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Creativity Exercise
PROCESS FOR RESOLVING PROBLEMS
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KEYS TO SUCCESS

1. Make Sure You Clearly Understand the Issue.

2. Make Sure You Understand the Client’s Expectations, and the Client Understands Your Role and Limitations.

3. Use All Tools Available to You in Your Research Process.

4. Learn Something from Your Research (whether new or a review).

5. Consider How this Issue Impacts Other Processes.

6. Make Sure the Resolution is a Resolution and not a Temporary Solution.

7.
Make Sure the Client is Satisfied and You Both Agree the Issue is Resolved.


WIC In-Basket Exercise

Please read each of the following situations and prioritize them according to which one you would handle first, second, and so on.  Be prepared to share your rationale for the prioritization order.

A. Maribel Vasquez called and left you a voicemail this morning asking you to please send another copy of the infant feeding guide the nutritionist gave her when she was in last week.  She wants it right away so she can start her three month old infant on solid food.

B. Jennifer, the WIC receptionist, needs to leave for a couple of hours today to take care of personal business.   You have agreed to cover for her during her absence.  Just after lunch, Jennifer leaves and the phone starts ringing off the hook.  You know you promised to help her out, but you are busy with Barbara, a new client.

C. Your coordinator just asked you for the weekly report, which you did not have time to do last Friday.  It’s very important that your coordinator receives the report so she can prepare her office report for the main office by noon today.  You know that compiling your report will take you at least a half hour or so.

D. Janelle Wood, a longtime WIC client, just came in without an appointment.  She is furious that the store would not accept her WIC checks.  She has run out of formula and the “first day to use” for her checks is a week away.  There are four clients and their children waiting in the waiting area.  

E. You are in the middle of meeting with a client, when your co-worker interrupts you and says that Leatrice Wilson is on the phone and demands to speak with a nutritionist.  When you get on the phone she indicates that the certification form you promised to send her has not arrived and her medical appointment is today.

F. Loretta, your supervisor, just asked you to pull a huge number of files in time for her Q/A chart audit next week.  She also wants you to review each chart to make sure everything is in order.  You know that this project will keep you very busy for at least a half day.

G. The phone is ringing and a client, who has been waiting almost 45 minutes, comes up to you and asks what’s going on.  She has to be home soon and wants to know when someone will see her.  You know that it is going to be probably another 20 minutes or so before the client will be seen because one of the nutrition aides is out sick.  You also know that a number of the phone calls today have been unpleasant ones, since a recent snowstorm resulted in the cancellation of many appointments.

INSIDE THE MAGIC KINGDOM

1. The competition is anyone the customer compares you with.

2. Pay fantastic attention to detail.

3. Everyone walks the talk.

4. Everything walks the talk.

5. Customers are best heard through many ears.

6. Reward, recognize, and celebrate.

7. Xvxryonx makxs a diffxrxncx.

EXCEEDING CLIENT EXPECTATIONS

SHAPING OUR BELIEFS

1. We are not born with our beliefs.  They are learned.
2.  Not all learned beliefs are healthy or useful.  Some may be harmful.
3. We can choose to replace harmful or useless beliefs.

4 Commonly Held Beliefs

1. I must always be right.  I should never be wrong.

2. Everybody ought to love/respect me.  No one should ever reject me.

3. I must always win.  If I lose, I am worthless.

4. No one should ever hurt me.  Other should take care of me.  

THE ABCDs OF BELIEFS

	Rose
	Harry
	Dennis

	A = activating event

(what you see) 
	snake
	snake
	snake

	B = belief

(what you think)
	snakes are interesting
	snakes are petrifying
	snakes are boring

	C = consequence

(what you feel)
	excited
	fearful
	calm

	D = do

(behavior)
	runs to the snake
	runs out the door
	stays in chair


BELIEFS WORKSHEET

	A:

	B:
	B:

	C:
	C:

	D:
	D:


SELF-TALK WORKSHEET

Describe something in your life – on the job or in your personal life – that upsets you and you want to change.

	Column 1
	Column 2

	A. Write negative self-talk
	A. Write alternative self-talk

	B. Write negative feelings
	B. Write how you want to feel


ALTERNATIVE SELF-TALK TO 4 COMMONLY HELD BELIEFS

1. Is being upset helping me?  Do I really want to be upset?

2. Well, I made a mistake.  I’m human and humans make mistakes.  What can I learn from this mistake so I can improve my performance?

3. I don’t like being wrong, but sometimes I am going to be.

4. It’s nice to have other people like me, but it’s not the end of the world if some don’t.

ALTERNATIVE SELF-TALK

“Other people make themselves upset, and I can’t control their feelings.  I can remain calm and use my skills to influence them even though they are upset.”

CONTROL

The Key to Personal Power:

I Feel the Way I Think.
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The Events of our Lives:





Play a part





Contribute 

Influence









But they do not: 








Make 








Cause


Our feelings or behavior.

� EMBED MS_ClipArt_Gallery  ���








PAGE  
11

_1022864799

