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The only reason | always try to meet and

know the parents better is because it helps

me to forgive their children.

~Louis Johannot

The Power of Home School

Partnerships

An Immigrant

A story of dysfunctional proportions

A story of ignorance
A story of blaming -

A story of modeling and inspiration

A story of hope
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Please place your phones on vibrate
p""“‘"'”""’ﬂnocmnmnma
fully participate in all of the pair sh
Please jot down specific questions or concams and leave them with
me during breaks
Feel free 10 offer heipful soluions or i
m"ymdmu\mph”
Please let me know if you will be leaving early

to the come together signal

Todays Agenda E e
school and family
Introducions Antacedent or prevention
Competing Pathways nci-b o
c*'F'mll Wmm&m Y

Setting Events for Parents Leaming
Coming %o Resolution
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Antacedents Profiles —Panel Discussion
or triggers for i o
c“m Needs CO and Adminisirtors
= & Distribution of C.D. Toolbox
during conflict




"If you hear that someone is speaking ill of
you, instead of trying to defend yourself you
should say: "He obviously does not know
me very well, since there are so many other
faults he could have mentioned"."

-

One out of six teachers nationwide
leaves the profession every year.
Parent management is the top reason
cited by almost half of those who
leave.

Harvard Graduale School of Education 2008




Without mentioning any names, choose a
partner from outside your school and
describe a home-school conflict that you
are having now, or have had in the past.
What made dealing with this parent so
difficult?

Three Leverage Points for
Transformation

o ' | )
Oppordunites Offered %0 ALL Famées

May not respond to traditional approaches
mnquln more support and change on our

Will need a significant itive relationship
at school 9 e

Will need another way to meet their needs
May be m':)sunt to strategies that promote
oolrabom n

Will test our ability to be professional and
collaborative.




BARRIERS
TWO GENERAL CATEGORIES

1. Structural
2. Psychological

"We are way more powerful when we
turn to each other and not on each
other, when we celebrate our diversity,
focus on our commonality, and
together tear down the mighty walls of
injustice.”

-= Cynthia McKinney
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An Initial Line of Inquiry

Slow Triggors Faat Triggers
(Sotting Events) | (Antecodents)

Slow Triggors Fast Triggers
{ ‘9 }| (Ante '
An ongoling
challenging




Slow Triggors Fast Triggers
(Sotting Events) | (Antecodents)
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Slow Triggors Faat Triggers
(Sotting Events) | (Antecodents)
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Through collaboration, for both parties to
have their needs at least partially
addressed through the process, in a
manner which optimally sends the student
a message of alliance.

Vitto, 2009

What often
happens..

An example of an adversarial
sequence of events




The Evolution of Adversarial
Relationships and Subversion

As aberrant behaviors begin to surface an
unhealthy communication paradigm
emerges

A phone call home, a detention slip, a
suspension

THE STAGE IS SET m

The Reaction Continuum

“My son wouldn’t do thatl!

“| will punish him.”
“ What do you expect me to do?”

“You guys are always kicking him outl!

At this point a shift begins and the parent and

school are at risk for developing an
adversarial relationship.

THE FIRST SIGNS

“ He says other kids were doing the same
thing and nothing happened to them”

The Downward Spiral

Without evidenced based decision making the

school continues to respond in the only way
they know how-punishment and exclusion.

Without proper supports, the parent becomes

trapped in a dilemma. Do | blame myself, my
child, or the school?

And a day comes when the parent begins to

blame the school, and the real damage

begins...




What Johnny Learns

Johnny is becoming increasingly dis-enfranchised with school

Johnny figures out that he if he tells his parents he was

ﬂldcadon singled out, overly arapeatady punished, then
spenanlswl begin to focus on the schoal rather than his

behaviors.

It becomes increasing probabile for Johnny to misrepresent

::esdnool.l—leeeeapeapuiahmﬁandwkesmefoamoﬂof
m.

By bl the schooal, the avoid blame, and are
relieved of the feeling of Y

The end result: a parent who rescues, defands, accuses a
child who has a escape card-any time he wants to use it.

Communication

Having students be the go between is ripe
with potential problems!!!!

