core

Tell them

ωmain learning points 

ωmethods 

ωteaching aids and didactic equipment

ωquestions, anticipated answers 

Conclusion

Tell them what 
you told them 

ωsumarising the key points

ωcontrol questions, feedback from the participants ςwhat they did not understand, 
what topics would they like to come back to  



  

Establishing group rules 

The result of the introductory part is the agreement upon the group rules. The rules should be put/ 

hung in a visible place to make sure all participants can see them throughout the entire group activity.  

 

 

 

 

 

 

 

 

 

 

 

 

ωaddressing the participants for the first time

ωthe goal is to raise their interest in the activity Opening

ωa brief, but interesting introductionIntroduction of the expert by 
experience, counsellor

ωintroducing the scope of the program

ωintroducing the goal of the programIntroduction of the group 
activity

ωintroducing the participants (name, education, 
profession, hobbies, reasons to participate)

ωintroducing the expert by experience/trainer
Introduction of the participats 

ωintroducing the schedule of group work,

ωinformation on rest breaks, canteen, sanitary 
facilities etc.

Organisation of the group 
activity

ωWhat do I expect from the goup activity?

ωHow do I want to contribute to it?

ωWhat are my biggest concerns? 
Expectations

Group 
rules

length of 
activity

length of 
breaks

addressing 
each other

using cell 
phones

respecting 
each other

non-
disclosure 

of 
confidential 
information

keeping the 
schedule



The group rules should be adopted together with the participants upon a group consensus. The group 

may agree upon 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, non-disclosure of confidential/personal information 

and adherence to the time-schedule of the program. 

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

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

¶ Punctuality, keeping the schedule including the rest periods 

¶ Avoid speaking in general terms, in the 3rd person. Speak for yourself, express your opinion in 

the 1st person (I-form). 

¶ Everyone has the right to have an opinion, even if the others disagree with it (do not interrupt 

each other while talking) 

¶ Every opinion can enrich the group, do not separate from the group. 

¶ Each participant 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 of apology to the rest of the 

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

decide what/how many to do. 

¶ The trainer (counsellor, expert by experience) has the last word. 

 

Working phase 

Within the working phase the counsellor 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 the counsellor figures out the atmosphere within the 

ƎǊƻǳǇΣ ǘƘŜ ǊŜŀŘƛƴŜǎǎ ǘƻ ǿƻǊƪΣ ǘƘŜ ǇŀǊǘƛŎƛǇŀƴǘǎȰ ǎŀǘƛǎŦŀŎǘƛƻƴ ƻƴ ǘƘŜ ƎƛǾŜƴ ŘŀȅΦ ¢ƻƎŜǘƘŜǊ ǿƛǘƘ ǘƘŜ 

participants they present the logical correlation of the information provided each day. Every day has 

to have a conclusion, which allows the participants to share their insights, e.g. what did they find most 

interesting and why, and allows the trainer to wind down/close down a teaching unit and operatively 

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

The counsellor (expert by experience) continually monitors the effectiveness of the group's work 

ŘǳǊƛƴƎ ƛƳǇƭŜƳŜƴǘŀǘƛƻƴΦ ά9ŦŦŜŎǘƛǾŜƴŜǎǎέ ƳŜŀƴǎ ŀ ǿŜƭƭ-functioning, active and lively group and create 

the precondition for the satisfaction of its members. The basic 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, sufficient time to complete the group activity should 

be maintained to wind-down 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 not have enough time for this part of the work, which could have an adverse effect to 

overall impression of the participants and, of course, the evaluation. 

!ŎŎƻǊŘƛƴƎ ǘƻ aƛƪƭƻǾƛő όнлмоύΣ ǘƘŜ Ǝƻŀƭ ƻŦ ǘƘŜ Ŧƛƴŀƭ ǇƘŀǎŜ ƛǎ ǘƻ ǊŜǇŜŀǘ ǘƘŜ ƪŜȅ Ǉƻƛƴǘǎ ŀƎŀƛƴ ŀƴŘ ǘƻ ƭŜave 

an emotional trace/footprint. The conclusion can be divided into the following sections: 

 

 

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 the interaction of individuals in a group situation. Group dynamics is 

composed of many elements that interact with each other and develop. The basic elements of the 

group dynamics are the following: 

Objectives and standards - where are we heading together, what ways and processes we want to apply 

to achieve our goals 

 

Leadership and management, motivation and stimulation ς the way to apply the standards 

 

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

members of the group 

 

Subgroups ς a natural feature of the group of 4-5 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 (enrich other participants with their knowledge, experience) as 

well as negative impact (rivalry, hampering activities) on the entire groupΦ ¢ƘŜ ǘǊŀƛƴŜǊȰǎ ǇƻǎƛǘƛǾŜ 

approach to subgroups can be beneficial for the entire group. 

