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Section I: Introduction 

 
Estimated Length of Time: 
1 hour, 30 minutes 
 
Quality Service Review Practice Performance Indicators 
Practice Performance Indicator 7: Planning for Transitions and Life Adjustments (pp. 10-
11) 
 
Performance Objectives: 
Participants will be able to answer the following questions based on a given scenario 
working within a small group: 

 What did the supervisor learn upon tuning in to self? 

 What did the supervisor tentatively learn upon tuning in to others? 

 What indirect cues are others giving the supervisor? 
 
Methods of Presentation: 
Lecture, small and large group activity, pairs activity, and large group discussion. 
 
Materials Needed: 

 Folders (optional) 
 Name tents (construction paper or 5"x8" index cards)  
 Markers 
 Prizes (optional) 
 Masking tape 
 Laptop and LCD projector 
 Screen 
 Premade flip charts:  

o “Parking Lot” 
o “WIIFM” 

 Supervisor Training Series Resource Manual 
 Handout #1: Supervisory Bingo 
 Handout #2: 533: Supervisor Training Series: Module 1: The Preparatory 

and Beginning Phases of Child Welfare Supervision (PowerPoint) 
 Handout #3: The Supervisor Training Series 
 Handout #4: Learning Objectives 
 Handout #5: Agenda 
 Handout #6: Idea Catcher 
 Handout #7: Transitions 
 PowerPoint Slide #1: Supervisor Training Series: 533: Module 1: The 

Preparatory and Beginning Phases of Child Welfare Supervision 
 PowerPoint Slide #2: The Supervisor Training Series 
 PowerPoint Slide #3: Learning Objectives 
 PowerPoint Slide #4: Agenda 
 PowerPoint Slide #5: Idea Catcher 
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Section I: Introduction 

 

Trainer Note: Prepare the training room in advance by placing name tents at each 
table. As participants arrive, greet each one and give them a copy of 
Handout #1 (Supervisory Bingo). Tell them that the purpose of the 
activity is to meet other participants and get responses to each of the 
statements in each of the blocks. The other person should sign a block 
to which they can respond or which pertains to them. However, the other 
person is allowed to complete only one block on each sheet. Tell 
participants that the activity will take place before the session begins. 
The object is to secure signatures in order to get bingo--either 
diagonally, straight down, or straight across. It is permissible to have the 
first several participants alert the trainer when this occurs so that winners 
can be later acknowledged. 

 

                        Additional materials for initial distribution to participants are Handout #2: 
(Supervisor Training Series: 533: Module 1: The Preparatory and 
Beginning Phases of Child Welfare Supervision) (PowerPoint 
Presentation), Handout #3 (The Supervisor Training Series), 
Handout #4 (Learning Objectives), Handout #5 (Agenda), and 
Handout #6 (Idea Catcher). The trainer may wish to place the handouts 
in a folder and can decide how to best distribute all the materials, i.e. 
placing them on the tables in advance or handing them to each 
participant. 

 
                        Prepare two posters for the wall entitled WIIFM (What’s In It For Me) and 

Parking Lot.  
 
                        Display PowerPoint Slide #1 (The Supervisor Training Series) (title 

slide). 

 
Step 1: Preliminaries 
(1 minute) 
 
Start the training session by covering the following points: 
 

 Welcome participants to the training. 
 Review the details of the Resource Center's trainings, including: 

 15-minute rule 
 sign-in sheet 
 initial sign-in sheet on day 2 
 evaluation 
 credits available for completion of the training 

 Introduce self. 
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Step 2: Description of The Supervisor Training Series 
(3 minutes) 
 
Using Handout #3 (The Supervisor Training Series) and PowerPoint Slide #2 (The 
Supervisor Training Series), provide an overview of the five courses that make up the 
Supervisor Training Series: 

-Module 1: The Preparatory and Beginning Phases of Child Welfare Supervision 
-Module 2: Living the Mission of Child Welfare 
-Module 3: The Middle/Work Phase of Supervision 
-Module 4: Managing Diversity Through the Employment Process 
-Module 5: Endings and Transitions/Managing Staff Retention, Satisfaction, and 

       Separation 
 
Give particular focus to the rationale for this course. Explain that the modules of the 
Supervisor Training Series (especially, Modules 1, 3, and 5) are organized around 
Lawrence Shulman’s Phases of Supervision. Show participants a copy of Shulman’s 
Interactional Supervision (2010) and explain that many of the activities throughout the 
Supervisor Training Series are taken from the book.   
 
Explain that participants learned and applied Shulman’s Interactional Helping Skills as 
child welfare professionals. Many of these same skills will be built upon and applied to 
supervision skills during these modules. 
 
Step 3: Learning Objectives 
(2 minutes) 
 
Display PowerPoint Slide #3 (Learning Objectives) and draw attention to the course 
learning objectives using Handout #4 (Learning Objectives). Explain how the 
objectives relate to the rationale for the training. The overall learning objectives, which 
describe what participants, will be able to do at the completion of the training are: 
 

 Examine the transition to a supervisory role by Tuning In to Self and Tuning In to 
Others 

 Describe the three roles of a supervisor: administrative, educational & clinical; 
 Explore supervision within the child welfare context 
 Recognize the impact of parallel process between the supervisor and caseworker 

on the relationship between the caseworker and the client 
 Explain how a supervisor uses contracting skills 

 
Step 4: Agenda 
(2 minutes) 
 
Review the agenda for the session using Handout #5 (Agenda) and PowerPoint Slide 
#4 (Agenda). The major sections of the Agenda are: 

Day One: 
I. Introduction 
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II. Issues for New Supervisors 
III.  The Supervisory Role 
IV. The Child Welfare Context  
 
Day Two 
IV. The Child Welfare Context (continued) 
V. Development of the Individual Worker 
VI. The Beginning Phase of Supervision 
VII. Transferring Skills to Practice 
VIII. Evaluation and Closure 

 

Step 5: Idea Catchers 
(5 minutes) 
 
Using Handout #6 (Idea Catcher), introduce the concept of Idea Catchers. The 
handout should be used by participants throughout the training to jot down good ideas 
that they want to be sure to remember when they return to their agency. Using 
PowerPoint Slide #5 (Idea Catcher), explain that research shows that people 
remember 20 percent of what they hear, 30 percent of what they see, 70 percent of 
what they say, and 90 percent of what they do. If you use an idea within 24 hours of 
learning it, you are more likely to integrate it permanently. So, if participants hear or 
think of an idea or concept that they want to use back on the job, they should write it 
down immediately so that it is not lost. Tell participants that the minimum expectation of 
the two-day training is that they identify at least two new skills and two new pieces of 
knowledge. 
 
To remind and encourage the use of the Idea Catchers, ask a few volunteers to share 
an idea a few times each day. (For example, state "It's almost break time, but before we 
break, we need two volunteers to each share one of their ideas from their Idea 
Catchers.") The sharing may also serve as a transition from one section of the 
curriculum to another. It is permissible to offer small prizes to those who share ideas. 
 
Step 6: Other Rules 
(3 minute) 
 
Remind participants that each day's training will be held from 9:00 a.m. to 4:00 p.m. with 
a one-hour break for lunch, and mid-morning and mid-afternoon breaks. Discuss any 
special housekeeping details including a request to turn off the ringers on cell phones. 
 
Emphasize the importance of the confidentiality guideline. Explain that in order to 
maximize learning, it will sometimes be necessary to discuss the challenges of staff that 
participants supervise. Explain that names of staff are not to be shared.  Furthermore, 
the discussions of specific staff that take place in the training room are not to be 
discussed outside of the training room. Ask that every participant agree to this guideline.    
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Step 7: Bingo Winners 
(5 minutes) 
 
Acknowledge participants who were declared supervisory bingo winners with applause 
and/or small prizes. Quickly review the blocks that enabled each winner to succeed, 
soliciting responses from the participants who signed the blocks. 
 
Step 8: Name Tents 
(3 minutes) 
 

Arrange participants in small groups of three to four persons each. Using either 
construction paper (folded in thirds), index cards (folded in half), or paper bags, instruct 
participants to write their first name in the center of their nameplate with a marker.  
 
Instruct participants to write the county in which they work in the top right corner of the 
nameplate. Instruct participants to write their position in the agency in the top left corner. 
 
Ask participants to write the amount of time they have been in their position in the 
bottom left corner. Ask participants to write the amount of experience they have in child 
welfare in the bottom right corner. 
 
In addition, have participants think about one little known or interesting fact about 
themselves.   
 
When the name and four corners are complete, ask participants to stand their name 
plate in front of them. 
 
Step 9: Pair Introductions 
(5 minutes) 
 
Ask participants to share introductory information from their name plates with one other 
participant at their table which they do not know. Have them share their interesting fact 
about themselves.   
 
 
Step 10: Group Introductions 
(8 minutes) 
 
Reconvene the large group and ask each participant to briefly introduce the participant 
with whom they were just speaking to the large group by sharing the information on their 
name plate and their interesting fact.   
 
Step 11: Cohorts 
(3 minutes) 
 
If participants will be attending all five modules of the Supervisor Training Series 
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together, point out that the participants are attending the trainings as cohorts. A cohort 
may be defined as any group or band, as associate, colleague, or supporter. (If 
participants will not be continuing the Series together, introduce the concept of cohort 
as an associate, colleague, or supporter.) Emphasize that each person's colleagues in 
the training room can serve as a source of support in their learning and in their transition 
to supervision. 
 
Conclude the activity by reinforcing that the cohorts they have just met will be their 
source of support in their learning throughout the five modules and in their transition to 
supervision. Encourage participants to recognize the importance of cohorts in the 
agency setting for supervisors and staff and asks why they believe it is important.  
Facilitate a large group discussion to share ideas on methods to establish cohorts within 
the agency setting.  
 
Step 12: Transitions to Supervisor 
(10 minutes) 
 
Ask for a show of hands to determine the number of participants who transitioned to 
their positions as supervisors from positions of direct service. State that, for some of the 
participants, someone assumed that because they did their job well as direct service 
workers, they should be able to make the transition to supervisory positions on their 
own. While there is some truth to the idea that direct practice experience can be useful, 
it is perhaps a fallacy to assume that the parallels between direct service and 
supervision will be apparent. 
 
Using the following questions, facilitate a large group discussion about the transition to 
a supervisory position.   
 

 Why did you take on the job of a supervisor? 

 What past supervisory experiences do you have upon which you can build your 
skills? 

 
Step 13: Transitions 
(15 minutes) 
 
Tell participants that they will now begin to practice the skills of tuning in to self and 
journaling. Refer participants to Handout #7 (Transitions) and ask each person to work 
individually at first, answering each question by recording his or her own ideas about the 
transition to becoming a supervisor. Allow approximately 10 minutes for completion. 
 
Supervisors will be answering the following questions on the worksheet: 
 

 What is different now that you are in your new role as supervisor? 

 What was easy about your transition to supervision? 

 What were the most challenging aspects of your transition to supervision? 

 What were the barriers or hurdles to making progress? 
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 What helped you in your transition to supervision? 

 What do you need to learn to enhance your skills in supervision? 
 
Step 14: Identification of Learning Needs 
(5 minutes) 
 
When participants have completed their individual responses, ensure that participants 
are seated in small groups of about three to four persons each. It is permissible to 
appoint a leader for each small group by identifying the person in the group who 
traveled the farthest to get to training, or through some other means. Provide each small 
group with several sentence strips, or flip chart paper strips, or a sheet of flip chart 
paper.  
 
Ask each person to share their responses with those in their small group. Instruct each 
group to compile a list of their learning needs from the sixth question that they would 
like to put forth to the entire group. The needs should be listed on individual sentence or 
flip strips (one need per strip) or on a sheet of flip chart paper. (As an alternate, each 
group can be asked to compile their needs on a sheet of note paper for the trainer to 
transcribe on a flip chart sheet in Step 15.) 
 
Tell participants that the expectation is that in 5 minutes they will have a concise 
summary of responses to the first five questions as well as a listing of their learning 
to present to the larger group. 
 
Step 15: Presentation of Learning Needs 
(10 minutes) 
 
Reconvene the large group and rotate among the small groups for presentation of the 
summarization of their discussion and their learning needs. 
 
If flip chart paper was used, each small group should hang their sheet on the wall. If 
sentence or flip chart strips were used, the strips, upon presentation, can be hung under 
headings for WIIFM (what's in it for me) for items to make a good faith effort to address 
in this training module, or Parking Lot, for items that will be addressed in other modules. 
Tell participants in which modules Parking Lot issues will be addressed in other 
modules. Tell participants in which modules Parking Lot issues will be addressed. 
(Attempt to tell participants about other courses or resources that address any items 
that are beyond the scope of the Supervisor Training Series.) If neither flip chart paper 
nor sentence strips were used, list the needs, upon presentation, on a sheet of flip chart 
paper with the heading Needs or WIIFM or on a sheet with the heading Parking Lot. 
 
Suggest that those who found the tuning in to self or journaling aspects of the activity 
helpful should jot down their thoughts as an Idea Catcher for later reference. 
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Step 16: Transition Lecture 
(10 minutes) 
 
Note that life is a series of transitions from birth to death. Transitions can serve as the 
bridge from ignorance to enlightenment, but we have to be willing to cross to discover 
the riches. Enlightenment is available to us, and to those with whom we work. But, 
especially during transitions in life, we need to venture beyond the secure footing of our 
present situation to see what is across the bridge. During transitions, we learn a great 
deal about ourselves, refine our thinking, and mold who we are. The process can be 
emotionally draining and difficult, but the journey can be very rewarding. 
 
Note that one's approach to dealing with transitions dictates what is learned and the 
intensity of the emotions that are aroused. A positive mindset is what is needed. As was 
the case with many of those in the training, their current transition is something they 
asked for. As such, they can more effectively anticipate the challenges the transition 
presents. By anticipating, they can prepare and use tools to aid them in coping with this 
life change. When we combine anticipation with a positive mindset, we cultivate a 
climate for positive growth. 
 
Note that transitions in life that we do not choose--a job transfer, a new supervisor, etc.-
-are even more difficult since there is not the benefit of anticipation. Staff supervised by 
the participants may not have had the luxury of anticipation. The challenge is to help 
supervisees face the change as an opportunity, not a setback. 
 
State that supervisors have a double responsibility: coping effectively with their own 
transition and helping those with whom they supervise to meet the challenges of 
transition.  
 
Note that Felice Davidson Perlmutter, in her book Changing Hats, writes about the 
constraints of feelings of inadequacy and burnout in middle management. She 
recommends peer group structures as a primary strategy for dealing with these 
constraints. The peer group of middle managers can serve a self-help, mutual aid 
function by providing the opportunity for insight, clarification, and education. The support 
and trust that emerges can provide an important base for the group and can allow more 
task-oriented strategies to be worked out. By recognizing that feelings of inadequacy 
are common to all members of the group, pressures can be released, allowing for the 
freedom to explore other issues. Similarly, by making explicit their burnout reactions 
within their peer group, middle managers can begin to develop coping techniques 
together. These suggestions link to the cohort concept of this training. 
 
 
 
 
 



533: Supervisor Training Series: Module 1: The Preparatory and 
Beginning Phases of Child Welfare Supervision 

 

The Pennsylvania Child Welfare Resource Center                         533: Supervisor Training Series: Module 1: The Preparatory and  
                                                                                                                                      Beginning Phases of Child Welfare Supervision 

Page 9 of 79 

Section II: Issues for New Supervisors 

 
Estimated Length of Time: 
1 hour, 45 minutes 
 
Quality Service Review Practice Performance Indicators 
Practice Performance Indicator 1a: Engagement Efforts (pp. 17-22)   
Practice Performance Indicator 7: Planning for Transitions and Life Adjustments (pp. 13-
17) 
 
Performance Objectives: 
Given their own transition experiences, participants will identify applications of tuning in 
to self used on the job and identify alternative approaches that can be used in future 
from cohort group. 
 
Methods of Presentation: 
Lecture, large group discussion, individual and small group activity, role play 
 
Materials Needed: 

 Markers 
 Sentence strips, or flip chart sheets cut to 3"x24", or flip chart sheets 
 Flip chart stand and pad 
 Premade flip chart: “Feeling Like a Fraud: Peggy McIntosh” 
 Laptop and LCD projector 
 Screen 
 Supervisor Training Series Resource Manual 
 Blank sheets of paper (3) 
 Trainer Resource #1: Mobius Strip 
 Handout #2: 533: Supervisor Training Series: Module 1: The Preparatory 

and Beginning Phases of Child Welfare Supervision (PowerPoint) 

 Handout #6: Idea Catcher (revisited) 
 Handout #8: What Americans Look for in their Leaders 
 Handout #9: Script: Tuning in and Responding Directly to Indirect Cues 
 Handout #10: Scenarios: Tuning in and Responding Directly to Indirect 

Cues 

 PowerPoint Slide #6: Dual Feelings of Fraudulence 
 PowerPoint Slide #7: Top Leader Characteristics 
 PowerPoint Slide #8: Preliminary Supervision Skills 
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Section II: Issues for New Supervisors 
 
Step 1: Feeling Like a Fraud 
(15 minutes) 
 
Explain that before the cohort will start to address learning needs, it is important to 
address what might be going on internally as a new supervisor. Explain that for most 
new supervisors, it takes some time for them to feel comfortable in their new role.  
Engage the group in a large group discussion about any uncomfortable feelings 
participants have about their new roles. Acknowledge participants’ feelings and explain 
that most of these feelings are common to new supervisors. If participants identify 
feelings of inadequacy or being ill-prepared to be a supervisor, advance the discussion 
to “feelings of fraudulence” (McIntosh, 1989) by asking them what or who might make 
you feel like a fraud.  
 
If the group doesn’t solicit responses, tell the group that many new supervisors report 
that they feel like they are pretending or faking their role. Ask the question, “Do you ever 
feel like you are pretending to be a supervisor?”  
   
Write on a premade flip chart, “Feeling Like a Fraud: Peggy McIntosh” Note that feelings 
of inadequacy are common to new supervisors. This inadequacy may stem from the 
new supervisor’s incorrect notion that they are expected to have all the answers.  
Explain that Peggy McIntosh has written and spoken extensively on the phenomenon of 
“feeling like a fraud,” so often experienced by individuals, especially women as they are 
promoted to higher positions in an organization that claims to be a meritocracy. Pose 
the following questions to participants:  
 

 How well could one supervise if they continuously have feelings of fraudulence? 

 What would be the impact of these continuous feelings on one’s ability to be an 
effective supervisor? 

 
Most will answer that these feelings will lead to counter-productiveness. Ask participants 
if there is anyone with advice on getting through feeling like a fake.    
   
Explain that people with what McIntosh calls a “sense of authenticity” are more likely to 
have feelings of fraudulence. Such an individual is aware of the incongruity between 
what they feel and what is said about their virtue or competence or expected in public 
behavior. McIntosh believes the origin of these feelings is rooted in the hierarchical and 
oppressive and nepotistic society in which we live where often, the most competent 
individuals do not rise up through higher organizational ladders. It often becomes 
apparent that less competent individuals assuming leading roles in society.        
 