If you promise not to believe everything
your child says happens at school, Ill

promise not to believe everything he says
happens at home. ~Anonymous Teacher




Don’t rely on a punishment at home for a behavior that
occurs at school.

When you meet have all the players in the same room.
Designate one communication point person.

Have an expected communication protocol that
minimizes misrepresentation.

Have the plan clearly stated.

Document, Document, Document!

Agree to advocate, agree fo disagree, buy never, never
In front of the child.

For the parent that doesn't follow through, focus on the

positives.

CONSEQUENCE STRATEGIES

BEST PRACTICE & EFFECTIVE

PRACTICES

Many of the conflicts persist when we continue to utilize
ineffective practices

It is much easier 1o make our case when we are dala

driven, focused on prevention, individualizing, and

utilizing best practice.
A Relationship Based on Trust

Trying to defend an ineffective one size fits

all approach is contrary to everything we
know about leaming.

FOUNDATION FOR TODAYS WORK

« THE COMPETING PATHWAYS FORM




How would you describe the nature of the
conflict with this parent?

Example:

The parent continuously defends the

child, the parent blames the school for

the child's behavior, the parent is

irrational, etc.

A deteriorating relationship that never had a chance of
starting off on the right foot.

A series of emotional meetings that seem to go no where.

A communication and trust breakdown that gets worse over
fime.

Al fimes it may feel like a game, a battle, or a challenge to

endure.

Two groups of e coming from two different directions
medg a child getting lost or harmed in the process

A conflict with a parent or parents who defend, accuse,
misrepresent, blame, judge, deny, yell, threatan, bully, etc.

Vignette- Pre-school Setting




Understanding Aggressive
Behaviors

Reactive Aggression
= Affective or expressive aggression
» Loss of control and emotional flooding
» Emotions are dominant
Proactive Aggression
= Instrumental or operant aggression
* Goal oriented
» Cognitions are dominant

“Confiict is constructive If it helps build
new insights and establishes new
patterns in a relationship.”

The hallmark of a destructive conflict is
a lack of flexibility in responding to
others.”

Steven A. Besde and others in inderpersonal communication; relating fo
odhers.




The Journey

“A truly compassionate attitude toward
others does not change even if they
behave negatively or hurt you.”" — Dalai
Lama XIV

mWhadamgamaMWMI\eymh

school and stll sees school as an adversary.

The parent has problems with authority figures.

The parent is being influenced by someone eise.

The parent only hears from the school when there Is bad news.
The parent sees ofher kids being treated diferently than their own

(e.9. MCC example)

mmnmlmmmmnuwmmmmmn

be blamed if he admils

ﬂupuwﬂdmnoﬂmdﬁnad»od
The parent is in denial about their child

The parent makes inaccurale assumption s about the school's
intent

IMPACTING VARIABLES

Passive aggressive

Easily Influenced by Others

Persecution Complex

Disgruntied Confidart

Bully or exaggerated sense of Entitiement
Social Maladjustment

Victim or Martyr Mertality

Borderine Personality

Poverty

Cognitively Impaired
The Parent is in Denial

Substance Abuse




What might challenging parents
say about the school’s behavior

They don't call me unless there is a problems (Lack of
communication)

The don't acknowledge my child's strengths

The are defensiveness and inflexible

The say one thing and do another.

They are unwillingness to admit mistakes and apologize

They are Disrespectful and Unprofessional (rudeness,
condescansion, lashing out, breaking confidentiality,
being asked for advice and It not being taken etc.)

The are punishing my child because of me

. PO How 10 Dl wid Farweds WG ww O < - e < Ml mas JT08

Times Have Changed

oo Hasrat

23

Nuciear family * Many different family configurations
* Questions suthority
* Params mistake
rescuing as love
* Want the best for children

Tarenting can go fromone Extreme to
Another




“You have to fight to get what you want.”

*The school doesn't think | know anything.”

*There are people at the school who don't like my child and
don't want him there.”

*The school doesn't understand my child like | do.”

*The school never listens to me or takes my suggestions.”
"Schoal is no different now than it was when | was a student
having problems there.”

"It's all about who you know. There is no equally when it
comes fo discipline.”

*The school blames me for all of Johnnie’s problems.”