 

Structure and identity of the group ς the group may have 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.). 

ωwhat they liked most and what they learned
ParticipantȰs summary of 

key points

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

ωscreening a video

Leaving an emotional 
trace/footprint

ωhighlight the uniqueness of the group, its qualities 
most appreciated by the trainer, what the trainer 
learnt from the group what moved him forward

Thank you to the 
participants

mapping participantsȰsatisfaction with the program and 
surveying thier improvement in the field of knowledge, skills 

or change of the attitudes (e.g. questionnaire)

Evaluation of the group 
counselling activity 



 

Group roles and 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 towards a member and the 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 Team Roles: 

¶ Thinker 

¶ Resource Investigator 

¶ Coordinator 

¶ Shaper 

¶ Evaluator 

¶ Team worker 

¶ Implementer 

¶ Completer 

¶ Specialist 

 

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 of us can hold up to threŜ ǎŜŎƻƴŘŀǊȅ ǊƻƭŜǎ όaƛƪǳƭłǑǘƛƪΣ нллоΣ ǇΦ мфпύΦ ¢ƘŜ ǊƻƭŜǎ 

are complementary and certain combinations improve work efficacy. 

 

Group development phase, group history - the 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, 

standardizing, performing, adjourning) 

 

Atmosphere within the group ς the atmosphere with the group is created by group members through 

their everyday interactions 

 

Cohesion (cooperation) and tension (rivalry) - a natural feature of the groupwork is cooperation and 

rivalry. The competitive rivalry over constructive phenomena is considered as positive, and 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 arises when one member of the group must 

repeatedly adapt to other members at his/her own expense (i.e. sacrifice). 

 

Group management by the Expert 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 group and the possible situations to be handled within the 

group, the model developed by psychologist B. W. Tuckman can be helpful. His model is based upon 

an assumption that each team goes through several more-or-less identical periods or stages, which 

have certain distinctive features.  

 



 

¢ǳŎƪƳŀƴΣ WŜǎŜƴƻǾł όмфсрΣ мфттύ ŎƻƭƭŜŎǘƛǾŜƭȅ ƛŘŜƴǘƛŦƛŜŘ ŀƴŘ ŎƘŀǊŀŎǘŜǊƛȊŜŘ ǘƘƻǎŜ ǇƘases as follows: 

 

 

 

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

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Forming

Storming

Norming

Performing
Adjourning

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 the Expert by Experience in the specific phases of development 

 

Phases Signs of group dynamics 
 

Recommendation 

 Phase 1 - First contact and 
orientation, arrival 
 
 
FORMING 
 

- insecurity of group members, 
restraint behaviour, keeping 
distance, 
- ǘǊȅƛƴƎ ǘƻ άǇǳǘ ǇŜƻǇƭŜ ƛƴ ŀ ōƻȄέΣ 
- searching for valid standards, 
- signs of normal conduct, 
- lower level of assuming 
responsibility. 
 

- prepare a program with a clear 
and comprehensive structure, 
- ŀƭƭƻǿ άƎŜǘǘƛƴƎ-to-know-each-
ƻǘƘŜǊέΣ 
- clarify their expectations and 
needs of the participants, 
- dispel fears, 
- agree upon group rules. 
 

Phase 2 ς Fight for power, 
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 
the lŜŀŘŜǊȰǎ ōŜƘŀǾƛƻǳǊΣ ŦƛƎƘǘǎ ŦƻǊ 
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, 
- clarify your positions, 
- apply the working methods, 
which allow the members to 
demonstrate their strengths and 
focus on communication. 
 

Phase 3 ς Establishing group 
standards 
 
 
NORMING 

- competitive rivalry recedes,  
- cooperation intensifies, 
- open communication starts, 
- exchange of ideas and opinions, 
clarification of needs start, 
- team members start accepting 
each other, relationships between 
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 ς Active groupwork 
 
 
 
 
 
PERFORMING 

- the group is coherent, 
- works productively, 
- individuals identify with the 

group, accept each other, 
- increased willingness to give 

emerges, 
- the group predominantly manages 

itself. 
 
 

- transfer a part of leadership to 
the group,  
- give feedback to the members as 
well as to the group, 
- be open to the group process, 
- be aware of the strengths and 
weaknesses of the members, 
- allow for new experiences. 
 

Phase 5 ς 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 transfer, 
application of knowledge, abilities 
and skills, 
-evaluate and summarize the 
gained experience,  
- envisage future perspectives, 
- reflect on the happenings within 
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 

 
Sceptic  

Constantly skeptical, which 
can have a negative effect on 
group dynamics. 