She praises those supervisors who “continue to spot fraudulence in the public roles” 
they are asked to play. She suggests that by being continuously aware of one’s 
fraudulent feelings, a sense of authenticity is maintained. In fact, McIntosh believes that 
those individuals who feel fraudulent in their professional positions are most often the 
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individuals that are most trustworthy and effective in their positions. 
 
Explain that on the other hand, McIntosh advocates for new supervisors to fight these 
feelings of fraudulence because these feelings stem from an imperfect society. The 
newly appointed supervisor has just as much right to the position as anyone else.  
McIntosh says that the new supervisor must think “We must not let them (oppressive 
society) make us feel like frauds.” It could be said that by holding onto feelings of 
fraudulence, one could reinforce or give more power to inequitable power structures.      
 
Explain that it seems likely that a new supervisor might be more confused than ever 
after listening to McIntosh’s argument. However, McIntosh does offer some advice to 
new supervisors. Display PowerPoint Slide #6 (Dual Feeling of Fraudulence).  
Explain that McIntosh proposes a “dual feeling of fraudulence.” Explain the two 
opposing feelings typical of new supervisors: 

 

 “We must not let them make us feel like frauds.” 

 “Let us continue to spot fraudulence in the roles we are asked to play.” 
 
Explain that a new supervisor does not need to embrace one feeling over the other, but 
instead can benefit from embracing both of these feelings at the same time.   
 
Step 2: Mobius Strip 
(5 minutes) 
 

Trainer Note: The following activity is used with permission by Peggy McIntosh, Ph.D. 

 
State “you may be wondering which of these sides you will come out on. I am coming 
out on both sides.” (McIntosh, 1985).    
 
Take a sentence strip or flip chart strip and write with a marker on one side, “We must 
not let them make us feel like frauds.” On the other side, write, “Let us continue to spot 
fraudulence in the roles we are asked to play.” 
 
Refer to Trainer Resource #1 (Mobius Strip). Make a Mobius Strip by twisting one end 
of a sentence strip or flip chart strip once and taping the two ends together.   
 
Say the following:  
 

“My talk is like a Mobius Strip. On one side it says, “We must not let them make 
us feel like frauds.” An on the other side it says, “Let us continue to spot 
fraudulence in the roles we are asked to play.” And when I twist over this strip 
which has two “opposing” sides and join it together again as a circle, I have the 
Mobius strip phenomenon. You run your finger along the surface. Without 
changing sides, you cover all surfaces of the twisted circle of tape. In the end, 
your finger comes back to the very spot it began without having changed sides. I 
feel that the two kinds of argument I am making here are similarly, so to speak, 
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both “on the same side.”” (McIntosh, 1985). 
    
Summarize that it is possible to walk on every surface of the strip without ever having to 
cross an edge. Ask participants how a Mobius Strip might be used as a metaphor for 
how McIntosh suggests that we deal with the feelings of fraudulence. The correct 
answer is that she suggests that we walk both roads simultaneously, telling ourselves 
“how dare they make me feel like a fraud” while at the same time, embracing our 
fraudulent feelings.   
 
Pass the Mobius Strip around the room.   
 
Step 3: Embracing the Dual Feeling of Fraudulence  
Small group activity 
(5 minutes) 
 
Ensure that participants are seated in small groups of about three to four participants. 
Instruct participants to discuss in their group for 5 minutes, the following points: 
 

 Instances they would like to share in which their sense of authenticity has lead to 
feelings of fraudulence  

 Practical ideas/suggestions for how a supervisor can “walk the Mobius Strip” in 
their units, departments, and their organizations                   

 
Write on a flip chart the following 

 Instances that lead to fraudulent feelings 

 Suggestions for walking the Mobius Strip 
 

Trainer Note: If participants get stuck on this activity, ask them to think about how they 
may support a mandate they may not totally support or embrace.  

 
Step 4: Embracing the Dual Feeling of Fraudulence  
Large group activity 
(5 minutes) 
 
Reconvene the groups together and ask for any ideas the smaller groups identified for 
how to go about walking the Mobius Strip.   
 
Some ideas for “Let us continue to spot fraudulence in the roles we are asked to play” 
might be: 
 

 Don’t be afraid to voice uncertainty and ambivalence when it is present  

 Listen to others with whom you work who may have different opinions than you  

 Be transparent in dealings with others, soliciting the expertise of others including 
those of whom one supervises 

 Share the credit for the achievements of the unit/department with all staff 
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Some ideas for “We must not let them make us feel like frauds” might be: 
 

 Voice opinions candidly.  

 When your thoughts and feelings are critical to the mission of the organization, 
and they are met with resistance, maintain your tenacity.   

 Be confident in the decisions you make.   

 Maintain integrity always. 

 Remember you are accountable to your staff as well as the larger organization. 
 
Reinforce the ideas that participants share. Note that at first, it appears that the two 
feelings seem diametrically opposed. However, reinforce that the two feelings can live 
inside one person at the same time.   
 
Explain how the sharing of ideas leads to the rich discussion from which all participants 
will benefit. Explain that there will be additional opportunities in the coming days to 
share their thoughts and feelings about being a new supervisor. 
 
Step 5: Leaders 
(5 minutes) 
 
Ask participants “What do you think are the most important characteristics of a good 
leader?” Have participants call out their ideas while recording them on a flip chart.  
 
Distribute Handout #8 (What Americans Look for in their Leaders) and discuss its 
contents. Explain that in 2005, there was a national study of confidence of leadership by 
the U.S. News & World Report &Center for Public Leadership. Subjects were asked to 
rank in order many different characteristics of a leader. The study concluded that what 
Americans want most from their leaders is honesty and integrity. Honesty and integrity 
topped a list of eleven leadership traits. Honesty and integrity were in fact rated 
substantially higher than having the knowledge, skills, and abilities to be a leader.  
 
Display PowerPoint Slide #7 (Top Leader Characteristics). Ninety-one percent (91%) 
of those surveyed rated ability to communicate as being extremely or very important in 
being a good leader. Good communication was rated second only to honesty and 
integrity. Other important traits in a good leader are rank ordered and listed below:  

 
 Honesty and Integrity 
 Good communicator 
 Taking charge 
 Cooperating with others 
 Intelligence 
 Open mindedness 
 Vision 
 Decisiveness 
 Empathy with others  
 Optimism 
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 Building consensus 
 

Step 6 Leadership Activity 
(10 minutes) 
 
Divide participants into three groups and assign each group one of the top three leader 
characteristics: 
 

 Honesty and integrity 

 Good communicator 

 Taking charge 
 
Ask each group to identify what that characteristic looks like for a supervisor in practice.  
Pass out a sheet of blank paper or a flip chart paper to each group on which to take 
notes.     
 
After 5 minutes, give each group a turn to summarize for the larger group their 
discussion.    
 
Step 7: Tuning In and Responding Directly to Indirect Cues 
(5 minutes) 
 
Since communication is ranked second only to honesty and integrity in desired 
leadership traits, explain that a considerable amount of the Supervisor Training Series 
will focus on interpersonal communications with staff. Display PowerPoint Slide #8 
(Preliminary Supervision Skills). Remind participants that the initial discussion of the 
preparatory phase of supervision began earlier and the key skill of tuning in described. 
Add that the importance of tuning in is emphasized by the indirect nature of many of the 
communications that staff members have with supervisors. Human communications can 
be difficult under any circumstances. The many obstacles to direct communications that 
can arise in an engagement between a supervisor and worker often lead staff members 
to use indirect means of sending their signals. Many people learn in childhood that there 
are certain risks involved in being honest with people in authority--especially when 
feedback is possible (Shulman, 1993). 
 
Lead a large group discussion regarding indirect cues participants wished their 
supervisors had noticed. 
 
Note that supervisors know the usual feelings toward supervisors, having felt them 
themselves. They may have participated in after-work discussions, when a supervisor's 
most minute faults can be the topic for hours. Inevitably, the first time a supervisor 
enters a staff room and the conversation falls suddenly silent, the supervisor wonders 
what is being said about them. Although the supervisor's judgment of the staff member 
is powerful, so is the combined judgment of the staff on the supervisor. Although tuning 
in and responding directly to indirect cues are critical skills for a new supervisor, these 
skills are essential for encouraging honest communications in all situations and in every 
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phase of supervision (Shulman, 1993).   
 
Lead a large group discussion regarding opportunities participants may have had to pick 
up on non-verbal cues of staff. Ask them how they responded to these indirect cues.  
Ask if the outcome was positive or negative.  
 
Summarize that it is the responsibility of the supervisor to initiate these conversations.  
Point out that often, staff are not even aware that their thoughts/feelings in these areas 
are an acceptable topic to discuss. However, studies show that such conversations are 
one of the most important predictors of a positive working relationship (Shulman, 2010). 
Moreover, tuning in is a very important skill required for effective clinical supervision 
according to the American Board of Examiners (ABE, 2004).  
 
Step 8: Preparation for the Role Play 
(2 minutes) 
 
Tell the group about Fran, a new supervisor who reports being faced with the problems 
of a strain in her social relationships with former colleagues. Fran had been a part of a 
small group of staff members who had lunch regularly, went for drinks after work on 
Fridays, and had out-of-work contacts such as going to movies. This had all changed in 
the past few weeks and the invitations had stopped. Fran had missed some lunches to 
catch up on all of the reading of manuals she had to do, and suddenly she found herself 
going for lunch on her own. Tuning in to herself, Fran said she felt miserable about the 
change in her relationships. She said: "Actually I'm finding myself feeling all alone in the 
office, and it's just not as much fun." Fran indicated that she made some joking 
comments to her colleagues about cutting her out and they had joked back about her 
being the boss now, but they had not really discussed the issue. Fran was too 
uncomfortable and did not want to seem as if she were forcing herself on them. 
(Shulman, 1993) 
 
Add that Fran considered her new position as a middle manager and realized that she is 
half out of the group, close enough to identify with the staff and yet removed enough to 
feel that a significant change has occurred in the relationship. Fran felt that these 
problems are not easy to sort out clearly, particularly the dilemma of still wanting to be a 
friend while understanding the need also to be the boss. (Shulman, 2010, p. 59) 
 
Add that Fran did some tuning in to how the staff might feel. It was soon obvious to Fran 
that they were probably just as uncomfortable in not knowing how to relate to her.  
(Shulman, 2010). 
 

Trainer Note: Prior to beginning the following role play, the trainer elicits the aid of two 
participants to play the roles of Louise and Terry and gives each of the 
two persons a copy of the script. 
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Step 9: Role Play 
(2 minutes) 
 
Refer participants to Handout #9 (Script: Tuning In and Responding Directly to 
Indirect Cues). Noting that using tuning in and responding directly to indirect cues as a 
basis, role play with two volunteers how Fran might use her next opportunity to open up 
the direct discussion of the role change by sharing her own feelings and asking the staff 
to share theirs. 
 
Role play with two participants the following reading the script.  
 
Step 10: Processing Out the Role Play 
Large group discussion 
(5 minutes) 
 
Conduct a large group discussion, asking participants for examples of Fran's use of the 
skills of tuning in to self, tuning in to others, and responding directly to indirect cues. 
 
Add that after the conversation, Fran did some further tuning in and realized that she 
had been avoiding an uncomfortable issue and, with the help of the group, she might be 
able to handle it. Fran realized that her friends had been relieved that she had brought 
up the problem. Fran felt much better because she realized that although the 
friendships might make some aspects of the work more difficult, such as setting limits if 
staff members got out of line, it was not necessary to give up the personal relationship 
completely (Shulman, 2010). 
 
Step 11: Tuning In and Responding Directly to Indirect Cues  
Small group activity 
(10 minutes) 
 
Ensure that participants are seated in small groups of about four persons each. Refer 
participants to Handout #10 (Scenarios: Tuning In and Responding Directly to 
Indirect Cues). Conduct a skill practice by assigning one case scenario to each small 
group and ask participants to work with their small group to process the following: 
 

 What did the supervisor learn upon tuning in to self? 

 What did the supervisor tentatively learn upon tuning in to others? 

 What indirect cues are others giving the supervisor? 
 
These scenarios are adapted from Lawrence Shulman (2010). Interactional 
Supervision. p. 3-4 
 
Allow about 10 minutes for completion. 
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Step 12: Report Outs 
(17 minutes) 
 
When the participants have completed the task, reconvene the large group and rotate 
among the small groups, inviting each to give their report. After each report, ask for 
comments and suggestions from the other participants. 
The case scenarios are: 
 

1. A new supervisor was brought in from outside the unit to take over the position of 
a well-liked former supervisor. At a staff meeting, one employee reminded the 
others of the great farewell barbeque the previous supervisor held at his home 
prior to his departure. Staff started to reminisce about the event and the positive 
qualities held by this previous supervisor. The new supervisor felt she could 
never be as good as her predecessor. The new supervisor resisted jumping into 
the discussion because she felt uncomfortable talking about another supervisor.  

 
The purpose of the staff’s discussion may not be to talk about the other supervisor, but 
to talk, instead, to the new supervisor. This could be an indirect question to her to 
answer the authority theme question; What kind of supervisor are you going to be?  
 
A new supervisor may wish to respond with “It sounds like Jake was quite special to 
you. You must miss him.  What was it about Jake that made him a good supervisor?  
I’m not Jake, but I would like you to find me helpful as well.” (Adapted from Shulman, 
2010)  
 

2. A new supervisor was brought into the agency from the outside. The 
administrator had warned her that her unit had experienced poor supervision and 
needed some shaking up.  

 
A male direct service worker, with more experience than she, had been turned 
down by the administrator when he applied for the supervisor's job. He told her in 
their first conference that he had not been supervised by a woman before and 
that the previous supervisor had generally left him alone to do his work. The 
supervisor felt a gut-tightening sensation as she wondered what she had gotten 
herself into. 

 
If it seems of relevance and importance to participants, it is permissible to add remarks 
about the hired-gun syndrome in which a supervisor is brought in from outside the unit 
for the express purpose of straightening out perceived problems. When a new 
supervisor enters an established system, staff members are often concerned about how 
this authority figure will judge them. Helping professionals have some concern about 
their effectiveness, and any system, even the best, usually has had unresolved 
problems in its operations. Staff members are usually well aware of the blemishes and 
weaknesses in the program and this awareness heightens their concern about how the 
new supervisor will judge them. 
 

Note that it is usually a mistake for the supervisor to be aggressive in the beginning. A 
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new supervisor is wise to spend some time with the staff, learning to understand the 
problems through the eyes of the workers, before attempting to initiate changes. It is 
important to develop a working relationship based on understanding on which to draw 
when the time comes to make a demand for work. It is impossible to make serious 
changes without the cooperation of the staff. 
 

Add that in these situations, supervisors focus mostly on the negatives when tuning in. 
However, some workers might feel pleased at the arrival of the new supervisor. At 
times, the problems scare us so much that we simply cannot respond to the advantages 
in the situation. People's feelings, in most situations, are ambivalent. Workers in the 
transition might be worried about their freedom and fearful of the new supervisor's 
efforts to direct them. But, they may also feel hopeful that a new supervisor can help 
them with some of the difficulties of the job. The important point is that a new supervisor 
should also tune in to positive feelings. 
 

3. As a result of the changing racial and ethnic composition of a community, a child 
welfare branch office had an all-white staff composition serving a population that 
consisted of 55% African American families. A supervisor position opened in the 
office and a highly respected senior caseworker from within the unit holding the 
vacancy applied for the position, but was not chosen. Instead, the position was 
offered to another caseworker from another county child welfare branch office 
who was African American. The administrator did not meet directly with the 
worker who was not chosen to discuss the decision. The new supervisor became 
quickly aware that hostility was being directed toward her from staff.  She heard 
through the grapevine that many members of the staff felt the main reason she 
was offered the position was because of her race. She was deeply hurt by the 
charges. She was aware that race may have been one factor in the selection 
process. However, she thought she was competent for the job and would make a 
good supervisor if the staff would give her a chance. She quickly became cold 
and distant with her staff. The opportunity to exert a positive influence on 
caseworker’s practice with African American families was negated because race 
and ethnicity were not discussed with staff.   

 

If it appears pertinent after the small group presentation, add that concern over 
“developing culturally competent practice and policies has led to efforts to infuse 
management levels with professionals who are members of the population groups being 
served. For the new supervisor, the issue of race may be difficult to address. If one has 
experienced racism consistently throughout life, there is sensitivity to its subtle 
expressions, as well as a vulnerability to its impact. As a result, it is not unusual for the 
issue to be ignored and to remain just beneath the surface, as the societal norms of 
behavior and the shared sense of taboo block the discussion. However, ignoring the 
issue will not only create obstacles for effective supervision, but it may also influence 
the ability of workers to discuss the issues of race in their practice with their supervisor. 
Also, the parallel process needs to be considered because, by ignoring the issue, the 
supervisor will be modeling for staff how not to handle cross-cultural practice.” 
(Shulman, 2010, p. 76). 
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Add that “a lot of courage is required by a supervisor to address the issue of race 
directly. A person of color will often experience racism, in some form, almost every day. 
Emotional survival may depend on developing a tough exterior and protecting oneself 
against the pain associated with vulnerability. All supervisors take some risks when they 
expose their vulnerability to their staff. For a person of color, dealing with race may 
introduce singular and powerful factors that require a support system to help make the 
goals of affirmative action a reality, not just a statistic.” (Shulman, 2010, p. 76). 
 

Trainer Note: It is also important to use the skill of tuning into and responding to 
indirect cues regarding other often taboo subjects (gender, sexual 
orientation, age) when they have the potential to interfere negatively with 
the supervisor/employee working relationship.   

 

Step 13: Preparatory Skills on the Job  
Small group activity 
(10 minutes) 
 

Ensure that participants are still seated in small groups of about four persons each. Ask 
participants to discuss in their small groups experiences they have had where they 
needed to:  
 

 Tune in to self as a supervisor; 

 Tune in to others as a supervisor; and 

 What indirect cues were you able to identify as a result of tuning in.   
 

Give groups about 10 minutes to discuss. 
 

Step 14:  Preparing to Report Out 
(2 minutes) 
 

Tell participants that each table will offer one example to the large group from their 
discussions. Give the groups about 2 minutes to decide on which example they will 
report and who will be the spokesperson.  
 
Step 15: Preparatory Skills on the Job Report Out 
(15 minutes) 
 
Give each group 2-5 minutes to describe their example. Be sure that the participant 
reporting covers all three of the items (tuning in to self, tuning in to others and 
identification of indirect cues). 
 
Step 16: Idea Catcher 
(2 minutes) 
  
Conclude the section of training by reminding participants to jot down ideas that 
shouldn’t get away and those new skills they plan on applying within their work setting 
on Handout #6 (Idea Catcher).  



533: Supervisor Training Series: Module 1: The Preparatory and 
Beginning Phases of Child Welfare Supervision 
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Section III: The Supervisory Role 
 
Estimated Length of Time: 
1 hour, 40 minutes 
 
Quality Service Review Practice Performance Indicators 
Practice Performance Indicator 1a: Engagement Efforts (pp. 31-33)   
Practice Performance Indicator 7: Planning for Transitions and Life Adjustments (pp. 25-
31) 
 
Performance Objectives: 
Participants will be able to correctly identify the primary and secondary supervisory role 
given a scenario within a small group setting. 
 