A misperception is a mistaken belief, idea or
interpretation about something. When you think
someone has misrepresented you in a harmful
manner, you develop a negative perception
about that person or the place or position they
represent. Whether perceptions or accurate
may be irrelevant. For that person, they are
realll

Parent Talking About School
vignette




Wirite down a few of the setting events for
your most challenging parent.

This parent is in serious denial.

With this parent, we can't do anything right.

Their child has them buffaloed and consistently
misrepresents what happens at school.

There are no consequences or carmryover at home.

We have rules that apply to all kids. We do not
show favoritism. We follow the handbook.

The parent is always rescuing and defending him.
This parent will never changel!




Do you have a disgruntied parent or staff person who is

undermining the current home-school partnership by breaking

confidence or misrepresenting the school?

Do some educators, by the nature of their job, see the child in

a different context? (e.g., principal vs. consultant)

Do you have different people giving information to the parents

that is not complets or consistent?

Do different school staff see the situation differently ("We are
ng above and be for Johnny." * John really doesnt
jong at our y?

Do have a staff who in not bei B¢ in their
D you ’ person ng therapeu

DowuhmﬂaﬂmlmlmoademlymMngm
are NOT in agreement with aach other?
Whm*ﬂﬁﬂmﬂwhmww

Is the staff in questioned using a relationship driven approach?
Do have staff who refuses to make accommodaions, follow
Danavior pians, 6.7

Do you have a staff who speaks disrespectfully to the parent?

Poor or Inefficlent Communication Patterns between team
members (8.g., Teacher and Aid)

Unclear Role Responsiility
Holding on 1o Ineffective Practices

Other Setting Events for Staff

Is their a collective mentality developing in
the building? (e.g., the break room, the
hallway, the parking lot, teacher’s
meetings).

Do staff make assumptions about the
intentions of parents?

Is their a culture of intolerance or
acceptance? (example)




Staff have a limited time that they can meet.

Staff have not kept good documentation or data.
Staff have little experience with challenging parents.
The school doesn’t have a plan for meeting and
responding to the concerns of this parent.

Letfing the family-school history cloud objectivity
Unprofessional "talk® before and after meeting

The school hasn't clarified potential restrictive

consequences (restraint, management, police
involvement, elc.)

» Staff may report the situation differently to different
people. Why?

= [f a staff person isn’t using best praclice there will be other
people in the bullding who are aware of iL.

* If there are not clear expectations for staff behavior

* Does the squeaky wheel get the grease (the most
outspoken staff member?

» Staff belleve that they are right!

» Staff are unable to drop their ego.

Poor communication between team members.
m:ﬂviduala communicating with families without

Whatbhesb.ndentbemlngfmmﬁismgdngconﬂd’?

lsthdracolecﬁve tude developing in the building? (this
Idddrodm be here) e

m(s)meguxhgwmepmmbehmm

lsﬁremsmmﬂﬂemhdpyouobjscﬁudyavaluaﬁem
conflict? (e.?.. take a look at other schools to gain
perspective

Staff have never debriefed and become defensive when
feedback is given. (Why is this a problem?)
ﬂwsdrodhsehadlitleornowladudhhafanlymho




Staff Talking About Parents

Is there an elephant on the table?

If, so address it sooner, rather than later.

Write down the setting events you believe

are operating for staff.

Share a couple of these setting events with

your partner.




Antecedents or Triggers

What Reasons Cause Parents
to get Angry At Schools?

But, But It's
Not A Bad
Report Card.
Think Of it
As A
Wide Open
Road To
Improvement!

Communication and Parents

Failure to
communicate
has been
found
to be the #1
reason parents
get mad.

Mew York Smate Farerviad ormation & Resewrce Comer




Stress Model of Crisis

Crisis Cycle
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What is Anger? @

“Anger is an experience that
occurs when a goal, value, or
expectation that (parents or
teachers) have chosen has
been blocked or when (their)
sense of personal worth is
threatened.”

Judgmental comments in 8 nota or phone conversation.
Percaplion that theair child is getting mistreatad.

Not being given a chance 10 give their side of the slory.

Making decislons without their input.
Being told that their child mighl need a dilferent placament.

Being told their child Is falling.

Being told their child has lost school privileges.