- has already experienced many 
new ideas that have disappeared, 
- many of them were his/her own 
ideas, 
- is afraid of failing, fears new 
things. 
 

- gradually convince him/her that 
ƛǘ ǿƻǊƪǎ ŀƴŘ ƛǘȰǎ ǿƻǊǘƘ ǘǊȅƛƴƎ ƛǘ  
- find out the reason of his/her 
skepticism  
- suggest postponing any 
judgement saying that we cannot 
ŎƭŀƛƳ ǎƻƳŜǘƘƛƴƎ ǿƻǳƭŘƴȰt work 
until we try it. 

 
Talkative 
Zealous  
Disturbing 
 

Monopolizes, i.e. taking up 
the entire time talking about 
their experiences. 
 

- they are insecure, try to prove 
themselves to the group as well as 
to the tutor, 
- seek consent, show interest in the 
topic, 
- wish to be accepted by the group, 
actively engage in and maintain 
conversations. 
 

- say thank you, I agree with you 
ŀƴŘ ǊŜŘƛǊŜŎǘ ƛǘ όά¸ŜǎΣ ǘƘŀǘϥǎ ǊƛƎƘǘΣ 
does anyone else have a different 
ǾƛŜǿΚέύΣ 
- confirm that you understand 
what s/he is saying and then 
continue ("So you're saying that... 
!ƴŘ ƴƻǿ ǿŜ ǿƛƭƭ ŎƻƴǘƛƴǳŜΦΦΦ άύΣ 
- talk to him/her over the break, 
- assign him/her specific tasks 
within the group. 

Shy 
 

Sits outside the group, does 
not engage very much, stays 
silent. 

 

- is afraid of being ridiculed, 
- lack of motivation may be the 
problem, 

¶ - it is more convenient just to sit 
and listen. 
 

- try to find the reason, 
- in case of insecurity build 
confidence, 
- in case of low motivation 
explain the importance of the 
given topic to him/her, 
- if s/he has difficulties with 
expression, give closed-end 
questions, 
- accept the fact that some 
people prefer learning by 
listening. 

Critical Some level of criticism may be 
refreshing. However, if s/he 
uses every discussion to 
complain, his/her negative 
behavior can affect the rest of 
the group and undermine its 
enthusiasm. 

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

- doƴȰǘ ƭŜǘ ƘƛƳκƘŜǊ ŘƛǎŎǳǎǎ 
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 
demonstrate 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 with 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 to disturb the group 
and you, 



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

Joker 
Easygoing 

 

Having a little fun is good, it 
helps to ease the tension and 
facilitates friendships. But if 
there is too much of it, it can 
hinder group effectiveness. 

- want to be the center of 
attention, to be accepted by the 
group. 
 
 

- take precautionary measures, 
shift all the stories and jokes to 
the break, 
- take advantage of the pressure 
of the group to make him/her 
stop disturbing, 
- tell him/he openly that his/her 
behavior disturbs you. 
 

 

8. Partner networks of Expert by Experience ς Multidisciplinary Team 
 

8.1. What is multidisciplinary teamwork? 
 
A multidisciplinary team is a group of workers from different professional backgrounds or work 

disciplines that collaborate on specific issues or on an ongoing basis. This type of work team is 

common in an office setting because of its value in discussing problems or challenges with varied 

ǇŜǊǎǇŜŎǘƛǾŜǎΦ ¢ƘŜ 9ȄǇŜǊǘ ōȅ ŜȄǇŜǊƛŜƴŎŜ ƛǎ ŀ αƳŜŘƛŀǘƻǊέ ōŜǘǿŜŜƴ professionals and people with 

ŘƛǎŀōƛƭƛǘƛŜǎΣ ŀǎ ǎƘŜκƘŜ ƛǎ ŀ ǘǊŀƛƴŜŘ ǎǇŜŎƛŀƭƛǎǘΣ ōǳǘ ǿƘƻ αǿŀƭƪǎ ƛƴ ǘƘŜ ǎƘƻŜǎέ ƻŦ ǇŜƻǇƭŜ ǿƛǘƘ ŘƛǎŀōƛƭƛǘƛŜǎΦ 

Multidisciplinarity  

Several disciplines or professionals work in parallel  

Complementarity between disciplines and professionals: neither can 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 known tƻ άƳŀȄƛƳƛǎŜ 

ŜŦŦŜŎǘƛǾŜƴŜǎǎέΦ 

Teams need to have shared goals and values, need to understand and respect the competencies of 

other team members, need to learn from other disciplines and respect their different views and 

perspectives. Individual team members may need to reassess exclusive claims to specialist knowledge 

and authority in order to form effective multidisciplinary teams which can provide the best possible 

care to the individual service user. 