Methods of Presentation: 
Lecture, large group discussion, individual and small group activity 
 
Materials Needed: 

 Markers 
 Sentence strips, or flip chart sheets cut to 3"x24", or flip chart sheets 
 Premade flip charts 

o “Administrative Supervision” 
o “Educational Supervision” 
o “Clinical Supervision”   

 Flip chart stand and pad 
 Laptop and LCD projector 
 Screen 
 Supervisor Training Series Resource Manual 
 Handout #2: 533: Supervisor Training Series: Module 1: The Preparatory 

and Beginning Phases of Child Welfare Supervision (PowerPoint) 
 Handout #6: Idea Catcher (revisited) 
 Handout #11: Supervisory Roles 
 Handout #12: Identifying Supervisory Roles 
 Handout #13: Interactional Helping Skills 
 PowerPoint Slide #9: Supervision 
 PowerPoint Slide #10: Supervisory Roles 
 PowerPoint Slide #11: Administrative Supervision 
 PowerPoint Slide #12: Educated Supervision 
 PowerPoint Slide #13: Clinical Supervision 
 PowerPoint Slide #14: Supervisory Role Questions 
 PowerPoint Slide #15: The parallel Process 
 PowerPoint Slide #16: The Working Relationship 
 PowerPoint Slide #17: The Phases of Supervision 
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Section III: The Supervisory Role 

 
Step 1: Defining Supervision  
Large group discussion 
(8 minutes) 
 
Tell participants that the discussion will now look more closely at the supervisory role.  
 
Lead a brief large group discussion in response to the question, "What does this change 
(to a supervisory role) mean?" 
 
Conclude the discussion by stating that supervision is a key process in social work. 
“Skilled supervisors are responsible for the protection of clients, for the advancement of 
social work practice, and for the professional development of the individual worker. In 
an environment as complex as that of child welfare, the supervisor must work effectively 
on many different levels, often simultaneously. Assigning cases, resolving disputes, 
implementing an unpopular administrative policy, taking disciplinary action, finding 
funds, and establishing priorities are just some of the activities a supervisor may carry 
out in a day's work.” (Shulman, 1993) 
 
Using PowerPoint Slide #9 (Supervision), offer a definition of supervision from A. 
Kadushin: A social work supervisor is an agency administrative staff member to whom 
authority is delegated to “direct, coordinate, enhance, and evaluate on-the-job 
performance of the supervisees for whose work he [or she] is held accountable…The 
supervisor's ultimate objective is to deliver to agency clients the best possible service, 
both quantitative and qualitative, in accordance with agency policies and procedures." 
 
Step 2: The Roles of Supervision 
(20 minutes) 
 
Display PowerPoint Slide #10 (Supervisory Roles) and refer participants to Handout 
#11 (Supervisory Roles). Explain that the effective supervisor performs administrative, 
educational, and clinical functions as she positively interacts with staff. These roles are 
distinct, yet related. A skilled supervisor can easily integrate elements of each of these 
roles into a single meeting or supervisory conference. Each is an important component 
of child welfare supervision. Most supervisor activities can generally fit into one of these 
roles.  

Display PowerPoint Slide #11 (Administrative Supervision) and review the following 
definition.   

Administrative Supervision focuses on those areas of supervision related to the 
efficient and effective delivery of services. This module stresses the importance of 
understanding one’s own management style within the context of the agency’s  

 Mission  

 Vision  
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 Administrative structure 

 Goals  

 Outcomes 
 
It is within this role that the supervisor must always be aware of the supervisor role as 
an agent of the organization. It becomes the supervisor’s responsibility to support 
cohesion among the department and collaboration between departments by leading 
through example. 

Display PowerPoint Slide #12 (Educational Supervision) and review the following 
definition.   

Educational Supervision focuses on preparing more knowledgeable, competent, and 
confident workers. This type of supervision emphasizes the development and/or 
enhancement of the child welfare professional’s knowledge and skills. (Kadushin and 
Harkness, 2002). 

Kadushin and Harkness point out that every job description of the supervisor’s position 
includes a listing of this function: “instruct workers in effective social work techniques, 
develop staff competence through individual and group conferences, or train and 
instruct staff on job performance.”  

Display PowerPoint Slide #13 (Clinical Supervision) and review the following 
definition.   

Clinical Supervision focuses on the work that caseworkers do with children and 
families. Good clinical supervision is in helping workers to attain a high level of 
performance and is critical to building worker competencies, including:  

◦ reinforcing positive social work ethics and values;  

◦ encouraging self-reflection and critical thinking skills; and  

◦ supporting the worker through casework decision-making and crises.  
 

In clinical supervision, a supervisor and worker together reflect on the skills used and 
theory applied by the worker with a family in assessing, planning, implementing, and 
monitoring change. The supervisor and worker together explore the dynamics of a case, 
including the worker’s impact on the case dynamics (Child Information Gateway, 2011). 
 
Label three premade flip charts each with one of the following headings: 

“Administrative Supervision,” “Educational Supervision,” and “Clinical Supervision.”  

Post them to the wall. Provide each participant three sentence strips.  Ask participants 

to identify and write on the strips at least one supervisory function that falls 

predominantly under each of the three roles. Give them about 2 minutes to complete the 

task. Have them post their strips to the correct flip chart. 
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Review participants’ responses. Facilitate a large group discussion about the supervisor 

tasks that fall into each category. If an answer is incorrect or fits better under another 

type of supervision, ask participants for constructive feedback by asking them under 

which flip chart it fits best. Move the strip to the correct flip chart. Acknowledge that for 

many of the supervisory functions, there is overlap and may not always fit neatly into 

one type of supervisory role.   

 

Offer the following additional supervisory tasks not listed on the flip chart:   

 

Key supervisory functions that fall predominantly within the administrative role are: 

 Management styles 

 The use of power and authority 

 Advocacy 

 Recruitment 

 Selection of workers 

 Determining job satisfaction 

 Change management 

 Transitioning from peer to supervisor   

 Performance management 

 Conflict management 

 Team management  

 

Key supervisory functions that fall predominantly within the educational role are: 

 Learning styles  

 Mentoring  

 Orienting new employees 

 Stages of worker development 

 Transfer of learning 

 Constructive feedback 

 Coaching for skill development 

 

Key supervisory functions that fall predominantly within the clinical role are: 
 

 Listening 

 Reframing 

 Addressing gaps in confidence 

 Exploring thought processes 

 Questioning approaches taken  

 Exploring feelings about casework tasks and specific clients that have the 

potential to impact practice 
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 Exploring the potential for secondary trauma 

 Challenging the worker’s biases and blocks 

(S. Ferguson. In C. Potter and C. Brittain (Eds), 2009) 
 
Step 3: Identifying Supervisory Roles 
(20 minutes) 
 
Explain that each supervisor has a supervisory role in which they feel most comfortable 
performing. Without recognizing the importance of all three, a supervisor will develop 
the tendency to stay in the role where they feel most comfortable. This could result in 
needs of staff being overlooked. Child and family outcomes depend on the supervisors’ 
recognition of the needs of staff through administrative, educational, and clinical 
supervision. The important piece to take away from this activity is that effective 
supervision requires the application of all supervisory functions in all three categories.   
 
Explain that a small group exercise will be done to further explore the importance of 
balancing all three supervisory roles and how these supervisory functions can work 
together seamlessly. Divide the class into three groups and assign each group one 

scenario from Handout #12 (Identifying Supervisory Roles). Ask each group to read 

their given scenario. Display PowerPoint Slide #14 (Supervisory Role Questions).  
Ask groups to identify the following: 
 

 In which supervisory role does the main primary supervisory activity fit best? 

 What might be an appropriate next step or secondary task for the supervisor?  

 In which supervisory role does the secondary supervisory task fit best?  

 What is the risk if the primary role is not the supervisor’s strength and the 
supervisor is not aware of the role’s importance? 

 
Give the groups about 5 minutes to complete their discussion. Participants can use 
page 2 of Handout #12 (Identifying Supervisory Roles) to take notes.   
 
The three scenarios are: 
 

1) Recently, the ongoing casework staff at Karn County were required to attend the 
Engaging Absent Fathers training in an effort to improve well-being and 
permanency outcomes. During a unit meeting, the supervisor held a discussion 
to help staff figure out how to apply the knowledge and skills they learned from 
the training. The supervisor tried to build on the knowledge from the training by 
asking the workers to share with each other from their experience, the 
community services that are the most father-friendly in Karn County. One child 
welfare professional identified a particular community organization that runs a 
high quality parent coaching program for single fathers. Another child welfare 
professional identified the quality work the program does for single fathers and 
explained how the program helped to reunite a two-year-old with his father.  
However, she expressed frustration because she had a very difficult time 
obtaining written progress reports from the organization. The other child welfare 
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professional agreed that obtaining the needed documentation from them is a 
challenge, even after numerous oral and written requests.The coach mentioned 
to one child welfare professional that he believes their contract does not require 
that they provide this level of documentation.  

     
2) A supervisor in Karn County was asked to lead an agency-wide effort to retain 

staff. One strategy was to implement a rewards process within the organization.  
She put together a group to explore how the agency could implement a rewards 
process for staff. During a unit meeting, she tried to solicit ideas as to what might 
be motivating rewards for staff. During the discussion, various ideas were offered 
ranging from employee of the month to gift cards. The unit continued to explore 
the feasibility of some of these ideas. Then one worker who had been quiet the 
entire meeting said angrily, “staff will continue to leave until work related stress 
doesn’t keep waking us up at night.”   

 
3) A child welfare professional discussed his feelings regarding the removal, the 

evening before, of a five year-old from his home when mother’s continued drug 
use lead to unsafe housing conditions which could not be remedied by a safety 
plan. The child’s older 16-year old sister was able to safely stay in the home.  
The worker had worked very diligently for 8 months to maintain the children in 
their minimally adequate home. It was a very difficult removal as the child had 
learned to live with minimally adequate housing over the years. He didn’t 
understand what about the home crossed the safety threshold and made it 
necessary for him to leave. The worker expressed sadness because the services 
he implemented could not maintain safety.  He also expressed failure because 
he had difficulty explaining to the child the reasons for removal and why his sister 
was able to stay in the home when he couldn’t. He felt he could have performed 
better.  

 
Allow one group at a time to explain their scenario, identify primary and secondary 
supervisory roles, and the risk if the supervisor’s strength is not the primary role and the 
supervisor isn’t aware of the importance of that role? Provide any motivational and 
constructive feedback needed. After each group presents, allow comments from the rest 
of the class.   
 
Group One:  

 Primary role: Educational 

 Possible next step: The supervisor could agree to take this issue to the monthly 
supervisor meeting in order to explore any possible contract issues with the 
program and to plan for solutions   

 Secondary role: Administrative 

 Risk: To focus only on the organizational barriers and ignore educational 
needs/individual competencies of staff 

 
Group Two:  

 Primary role: Administrative 
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 Possible next step: The supervisor could add this topic to the agenda for the 
staff’s scheduled supervision to explore his amount of work related stress and his 
stress management skills   

 Secondary role: Clinical 

 Risk: To focus only on the clinical issues and ignore the organizational barriers 
and solutions to the issue of retention   

     
Group Three:  

 Primary role: Clinical 

 Possible next step: The supervisor could provide him a handout or literature with 
suggestions about using child friendly language when speaking with young 
children about safety and risk  

 Secondary role: Educational 

 Risk: To focus on the educational issues and ignore the clinical barriers and 
solutions 

 
Step 4: Playing Out Roles While Maintaining Positive Staff Relations 
(10 minutes) 
 
State that Lawrence Shulman notes that as “all supervisors soon discover, the process 
of carrying out functions of the job is complicated by the inherent necessity of involving 
staff members.” 
 
He notes that many supervisors experience a sinking feeling as they attempt to educate 
a low - performing staff member who sits passively at the conference, arms folded, 
nonverbally signaling, "Go ahead, change me!" A similar feeling is the panic before a 
meeting when supervisors must deal with a touchy administrative issue that they know 
will be greeted by active or passive resistance. This fear often leads them to place the 
item last on the agenda and then subtly conspire with the staff to ensure that there is no 
time left to discuss it. Such an effort to move quickly past the issue, or, conversely, to 
act heavy handedly and demand conformity, is usually met by direct or indirect 
resistance. Moments such as these lead supervisors to wonder why they ever left direct 
service practice for the often-frustrating job of helping others work effectively. (Shulman, 
1993, p.14-15) 
 
Note that Shulman goes on to say that “although the interactional work generates the 
most difficulty in implementing the supervisor function, it is also the part that can prove 
most challenging and satisfying. The fact is that supervision is not a mechanical 
process; it requires a positive working relationship with staff. To be effective, 
supervisors must develop their communication and relationship skills; applying those 
they already have to the new situation and learning new ones to fit the unique aspects 
of their jobs. The very qualities of work that initially attracted the supervisor to work with 
people can be rediscovered in ongoing relationships with staff members. The 
satisfaction derived from direct practice, such as positive feedback from clients or the 
excitement of observing growth and change as a part of the process, can be realized 
from supervision as well.” (Shulman, 2010, p. 25). 
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Step 5: The Parallel Process 
(10 minutes) 
 
Regardless of which role in which the supervisor is acting,” there are parallels between 
the dynamics of supervision and any other helping relationship. Therefore, the skills that 
are important in direct practice with clients are also important to the supervisory 
relationship. It is not suggested, however that supervision should become a therapeutic 
relationship. The staff member is not a client of the supervisor. It is essential that the 
work of supervision remains focused on helping staff members carry out their work-
related tasks. Nevertheless, much of what is known about effective communication and 
relationship skills can be useful in implementing diverse aspects of the supervisory 
function, such as coordination, education, and evaluation.” (Shulman, 2010, p. 14). 
 
Note that, in addition,” the way the supervisor demonstrates the helping relationship 
with workers will influence the manner in which workers relate to clients. For example, 
when supervisors attempt to help staff members develop a greater capacity for empathy 
with difficult clients, they should simultaneously demonstrate their own empathy for their 
staff members.  
 
This illustrates the importance of "being with" a worker at exactly the moment the 
supervisor is asking the worker to "be with" the client. Workers learn what a supervisor 
really feels about helping by observing the supervisor in action. More is "caught" by staff 
than "taught" by the supervisor.” (Shulman, 2010, p. 14-15). Using PowerPoint Slide 
#15 (The Parallel Process), note that this is referred to as the “parallel process in 
which a supervisor models a view of helping relationships through his or her interaction 
with staff. This parallel process suggests that even a new supervisor who has recently 
been promoted from the direct service role already knows more than he or she realizes 
about the skills needed for effective supervision.” (Shulman, 2010, 14-15). 
 
Step 6: The Working Relationship 
(10 minutes) 
 
Using PowerPoint Slide #16 (The Working Relationship), state that the working 
relationship between supervisor and supervisee, which parallels the relationship 
between worker and client, is defined by Shulman as consisting of three elements: 

 Rapport - general ability to get along well with the supervisor 

 Trust - the ability of the worker to be open with the supervisor and to share 
mistakes and failures, as well as successes 

 Caring - the perception of the supervisee that the supervisor is trying to help, 
and cares about the worker, as well as the clients.   

  (Shulman, 2010, p. 15) 
 
Step 7: Introduction to the Phases of Supervision 
(10 minutes) 
 
Display PowerPoint Slide #17 (The Phases of Supervision). Note that “the parallels 
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between work with clients and work with staff members suggest that the complex skills 
of supervision and staff management can be approached in the same framework as can 
the skills of direct practice. In his approach to helping individuals, families, and groups, 
Shulman uses time as an organizing structure. In this structure, the work is divided into 
consecutive segments. So, the process can be traced through a series of phases from 
beginning to end. The phases are (1) preliminary or preparatory, (2) beginning, (3) 
middle/work, and (4) endings and transitions.” (Shulman, 2010, p. 46). 
 
Explain that when discussing the Interactional Helping Skills, the term preliminary phase 
and the term preparatory phase mean the same thing and often times the two terms are 
used interchangeably. In Charting the Course, Child Welfare Professionals are taught 
the preliminary/preparatory phase of casework practice.   
 
Explain that this module of the Supervisor Training Series addresses the first two 
phases. While the framework applies to the entire relationship, “it is also useful for 
analyzing each brief supervisory encounter with staff, every staff meeting, and individual 
conference, whenever they might occur.” (Shulman, 2010, p. 46). Explain that the skills 
used in the Middle/Work Phase will be explored in Module 3 and the Endings and 
Transitions Phase will be explored in Module 5.   
 
Note that the work of the preparatory phase of supervision takes place before the initial 
encounter between supervisor and staff.  
 
One of the key skills of the preparatory phase is “tuning in, or trying to develop some 
preliminary empathy by putting oneself in the place of the other person. The goal is to 
sensitize oneself to the concerns, feelings, and issues that may be present in a 
relationship but that are not easily communicated. When supervisors begin this process 
by tuning in to their own feelings, they often find parallels between their fears and 
concerns and those that are probably troubling staff members.” (Shulman, 2010, p. 47). 
 
Lead a large group discussion regarding what the supervisors think the workers may be 
feeling prior to their initial encounter with their new supervisors.  
 
Refer participants to Handout #13 (Interactional Helping Skills) and note that the 
Interactional Helping Skills arise from a variety of sources and are widely used by 
Lawrence Shulman. The skills to be used in this training are noted on the handout. 
 
Briefly demonstrate the tuning in skills by using an example from their own experience. 
It is permissible to use an example of their feelings heading into the training session. 
 
Step 8: Strengths-Based, Solution-Focused Approach 
(5 minute) 
 
Note that participants probably became familiar with the Strengths-Based, Solution-
Focused approach as caseworkers. However, the same skills used in the approach can 
be modeled by supervisors with staff. When supervisors use these skills with staff, it 
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reinforces the skills that child welfare professionals should be using with families. In 
addition, they are tools for effective staff engagement and problem identification.    
 
The model is widely used throughout the Child Welfare Resource Center. The book, 
Building Solutions in Child Protective Services by Insoo Kim Berg and Susan Kelly, are 
available for loan from the Child Welfare Resource Center. 
 
Inform participants that the next day in Section VI, they will have the opportunity to 
explore how a supervisor can use the Strengths-Based, Solution-Focused approach 
with supervisees.   
  

Trainer Note: Demonstrate the use of Strength-Based, Solution-Focused Skills 
whenever possible and appropriate throughout the training.  

 
Step 9: Learning Journal 
(5 minutes) 
 
Suggest the tool of using a learning journal. The journal is a valuable tool to help 
supervisors reflect on their own personal journey and aid one's thinking about what is 
truly important. It is a place where one can capture insights and learn from experience. 
It can act as a catalyst to helping supervisors to step back and enhance their self-
awareness, expand their views, and formulate their goals. The journal can be used to jot 
down personal beliefs, ideas, questions, thoughts about one's values, strengths, 
weaknesses, the ways one interacts with colleagues, and so on.  
 
However they come, and whether they seem to be logical or illogical, complete, or 
incomplete, one's thoughts and feelings in real time can be captured in the journal for 
later reflection and allow one to gradually move to clarity. To effectively use the journal, 
supervisors will want to go back to the notes, identify key themes, and articulate actions 
they will commit to take. The learning journal enables an active learning mode. 
Supervisors can then learn to coach themselves and engage in fruitful dialogue 
(Rosinski, 2003). 
 
