1. Client Engagement – How do we enhance the process?  Troubleshooting Guidelines

	 If Client Says/Does:
	Assess Why?  Possible Meaning Behind the Behaviour 
	Approach 

We then may need to…

	Initial referral – client reacting angrily 
	“I am terrified of the power this stranger may have over me & my family.”

“Every person in authority in my life has let me down or hurt me – here comes another one.” 
	Allow the client to talk about how difficult this confrontation is for them. 

Occasionally, consider joining the resistance by aligning yourself with the client’s feelings e.g. “After such a long wait, you deserve to be angry.  I would be angry also.” Be wary that you do not go so far as to align with behaviours that are not appropriate to your role in child protection. 

	Client challenging – “Do you have any children yourself ?” 
	
	Are you worried that I might not understand what it’s like for you to raise kids?”  - such an invitation encourages clients to be more direct about their concerns, and it gives the worker an opportunity to demonstrate an understanding of the difficulty the clients are experiencing in the encounter. *

	Client Saying they will cooperate but no follow through 
	Either: 

Don’t really understand what it is we need them to do 

Don’t feel they can do what is asked 

Too overwhelmed to try, too afraid to fail again. 

Doesn’t have the resources – emotional or practical 

Playing the game to get us out of their hair 


	Gentle confrontation to determine if it is a won’t or can’t issue: “I am confused.  You said that you were going to … but it didn’t happen.  What is keeping this from happening.  Can you tell me how we can make sure it happens this week” What can I do to help?”  

	Misses appointments
	· Sick

· Afraid you will see child’s bruising

· Not really engaged
	Re-schedule

Ask/give permission – safety to be moved


Develop further – could be used as an exercise in training – small or large group 