άŀ ƎǊƻǳǇ ƻŦ ǇŜƻǇƭŜ ǿƛǘƘ ŎƻƳǇƭŜƳŜƴǘŀǊȅ ǎƪƛƭƭǎ ǿƘƻ ŀǊŜ ŎƻƳmitted to a common purpose, performance 

goals, and approach, for ǿƘƛŎƘ ǘƘŜȅ ƘƻƭŘ ǘƘŜƳǎŜƭǾŜǎ Ƴǳǘǳŀƭƭȅ ŀŎŎƻǳƴǘŀōƭŜΦέ 

 

 

  

 

 

 

 

 

Teamwork Basics 

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

in having multiple perspectives and voices sharing in decision-making and problem-solving. While 

teams may take longer in some cases to come to resolutions, they tend to generate ideas and broader 

perspectives. Some work teams function within the same department, function or discipline, while 

others are cross-fuIn social work, and the Expert by Experience together with professionals from 

various disciplines may collaborate to help clients get the best help in finding assistance programs 

and community support.  

Benefits 

The basic premise of a multidisciplinary team is to get different vantage points on a situation or 

problem. A hiring committee often includes professionals who have backgrounds that cause them to 

interact in different ways with the new hire. This setup allows each professional to share his opinion 

and perspective and learn about those of others. Similarly, other types of multidisciplinary teams 

can discuss the various positive and negative ways in which decisions or activities affect each 

department or professional within 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 conflict. Some employees may feel uncomfortable being assigned to a team with 

professionals outside the normal scope of people with whom they work. You have to weigh the 

potential improvements in discussion and decisions against the increased time involvement. The 

Expert by experience has to know his/her own strengths and weaknesses as well as the other team 

members in order to collaborate efficiently, problemresolving-centered, to avoid interpersonal 

conflict. 

 



Factors/barriers  

The concerns of others groups having 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 priorities  

Tensions because of differences in perceived status, management arrangements or workload.  

Code of confidentiality            difficult to share records or information 

 

There are barriers to multidisciplinary working which are not as easily articulated, such as professional 

rivalry and mistrust, lack of support 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 working is also a 

significant barrier to effective teams. All professions are 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 possible talent. Has to develop people when 

it is appropriate, endeavour 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 results. Look at your team to see if there are elements of teamwork occurring and where 

you can add some team-building exercises to create an even better group. 

Effective multi-disciplinary team  

A distinctive discipline-based knowledge base: 

Being confident in oƴŜΩǎ ŀǊŜŀ ƻŦ ŜȄǇŜǊǘƛǎŜ ǿƛǘƘƻǳǘ ōŜƛƴƎ ŀǊǊƻƎŀƴǘ 

Being clear ŀōƻǳǘ ǘƘŜ ǊŀǘƛƻƴŀƭŜΣ ǘƘŜ ǎŎƻǇŜΣ ǘƘŜ ōƻǳƴŘŀǊƛŜǎ ŀƴŘ ǘƘŜ ƭƛƳƛǘŀǘƛƻƴǎ ƻŦ ƻƴŜΩǎ ƻǿƴ 
knowledge base 

Skills for collaboration: 

Partnership 

Negotiating 

Networking 

Communicating 

Reframing 

Confronting 

Flexibility 

Values 

Client-counterdness 

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 ideas, opinions and even 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, like co-workers letting each other know about 

availability or schedule changes immediately. It is even more evident in collaborative situations where 

brainstorming happens. Co-workers listen and respect the diverse and varying opinions of others, 

patiently wait to have a turn and contribute 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 team member, approaching that team 

member in a respectful way and clearly expressing the situation avoids an escalation of the issue. When 

conflict arises, and teamwork is prevalent, no one employee feels alone in resolving a problem. The 

team is there with experience and insights 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 

together toward the collective 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't 

just flock to the 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 whom. It's about how 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. 