Step 10: Idea Catcher 
(2 minutes) 
 
Conclude the section of training by reminding participants to jot down ideas that 
shouldn’t get away and those new skills they plan on applying within their work setting 
on Handout #6 (Idea Catcher).  
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Section IV: The Child Welfare Context 
 

Estimated Length of Time: 
2 hours, 5 minutes 
 

Quality Service Review Practice Performance Indicators 
None 
 
Performance Objectives: 
Participants will be able to identify how a supervisor applies the three roles of 
supervision in ensuring that an identified mandate is implemented. 
 

Methods of Presentation: 
Lecture, large group discussion, pairs activity, small and large group activity. 
 

Materials Needed: 
 Markers 
 Sheets of flip chart paper 
 Masking tape 
 The Charting the Course Towards Permanency Reference Manual 
 One copy of Interactional Supervision for display 
 One copy of The Skills of Helping Individuals, Families, Groups, and 

Communities for display 
 One copy of Helping in Child Protective Services for display 
 One copy of Building Solutions in Child Protective Services for display 
 One copy of the Adoption and Safe Families Act for display 
 One copy of the Fostering Connections to Success and Increasing Adoptions Act  

for display 
 One copy of the Indian Child Welfare Act for display 
 One copy of the Multiethnic Placement Act for display 
 One copy of the Child Protective Services Law for display 
 One copy of the Juvenile Act for display 
 One copy of the Protection from Abuse Act for display 
 One copy of the Adoption Act for display 
 One copy of the Newborn Protection Act for display 
 One copy of Act 101 for display 
 One copy of the Chapter 3130 regulations for display 
 One copy of the Chapter 3350--Adoption Services regulations for display 
 One copy of the Chapter 3490--Child Protective Services-Child Abuse 

regulations for display 
 One copy of the Chapter 3700--Foster Family Care Agency regulations for 

display 
 One copy of the Quality Service Review (QSR) Protocol-Version 4.0 (one for 

each table) 
 One copy of Enhancing Critical Thinking: A Supervisor’s Guide 
 Laptop and LCD projector 
 Screen 
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 Supervisor Training Series Resource Manual 
 Pre-work 
 Handout #2: 533: Supervisor Training Series: Module 1: The Preparatory 

and Beginning Phases of Child Welfare Supervision (PowerPoint) 

 Handout #6: Idea Catcher (revisited) 
 Handout #14: Federal Mandates 
 Handout #15: State Mandates 
 Handout #16: Supporting a Mandate 
 Handout #17: NASW Code of Ethics 
 PowerPoint Slide #18: Goal of Children and Youth Services 
 PowerPoint Slide #19: Preservation of Reasonable Parenting 
 PowerPoint Slides #20-22: Child and Family Service Review Outcomes 
 PowerPoint Slide #23: Agenda 
 PowerPoint Slide #24: Continuous Quality Improvement 
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Section IV: The Child Welfare Context  
 
Step 1: The Goal 
(5 minutes) 
 

Trainer Note: The Charting the Course Towards Permanency Reference Manual is 
available as a reference if needed during this section. 

 
Introduce Section IV regarding the child welfare context by noting that the elements of 
their transition to supervision and use of the Interactional Helping Skills are applicable to 
a variety of settings. However, participants are working within child welfare and are 
reminded that Kadushin's definition of supervision included the ultimate objective of 
delivering to agency clients the best possible service in accordance with policies and 
procedures. Section IV discusses the rules and resources which guide practice in child 
welfare. 
 
Using PowerPoint Slide #18 (Goal of Children and Youth Services), focus 
participants on the goal of children and youth services to ensure for each child a 
permanent, legally assured family which protects the child from abuse and neglect 
(Chapter 3130 Regulations). 
 
Using PowerPoint Slide #19 (Preservation of Reasonable Parenting), explain how it 
is expected child welfare professionals balance the goal with the dictate of the Adoption 
and Safe Families Act of 1997, that nothing in the act is "intended to disrupt the family 
unnecessarily or to intrude inappropriately into family life, to prohibit the use of 
reasonable methods of parental discipline, or to prescribe a particular method of 
parenting." 
 
Step 2: Child and Family Service Review Outcomes 
(5 minutes) 
 
Using PowerPoint Slides #20-22 (Child and Family Service Review Outcomes), 
discuss the following Child and Family Service Review outcomes: 
 

 Safety 

 Children are first and foremost protected from abuse and neglect 

 Children are safely maintained in their own homes whenever possible and 
appropriate 

 
 Permanency 

 Children have permanency and stability in their living situations 

 The continuity of family relationships and connections will be preserved for 
children 

 
 Child and Family Well-Being 

 Families have enhanced capacity to provide for their children's needs 
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 Children receive appropriate services to meet their educational needs 

 Children receive adequate services to meet their physical and mental health 
needs 

 
Step 3: Identifying Federal Mandates  
Small group activity 
(10 minutes) 
 
Ensure that participants are seated in small groups of three to four persons each and 
distributes a sheet of flip chart paper to each small group. Tell participants to make a 
three-part list on the flip chart sheet. Instruct participants to work with their small group 
and make a list of the federal, the state, and the local mandates that dictate practice in 
child welfare. Allow participants 15 minutes for completion of the list. 
 
Step 4: Identifying Federal Mandates  
Large group activity 
(5 minutes) 
 
Ask each small group to hang their list on the wall and reconvene the large group. First, 
focus on federal mandates and choose a group to present their list. Then ask the other 
small groups to augment the list with other mandates not noted by the first group. 
 
Step 5: Review of Federal Mandates 
(10 minutes) 
 
Refer participants to Handout #14 (Federal Mandates). Ensure that the following items 
are on the list.   
 

Trainer Note: These mandates were learned in Charting the Course Towards 
Permanency for Children in Pennsylvania.  In addition, participants were 
asked to review the federal mandates as pre-work.  Most likely, 
participants will be familiar with them.  

 
Ask participants if any of them need a review of any particular federal mandate 
regarding their applicability to child welfare and their importance to casework practice.  
If any participant needs a refresher on any mandate, explain the information below.   
 

 Adoption Assistance and Child Welfare Act of 1980 (P.L. 96-272, 42 U.S.C. 
§608, 620-628, 670-676): 

 
Congress enacted this Act, by amending the Social Security Act, to provide fiscal 
incentives to states to reduce the unnecessary placement of children in foster 
care and to ensure periodic review of the cases of children in placement. The 
amendments require that before a state may receive federal reimbursement for a 
child in foster care: 
1. A judge must in each case find that the state has made "reasonable 
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efforts" to prevent placement of the child or to reunite the child with his or 
her family;  

2. The state must develop a written case plan for the child; and 
3. The state must ensure that the case is reviewed every six months by a 

court or administrative body with a full judicial review within 18 months of 
the child's placement. (Juvenile Law Center, 2000) 

 

 Adoption and Safe Families Act of 1997 (ASFA): 
 

On November 19, 1997, President Clinton signed the Adoption and Safe Families 
Act of 1997, Public Law 105-89, which amends Title IV-B and Title IV-E of the 
Social Security Act. ASFA establishes unequivocally that the goals for children in 
the child welfare system are safety, permanency, and well being. The law intends 
to make the child welfare system more responsive to the multiple, frequently 
complex, needs of children and their families. While affirming the need to forge 
linkages between the child welfare system, the courts, and other support systems 
for families, the law reaffirms the need to assure the safety and well being of 
children and their families. The law provides renewed impetus to dismantling the 
barriers to permanence existing for children in placement and the need to 
achieve permanency for these children. 

 
ASFA embodies several key principles that must be considered in implementing 
the law: 

 

 The child's safety is the paramount concern. All decisions must be made 
based on the child's safety and well being. 

 

 Substitute care is a temporary setting. It is not a place for children to grow 
up. For children who cannot safely return home, the law provides for an 
expedited process to find these children permanent homes. 

 

 Permanency planning for children begins as soon as the child enters 
substitute care. From the time a child enters placement, the county 
agency must be diligent in finding a permanent family for the child. 

 

 The practice of concurrent planning is encouraged by ASFA to facilitate 
the timely considerations of all permanency options for the child.  

 

 Achieving permanency for children requires timely decisions from all parts 
of the child serving system. 

 

 Innovative approaches are needed to produce change. The law envisions 
real change in the child welfare programs. (Commonwealth of 
Pennsylvania, 2001) 

 

 Child and Family Service Reviews (CFSR): 
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The 1994 Amendments to the Social Security Act authorized the Department of 
Health and Human Services to review State child and family service programs in 
order to assure compliance with the State plan requirements in titles IV-B and IV-
E of the Social Security Act.  

 
The reviews cover child protective services, foster care, adoption, family 
preservation, family support, and independent living. They are designed to help 
States improve child welfare services and the outcomes for families and children 
who receive services by identifying strengths and needs within State programs, 
as well as areas where technical assistance can lead to program improvements.  

 
Refer back to PowerPoint Slides #20-22 (Child and Family Service Review 
Outcomes) and note that the reviews examine outcomes and systemic factors in 
each State's child and family service program. The reviews examine outcomes 
for children and families in three areas: safety, permanency, and child and family 
well being. Within these three areas, seven outcomes are assessed through 
statewide data and reviews of cases, as follows: 

 
o Safety 

 Children are first and foremost protected from abuse and neglect 
 Children are safely maintained in their own homes whenever possible and 

appropriate 
 

o Permanency 
 Children have permanency and stability in their living situations 
 The continuity of family relationships and connections will be preserved for 

children 
 

o Child and Family Well-Being 
 Families have enhanced capacity to provide for their children's needs 
 Children receive appropriate services to meet their educational needs 
 Children receive adequate services to meet their physical and mental 

health needs 
 

 Pennsylvania Program Improvement Plan (PIP): 
 

This 2-year plan is developed and implemented to correct areas of non-
conformity in outcomes and systemic factors pursuant to the Child and Family 
Service Review. The PIP focuses directly on the achievement of positive 
outcomes for children and families and establishes different strategies to improve 
performance on CFSR-related issues. The process, which translates the 
statewide initiatives into county actions, are institutionalized in the Needs-Based 
Plan and Budget process. 
 

 Indian Child Welfare Act of 1978 (ICWA): 
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In Public Law 95-608, Congress "declares that it is the policy of this Nation to 
protect the best interests of Indian children and to promote the stability and 
security of Indian tribes and families by the establishment of minimum Federal 
standards for the removal of Indian children from their families and the placement 
of such children in foster or adoptive homes which will reflect the unique values 
of Indian culture, and by providing for assistance to Indian tribes in the operation 
of child and family service programs." 
 
There are over 500 federally recognized tribes in the United States. The United 
States recognizes these tribes as having sovereign nation status. This means 
that these tribes rule themselves, make their own laws, and have their own 
governments, just as other countries do. Tribal members and eligible members 
are not subject to a state or county’s child welfare laws regarding placement and 
termination of parental rights, unless the tribe allows the child welfare agency to 
intervene on their behalf. When a child welfare agency needs to place an Indian 
child, the agency will need to abide by the parameters of ICWA which reflect the 
unique values of Indian Nations. When Juvenile Court is granted the authority to 
adjudicate and provide a disposition to the Indian child, there are special findings 
that must be made that are unique to Indian Nations.    

 
An Indian child means any unmarried person who is under age eighteen and is 
either (a) a member of an Indian tribe or (b) is eligible for membership in an 
Indian tribe and is the biological child of a member of an Indian tribe. 

 
In an adoptive placement of an Indian child under State law, a preference shall 
be given, in the absence of good cause to the contrary, to a placement with (1) a 
member of the child's extended family; (2) other members of the Indian child's 
tribe; or (3) other Indian families. 

 
In any foster or preadoptive placement of an Indian child, a preference shall be 
given, in the absence of good cause to the contrary, to a placement with: (1) a 
member of the Indian child's extended family; (2) a foster home licensed, 
approved, or specified by the Indian child's tribe; (3) an Indian foster home 
licensed or approved by an authorized non-Indian licensing authority; or (4) an 
institution for children approved by an Indian tribe or operated by an Indian 
organization which has a program suitable to meet the Indian child's needs.  

 

 Multiethnic Placement Act of 1994: 
 

Congress passed the Multiethnic Placement Act in 1994 in an attempt to 
decrease the length of time that children wait to be adopted; to prevent 
discrimination in the placement of children based on race, color, or national origin 
and to facilitate the identification and recruitment of foster and adoptive parents 
who can meet children's needs. Congress further strengthened the enforcement 
of these anti-discrimination provisions when it passed the Interethnic Adoption 
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Provisions in 1996. 
 

The Act states that "...neither the State nor any other entity in the State that 
receives funds from the Federal Government and is involved in adoption or foster 
care may--(A) deny to any person the opportunity to become an adoptive or a 
foster parent, on the basis of race, color, or national origin of the person, or of the 
child involved; or (B) delay or deny the placement of a child for adoption or into 
foster care, on the basis of the race, color, or national origin of the adoptive or 
foster parent, or the child, involved." 

 
An Administration for Children and Families Information Memorandum states that 
"Every child, especially one who is languishing in foster care deserves a loving 
family. Discriminating against these children, or the families that wish to foster or 
adopt them, on the basis of race, color or national origin, is illegal. Equally 
important, however, is that such discrimination wrongly denies these vulnerable 
children the opportunity to enjoy the immeasurable benefits associated with 
being part of a loving family." 

 

 Fostering Connections to Success and Increasing Adoptions Act of 2008: 
 
 This act establishes for children in foster care standards for Notification of Adult 

Relatives, Licensing Waivers for Relatives, Placing Siblings Together, 
Educational Stability, Personalization of Permanency Plans, Extension of 
Services to Youth who Reach Permanency at age 16 or older, and Health 
Oversight. 

 

 The Preventing Sex Trafficking and Strengthening Families Act P.L. 113-183: 
Broadly speaking, the law amends Titles IV-B and IV-E of the Social Security Act 
(the Act) by making improvements to the child welfare system related to 
identifying, protecting and preventing children and youth from becoming victims 
of sex trafficking and improving outcomes for children and youth in foster care by 
ensuring child welfare agencies are doing the following:  

 
o Maintaining a child’s eligibility when placed with a Successor Permanent 

Legal Custodian(s) 
o Identifying, determining services for, and reporting on sex trafficking victims 

and those at risk of victimization 
o Promoting the well-being of children and youth in out-of-home-placement 

through age and developmentally appropriate activities 
o Providing notice of children’s rights in out-of-home placement 
o Encouraging sibling connections/expanding relative notification 
o Limiting the use of Another Planned Permanent Living Arrangement (APPLA) 

to youth 16 and older 
o Ensuring youth 14 and older are engaged in service planning and prepared to 

successfully transition to adulthood 
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Note that this is not an all-inclusive list of federal mandates dictating practice in child 
welfare. The list highlights various federal mandates that guide practice in child welfare 
supervision. 
 
Step 6: Identifying State Mandates  
Small group activity 
(10 minutes) 
 
Repeat the process for State mandates by choosing a small group to present their list. 
Then ask the other small groups to present their list. Then ask the other small groups to 
augment the list with other mandates not noted by the first group. 
 
Step 7: Identifying State Mandates  
Large group activity 
(10 minutes) 
 
Refer participants to Handout #15 (State Mandates). Ensure that the following items 
are on the list. 
 

Trainer Note: These State mandates were learned in Charting the Course Towards 
Permanency for Children in Pennsylvania. In addition, participants were 
asked to review the federal mandates as pre-work. Most likely, 
participants will be familiar with them. Most likely, participants will be 
familiar with them.  

 
Ask participants if any of them need a review of any particular State mandates 
regarding their applicability to child welfare and their importance to casework practice.  
If any participant needs a refresher on any mandate, explain the information below.   
 

 The Child Protective Services Law (CPSL): 
 

First enacted in 1975, the CPSL notes that abused children are in urgent need of an 
effective child protective service to prevent them from suffering further injury and 
impairment. It notes several purposes:  

 
o Establish in each county protective services for the purpose of investigating 

reports swiftly and competently 
o Provide protection for children from further abuse 
o Provide rehabilitative services for children and parents to: 

 Ensure the child’s well-being, and  
 Preserve, stabilize and protect the integrity of family life whenever 

appropriate or provide another alternative permanent family when the 
unity of the family cannot be maintained 

o Encourage more complete reporting of suspected child abuse 
o Involve law enforcement agencies in responding to child abuse 
o Establish procedures to assess risk of harm to a child in order to: 
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 Respond adequately to meet the needs of the family and child who may 
be at risk 

 Prioritize the response and services to children most at risk. 
 

 The Juvenile Act: 
 

This act was first enacted in 1972 and sets out five purposes:  
o Preserve the unity of the family whenever possible or to provide another 

permanent family, when the unity of the family cannot be maintained 
o To provide for the care, protection, safety and wholesome mental and physical 

development of children coming within its provisions 
o Consistent with the protection of the public interest, to provide for children 

committing delinquent acts, programs of supervision, care and rehabilitation 
which provide balanced attention to the protection of the community, the 
imposition of accountability for offenses committed, and the development of 
competencies to enable children to become responsible and productive members 
of the community. 

o Achieve these purposes in a family environment whenever possible, separating 
the child from parents only when necessary for his/her welfare, safety or health, 
or in the interests of public safety 

o Provide a means through which the Act’s provisions are executed and enforced, 
and in which the parties are assured a fair hearing and their constitutional and 
other legal rights are recognized and enforced 

 

 Newborn Protection Act (Act 201 of 2002): 
This Act permits a parent to leave a newborn at a hospital without fear of criminal 
prosecution when the child has not been a victim of suspected child abuse. 

 

 Protection from Abuse Act (23 Pa. C.S.A §6101-6117): 
 

While the Juvenile Act and CPSL involve state action to protect children, the 
Protection from Abuse Act permits a family or household member to obtain a court 
order to protect a child or family or other household member who is the victim of 
abuse. Under this Act, the court has wide ranging powers of relief, including ordering 
the abusive member of the family or household out of the house for up to one year. 
A petitioner need only show by preponderance of the evidence that the child was 
abused with the meaning of the Act. (Child Abuse and the Law) 

 

 Adoption Act: 
 

This Act details proceedings for voluntary relinquishment, involuntary termination 
and adoption. It details mechanisms to provide a new, permanent, legal family for 
children whose birth parents are unable or unwilling to fulfill this responsibility.  

 
Before a child can be adopted, the relationship between the child and his/her 
parents must be legally severed permanently. This can be accomplished voluntarily 
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or involuntarily. When it is done, the child is “legally free” for adoption. Finalization of 
an adoption then creates a new parent/child relationship. The adoptive parents and 
child assume rights and duties equivalent to those of birth parents and a child.  

 

 Act 101 of 2010 
 
This Act permits enforceable voluntary agreements for post-adoption contact. It also 
outlines expanded requirements for the information registry and expands access to 
adoption records.   

 

 Crimes Code:   
 

This body of law is enacted to preserve the public order by defining an offense 
against the public and imposing a penalty for its violation. These offenses may be 
prosecuted in a criminal proceeding before the court. 