Being told that the child has been restrained, managed or Isclated
without prior knowledge.

Being suspended for muliple days.

Leaks in confidentiality.
Inaccurate of lacking documentation of the event.

Being lold two different slories.

What are your triggers?




Write down a few of the antecedents for
your most challenging parent.

Recognizing Our Triggers
Being accused of mistreating a child
Being accused of lying
Being accused of not liking a child or playing favoriles.
Being accused of persecuting or harassing a child
Being biamed for a child's failure
Being yelled at, subjected o profanity, threatened or treated In a
mm.

wmmmmaanbtmNngM
Bei red o a leacher or school who “didn't have
DroDbme” With the shident

A parent who belleves the child’s rendition of the facts over yours.
Having to attend multiple mestings.

Teaching Staff talking about
Challenging Parents

vignette




Write down a few of the antecedents for
your staff.

The Problem Behavior or Challenge

The Problem Behavior

A discussion in which disagreement is expressed;

An oral disagreement; verbal opposition;

contention; altercation: a violent argument
an open clash between two opposing groups (or

individuals)

A state of disharmony between incompatible or

antithetical persons, ideas, or interests; a clash.




Competing Pathways

Objectively describe the conflict in the
“problem"” square

Place yourself in their shoes. How would
they describe the conflict you described in
your story?

The ego takes over and we become defensive
and entrenched.

No resolution is reached.

The student becomes further immersed in the
conflict cycle (due to passive aggressive
behavior)

The relationship is further damaged

Both sides become passive aggressive

One or both sides make assumptions about
intent




Possible Functions of Challenging
Behavior During a Conflict or Argument
(for both sides)

Escape/Avoidance

Attention/Status

Sensory-Power Control/Retaliation
Anger/Frustration

Operating on feelings instead of data

The perception | have of myself.

Know where your ego strength is identified
The collective ego (e.g., our depariment,
our teachers)

Winning, Retaliating, Controlling.

Letting go of the ego

Setting Event Strategies
Antecedent Strategies

Teaching Replacement Sirategies
Consequence Strategies

a. reward systems

b. reduction strategies




SETTING EVENT
STRATEGIES

Behavior Mantra:

“It is easier to prevent a behavior
from occurring than to deal with
it after it has happened.”

If you’ve told a child a thousand
times and she/he still doesn’t
understand, then it is not the
CHILD who is the slow learner!

Anonymous




Abandoning ineffective practices will
famili conflicts with challenging
es.

Data driven decision making

A Response to Intervention Approach
Contraindicated systemic approaches
The Lure of Exclusion

Developing a Culture of Prevention
Where does the leader stand?

A culture of respectl!

Twelve Preventative Practices for School
Administrators for Challenging Families

1. Make It clear to staff what you want to be Informed about and when.

2. Know who is communicating with parents- whan, why and whaere.

3. Make sure tsachers know what Is unacceptable behavior with students
and parentis-and even more Importantly, that guest teachers know as well {the
duct tape Incident), and assure that crisls plans are In place and understood,

4. Make a time to meet proactively with potentially challenging famiies

8. Get to know the child or the situation prior 1o talking with the family.

6. ¥ there Is disagreement about what Is going on In the classroom, cbserve first
hand.

7. Attampt to find out what stalf are communicating 1o cutside support parsonnel.

8. Assure that teachers understand rules about confidentialty.

8. Use | statements and stay In a non-defensive posture,

10 Be a proponent of evidenced based practicel!!

11.8¢ approachable. ¥ staff our intimidated by you they wont comae 10 you when they

12. B fully present at meetingsi!!

Evidence Based Practices in
Classroom Management

Maximize structure in your classroom.

teach, review, monitor, and reinforce a small
number of posmvoly stated expectations.

Actively engage students in obsarvable ways.

Establish a continuum of strategies to acknowle
appropriate behavior.

Establish a continuum of strategies to respond to
inappropriate behavior.

(Simorsen, Falrbanks, Briesch, Myers, & Sugal, 2011)




RTI- Are classroom response cost
systems contributing to defiance?

Response to Intervention

Are we using evidenced based classroom behavior
management systems at the universal level? Are
classroom response cost systems evidenced based? Is
there a balance, better yet, an overbalance of Positive
Incentives and Feedback for Desired Behavior?