Co-worker Encouragement 

Teamwork doesn'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. Elements of encouragement 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 employee 
is struggling to process orders quickly and 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 member could 
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 the role, duties and responsibilities of other team members  

Mutual respect of these roles  

Effective mechanisms of communication and decision-making must be established and periodically 
re-evaluated 

 

Sense of Purpose 

A person-centred system is described as ƻƴŜ ǿƘƛŎƘ άƛŘŜƴǘƛŦƛŜǎ ŀƴŘ ǊŜǎǇƻƴŘǎ ǘƻ ǘƘŜ ƴŜŜŘǎ ƻŦ ǘƘŜ 

individual, is planned and delivered in a coordinated way, and helps individuals to participate in 

ŘŜŎƛǎƛƻƴ ƳŀƪƛƴƎ ǘƻ ƛƳǇǊƻǾŜ ǘƘŜƛǊ ǇŜǊŦƻǊƳŀƴŎŜέΦ  

Teamwork is characterized by having a united sense of purpose 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 team could also be assembled to establish 

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 they will put aside their differences for 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 team is assigned the task of development of 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 be counterproductive (competing with each 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 the project as a whole. 

Cooperative Spirit 

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 to have strong 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 subtly, making sure everyone is on board 

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 team might have a rule that all team 

members must agree on a decision before it can be implemented. 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 agree to the rules beforehand, too; they can't be imposed by one person simply 

because she 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 are variously described as 

άŎŀǇŀōƛƭƛǘƛŜǎέ ŀƴŘ άŎƻƳǇŜǘŜƴŎƛŜǎέ ό/ƭŀǊƪŜΣ нллпύΦ 9ŀŎƘ individual on a multidisciplinary team brings to 

their work the skills associated with their particular profession or discipline. These are the skills that 

are in evidence in their work on the team and with individual service users. Their competence in these 

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

their qualifications (i.e. the amount of practical, hands-on training they had). 

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

 

It is these elements of the individual 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 skills and 

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 range of 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.  

Capability acquired for the Expert by Experience to have includes:  

ü a performance ŎƻƳǇƻƴŜƴǘ ǿƘƛŎƘ ƛŘŜƴǘƛŦƛŜǎ ΨǿƘŀǘ ǇŜƻǇƭŜ ƴŜŜŘ ǘƻ ǇƻǎǎŜǎǎΩ ŀƴŘ ΨǿƘŀǘ ǘƘŜȅ ƴŜŜŘ 

ǘƻ ŀŎƘƛŜǾŜΩ ƛƴ ǘƘŜ ǿƻǊƪǇƭŀŎŜ 

ü an ethical component that is concerned with integrating a knowledge of culture, values and 

social awareness into professional practice 

ü a component that emphasises reflective practice in action 

ü the capability to effectively implement evidence-based interventions in the service 

configurations of a modern mental health service,  

ü and a commitment to working with new models of professional education and responsibility 

for lifelong learning. 

 

Core skills, knowledge and attitudes for multidisciplinary working  



This concept of capability is combined here with a detailed description of competencies.  

Competencies are listed in the areas of: 

ü assessment  

ü treatment and care management 

ü collaborative working  

ü management and administration  

ü interpersonal skills. 

 

 

It is important to note that the different training of the disciplines means they look at the 

individual in different ways ς each valid but each only part of the picture of a whole person. 

 

 

 

 

 

 

 

Not all professionals on the team have the same level of skill and experience. The 

interpersonal characteristics that each individual brings to the team are key. The level of skill in areas 

such as assessment and different interventions can be developed 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 experiences and bringing this knowledge to bear constructively onto the 

system. It is in this context that it becomes a matter of critical inclusive debate that users play 

an important role in service delivery and in the operation of multi-disciplinary health teams 

× using practical- based learning, by peer supporting, or by Mediated Learning Experience 

method 

For example, the unique skill of an occupational therapist is using purposeful activity as a 
therapeutic tool with an individual with a mental health problem. Their ability to design 
programmes to achieve this is unique to occupational therapists because they view the 
individual from this particular perspective. Similarly, the unique skill of a social worker is to take, 
as their primary perspective, a view of the individual in the context of their personal, family, 
cultural, and socio-economic circumstances, and to propose and carry out interventions in that 
context. 

 



× linking patients and family members with needed resources, following up to ensure that 

effective connections have been made 

× supporting patients in considering and accessing complementary and alternative services 

designed to support health and wellness. 

× Promoting diversity among the providers working in inter-professional teams. 

 

Practical tips for the Expert by experience and professionals:  
 

¶ Always introduce yourself to the team 
 

¶ Clarify your role 
 

¶ Use objective (not subjective) language 
 

¶ Learn and use ǇŜƻǇƭŜΩǎ ƴŀƳŜǎ 
 

¶ Be assertive when required 
 

¶ Read back/close the communication loop 
 

¶ State the obvious to avoid assumptions 
 

¶ Ask questions, check and clarify 
 

¶ Delegate tasks to specific people, not to the air 
 

¶ LŦ ǎƻƳŜǘƘƛƴƎ ŘƻŜǎƴΩǘ ƳŀƪŜ ǎŜƴǎŜΣ ŦƛƴŘ ƻǳǘ ǘƘŜ ƻǘƘŜǊ ǇŜǊǎƻƴΩǎ ǇŜǊǎǇŜŎǘƛǾŜ 
 

¶ Always do a team briefing before starting a team activity and a debrief afterwards 
 