 

 Regulations: 
 

These rules or other directives are issued by administrative agencies, such as the 
Department of Human Services. They bind each county in its administration and 
provision of services and describe implementation of legal requirements. The 
regulations dictating child welfare practice include: 
 

 Chapter 3130 - Administration of County Children and Youth Social Service 
Programs 

 Chapter 3350 - Adoption Services 
 Chapter 3490 - Child Protective Services – Child Abuse 
 Chapter 3700 - Foster Family Care Agency 

 

 Bulletins: 
 

Issued by administrative agencies, such as the Department of Human Services, 
Bulletins implement legal requirements. They present statements of policy and 
guidelines which are used, for the most part, until regulations are published as final 
rulemaking. 

 
Note that this is not all inclusive lists of State mandates dictating child welfare practice. 
The list highlights various State mandates that guide practice in child welfare 
supervision. 
 
Step 8: Identifying Local Mandates 
(5 minutes) 
 
Explain that there are also local mandates that dictate child welfare practice in our 
agencies. Ask the group to brainstorm types of local mandates they follow. Identify such 
mandates on flip chart. The list may include items such as agency policy and procedure 
manual, personnel policies, county policies, and local ordinances. 
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Step 9: Tuning In  
(5 minutes) 
 
Ask participants to tune in to how they are feeling about the multitude of rules that 
dictate their work. 
 
Conclude the day by asking participants to review ideas caught throughout the day and 
asking several participants to note a new skill or new piece of knowledge learned. 
Remind participants of the start time of the next day’s session. 
 

Trainer Note: This is the end of Day 1. 

 
Step 10: Day Two Welcome 
(5 minutes) 
 
Welcome participants back to the second day of training and ask if participants have 
any remaining concerns regarding information discussed on the first day of training.  
Note that the second day of training builds on the first day by exploring methods to 
impart the knowledge base from day one to the workers.   
 
Step 11: Review of Day One Learning 
(5 minutes) 
 
Ensure that participants are seated in small groups of about three to four participants. 
Remind participants that one of the outcomes of the training is each person’s acquisition 
of at least two new skills and two new pieces of knowledge. Since the training is at a 
midway point, it is hoped that the participants already have acquired one new skill and 
one new piece of knowledge. Ask participants to quickly review Handout #6 (Idea 
Catcher) from the first day of training and identify at least one new skill and one new 
piece of knowledge learned to share with their small group. Once the identification is 
made, participants should share the information with their small group. 
 
Reconvene the large group and asks each small group to share one new piece of 
knowledge and one new skill learned by their group. 
 
Step 12: Day Two Agenda 
(5 minutes) 
 
Using PowerPoint Slide #23 (Agenda), review the agenda for the day: Section IV: The 
Child Welfare Context (continued), Section V: Development of the Individual Worker, 
Section VI: The Beginning Phase of Supervision, Section VII: Transferring Skills to 
Practice, and Section VIII: Evaluation and Closure.  
 
Step 13: Mandates  
Pairs activity 
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(5 minutes) 
 
Ask participants to get into pairs. Assign each pair a Federal or State Mandate. Ask 
each pair to consider how a supervisor would apply the three roles of supervision: 
administrative, educational, and clinical to their staff to ensure that the mandate is 
implemented correctly.  Have them record their responses and ideas on Handout #16 
(Supporting a Mandate). Give participants about 5 minutes to complete their task. 
 
Step 14: Mandates  
Large group activity 
(10 minutes) 
 
Have each group report out on their mandate. Ensure that the following is addressed 
related to each mandate: 
 
Administrative: Compliance issues, including rules, procedures, time frames are 
adhered to and clearly documented.   
  
Educational: The supervisor provides explanation of the mandate and its intended goal, 
demonstrates any skills involved, gives opportunities to practice, observes staff in 
practice and provides genuine feedback on strengths and areas needing improvement.  
 
Clinical: The supervisor engages staff in conversations about strengths and barriers to 
implementation that revolve around the staff’s values and cultural biases that may be 
taboo areas.  In addition, the supervisor engaging staff in discussions about specific 
interactional skills used while implementing the mandate.      
   
An example of ASFA might be:  
 
 Administrative: 

o Ensuring that the caseworker attends a 12-month permanency hearing for 
a child on the caseload   

o Discussing the court orders and planning for their compliance   
o Ensuring that the child welfare professional documented, in the court 

report, reasonable efforts to refer and support a mother in completing drug 
and alcohol treatment 
 

Educational: 
o Explaining to the child welfare professional the reason for the enactment 

of ASFA. Explaining to the caseworker how attachments are formed and 
how important attachment is to young children. 

o Explaining that ASFA is an attempt to balance the rights of children with 
the rights of parents, while not compromising safety 

o Observing the child welfare professional provide court testimony on 
attempts to engage a father in case planning and providing feedback 
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Clinical: 
o Role playing with the child welfare professional an explanation to a parent 

about the 15 out of 22-month rule using communicating information, 
reaching into silences, and reaching for feedback 

o Processing the child welfare professional’s personal feelings about not 
being able to give a parent more time to demonstrate sobriety before filing 
for termination of parental rights 

o Identifying the child welfare professional’s personal feelings that to be 
adopted is shameful 

 
Step 15: Mandates Summary 
(5 minutes) 
 
Summarize this discussion by emphasizing that the three roles of supervision are 
necessary in order for child welfare professionals to be able to provide for children and 
families the services they need.    
 
Step 16: Continuous Quality Improvement 
(5 minutes) 
 
Display PowerPoint Slide #24 (Continuous Quality Improvement (CQI)). Explain that 
a well-developed Continuous Quality Improvement (CQI) process is a vehicle to 
continue to drive change forward in Pennsylvania. But CQI is not a time-limited project 
or initiative. The National Resource Center for Organizational Improvement and Casey 
Family Programs define continuous quality improvement as “the ongoing process by 
which an agency makes decisions and evaluates its progress.” Pennsylvania’s CQI 
approach is therefore, not “another new initiative,” and is not even an initiative but rather 
an effort to reshape the system at the local and state levels to support the achievement 
of positive outcomes for our children, youth and families. The Commonwealth guides 
this work by aligning existing quality and technical assistance efforts to meet county’s 
needs in a more coordinated, connected and collaborative way.  
 
It is believed that this process aids in the continuing shift from compliance-based efforts 
to more quality-focused work. Full implementation of a CQI process across 
Pennsylvania represents a multi-year effort. Ongoing implementation of CQI is 
individualized for each county in collaboration with regional OCYF staff and technical 
assistance providers that support the county. 
 
Ask for participants to share any experiences they have had with Continuous Quality 
Improvement here in Pennsylvania.   
 
Explain that CQI will be discussed in more detail in Module 2: Living the Mission of Child 
Welfare.   
 
Step 17: Identifying Supervisory Resources 
(10 minutes) 
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Ensure that participants are seated in small groups of three to four persons each and 
distributes a sheet of flip chart paper to each small group. Remind participants that 
quality practice is the goal. Instruct participants to work with their small group to 
generate a list of resources that may be used to guide best practice in child welfare. 
Participants should be prepared to discuss how each resource may be applied in 
practice and used with workers. Allow participants about 10 minutes for completion of 
the list. 

 
Step 18: Supervisory Resources  
Large group discussion 
(15 minutes) 
 
Reconvene the large group. Rotate among the small groups, asking the groups to list a 
best practice resource and a suggestion for its application in child welfare supervision. 
Emphasize the connection of the resource to practice and its use with workers. 
Continue the process until all participant ideas have been discussed. 
Ensure that the following resources have been discussed:  

 

 Interactional Model: 
 

This model of practice was first articulated by William Schwartz (1961) and is widely 
used by Lawrence Shulman. It emphasizes the interactional nature of the helping 
process. The client is viewed as a self-realizing, energy-producing person with 
certain tasks to perform, and the social worker as having a specific function to carry 
out. They engage each other as interdependent actors within an organic system that 
is best described as reciprocal in nature, with each person affecting and being 
affected by the other on a moment-by-moment basis. The worker-client relationship 
is understood within the social context and is influenced by the impact of time. As 
previously discussed, Shulman elaborates that there are parallels between the 
dynamics of supervision and the helping relationship. So, the Interactional Helping 
Skills that are important in direct practice with clients are likewise important to the 
supervisory relationship (Shulman 1993, 1999, 2010). 

 
Lawrence Shulmans’ Interactional Helping Skills are widely used throughout the 
Child Welfare Resource Center. Two of Shulman’s books - Interactional Supervision 
and The Skills of Helping Individuals, Families, Groups and Communities – are 
available for loan from the Resource Center. 
 

Trainer Note: Participants will continue to discuss and apply the Interactional 
Helping Skills to casework supervision throughout the Supervisor 
Training Series. 

 

 The Pennsylvania Quality Service Review (QSR) Protocol-Version 4.0: 
 

The QSR Protocol serves as a measure of Pennsylvania’s Practice Model and 
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identifies standards for child welfare practice. To be effective, the QSR Protocol is 
not a tool used for compliance enforcement. Rather, QSR feedback is used to 
stimulate and support practice development and capacity-building efforts leading to 
better practice and results for the children, youth and families receiving services. 
 
The QSR Protocol contains qualitative indicators that measure the current status of 
the focus child/youth and the child/youth’s parents and/or caregivers. In a sense, the 
measures of current status may be used to reveal outcomes achieved thus far in the 
life of the case. The QSR Protocol provides a set of qualitative indicators for 
measuring the quality and consistency of core practice functions used in the case.  
 
Tell participants that they will have the opportunity to explore the QSR Protocol 
throughout the Supervisor Training Series.   
 

 Enhancing Critical Thinking: A Supervisor’s Guide: 
 
Developed by a diverse group of practitioners (caseworkers, supervisors, and 
administrators) in Pennsylvania, the Guide is a supportive tool for supervisors to use 
during supervision with caseworkers to improve practice by modeling and practicing 
critical thinking skills. It can also help a supervisor to better assess how a 
caseworker is helping the children, youth, and families to achieve the outcomes of 
safety, permanence and well-being.  
 
Tell participants that they will have the opportunity to explore this resource in Module 
3: The Middle/Work Phase of Supervision.   

 

 Helping in Child Protective Services: A Competency-Based Casework Handbook:  
 
Developed by the American Humane Association, the Handbook is a comprehensive 
desk reference that serves as both a daily guide for workers and a training tool for 
supervisors and administrators. This resource provides workers with the knowledge 
and skills necessary to assist vulnerable families. The handbook follows the 
casework process, from intake through case closure, with step-by-step instructions 
and examples. Chapters cover child development, key developmental milestones, 
and the importance of intervention; medical evaluation of child abuse and neglect; 
how to structure interviews and phrase questions to obtain information from families 
and guide the casework process; and the importance of accountable practice to 
families, their agencies, and the public. A copy of the handbook is available for loan 
from the Child Welfare Resource Center. (Brittain and Hunt, 2004) 
 

 National Association of Social Workers (NASW) Code of Ethics:  
 

The NASW “Code of Ethics” is intended to serve as a guide to the everyday 
professional conduct of social workers. This “Code” includes four sections. The first 
section, “Preamble”, summarizes the social work profession’s mission and core 
values. The second section, “Purpose of the NASW Code of Ethics,” provides an 
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overview of the Code’s main functions and a brief guide for dealing with ethical 
issues or dilemmas in social work practice. The third section, “Ethical Principals,” 
presents broad ethical principles, based on social work’s core values that inform 
social work practice. The final section, “Ethical Standards,” includes specific ethical 
standards to guide social workers’ conduct and to provide a basis for adjudication. 
(Shulman, 1999) 

 
Refer participants to Handout #17 (NASW Code of Ethics) and note that the handout 
reflects the preamble and ethical principles of the code. Point out the six values of the 
Code: service, social justice, dignity and worth of the person, importance of human 
relationships, integrity, and competence. Note that the entire Code is available from 
NASW. (Copyright 1999, National Association of Social Workers, NASW Code of 
Ethics) 
 

 A myriad of other best practice resources is available to participants by reviewing, 
for example, their agency’s mission statement, and models such as those for family 
group conferencing and concurrent planning. 

 
Note that this is not an all-inclusive list of resources available to child welfare 
supervisors. The list highlights various key resources that guide best practice. It should 
be noted that standards do not make clinical decisions, do not tell workers how to do 
what the family needs, or when to change the service configuration. Standards support, 
but cannot take the place of, competent, consistent supervision and management 
oversight. Explain that by implementing these standards of practice in our agencies, 
Continuous Quality Improvement (CQI) is supported. 
 
Step 19: Applying Supervisory Resources 
(5 minutes) 
 
Lead a large group discussion regarding possible uses of supervisory resources.  
 

Trainer Note: If there is a stocked resource table with supervisory materials, this would 
be an appropriate time to point it out. 

 
Step 20: Idea Catchers 
(5 minutes) 
 
Conclude the section of training by reminding participants to jot down ideas that 
shouldn’t get away and those new skills they plan on applying within their work setting 
on Handout #6 (Idea Catcher). 
 



533: Supervisor Training Series: Module 1: The Preparatory and 
Beginning Phases of Child Welfare Supervision 
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Section V: Development of the Individual Worker 
 
Estimated Length of Time: 
1 hour, 40 minutes 
 
Quality Service Review Practice Performance Indicators 
None 
 
Performance Objectives: 
Participants will be able to demonstrate four out of five steps to teach a skill within a role 
play. 
 
Methods of Presentation: 
Lecture, individual and small group exercise, walk-around activity, large group 
discussion. 
 
Materials Needed: 

 Premade flip chart: To learn effectively, I require... 
 Premade flip chart: I teach skills to workers by... 
 Premade flip chart: To be effective, feedback must be... 
 Markers 
 Blank flip chart paper 
 Laptop and LCD projector 
 Screen 
 Supervisor Training Series Resource Manual 
 Sentence strips (3 per participant) 
 Handout #2: 533: Supervisor Training Series: Module 1: The Preparatory 

and Beginning Phases of Child Welfare Supervision (PowerPoint) 
 Handout #6: Idea Catcher (revisited)  
 Handout #18: Myself as an Educator 
 Handout #19: Approach to Teaching Skills 
 Handout #20: Principles of Effective Feedback 
 PowerPoint Slide #25: Performance Management Cycle 
 PowerPoint Slide #26: Requirements for Effective Learning 
 PowerPoint Slide #27: Approach to Teaching Skills 
 PowerPoint Slide #28-29: Effective Feedback 
 PowerPoint Slide #30: Principles of Effective Feedback 
 PowerPoint Slide #31: Practice the Approach to Teaching Skills 
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Section V: Development of the Individual Worker  
 
Step 1: Introduction to the Performance Management Cycle: 
(5 minutes) 
 
Remind participants that the responsibility of the supervisor is to ensure the child 
welfare professional’s quality practice to achieve safety, well-being and permanency for 
children, youth and families. This requires that the supervisor manage the performance 
of staff by developing each worker individually.   
 
Display PowerPoint Slide #25 (Performance Management Cycle).   
 

o Step One: Identify Standards 
o Step Two: Assess Performance 
o Step Three: Plan Performance Improvement 
o Step Four: Coach 
o Step Five: Performance Evaluation 

 
To maximize excellence in casework practice, a continuous process of setting 
performance standards, assessment, performance improvement planning (including 
training and non-training professional development activities), coaching for improved 
performance, and performance evaluation must take place. This continuous cycle has 
five identifiable steps that need to be carried out and linked to each other.   
 
Each step in the process has critical issues and skills that need to be understood and 
learned to be successful at improving the performance of others. 
 
The Supervisor Training Series will explore each of the five steps in detail. Participants 
will experiment with various pieces of the process to gather ideas to use with their staff.  
Participants will be given the opportunity in this section of the training to tune into their 
feelings about some of the supervisory tasks involved in developing the individual 
worker through educational supervision.   
 
Step 2: Tuning in to Self as Educator  
Individual activity 
(5 minutes) 
 
Explain that the development of the individual worker is one of the main responsibilities 
of a supervisor. Very often this involves assisting staff to develop skills. Skill 
development falls predominantly in the educational role of the supervision. The 
supervisory tasks involved in developing workers spans all of the phases of child 
welfare supervision. The development of the worker will be a topic explored in depth 
throughout the Supervisor Training Series. Since this module is focusing on the 
Preparatory and Beginning Phases, note that the training will now turn to tuning in to 
participants’ feelings about being an educator. 
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Refer participants to Handout #18 (Myself as an Educator). Ask participants to answer 
the questions on the handout individually. Give them about 5 minutes to complete the 
activity.   
 
Step 3: Tuning In to Self as Educator  
Large group discussion 
(5 minutes) 
 
Facilitate a discussion on new supervisors’ feelings about taking on the role of an 
educator. Have participants identify what strengths they bring to the educational role of 
a supervisor position. Have participants identify their greatest needs regarding taking on 
the role of an educator.  
 
Step 4: Tuning In to Self as Educator  
Individual activity 
(5 minutes) 
 
Post the three flip charts side by side on the wall with the headings: “To learn 
effectively, I require…,” “I teach skills to workers by…,” and “To be effective, feedback 
must be…”  
 
Pass out three sentence strips to each participant. Ask participant to complete the three 
sentences on the flip charts by recording one sentence ending on each of the sentence 
strips. Give participants 3 minutes to complete the task. Have them post their sentence 
strips on the correct flip chart. 
 
Step 5: Effective Learning  
(10 minutes) 
 
Ask a participant to read the responses on the flip chart with the heading of “To learn 
effectively, I require…” Highlight responses during the following discussion. 
 
State that Lawrence Shulman notes that the “teaching and learning process in 
supervision has been profoundly affected by acceptance of the myth that teaching 
essentially involves transmitting existing ideas to learners who somehow absorb and 
adopt them. This myth suggests that all that is necessary for teaching is to have a good 
grasp of the knowledge and to be able to transmit it clearly, by organizing ideas well, 
articulating them systematically, and then illustrating them. 
 
Note that Shulman further states that as with most myths, there is an element of truth in 
this one. A study found that the skills of having knowledge and the ability to transmit it 
were associated most highly with effective instruction. The next most important variable, 
however, was the instructor’s ability to empathize with learners. Another very important 
skill in instruction is the ability to present ideas so that they are open to challenge. This 
suggests that there may be more to teaching than just knowing a subject and presenting 
it to workers. 
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Note that Shulman suggests that the teaching and learning process is a complex one 
which is affected by many factors related to the subject area, the context of learning, the 
specific qualities of the teacher and the learner, and the interaction between the two 
individuals. “The learner is not simply a passive object onto which the teacher can 
project already developed ideas. Rather, the learner is actively involved in the learning 
process.” (Shulman, 2010, p. 170). 
 
Note that William Schwartz (1979) also commented on the active involvement of the 
learner. He argued that “this is the true process by which students learn; they cannot 
own their knowledge until they have ‘made’ it, worked it over, put their mark on the data, 
imposed their own order upon it, and altered it to fit with what they already have.” This is 
the central assumption of Shulman’s work on the educational function of supervision. 
The workers are active participants in the learning process and the supervisor’s job is 
as much to present ideas as to monitor the ways in which the learners relate to these 
ideas. This may range from simply monitoring learners’ eyes to ensuring they are 
following directions for filling out a complex form, to empathizing with learners while 
trying to help them tackle a difficult practice issue. It can also include discerning the 
subtle interplay that takes place between the supervisor and the worker that Shulman 
describes as the authority theme.  
 
