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                                                     Visit Scenario #4 (Service Failure)

C = Caregiver (Wife) Melinda Withers
M = Mother (Patient) Mel Withers
Diagnosis: 
Scenario Purpose: The Clinician has to deal with a service failure with a vocal Caregiver. 
Clean Behind the Scene

God Help Me/Tune-In

Driveway Manners

One Detail! (pick out a specific piece of information from the LAST person that visited to mention during your visit)

Vibrate On

Breath (Center Yourself)

“I Am a Teacher”

Everything I Need…

Entrance

C: Who is it! 
P: Who is it!

C: It’s the hospice person. (Yelling to the Patient, Mel)
Project Warmth

Perceive

Interaction (Optional)
C: Are you going to ask the same questions over and over again like the last person!

Presence
Interaction (Optional) 
C: You told us from the start of “the Experience” that you wouldn’t be like the hospital. That you had a “system” that made sure that small things as well as big things were considered…and that things wouldn’t fall through the cracks!

C: And the last person here, the Social Worker, didn’t seem to really know our situation. I thought that hospice was an interdisciplinary team thing? Or something like that…

Presence
P: Now Melinda, it isn’t that bad.

C: Yes it is Mel! They shouldn’t say something to folks that isn’t true. That’s a lie. It gets people’s hopes up… Didn’t they say we could stop using the service…I think we can, I think it’s called “revoke”….

Presence
Bag Mat

One Detail!

Sanitize

Eye-Level, Lean-In
Biggest Concern

C: My biggest concern right now is how can I count on you and your organization? 
P: My biggest concern is that we have peace. I don’t like Melinda being upset.

Zen Presence
Validate & Match
C: I think we are fairly forgiving people. I mean I was on the phone with my friends, asking their advice on this situation. Most of the 10 or so people I spoke with agreed that I have or had a right to be upset. 

Manage Expectations

Introducing Mr. Gates - Computer Introduced

C: I am glad to see it! I didn’t really understand it at first, why you stressed it, but I totally get it now. It really is how to act as an interdisciplinary team. When 4 of you come to visit with the computer and the 5th doesn’t, it is really upsetting. 
Hands On

Reconcile Meds

DMease - TEACHER: Alternate working as well as non-working DME as practical

Rock the Doc 

Med Refill and Thrill - TEACHER: Alternate empty, partial as well as a full supply of meds

Teach Rather Than Do
Teach Back (#1)
C: I don’t think I did that very well. 

Teach Back (#2)

C: OK! I think I can do that.

Crystal Ball

Verify Visit Frequency

Tell Me How Grim It Is

French Fries
I’ve watched what you’re doing and…

C: Thank you… 
You have everything you need…

C: I like that you have a check thing to make sure you’ve covered things. Mel, it’s a bit like the heating and air conditioning service! It feels good to know they were thorough. 
P: True my Love.
Number in View
Is there anything else I can help you with? TEACHER: Ask Student to explain EMDR or anything on the Hospice Menu.
C: How do I use the “Not Again” door hangers?  
Zen Presence

Validate & Match
Assure and Build Confidence

“This Survey Means a lot to Me…”

Express Gratitude for the Privilege to Serve! 
C: Got it. 

Exit

C: Bye

P: Bye TEACHER OPTION: Patient dies right at that moment.
I’ve Just Got to Get a Message to You…” 

Sync Device

Let Go
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Using a stereo speaker set, place the LEFT speaker next to the Caregiver and RIGHT speaker near the Patient (both manikins). All MVI Visit Scenarios use the same LEFT/RIGHT convention.   


Control the visit scenario with your iPad, iPod or MP3 player by simply using the PLAY and STOP/PAUSE button! There is a 1.75 second space between all voice segments. Press STOP or PAUSE to allow the Student (clinician) to respond after each dialogue section. Then press PLAY to resume the scenario!
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