¶ ²ƘŜƴ ƛƴ ŎƻƴŦƭƛŎǘΣ ŎƻƴŎŜƴǘǊŀǘŜ ƻƴ άǿƘŀǘέ ƛǎ ǊƛƎƘǘ ŦƻǊ ǘƘŜ ǇŀǘƛŜƴǘΣ ƴƻǘ άǿƘƻέ ƛǎ ǊƛƎƘǘκǿǊƻƴƎΚ 
 

¶ !ƴŘ ǊŜƳŜƳōŜǊΥ ά¢ŜŀƳǿƻǊƪ ŘƻŜǎƴΩǘ Ƨǳǎǘ ƘŀǇǇŜƴέΦ Lǘ ǊŜǉǳƛǊŜǎΥ  
 
 

 

ς An understanding of the characteristics of successful teams 
 

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

 

 

 

 

 

 

 

 



9. Information on the Labour Market  
9.1. Information on the Labour Market in Slovakia 
 

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

 

 

The Constitution of the Slovak Republic in the Article 26 par. 1 guarantees freedom 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. 

 

 

 

In the Slovak Republic, 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. 

 

 

 

Special rights of persons with disabilities in the field of health insurance 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. 

 

 

 

 

Based on individual assessment of the needs, a natural person with severe disability may receive cash 

benefits to compensate for the 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 includes allowance for personal assistance. 

 

 

 

 

Regional and local governments provide or ensure the provision of a wide range of social services, part 

of which is associated with unfavourable health conditions or disabilities. Services are provided based 

upon the assessment 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 right of each employee to equal pay for work of equal value is specifically regulated in par. 119a 

of the Labour Code. This provision also fully applies to employees with disabilities. The Labor Code 

Constitution of the Slovak Republic 
 
 

 

Act No. 461/2003 Coll. on Social Insurance 
 
 
 

 

Act No. 580/2004 Coll. on Health Insurance 
 
 
 
 

 

Act No. 447/2008 Coll. on Financial contributions to compensate for the social 
consequences of severe disability 
 
 
 
 
 

 

Act No. 448/2008 Coll. on Social Services 
 
 
 
 
 
 

 

The Labour Code (Act No. 311/2001 Coll.) 
 
 
 
 
 
 
 

 



also provides that an employer may give notice to an employee with health disability only with the 

prior consent of the relevant office of labour, social affairs and family. 

 

 

 

 

According to the Act on Employment Services, everybody has the right to employment without any 

restrictions, in compliance with the principle of equal treatment in labour relations and similar legal 

regulation under the relevant laws. Under the Act on Employment Services, persons with disabilities 

are, due to their challenging situation in the labour market, included in the category of disadvantaged 

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 disabilities (e.g. 

special contributions to support their employment). 

 

 

 

The conditions, procedure and the scope of free access to information is regulated under the Act No. 

211/2000 Coll. on Free Access to Information as amended, which guarantees the right of persons with 

disabilities to bi-directional communication with the public sector in accessible forms.  

 

 

 

 

 

The anti-discrimination legislation was 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 inherit property, 

to manage their own financial matters, to have equal access to bank loans, mortgages, to have the 

right not to be arbitrarily deprived of property). 

 

 

 

 

 

The first comprehensive programming document defining the national commitments towards persons 

with disabilities and their families within the conditions of the Slovak Republic was the National 

Programme for the Development of Living Conditions for Citizens with Disabilities in all Areas of Life. 

The document was approved by the Government of the Slovak Republic on June 27, 2001 and, its goal 

was to create equal opportunities and integrate persons with disabilities in the society. 

In March 2012, the new Government in its Manifesto signed up to the commitment to create optimal 

conditions for the implementation of the Convention on the Rights of Persons with Disabilities. In the 

Slovak Republic, the Convention entered into force on June 25, 2010. 