The feelings for both parties resulting from this relationship can enhance the learning or 
generate major obstacles to the integration of new ideas. 
 
Using PowerPoint Slide #26 (Requirements for Effective Learning), note that there 
are three requirements for effective learning. The first is that “the learner must have a 
stake in the outcome. A worker who is to learn new skills or procedures must be willing 
to invest some affect, or feeling, in the process.” (Shulman, 2010, p. 171). The 
supervisor must be clear about the usefulness of the content for the student or the 
connection will not be made. 
 
Note that a second requirement for effective learning is that “the worker must be actively 
involved in the investigation of ideas, building his or her own models of reality.” 
(Shulman, 2010, p. 171).   
 
Shulman notes that “no matter how much a supervisor may want to impart 
understanding to a worker or to share quickly the results of his or her own years of 
learning, it cannot be done. Shulman quotes John Holt (1969): “We teachers – perhaps 
all human beings – are in the grip of an astonishing delusion. We think that we can take 
a picture, a structure, a working model of something, constructed in our own minds out 
of long experience and familiarity, and by turning that model into a string of words, 
transplant it whole in the mind of someone else.” (Shulman, 2010, p. 171).   
 
Note that “if we think back to how we have learned something new, we know that the 
ideas did not exist until we created them for ourselves. Real learning requires the active 
construction of knowledge by the learner, using all the resources available. The teacher 
can be one main resource among others, but the construction of the idea, fact, or 
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theory, and so on must be undertaken by the learner.” (Shulman, 2010, p. 171).  
Teaching cannot be thought of as simply handing over knowledge. “Instead, the teacher 
must concentrate on the interaction between the learner and the ideas to be learned, 
placing a priority on the continuous monitoring of the learning interaction, and keeping in 
touch with the learner’s progress in constructing the ideas.” (Shulman, 2010, p.171).   

 
Note that the third requirement for effective learning is that “the learner must have 
structured opportunities for using the information presented. A theory about social 
behavior, for example, will become meaningful when a worker uses the principles in 
order to understand” a “real” client. (Shulman, 2010, p.172). The doing part, the 
application of theory, strengthens the worker’s understanding of its content. Thus, 
knowing and doing are closely related. 
 
Close the segment of training by summarizing that the three essential requirements for 
effective learning are that the learner (1) perceive an investment in the knowledge, (2) 
be actively involved in creating the ideas, and (3) have an opportunity to practice the 
use of the information. (Shulman, 2010) 
 
Step 6: Approach to Teaching Skills  
(10 minutes) 
 
Refer to the previously completed flip chart, “I teach skills to workers by…” and ask a 
participant to review the responses. Incorporate pertinent responses in the following 
discussion. 
 
Generally, skill is taught with a five-step process; explain, demonstrate, practice, 
feedback, and discussion of transfer implications and applications. Refer participants to 
Handout #19 (Approach to Teaching Skills). Display PowerPoint Slide #27 
(Approach to Teaching Skills).     
 
Note that in the first step; explain and discuss, the skill is explained in terms of purpose 
and steps. A discussion about the skill is then facilitated. Offer the parallel that the 
trainer began by explaining purpose by discussing the requirements for effective 
learning and is now discussing the steps to teaching skills.  
 
Note that the second step is to demonstrate and discuss. Demonstration of a skill helps 
people to see what the skill actually looks like. Facilitate a brief large group discussion 
regarding how supervisors can demonstrate skills to workers. Ideas may include the use 
of video or audiotapes, supervisor demonstration of the skills, other worker 
demonstration of the skills, or written material, such as a case plan or case study. 
 
Note that the third step is the opportunity for workers to practice the skill. The practice 
needs to be structured so that the feedback step can be useful. It is useful to provide 
opportunity for more than one practice and feedback session, particularly if the skill is 
complex or is critical to the worker’s job. 
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Using PowerPoint Slides #28-29 (Effective Feedback), note that the next step is 
feedback which is most effective when it: 

 Targets the key skills 

 Is individualized 

 Is motivational and constructive. Identifies both strengths and challenges 
of the learner, giving examples that illustrate desired behaviors 

 Helps the learner integrate knowledge, cognitive strategies, and behaviors 

 Gives suggestions for improvement and strategies that can be 
implemented on the job 

 Is both oral and in writing 

 Uses a standardized written format that identifies items, strengths, 
challenges, suggestions for improvement, and strategies for transfer 

 Is from an experienced person or other worker who has been taught to 
give good feedback 

 
Note that the fifth step in the approach to teach skills is the discussion of transfer 
implications and applications. This final step is an opportunity to discuss the skill, the 
practice session, and possibly transfer applications and implications. The discussion 
session should be sufficiently structured to review the skill, discuss application of the 
skill on the job, and address transfer implications, such as typical individual and agency 
strengths, challenges, obstacles, and strategies that affect use of the skill on the job. 
 
Note that a parallel process can be utilized to employ this model throughout the system. 
In formal training, demonstrate the steps in the training room. The supervisor uses the 
steps to teach skills to the worker. This modeling enables the worker to use the steps to 
teach skills to parents. 
 
Ask participants if they see any pattern between their response “to learn effectively, I 
require…” and their response, “I teach skills to workers by…” Some participants may 
notice that they teach their staff with methods in which they prefer to be taught. Move 
each participant’s teaching sentence strip next to their learning sentence strip to 
compare.   
 
Explain that this approach works well when each individual staff member has the same 
learning style as the supervisor. Explain that more often this is not the case. Explain that 
employees possess a wide range of learning styles. Inform participants that in Module 
3: The Middle/Work Phase of Supervision, participants will have the opportunity to 
explore in more detail specific approaches to teaching staff skills as well as learning 
styles.    
 
Step 7: Principles of Effective Feedback  
(15 minutes) 
 
Note that the practice step of the approach to teaching skills is key because it gives one 
the opportunity to try to do the behaviors necessary for skill acquisition. Essential to the 
success of the practice step is feedback on performance. Giving feedback is a key skill 
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of supervisors. It will also be practiced in the training room as a parallel process as 
participants observe their peers and provide feedback to each other after some practice 
exercises. Discussion of the principles of effective feedback will help ensure that the 
feedback given is useful to the recipient. 
 
Refer to the previously completed flip chart, “To be effective, feedback must be…” and 
asks a participant to review the responses. Incorporate pertinent responses in the 
following discussion. 
 
Lead a large group discussion to ascertain how often someone observed the 
participants and gave them feedback. 
 
Refer participants to Handout #20 (Principles of Effective Feedback). Using 
PowerPoint Slide #30 (Principles of Effective Feedback), discuss the Principles of 
Effective Feedback. 
 
1. It should be balanced. Feedback should be strengths-based, offering observations of 

behaviors that were done well (motivational), and also suggestions for improvement 
(constructive). Feedback that consists only of praise may be rejected as patronizing. 
Feedback that is too critical may be resented and rejected. While it should be 
balanced, it should also be genuine, and not manufactured. The order of praise and 
suggestions for improvement should be varied so that people are not anticipating 
one or the other. 
 

2. It should be specific. Feedback must be specific, rather than general. It needs to 
focus on the specific aspect of performance you want the person to continue doing 
or stop doing. To be told that, “Your assessment was superficial,” will not be useful 
in helping the person complete better assessments. Use more specific feedback, 
such as, “There are gaps in information, particularly about the children. For example, 
you did not describe the children’s emotional adjustment.” Or, “you provided a 
thorough explanation about the parent-child relationship.” Avoid using phrases such 
as, “You tended to…” or “You were always…” as these are generalizations. 

 
3. It should be objective. In order for feedback to be useful, it needs to be factual and 

focus on behavior the person can change. You should not give feedback that 
focuses on assumptions, labels, or attitudes. For example, have you ever told 
anyone that they have a negative attitude? Generally, it is easier for people to 
change behaviors than attitudes. Sometimes, behavioral change leads to attitudinal 
change. So, you want to describe the things you saw and heard that led to the 
conclusion the worker had a negative attitude. “When you asked me about my sex 
life, I felt that you were violating my privacy,” versus “You were intrusive.” 
 

4. It should be relevant to goals. Effective feedback should focus on the subject or the 
skill being practiced or presented at that time. Feedback about unrelated matters 
may be perceived as petty. If you are giving feedback on a practice session about 
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identifying risk factors, for example, it would not be appropriate to comment on 
someone’s handwriting.  

 
Expectations for performance should be set prior to the feedback session so that 
workers can compare performance on a subject or behavior or performance 
standards set by the supervisor or the organization. For example, “Your 
conversation with Mrs. Forrester is a great example of using open-ended questions 
to gather key information. Here are the open-ended questions that you used during 
the conversation…” 
 

5. It should be understandable. Receiving feedback can be an uncomfortable 
experience for the worker, so how it is presented should be as clear and 
understandable as possible; otherwise, the worker may not understand, but, wanting 
to get the session over with, will not seek to clarify the information. Avoid use of 
jargon or clinical terms that the other person may not understand. To ensure that the 
feedback is understandable, you may ask the worker to rephrase the feedback he or 
she has received, or you may ask the worker to give an example of how the 
feedback might apply to a situation. 

 
6. It should be participative. In order for feedback to be successful, workers must 

commit to trying the new techniques or behaviors being suggested. The best way to 
do this is to involve workers in generating ideas for change; for example, “What 
could you do in the future to…?” 

 
7. It should be actionable. Only provide feedback on items that the worker can do 

something about. It should also suit the worker’s capacities and strengths. For 
example, a statement such as, “Be more assertive,” is not actionable. The advice 
given to help the worker improve must specify the actual behavior that he or she 
should try. Better feedback would be, “In order to be more assertive, you might want 
to try closing the conversation by summarizing key points and moving on.” 

 
8. It should be hierarchical. There is a limit on how much criticism a person can take. 

Typically, it is about 3-4 items per session before the worker’s threshold is reached. 
Feedback should be given so that the most important points are presented first, then 
the second most important point, and so on. Each person will have a different 
threshold, and the observer will need to use his or her skills to determine where the 
observee is at in terms of reaching that threshold. Watch for cues to determine 
whether the person receiving the feedback might have reached his or her limit.   

 
(University of Pittsburgh, 2003) 

 
Step 8: Practice in Teaching Skills 
Small group practice  
(18 minutes) 
 
Note that participants will now practice the five-step approach to teaching skills. Ensure 
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that participants are seated in small groups of about three to four persons each. Give a 
sheet of blank flip chart paper to each small group. Using PowerPoint Slide #31 
(Practice the Approach to Teaching Skills), explain the practice activity. Each small 
group is asked to: 
 

1. Select a mandate or standard of practice from those discussed on the first 
day of training. 

2. Select a mandate or standard or practice from within that discrete segment to 
teach to a worker. 

3. From that segment, select the set of behaviors to be taught to the worker. 
4. Prepare a plan to teach the worker the skill using the five-step approach to 

teaching skills. 
5. Post an outline of the plan on a sheet of flip chart paper. 
6. Prepare to present the plan through description and illustration of key 

processes. 
 
Allow about 15 minutes for completion of the task.  

 
Step 9: Effective Feedback 
Large group practice 
(20 minutes) 
 
Reconvene the large group. Refer participants to Handout #20 (Principles of Effective 
Feedback). Tell participants that as each small group presents its results, the other 
participants will observe and then give their feedback to the small group. Participants 
should ensure that their feedback adheres to the principles of effective feedback. 
 
Call upon a small group to make their presentation. Upon completion, ask other 
participants to provide feedback to the small group. Offer additional feedback that 
ensures that the principles of effective feedback are followed. 
 
Repeat the process until all small groups have made their presentations and received 
feedback. 
 
Explain that participants will have more opportunity to further explore how feedback fits 
into the Performance Management Process in Module 3: The Middle/Work Phase of 
Supervision.   
 
Step 10: Summary 
(5 minutes) 
 
Conclude the section of training by leading a large group discussion regarding the 
applications and implications of the use of the approach to teaching skills and the 
principles of effective feedback on the job. 
 
Step 11: Idea Catchers 
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(2 minutes) 
 
Conclude the section of training by reminding participants to jot down ideas that 
shouldn’t get away and those new skills they plan on applying within their work setting 
on Handout #6 (Idea Catcher). 



533: Supervisor Training Series: Module 1: The Preparatory and 
Beginning Phases of Child Welfare Supervision 
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Section VI: The Beginning Phase of Supervision 
 
Estimated Length of Time: 
3 hours 
 
Quality Service Review Practice Performance Indicators 
Practice Performance Indicator 1a: Engagement Efforts (pp. 63-81)   
 
Performance Objectives: 
Participants will be able to identify three qualities of effective questions based on 
information previously learned on the skill of contracting within a small group setting.  
 
Methods of Presentation: 
Lecture, large group discussion, role play demonstration, small group activity, and large 
group activity 
 
Materials Needed: 

 Blank flip chart paper 
 Markers 
 Laptop and LCD projector 
 Screen 
 Supervisor Training Series Resource Manual 
 Handout #2: 533: Supervisor Training Series: Module 1: The Preparatory 

and Beginning Phases of Child Welfare Supervision (PowerPoint) 
 Handout #6: Idea Catcher (revisited) 
 Handout #13: Interactional Helping Skills (revisited) 
 Handout #21: Script: Contracting 
 Handout #20: Principles of Effective Feedback (revisited) 
 Handout #22: Script: Orienting an Experienced Worker 
 Handout #23: Markers of Effective Questions 
 Handout #24: Solution-Focused Questions 
 Handout #25: The Worker and the Questions 
 PowerPoint Slide #32: Key Skills of Contracting 
 PowerPoint Slide #33: Key Areas of Orienting New Workers 
 PowerPoint Slide #34: Getting Better Responses to Questions 
 PowerPoint Slide #35: Solution-Focused Phrasing 
 PowerPoint Slide #36: Strengths-Based, Solution-Focused Questions 
 PowerPoint Slide #37: The Task of Each Group 
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Section VI: The Beginning Phase of Supervision  
 
Step 1: Introduction to Contracting Skills 
(5 minutes) 
 
Remind participants of the four phases of a work, i.e. preparatory, beginning, work, and 
endings and transitions. The preparatory phase has already been addressed. 
Discussion will now turn to the beginning phase of supervision. 
 
Note that the beginning phase of the supervisory relationship is critical in establishing 
an appropriate structure for the working relationship. Many of the problems supervisors 
encounter can be traced back to issues that arose in the beginning phase and were 
ignored or not handled well. The difficulties in this phase are compounded by the fact 
that these issues must be addressed at precisely the time when both supervisors and 
staff are most tense and uncertain about their relationship. The feelings of new 
supervisors greatly affect how well they can deal with a particular problem. 
 
Step 2: Key Skills of Contracting 
(5 minutes) 
 
Note that when staff are anticipating the appearance of a new supervisor, they wonder 
what kind of person he or she will be. However, they also wonder about the new 
supervisor’s sense of the purpose of supervision, the role of the supervisor, and how the 
supervisor’s authority will be implemented. Staff, though, would probably not express 
these concerns in those words. 
 
State that the supervisor’s idea of the purpose of supervision determines the content of 
supervisory contacts. Workers may wonder, for example, what kind of questions can be 
brought up in conferences or staff meetings. They may wonder what areas of work this 
new supervisor will want to deal with and what kinds of expectations will be placed on 
them. Even though workers may have had prior experiences with supervisors, they 
know that each one has personal ideas about the purpose of the work. And because the 
supervisor has such an important impact on their work life, they are anxious to know 
how this one will operate. 
 
Note that workers may also speculate about how this particular supervisor will play his 
or her role in the relationship. Supervisors may implement different functional roles in 
relation to the same supervisory purpose. For example, one purpose of supervisory 
conferences may be case management discussions. For one supervisor, this can mean, 
“Tell me what is going on, and I will tell you what to do.” For another supervisor, it may 
mean, “Tell me what is going on and I will help you figure out what you are going to do.” 
Much of what happens in supervision will be affected by the supervisor’s and the staff’s 
sense of purpose and function, as derived from past experiences. 
 
Note that the third issue beyond purpose and role is the supervisor’s authority and how 
it will be implemented. Because supervisors are powerful influences on a worker’s life, 
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their use of power is of central concern at the start of a relationship.  
 
Supervisors can evaluate a worker and recommend promotions, dismissals, or changes 
in assignments. As in all new relationships with people in authority, tension is inevitable 
until the questions are answered and the uncertainties are resolved. 
 
Note the parallel process is also pertinent in this area. The questions of purpose, role, 
and authority are critical to the contracting process in social work practice. Through this 
process, workers and clients develop a mutual understanding that provides a structure 
for the work. Although these are central questions of the beginning phase, they are not 
often dealt with directly by either worker or client, nor are they dealt with in the 
supervisory relationship. The result is a long period of testing during which the workers 
have to figure out what the supervisor is going to do. Lack of clarity in these areas 
causes heightened anxiety for the staff and frustrations in the development of the early 
working relationship. In addition, workers find it hard to use the supervisors’ help 
effectively unless they are clear about what help they can be. Thus, the supervisory 
relationship may be haunted by unanswered, underlying questions as long as it lasts. 
 

Refer participants back to Handout #13 (Interactional Helping Skills). Using 
PowerPoint Slide #32 (Key Skills of Contracting), state that the discussion that was 
just had illustrates Lawrence Shulman’s four key skills of contracting in the beginning 
phase of work: 

 The supervisor sharing his or her sense of purpose 

 Describing the supervisor’s role 

 Eliciting feedback from the workers on their perceptions 

 Discussing the mutual obligations and expectations related to the supervisor’s 
authority 

 

Step 3: Role Play 
(5 minutes) 
 

Note that there are many variations in the way contracting proceeds, depending on the 
context within which the work takes place, the definition of the supervision role provided 
by the administration, the particular style of the supervisor, and the specific needs of the 
staff. 
 

Call upon two participants who will use Handout #21 (Script: Contracting) to 
demonstrate the use of contracting skills. (As an alternative, play the role of the 
supervisor and invite a participant to play the role of the worker.) 
 

Set the stage by stating that the demonstration illustrates a supervisor’s attempts to 
clarify the purpose of supervision, her role, and the authority issues at an early staff 
meeting. Participants are asked to note how the four key skills of contracting are used 
while they observe. 
 

Trainer Note: The script is from Shulman, L. 2010, p. 55.   
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Step 4: Identifying Key Contracting Skills  
Small group activity 
(5 minutes) 
 
Thank those who delivered the role play. Ensure that participants are seated in small 
groups of about three to four participants each. Asks participants to work with their small 
group to determine how the four key skills of contracting were used in the role play and 
to determine feedback as to the effectiveness of the supervisor. Participants may wish 
to refer to Handout #20 (Principles of Effective Feedback). 
 
Step 5: Identifying Key Contracting Skills  
Large group discussion 
(10 minutes) 
 
When participants have completed the task, reconvene the large group and hold a large 
group discussion to determine examples of how each of the skills of contracting (i.e. 
clarifying purpose, describing one's role, eliciting feedback on perceptions, and dealing 
with issues of authority) were used. Circulate among the small groups to determine the 
feedback that they would give to the supervisor on his or her effectiveness. 
 