 

The new National Programme is an open document containing the fundamental goals for the period 

of 2014 ς 2020. The national program is divided into the following areas: 

 

Act No. 5/2004 Coll. on Employment services  
 
 
 
 
 
 
 
 

 

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

 

Act No. 365/2004 Coll. on Equal Treatment in Certain Areas and on protection against 
discrimination (Anti-Discrimination Act) 
 
 
 
 
 
 
 
 
 

 

The National Program for the Development of living conditions of persons with disabilities 
for the years 2014 ς 2020 
 
 
 
 
 
 
 
 
 

 



 
 

Source:  The National Program for the Development of living conditions of persons with disabilities for the years 

2014 ς 2020 

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



 

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 

 

 
 

 

Non-State Employment Services - Supported Employment Agencies (SEA) provided direct assistance 

to long-term unemployed people and people with disabilities  

o Of the authorization issued Central OLSAF  

o Provide following services - counselling via the Internet, personal counselling, help mediate 

employment or initiate a trade, after escorting recruitment, projects  

o Clients - the long-term unemployed, people with disabilities, employers  

 

SEA is a legal entity or natural person providing services to people with disabilities, a long-term 

unemployed people and to employers focused at facilitating employment obtaining or maintaining 

employment, or facilitating employee obtaining from people with disabilities and long-term 

unemployed citizens. 

 

State (Public) Employment Services ς Office of Labour, Social Affairs and Family 

 

 

 

 

 

 

 

 

 

 

 

ωoffices of labour, social affairs and 
family

State institution

ωsupported employment agencies
Non-governmental 

organizations

Under Employment Services Act No. 5/2004 there are active 
labour market measures

To increase the 
employability 

To promote employment



Clients in smaller towns where non-governmental services are not established 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 advisory services include services in the field of: 

 

¶ career choices, 

¶ finding or changing a job 

¶ recruitment 

¶ adaptation of employees in a new job position. 

 

Information and advisory services are provided free of charge. 

 

Under the Employment Services Act, Information and Advisory Services also include services aimed at 

providing information and professional advising in the field of: 

 

 
 

professional skills and experience required for a specific job position in the labour market 
pursuant the National Qualifications 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.



 
 

 

Professional counselling services 

 

Professional Counselling Services are addressing  

 

 

 

 

 

 

 

 

 

 

 

 

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

ωgeneral capabilities, practical experience and

ωother requirements for a particular profession. 

Information and Advisory 
Services relating to the 

requirements for professional 
skills and practical experience 
necessary to carry out work 

activities in the labour market

ωinclude, in particular, the provision of information and 
professional advice on the types of professions and

ωrequirements for the performance of a particular 
profession.

Information and advisory 
services for the selection of a 

profession

ωincludethe provision of information and professional 
advice related to medical, 

ωprofessional and

ωpractical requirements necessary for the performance at 
a specific workplace.

Information and advisory 
services in the field of 

selecting and/or changing a 
job

ωincludethe provision of information and professional 
advice to employers searching for suitable employees for 
specific job positions.

Information and advisory 
services in the field of 

recruitment 

the problems associated with the active involvement of job seekers, 

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

facilitate the decision-making and adequate behaviour of job seekers, as well as 

as their social and occupational adaptation.



Professional counsellor must 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 disadvantaged jobseekers, can develop a personalised 

action plan to facilitate their success in the market. 

 

An individual action plan is a written document which, based upon the activities and procedures aimed 

at 

 

determines the measures, procedures and the time-schedule for the implementation the relevant 

measures aimed at increasing the possibilities of a disadvantaged job-seeker to find a job on the labor 

market.  

The individual action plan is drawn up, evaluated and updated by a professional counsellor in 

cooperation with the disadvantaged job seeker. The individual action plan is binding for both, the 

concerned disadvantaged job-seeker and the Labor Office. 

 

Information and Consulting Centre (ICC) 

 

Information and Consulting Centre (ICC) is a facility of the Office of Labour, Social Affairs and Family 

with computers, internet and a printer available to the clients.  

 

a)

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

b)

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

c)

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



 
 

 

They can search for information using a self-service system.  If needed, professional staff is available 

to help. 

 

In addition to the above, regional, national and transnational projects are implemented to providing a 

comprehensive set of high-quality 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 job-seekers for the labour market 
 

Education and training of job-seekers (including people with disabilities) for the labour market is, 

within the meaning of the Act No. 5/2004 Coll. on Employment Services,  

 

The clients 
of ICC

job seekers 
(PWDs)

candidates 
(PWDs)

primary and 
secondary 

school 
students

students of 
universities

general 
citizens

a theoretical or practical training of job-seekers (including PWDs),

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 mean achieving a higher 

level of education. 

 

 

Education facilitates  

 

¶ the adaptation of the workforce to the needs of the labour market,  

¶ extends the scope of learning opportunities for different categories of unemployed persons,  

¶ improves their access to higher quality jobs. 

 

 

The Labour Office can provide job-seekers training upon a written request based on the assessment of  

 

¶ their competences,  

¶ work expertise,  

¶ professional skills, 

¶ achieved degree of education and  

¶ medical fitness for work,  

 

 

in particular in the case of: 

 

o lack of professional skills and competences, 

o need to improve the knowledge and professional skills to meet the demand at the labour 

market and in the case of losing the ability to carry out the previous profession. 