Step 6: Additional Points about Contracting Skills 
(10 minutes) 
 
Add the following discussion about the role play. Point out that just because the words 
were spoken by the supervisor, does not mean that they were heard, understood, or 
remembered. Probably each worker heard something a little different, depending on his 
or her own circumstances, background, and prior experiences with people in authority. 
Also, they may not believe that the supervisor really meant what she said. Perhaps 
other supervisors had invited feedback and then shot them down when they provided it. 
They will have to test this new supervisor to see what she or he is really like in action. 
 
Note that Rita, who might be an internal leader for the unit, began the testing process 
when she raised the issue of "snoopervision." The supervisor passed the first test of 
supervision by opening up the discussion and relating it directly to herself.  
 
In addition, she did not pretend she did not have responsibility for their work or would 
not be holding them accountable. Instead, she described under what circumstances she 
would have to call them to task and in what way she would try to do it. 
 
Tell participants that the contracting process is not begun and finished in the same 
session, or even in the beginning phase of work. Clarification of purpose, role, and 
authority will come in the day-to-day operations. As the implications of the process take 
on meaning in the daily routine, the supervisor will have to discuss again the role she or 
he has described. But at least the supervisor has stated his or her views and staff can 
watch how they are implemented. They can also take the supervisor up on problems 
with which she or he has offered help. 
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Note that Lawrence Shulman states that “of particular importance in this example are 
the supervisor's comments about being available to support the staff when the going 
gets rough. One of the major contributions supervisors can make, according to 
Shulman, comes through their ability to empathize with the feelings of staff.” (Shulman, 
2010, p. 56). This is a work phase skill as noted on Handout #13 (Interactional 
Helping Skills). “It can be briefly described as the capacity to genuinely feel, as closely 
as possible, what the staff member may be experiencing and to communicate that 
understanding through words, expressions, respectful silence, or other appropriate 
means.” (Shulman, 2010, p. 56).   
 
Note that “most workers have experienced so many different responses to their 
emotions from people in authority that they are reluctant to reveal their vulnerability. 
They have been taught that dependency is a sign of weakness and that one should be 
able to handle problems and feelings on one's own. When the worker's ambivalence 
meets the ambivalence of the supervisor, the result may well be a supervision process 
that deals with the symptoms of the underlying feelings but provides little in the way of 
support for the worker or satisfaction for the supervisor. By directly mentioning her 
availability to the staff when things get difficult, the supervisor in the role play issued a 
clear invitation that the workers needed to hear. As with other aspects of the contract, it 
is likely that the workers will test her in this area by limited sharing of a concern. They 
may raise what has been called a "near problem" and may wait to see how the 
supervisor handles it. If the supervisor picks up the hint, takes the time to listen, is 
supportive and non-judgmental, and appears to be genuinely trying to understand, then 
the staff will get the message that she meant the original offer.” (Shulman, 2010, p. 56).   
 
“Supervisors sometimes ask themselves whether they really want their staff members to 
take them up on the offer to share more difficult feelings about their work. Despite any 
reluctance, one way or another, a supervisor has to deal with feelings. The feelings of 
staff members have a powerful impact on the delivery of services, and the supervisor 
simply chooses whether to deal with the problem themselves or to struggle with the 
results of having ignored them.  
 
Lowered morale, drops in level of performance, conflicts between staff members that 
prevent them from working together, increased use of sick leave and issues of poor 
service are all possible results of the powerful forces operating in the under life of the 
work situation (Shulman, 2010, pp. 56-57). 
 
Ask participants to think back to the script and the detailed description the supervisor 
provided of how she operates before engaging them in the discussion. Point out that it 
could be possible for such comprehensive introductions to serve to shut down 
discussion. Some supervisors successfully contract with supervisees by co-creating the 
rules for how a supervisor will interact with the supervisees. The important markers for 
judging whether contracting has been successful is to ensure that the four key 
contracting skills are used:   
 

 The supervisor sharing his or her sense of purpose 
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 Describing the supervisor’s role 

 Eliciting feedback from the workers on their perceptions 

 Discussing the mutual obligations and expectations related to the supervisor’s 
authority 

 
Step 7:  Contracting in Agencies  
Large group discussion 
(5 minutes) 
 
Facilitate a large group discussion that connects the use of contracting to participants’ 
own work. Use the following questions to facilitate dialogue: 
 

 What have you already done to contract with workers when you became a 
supervisor? 

 What worked well for you when you used the skill of contracting? 

 What didn’t work so well when you used the skill of contracting? 

 What might be your next steps to use the skill of contracting? 
 
Step 8: Managing Supervisors’ Anxieties and Fears 
(8 minutes) 
 
Note that while the contracting skills may sound simple,” the process is actually 
complex. As supervisors embark upon their new roles, issues of anxiety, fear, distrust, 
and resistance to change may arise. Maneuvering these land mines effectively will help 
supervisors in their beginning phase of supervision.” (Shulman, 2010, p. 53).   
 
Note that while interacting with others is at the core of supervision, day-to-day 
interactions with others causes anxiety in most people. Most individuals just don't like to 
admit it. For supervisors, the anxiety can become especially acute when they must 
deliver an unpopular message, correct undesirable behavior, work to improve 
inadequate performance, or many of the other interactions that a supervisor must face. 
Anxiety is normal and unavoidable. Anxiety can often be helpful if a person can focus 
and channel that anxiety as energy available to help them do the job. 
 
Note that the first step in dealing with anxiety is for the supervisor to simply admit that 
they have it. Once the supervisor tunes into the feeling, the decision becomes easier to 
either harness the energy or work to reduce it (Shulman, 1993). Note that nothing 
combats anxiety better than preparation. A quick tip to help prepare, whatever the 
cause of the anxiety, is the back-of-the-business-card technique. Take a business card, 
turn it over, and write no more than three key words or phrases that outline the steps 
you need to take or the points you need to make. Note exactly when you will take these 
steps. If this can be done well in advance of the stressful situation, carry the card 
around with you so that you can take it out and glance at it whenever the anxiety 
returns. As the moment approaches, allow yourself one more "rehearsal" by reviewing 
your points. The technique works even when you only have a few minutes to prepare. It 
can ease your anxiety and improve your performance. 
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Note that some supervisors choose to prepare obsessively, to make sure that 
everything is planned carefully, down to the last detail. But sometimes there isn't that 
much time to prepare. And sometimes all that preparation can hurt if one encounters 
something unexpected, such as unusual question.  
 
Lead a brief large group discussion regarding how to deal with anxiety if one cannot 
prepare. 
 
Note that it is also important to consider the idea of flexibility in stressful situations.  
Flexibility does not negate the need for preparation. However, it does suggest a level of 
preparation that is as much process oriented as content oriented. For instance, all the 
rehearsal in the world will not prepare a supervisor when a supervisee responds in a 
completely unexpected manner. The charge for the supervisor in these situations is to 
incorporate other engagement skills into the discussion to complete the task at hand. 
 
Note that a lesson can be learned from Linus of the Peanuts comic. Linus deals with his 
anxieties by carrying around his security blanket. Whatever happens, he can fight the 
anxiety by holding his blanket close. What works for Linus might work for supervisors, 
although no one is suggesting that you carry a blanket around the office. 
 
You might try keeping something in your pocket that will give you a lift, inspire you, or 
remind you of what really matters to you. It could be a picture of someone you love, a 
lucky penny, or a pebble that reminds you of a vacation by the sea. Carrying a piece of 
a good feeling may help one through times of anxiety. 
 
Step 9: Staff’s Anxiety, Fear, and Distrust 
(15 minutes) 
 
Note that in addition to managing one's own anxiety, supervisors must deal with the fear 
and distrust of others in the workplace. Workers may be afraid of you or distrust the 
supervisor, simply he or she is the boss. It's nothing personal, but if you sit in the boss's 
chair, behind the boss's desk, you evoke boss feelings. Although that is not the fault of 
the supervisor, the supervisor needs to take responsibility for the fear and distrust of 
their staff. 
 
State that by tuning in to others, the supervisor can discern that the fear of workers may 
be masked as other behavior. It may cause employees to react defensively, to 
frequently make excuses, and to even avoid the supervisor. On the theory that the best 
defense is a strong offense, some workers may challenge the supervisor's authority in 
various ways and act out their fear aggressively. Many times, frightened people adopt 
the unconscious strategy of passive resistance. When supervisors speak with them, 
they nod pleasantly and mumble agreement. They however do not do what they were 
told to do, because they are too afraid to displease the supervisor by making a mistake. 
Once the supervisor tunes in and becomes aware that fear is motivating a worker, the 
supervisor can begin to combat this fear. 
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State that the first step is for the supervisor to tune in and consider that he or she may 
be doing something to create or nurture the fear. By tuning in to self, the supervisor 
examines his or her own behaviors for anything that might be perceived by staff as 
threatening, even if the supervisor does not intend it to be that way. Once the supervisor 
removes potentially threatening behavior, the supervisor can quietly work to overcome a 
worker's fear by being genuine. Sometimes, simply a smile can be enormously helpful. 
Fearful employees should not be punished. 
 
Note that while passive resistance may stem from fear, the supervisor may not always 
be the cause. Many employees come to the job with not only fears but also personal 
hostilities and idiosyncrasies. While some of workers' feelings may relate to the 
supervisor and the supervisor may be able to address them, others may choose to have 
nothing to do with the supervisor. If they do not affect the worker's performance or 
performance of others, the avoidance should not concern the supervisor. 
 
State that supervisors need to be aware of personal actions and manners that could be 
misinterpreted by workers. Tell the story of Bill who was the manager of a small agency. 
He tried hard to be friendly toward all of his employees, but he was unaware that he 
was constantly undermining those efforts. Bill was a large and tall man. When he sat in 
a chair, he tended to sprawl. When he spoke, his voice was loud and deep.  
Unfortunately, he also had a monotonous voice. When Bill met with employees, he did 
not realize that some of them were intimidated, as much by those aspects of his 
physical presence as by his managerial position. If Bill made a statement, staff felt it 
was non-negotiable. If he asked a few questions, staff felt that he was interrogating 
them. Even Bill's casual attitude, which should have been an asset, worked against him 
since some interpreted his informality as a lack of respect. What was Bill doing to instill 
fear? He was doing nothing but being himself. However, Bill was guilty of not being self-
aware and not tuning in to others. Consequently, many people, including Bill suffered 
(Shulman, 1993). 
 
Lead a brief, large group discussion to determine ways that supervisors and managers 
can unwittingly cause fear in employees. 
 
Step 10: Resistance to Change and Breaking Habits 
Large group activity 
(5 minutes) 
 
State that resistance to change is another challenge that a supervisor may face. Most 
people resist change--in their routines and patterns, the way they think, and the 
assumptions they hold.  
 
Conduct a brief, large group activity to demonstrate why habits are so hard to break. 
Ask participants to clasp their hands together in front of them. Ask participants to 
unclasp and clasp their hands again. Ask participants to note which thumb is on top. 
Ask participants to clasp their hands again, but this time making sure that the other 
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thumb winds up on top. Ask participants how the activity felt. 
 
Note that if participants are like most people, putting the other thumb on top requires 
some thought and feels awkward. The same thing will happen if participants take the 
"wrong" shoe off first when they undress tonight or start in the "wrong" quadrant of their 
mouth when they brush their teeth. People are creatures of habit and any other but the 
habitual way of doing things can feel downright weird. A new supervisor's actions may 
challenge well-established habits and thought patterns. For that matter, when 
supervisors adopt new strategies, they disrupt their own sense of well-being and 
balance.  
 
Note that supervisors should not take the resistance personally. If supervisors are 
initiating changes, it's natural to think that the resistance is a reaction to the supervisor. 
Supervisors must remember that it is the change that workers are resisting, not the 
supervisor or his or her authority. Supervisors must work through the changes together 
with the workers, stressing the common goals and the reasons why the changes will 
help everyone reach those goals. 
 
State that the strategy to deal with resistance is for the supervisor to first tune in to self 
and the workers and acknowledge the resistance in themselves and others. Look past 
the unwillingness to try, the automatic "no." Be patient with yourself and with the 
workers. Acknowledge and allow for backsliding. The moment you stop concentrating 
on what you're doing, you will revert to old patterns. The supervisor must give him or 
herself and staff time to establish new patterns. (Cook, 1999)  
 
Step 11: Supervisory Beginnings with New and Experienced Workers 
(5 minutes) 
 
Introduce the new segment of the training by stating that while the supervisor needs to 
maneuver the complexity of their beginning phase of supervision, another type of 
beginning is necessary whether the supervisor is new or already established in the 
system. The training will discuss the beginning work with a new and inexperienced 
worker.  
 

Note that it is not unusual in child welfare for a worker to fill a position with little or no 
prior experience. This lack of experience can accent the difficulties in adjustment, 
which, in turn, can significantly delay effective integration into the service. 
 

Ask participants for examples of ineffective beginnings for new workers. New workers in 
child welfare have described a beginning at an agency at which they were given an 
orientation to policies, procedures, and forms that left them completely overwhelmed 
and bewildered.  
 
This was followed by a traumatic entry into the system in which a harried supervisor 
merely handed them files of cases to be seen. Often, there is little preparation. If there 
is discussion, it is usually on case management issues and rarely on practice skill 
questions, such as how to handle the first contact with a client. Little attention, if any, is 
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paid to the reaction and feelings of the worker. Workers have described how they ended 
their first day on the job in a daze, close to tears, ready to quit, or all three. 
Note that while this may be an extreme example, some elements of it are often part of 
the beginning process. One of the serious implications of such a beginning is what it 
says to a new worker about the way in which new relationships are handled in the 
agency. This can have an impact on the worker's practice with clients. In many ways, 
the worker's beginning at the agency offers an excellent teaching opportunity to make 
the worker sensitive to the parallel relationship with a client. (Shulman, 1993) 
 
Step 12: Orienting New Workers  
Small group activity 
(10 minutes) 
 
Ensure that participants are seated in small groups of three to four persons each and 
supplies each group with a sheet of flip chart paper and markers. Ask each small group 
to determine what the orientation of a new and inexperienced worker should consist of 
in the first one to two weeks that the worker is on the job. Discussion should consist of 
both content and process, in other words what and how. Each group should outline their 
orientation on their sheet of flip chart paper. Give groups about 10 minutes to complete 
their work. 
 
Step 13: Orienting New Workers Report Out 
(5 minutes) 
 
When participants have completed their work, ask each group to hang their sheet. 
Reconvene the large group and circulate among the small groups, asking each to 
present their reports. Remind participants to jot down new and effective ideas on their 
idea catchers. 
 
Step 14: Key Areas of Orienting a New Worker 
(10 minutes) 
 
Using PowerPoint Slide #33 (Key Areas of Orienting New Workers), note that in the 
beginning phase of supervision process with a new worker, “the key areas for attention 
are the agency and its policies and procedures, including personnel practices and 
physical facilities; the staff unit or department in which the worker will do most of his or 
her work; the larger staff system that relates to the unit; the supervisor; and the service 
recipients. It is easy to see how a new worker can feel anxious and uncertain about so 
many unknowns. Especially if the supervisor has been established with the agency for 
some time, he or she can forget just how complicated and confusing child welfare must 
appear at the beginning.” (Shulman, 2010, pp. 85-86).   
 
Note that this “is especially true when early efforts at orienting new workers consist of 
providing a deluge of information that is impossible to integrate, particularly when they 
have other concerns about the job. A two-week orientation that attempts to teach the 
whole policy manual to a worker who has no idea how to use the information, for 
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example, will usually engender more anxiety than it relieves.” (Shulman, 2010, pp. 85-
86).    
 
Note that “with a little advance planning, the supervisor should be able to segment the 
problem of beginning into its component pieces and help new workers tackle each one, 
one step at a time.” (Shulman, 2010, pp. 85-86).    
 
State that “in relation to the agency, going over personnel questions such as payroll 
procedures and benefits can answer some urgent personal questions. Having a desk 
ready provides some reassurance that the supervisor has thought about making the 
worker comfortable. If the supervisor simply is free on the first morning to take the new 
worker around, introduce colleagues, and point out key spots such as the cafeteria or 
local eating places, it can help to begin the orientation process. Supervisors should 
resist the temptation to tell new workers everything they need to know for the entire first 
year and concentrate instead on helping them get through the first day and the first 
week.” (Shulman, 2010, pp. 85-86).   
 
Note that “orientation to agency policies and procedures should be designed to make 
workers aware of the availability of manuals and how to use them, rather than expecting 
workers to memorize their contents. A supervisor who tunes in to the new worker, and 
even simply just watches his or her eyes during orientation, quickly notices when the 
worker has had enough. Acknowledging that there is a lot to learn but that it does not 
have to be learned all at once can help a great deal.” (Shulman, 2010, pp. 85-86).  
Explaining the role of formal training, such as Charting the Course, as well as the types 
of support The Resource Center can provide to a new child welfare professional can 
orient them to a culture of learning. 
 
State that in addition to such orientation, “a worker who is new to the area may have a 
number of important personal questions about housing, child care or schools for 
children, and so on for which the supervisor can suggest sources of help. The more 
quickly new workers get settled in their personal lives, the faster they will have the 
energy available to make the necessary adaptation to the agency.” (Shulman, 2010, pp. 
85-86).  
 
Note that “orientation to the staff group is also important on the first day. Workers have 
reported the sinking feeling they experienced on their first day of work as noon 
approached and they did not know if they should go to lunch on their own, wait for 
someone to join them, or initiate a contact themselves. Some thoughtfulness on such 
simple matters can be helpful. The supervisor can appreciate the importance of the way 
in which a worker begins with the peer group if the staff group is considered as an 
informal, as well as a formal, system. The informal system is characterized by a well-
developed set of rules of behavior, accepted norms, taboo subject areas that members 
agree not to discuss, and subgroups.  
 
In many ways, the operation of the informal system can have a more powerful effect on 
the effectiveness of services than can the formal system. In the beginning phase, a new 
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worker is making a start at becoming integrated into this informal system.” (Shulman, 
2010, pp. 85-86). Sometimes this can be accomplished by calling attention to the arrival 
of a new staff member and asking the unit members to take some responsibility for the 
beginning phase. A simple question such as, "Any ideas on how we can make it 
comfortable for Sue on her first day here?" can set the process in motion. 
 
Note that “the smaller staff unit is usually set within the context of a larger system, such 
as a particular unit within the child welfare agency. Because it is not possible to provide 
services to clients within the smaller unit without considering relationships with staff in 
the larger system, it is helpful in the beginning phase if the supervisor identifies key 
individuals in related systems and helps the new worker make the initial contacts. The 
first weeks might involve learning about the system, the people in it who help make it 
work, and some of the formal and informal ways it operates. This information should be 
shared in manageable doses, and it should be related to the worker's current tasks.” 
(Shulman, 2010, p. 86).   
 