 

 

Jobseekers to improve their labour market situation can take advantage of free counselling services or 

participate in educational activities funded through the Office of Labour, Social Affairs and Family 

under the REPAS+ and KOMPAS+ programmes. Information on the possibilities for completing this 

training is provided by the Regional Offices of Labour, Social Affairs and Family and information is also 

available through the Central Office of Labour, Social Affairs and Family website. 

 

 

 

 



 

 

 

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

labour market  

 

¶ to choose the type of working activity he / she wants to retrain and  

¶ 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 labour market requirements. 

 

 

 

 

Will enable the jobseeker (including people with disabilities)  

¶ 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: courses focusing on the development  

¶ of communication,  

¶ computer,  

¶ managerial,  

¶ social,  

¶ entrepreneurial and  

¶ language competencies.  

 

Competency courses support selected core competencies applicable to the labour market relation:  

¶ communication skills (including social competencies),  

¶ personality development (including managerial and business competencies),  

¶ computer skills and 

¶ language skills. 

 

 

 

 

Program REPAS+ 

Program KOMPAS+ 



 

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

Basic terms 

 

 
 

The status of sheltered workshop or protected worksite is granted by the office of labour, social affairs 

and family for an indefinite period ς subject to legal conditions. 

 

Definition of the person with a disability in Slovakia 

 

 

 
 

 

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

A sheltered workshop 
and a protected 

workplace 

ωat least 50% of the employees are persons with 
disabilities.A sheltered workshop 

ωa workplace set up for a person with a disability 
outside the sheltered workshop, or the workplace of 
a self-employed person with a disability.

A protected 
workplace 

person with a disability, under the law, is a person recognized as disabled pursuant to Ϡ71 
of the Act 461/2003 Coll. on Social Insurance,

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 capacity 
by the resolution of the Social Insurance Company or by the review of the Social Security 
Department.



Contribution to set up a sheltered workshop or protected workplace - Ϡ рс 

 

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 workplace, which are 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 

 

 
 

 

 

 

Contribution to maintain a person with a disability in employment - Ϡ рсŀ 

 

¶ Can be provided by the Office of Labour, Social 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,  

 

¶ for each person with a disability, who works for the employer at least half of the established weekly 

working hours,  

 

¶ for an employer to cover the advance payments to the mandatory public health insurance, 

contributions to social security and compulsory contributions to old-age pension by the employers 

on a monthly basis (up to 60% of the average wage of the employee under the law),  

 

¶ The contribution is provided on a quarterly basis based on the documents proving the payment of 

the eligible costs (In 2019 it is max. 207.82 EUR). 

ωof January 1, 2019, the amount of the 
contribution equals to EUR 5,321.44

In Region of Bratislava

In other Regions

ωas of January 1, 2019, the amount of the 
contribution equals to EUR 6,385.72 

In the districs with the registered 
average unemployment rate lower 

or equal to the Slovak national 
average

ωasof January 1, 2019, the amount of the 
contribution equals to EUR 6,917.87

In the districs with the registered 
average unemployment rate higher 

to the Slovak national average 



 
¶ The contribution is not legally claimable. 

 

 

Contribution to persons with disabilities for self-employment - Ϡ рт 

 

¶ Can be provided by the Office of Labour, Social Affairs and Family to a person with a disability to 

support self-employment όƘŜǊŜƛƴŀŦǘŜǊ ǊŜŦŜǊǊŜŘ ǘƻ ŀǎ ά{9έύ to partially cover the costs associated 

with the execution of SE; available for disabled job seekers based on a written application,  

 

 

¶ Based on a written request, the office will provide a training aimed at starting the self-

employment on a protected workplace 

 

¶ Preparation for self-employment includes the elaboration of a business plan including the 

estimated project costs of establishing a sheltered workshop or workstation. 

 

¶ Can be provided to partly cover the costs associated with self-employment, the Office will 

provide 30% of the granted contribution within 30 calendar days from the date of conclusion 

of the grant award agreement and, the remaining part, i.e.  70% of the contribution will be 

made available after the submission of documents proving the incurred costs, 

 

¶ Self-employed persons with disabilities are required to submit the respective documents to 

the Office within 6 months from the date of concluding the agreement.  

 

¶ The contribution is not legally claimable. 

 

 

 

who has been registered as a job seeker for at least 3 months (12 
months ςsuspended, interrupted or ended the self-
employment/trade),

operated a protected workplace for at least two years without 
interruption, 




































































































































































