Note that “in some settings, the new worker may have to take some time to learn about 
the community in which the work takes place. Visiting local schools and family service 
agencies, for example, may help the new worker to make more effective referrals as 
they become necessary. Attendance at inter and intra-agency committee meetings can 
attach a face to a name that will become important when service is delivered. Although 
the specifics of this aspect of orientation differ according to the unit and the worker's 
role, the general idea of orientation to the larger system within which the working 
system is set is important to any beginning.” (Shulman, 2010, pp. 85-86).   
 
Point out that “the process of orienting the new worker to the supervisor was described 
in the section on contracting skills. As soon as possible, time should be set aside for a 
discussion of the purpose of supervision and the role of the supervisor. This provides an 
opportunity for the supervisor to answer questions as well as to explore how the worker 
is feeling about the beginning. Simply acknowledging the strain of so much new 
information in such a short time can mean a great deal to the new worker. 
 
In addition, the supervisor can open up the question of client contact and can recognize 
the worker's probable concerns about being thrown into first interviews without some 
preparation. A discussion of the possible early caseload might help, and any efforts to 
reduce the pressure would be reassuring.” (Shulman, 2010, p. 86).    
 
Note that “helping a new worker prepare for work is one of the educational functions of 
supervision, but some consideration of questions and concerns in this area is important 
in the beginning.  
 
Supervisors might, for example, invite new workers to sit in on their own interviews, or 
those of an experienced worker, as observers in order to get some ideas on how to 
begin. Workers usually appreciate the willingness of others to share their work in this 
way. The workers not only get a chance to begin to relate with clients without the 
pressure of responsibility, but they also can observe the other person's style of work.”  
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(Shulman, 2010, pp. 86-87).   
 
State that although the “time available for effective beginning work may be affected by 
factors beyond the supervisor's control, being conscious of the possibilities can help 
many supervisors provide more effective orientations for their staffs. Supervisors often 
orient beginners in precisely the same way that they themselves were oriented, even 
though they know that the process did not meet their own needs. Time spent in a more 
careful orientation process can save time later because the new member will be able to 
move more quickly into the staff system. In the beginning phase, as in all the others, 
good practice saves time in the long run. Overlooked key issues always come back to 
haunt the supervisor.” (Shulman, 2010, p. 87).    
 
Note that again, the supervisor may be able to tap the resources of the members of the 
unit to provide some of the help discussed. “Experienced staff members often are glad 
to help with the orientation of new members if they are asked, and they may appreciate 
recognition of their abilities.” (Shulman, 2010, p. 87). “Asking the unit members to reflect 
on their own beginnings in the unit and then to share in developing an effective 
orientation program for new workers can help to distribute the labor. Even more 
important, it could make the orientation process more effective.” (Shulman, 2010, p. 87).   
 
Step 15: Orienting Experienced Workers 
(5 minutes) 
 
Note that “when new workers are experienced, there are some particular variations in 
the orientation process. Experienced staff members may have even more concerns 
about beginning a new job than those who are inexperienced. If their past encounters 
with supervisors have been unsatisfactory, they may have a stereotyped idea of 
supervision that is not helpful.  
 
New, experienced workers may also be concerned that the skills and understandings 
they have acquired in their previous jobs may not be relevant in the new setting. The 
normal questions of competency are intensified as they prepare to test themselves in a 
new context. Adding to the stress may be concerns about what will be expected of them 
because of their experience. They may feel more reluctant to ask for help or to reveal 
their ignorance because they believe they are supposed to understand already.” 
(Shulman, 2010, p. 87).    
 
Step 16: Role Play 
(5 minutes) 
 
Call upon two participants who will demonstrate an exchange between a supervisor and 
a new, experienced worker using Handout #22 (Script: Orienting an Experienced 
Worker). The script is adapted from Shulman (2010, p. 88). (As an alternative, play the 
role of the supervisor and invite a participant to play the role of the worker.) Set the 
stage by stating that a supervisor of an intake unit is engaged in dialogue with a new 
worker. The supervisor is attempting to develop the proper balance between 
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recognizing the worker's prior experience, while allowing her to feel free to be a learner. 
 
Step 17: Processing Role Play 
Large group discussion 
(5 minutes) 
 
Lead a large group discussion on how this supervisor helped to ease the anxieties of 
the new worker. Ask them to provide some motivational and constructive feedback on 
the supervisor’s exchange. Some participants may identify that by the supervisor 
anticipating that the worker’s previous experience will allow her to pick up on things 
quickly, could add to her anxiety. Close the segment by leading a large group 
discussion on ways that the supervisor eased the anxiety of the new, experienced 
worker. 
 
Step 18: How to Ask Good Questions 
(3 minutes) 
 
Introduce the new segment by noting that in order to effectively serve as a supervisor, 
one must know how to ask good questions. 
 
Ask the group: "Everybody knows how to ask good questions, right?" Participants will 
likely respond that the answer is no. Ask participants if the question is a good one. Ask 
participants why it is not a good question. Note that the question is not a good one 
because it implies its own correct answer or the answer that one is supposed to give. It 
is also a trick question, so to say, because the "right" answer turns out to be wrong.  
 
Step 19: Good Questions  
Small group activity 
(5 minutes) 
 
Ensure that participants are seated in small groups of about three to four persons each. 
Ask participants to quickly brainstorm with their small groups to determine the qualities 
of effective questions. Allow 5 minutes for the brainstorm. 
 
Step 20: Good Questions  
Large group activity 
(5 minutes) 
 
Reconvene the large group and circulates among the small groups to elicit responses 
regarding the qualities of effective questions. It is permissible to write the responses on 
a flip chart sheet. 
 
Step 21: Qualities of Effective Questions 
(5 minutes) 
 
Distribute Handout #23 (Markers of Effective Questions) and present the qualities of 
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effective questions. Explain that these markers were developed by experienced 
Pennsylvania child welfare supervisors.  
 
Step 22: Getting Better Responses to Questions 
(2 minutes) 
 

Using PowerPoint Slide #34 (Getting Better Responses to Questions), noting that 
supervisors will get better answers to their questions if they: 
 

 Give employees time to think about their responses 

 Tell employees what's at stake, why you need this information 

 When you are done asking, be quiet and listen (Cook, 1999) 
 
Step 23: Solution-Focused Questions 
(5 minutes) 
 
Introduce the segment of training by noting that a discrete part of asking questions and 
interacting with a worker is solution-focused interviewing, using solution-focused 
questions. 
 
Point out that the parallel process comes into play in this area of interaction. In 
worker/client interactions, strengths are a critical part of working with families throughout 
their involvement in the child welfare system. In part, this reflects values about the 
intrinsic worth of all people and beliefs about the capacity of people to change their 
lives. However, it also reflects knowledge about how people make change and how 
strengths fit into that process. So, the emphasis on strengths is a product of a value-
based perspective as well as what we know about how the change process actually 
works.  
 
Note that the true challenge in casework is helping families make real and lasting 
change in their lives. The skills involved in facilitating such change goes beyond 
recognizing particular strengths that a family has that can offset identified risks. They 
involve helping families use these strengths to make positive changes in their lives. 
People make positive change by drawing on strengths in one area of their lives and 
building on and channeling these strengths to another area of their lives. This is what 
enables all of us to correct problems, to accept challenges, and to work on solutions to 
problems that seem overwhelming. 
 
Note that similarly, an effective supervisor recognizes that strengths are a critical part of 
dealing with workers throughout their careers in child welfare. In order for workers to 
grow and change in their positions, the supervisor must help the worker to draw on 
strengths in one area of their work and build on and channel these strengths to other 
areas of their work. In this regard, the worker is enabled to reduce problems, accept 
challenges, and work on solutions to issues that seem overwhelming. 
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Explain that the Strengths-Based, Solution-Focused approach offers a practical method 
for engagement and strength based problem solving. Provide a quick overview of the 
Strengths-Based, Solution-Focused approach. It was developed by practitioners from 
the Brief Family Therapy Center in Milwaukee, Wisconsin. (Steve DeShazer, Insoo Kim 
Berg) who identified those strategies, questions and linguistic factors that tended to 
promote positive change in clients more quickly and consistently than other treatment 
models. These findings were organized and incorporated into the Solution-Focused 
model. The Solution-Focused approach combines the identification of client strengths, a 
positive vision of the future, inclusion of client goals, building on exceptions to the 
problem, optimism about client potential, and connecting client behavior to outcomes 
into a cohesive model for change. 

 
In addition, the model has also been influenced by linguistic research which is the study 
of language and its impact on behavior. In other words, how you phrase a statement 
has an impact on the listener’s response. One linguistic element in the model is the 
elimination of the word “why.” Trainer asks participants to think far back and recall when 
they first heard the word “why,” who said it and the context in which it was spoken.  
Participants will likely respond with “When I was a child and my parent asked why I had 
done some misbehavior.” Display PowerPoint Slide #35 (Solution-Focused 
Phrasing). Because the word “why” has connotations of parental authority and blame, 
the Solution-Focused model substitutes phrases like “How come?,” “How is it that 
you…?,” “What tells you that …?”  
 
Step 24: Types of Solution-Focused Questions 
(5 minutes) 
 
Note that people often have as hard a time talking about their strengths as their 
problems. Or, maybe we don't always know how to ask as useful a question that helps 
in assessing strengths. The perspective of solution-focused interviewing has given us 
some useful questions that help in strengths assessment.  
 
Display PowerPoint Slide #36 (Strengths-Based, Solution-Focused Questions). 
Refer participants to Handout #24 (Solution-Focused Questions) and note that there 
are four types of solution-focused questioning techniques. 
 
Note that the first type of solution-focused question is called past successes. Through 
the interview process, you can focus on the worker's past successes in their career. 
 
Give examples of questions that illustrate the use of past successes questions: 
 

 "It's not easy to manage a caseload of 25 families. How did you do it when you 
worked in the in-home services unit?" 

 "What do you need to do so that you'll feel good about yourself and in control of 
your work again?" 

 "What would it take for you to bring back the confidence you had when you were 
working in the in-home services unit?" 
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Note that the second type of solution-focused question is the exception finding question. 
In solution-focused interviewing, exceptions are times when problems could have 
happened, but did not. You and the worker need to examine who did what, when, 
where, and how so that the problem did not happen. Essentially, what you are trying to 
discover is how the patterns around the problems were changed. In addition, 
problematic behaviors happen only within certain physical, relational, or social contexts. 
It is important to find out in detail what happens when the worker does not have the 
problem. That information can be used to identify the abilities the worker uses 
successfully in one setting. Those strengths or abilities could be transferred to another 
setting. 
 
Give examples of questions that illustrate the use of exception finding questions: 
 

 "How would you say that you are different when you are less unhappy with your 
work?" 

 "You are saying that your paperwork was current for four days last week. How 
did you do it?" 

 "Tell me what is different for you at those times when you are confident about an 
upcoming home visit." 

 
Note that the third type of solution-focused question is the miracle question. The miracle 
question asks workers to disregard their current problems and for a moment imagine 
what their careers would be like in a successful future. It creates a vivid image or vision 
of what life will be like when the problem is solved and the worker can see some hope 
that work can be different. 
 
Offer an example of a question that illustrates the use of miracle questions: 
 

 "Suppose one night there is a miracle while you were sleeping and the problem 
that caused you to be behind in your assignments is solved. Since you are 
sleeping, you don't know the miracle has happened or that the problem is solved. 
What do you suppose you will notice different the next morning that will tell you 
that the problem is solved?" 

 
Note that follow-up questions include: 
 

 "If the miracle happened, what would be the first thing you would do?" 

 "If the miracle happened, what will be the first change you will notice about 
yourself?" 

 "What would your co-workers and supervisor notice different about you?" 

 "If you were to take these steps, what would you notice different around your 
work space?" 

 
Note that the fourth and final type of solution-focused question is the scaling question. 
Scaling questions are a clever way to make complex features of a worker's job more 
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concrete and accessible for both the worker and the supervisor. Scaling questions can 
be used to assess self confidence, investment in change, prioritization of problems, 
perceptions of hopefulness, etc. They usually take the form of asking the worker to give 
a number from 0 to 10 that best represents where the worker is at some specified point. 
Ten is the positive end of the scale, so higher numbers are equated with more positive 
outcomes or experiences. When scaling questions are used to assess some factor, they 
are only useful if the worker’s number means the same thing as a supervisor’s number. 
Therefore, it is important to use anchors when identifying the numbers on a scale.   
 
Offer examples of scaling questions. 
 

 “On a scale of 1 to 10 with 10 meaning you have every confidence that this 
problem can be solved and 1 meaning no confidence at all, where would you 
place yourself today?” 

 “On the same scale, how hopeful are you that this problem can be solved?” 

 “On a scale of 1 to 10, how much would you say you are willing to work to solve 
the problem?” 

(Casework Process and Planning, 2003) 
 
In addition to its use as an information gathering tool, asking the worker to consider the 
requirements for movement upward or downward on a scale can be useful in identifying 
the conditions for change. Follow-up questions to scaling questions are useful tools for 
generating ideas about how to make progress (Berg, and Kelly, 2000). 
  

 “What would it take for you to increase, by just one point, your willingness to 
solve this problem”? 

 “What would be different in your life when you move up just one step?” 

 What’s the most important thing you have to do to keep things at a 7 or 8? 
 
Step 25: Application  
Small group activity 
(10 minutes) 
 

Divide participants into four small groups. Refer participants to Handout #25 (The 
Worker and the Questions). Display PowerPoint Slide #37 (The Task of Each 
Group). Note that each group will be challenged with developing a script of an 
exchange between a supervisor and a worker.  
 
Explain that the task of each small group is to develop a script that will be demonstrated 
by them, of the meeting between the supervisor and worker regarding the pattern of 
behavior. Remind participants that although contracting is a beginning phase skill, it is 
never too late to contract with staff. It is often necessary to go back and do additional 
contracting with staff before additional work can be successfully completed. The 
exchange is to illustrate the use of the guidelines for asking good questions and one of 
the types of solution-focused questions, as assigned. Assign one of the types of 
solution-focused questions to each group. Summarize that each group will develop the 
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script of the meeting between the worker and supervisor using the skills of asking good 
questions and one type of solution-focused question. The persons who will act as 
supervisor and worker should be chosen by each group. Note that when the group 
reconvenes, the group members who are not playing roles will serve as observers who 
will give feedback. The observers should use Handout #13 (Interactional Helping 
Skills), Handout #20 (Principles of Effective Feedback), Handout #23 (Qualities of 
Effective Questions), and Handout #24 (Solution-Focused Questions) as guides. 
 

Step 26: Application Feedback 
Large group activity 
(15 minutes) 
 

When the small groups have completed their work, reconvene the large group. Rotate 
among the small groups to have each present their exchange between the worker and 
supervisor. After each exchange, the observers of that group are called upon to give 
their feedback. 
 
Step 27: Summary 
(5 minutes) 
 
Conclude the activity by thanking participants for their efforts and note that the process 
they have used is called facilitative confrontation, which refers to the efforts of the 
supervisor to confront the worker with reality in a supportive manner. Through this 
process, the supervisor points out the worker's poor work pattern, reaches for the 
worker's feelings about the job through effective and solution-focused questioning, and 
then moves toward setting clear expectations for job performance. 
 
Conclude the segment by noting that a lot of issues have been discussed in these two 
days. Note that participants have explored their issues as new supervisors, supervisory 
role, the context of child welfare in which they work, development of the individual 
worker, and skills in the preparatory and beginning phases of supervision. 
 
In the preparatory and beginning phases of supervisory work in child welfare, 
preparatory empathy, or tuning in, can help a supervisor to enter a new system as well 
as integrate a new worker into the system. The contracting skills help the supervisor 
clarify the purpose of supervision and the supervisor's sense of function, reach for 
feedback from staff members, and deal with issues arising from authority. (Shulman, 
1993) 
 
Participants have also gained a group of cohorts to support them in their work. 
 
Step 28: Idea Catcher 
(2 minutes) 
 
Conclude the section of training by reminding participants to jot down ideas that 
shouldn’t get away and those new skills they plan on applying within their work setting 
on Handout #6 (Idea Catcher). 
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Section VII: Transferring Skills to Practice 

 
Estimated Length of Time: 
10 minutes 
 
Quality Service Review Practice Performance Indicators 
None 
 
Performance Objectives: 
Participants will be able to construct a plan for the successful transfer of their learning to 
the workplace. 
 
Method of Presentation: 
Individual activity and large group discussion. 
 
Materials Needed: 

 Handout #6: Idea Catcher (revisited)  
 Handout #26: Transfer of Learning Plan 
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Section VII: Transferring Skills to Practice  
 
Step 1: Transfer of Learning Plan Introduction 
(2 minutes) 
 
Advise the group that they have reached the stage of the training that requires that they 
develop a transfer of learning plan to implement upon return to their agencies. The plan 
is key to transferring what they learned in the session to their work behavior. 
 
Step 2: Completion of Transfer of Learning Plans 
(5 minutes) 
 
Refer participants to Handout #26 (Transfer of Learning Plan). Review the 
components of the plan. The first two items are the two new pieces of knowledge and 
the two new skills learned in the training. These should be extracted from Handout #6 
(Idea Catcher) and other notes that participants have collected over the two days. On 
the remainder of the form, participants list actions that will be taken to use the 
knowledge and skills in the work place. For each item, participants list who, will do what, 
by when. Participants should not be limited by the numbers proposed by the training 
and should feel free to list additional items if they choose. Ask participants to individually 
complete their plans. 
 
Step 3: Sharing of Transfer of Learning Plans 
(3 minutes) 
 
When participants have completed their plans, conclude the activity by asking several 
volunteers to each, share an action they will take to transfer their learning. 
 
(If time permits, as an alternative, ask participants to discuss their plans in small groups 
of three to four participants each, or in pairs. If this is the case, the partner, or others in 
the small group, should be asked to contribute additional suggestions and 
improvements to assure the most effective application of the learning. The key points for 
small group members or partners to check include: (1) Check the steps to ensure all 
necessary actions are identified and that the steps are realistic. (2) Check timelines to 
be sure that they are reasonable and allow time for appropriate movement. (3) Check 
that all activities have someone identified as the anchor, responsible for carrying out 
that particular step in the plan.) 
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Section VIII: Evaluation and Closure 

 
Estimated Length of Time: 
10 minutes 
 
Quality Service Review Practice Performance Indicators 
None  
 
Performance Objectives: 
None 
 
Methods of Presentation: 
Individual activity 
 
Materials Needed: 

 Resource Center Evaluation Form 
 Handout #27: References 
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Section VIII: Evaluation and Closure  
 
Step 1: WIIFM Review 
(3 minutes) 
 
Review the What's In It For Me activity completed early in the training to highlight key 
learning points and determine if there are any remaining issues to address or refer to 
other modules of the Supervisor Training Series, other trainings, and/or other resources. 
 
Step 2: Evaluations 
(5 minutes) 
 
Distribute the evaluation form and ask participants to complete it. When complete, 
collect all evaluation forms for submission to the Regional Training Center. 
 
Step 3: References and Next Steps 
(2 minutes) 
 
Refer participants to Handout #27 (References) as a reference to participants. 
 
If appropriate, remind participants of the next session of the Supervisor Training Series. 
Close the training by offering specific compliments to the group for such things as their 
participation, attention, cooperation, etc. and wishes them well in the application of their 
new learning. 
 
 
 
 
 
 
 
 