When universal nces (e.g., Classroom
Response Cost System) are not.orwhonﬂuy
trigger ln?uubtlon of behavior, do we differentiate our

Are we over-relying on classroom response cost
systems to manage student behaviors?

Designing School-Wide Systems for Student
Success

Acsdemic Systems Behavioral Systems
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According to Research,
the LEAST EFFECTIVE responses to problem
behavior are:

» Counseling
 Psychotherapy
- puniShme nt [Oettivadhion. | 7 Lirry, 1087, Lipiay & Wison, 1960,

Todas & Goerra, 909

= Exclusion is the most common response for
conduct-disordered, juvenile delingquent, and
bahaviorally disordered youth wuwsswoes. wmbut it
is largely ineffective.




Why Then, Do We Educators, Resource
Officers, and Counselors Employ These
Procedures?

When WE experience aversive sltuations, we select
interventions that produce immediate (rather than
sustained) rellef. We tend to focus on our
concerns, not the student’s.

* Remove the student.
" Remove ourselves.
Modify the physical environmentL

Assign respons|bliity for change to student and/
or others.

For Challenging Families Repeated
Punishment and Exclusion Sets the
Stage for Conflict & Passive
Aggressive Behavior

Modeling disrespect in front of the child
Recruiting support from the
“disenfranchised”

Progressively undermining the school
Developing a adversarial posture
Distancing from the school community




ME CHANGE?!

THEY’RE

the problem.

(not me).

There will always be situations when it is
necessary to punish or exclude. However,
having a plan for connecting with the
student, building on his strengths, and
building his competencies by teaching
replacement skills and involving the family
in a positive manner, will have a diffusing
effect on challenges.

Responding to Challenging Families

Develop a Meeting Protocol with a Specific Agenda and
a facilitalor (e.g., Meeling Mechanics).

Develop a staff code of conduct related to discussions
about this family (break room, meetings, elc.).
Assign a person and process for communicating with
this parent.

Remind all staff about the importance of confidentiality.

Support staff in understanding that best practice may
involve them changing their approach to the child.




A dysfunctional meeting....

video

Setting Event Strategies for Staff and
Challenging Families

Provide structured opportunities for staff to vent and
axpress their concemns. Resolve dissension and
disagreament before the meeting.

Prepare for the meeting and rehearse responding to
potential threatening situations.

Always debrief after challenging meetings (e.g., what
went well, what didn't help, have a letting go exercise).
Agree on how documentation will be collected and
reported.

Develop a Culture of Prevention through

Debriefing, Data Driven Decision Making,

and a Focus on using Educational

A hes as the major treatment for
lenging Students and Families




Setting Event Strategies

-

Frame of Reference

"Seek first to understand... then to be
understood.”

Stephen Covey

“The more challenging the parents are, the
more their child needs educators to be the
voice of reason and to always model the
way a person should act.”

L
— .“




Research says...It Matters
Parents often form their opinions about the
quality of a whole school based on their
relationship with their child’s teacher.
Establish a positive relationship before the
problems begin.
Recognize Cultural Differences

Where trust is present, there is:

-less stress
-no feeling of manipulation
-easier to anticipate behavior

-more willingness to commit to goals

Obstacles to Trust

Preaching, Requesting and Demanding before
listening!

Assumptions (Walking in their shoes)

The AAPI and Parent Training

Being Out Numbered, Uncomfortable Location
A History of Betrayal: A broken spirit

Broken Promises

Separate Realties




Building Trust & Relationships

Discuss with a partner how you have built
trust with a challenging parent?

Connecting families with outside agencies (e.g.,
Family Resource Center, Community Mental
Health, Psychologists, Psychiatrists, etc. through
a "Wrap Around"” approach.

Bringing all the players to the table to collaborate
and coordinate supports.

Assuring that impoverished families have access
to supports for food, shelter, clothing and basic
needs.

Helping Families Impact their
Setting Events

Build a trusting relationship or positive
connection with someone at school

Listening, Listening, Listening
Acknowledging the grain of truth
Consider a communication person
Shared Blame

A focus of support

Influence




CONSIDERATIONS

How to decide on the The importance of

communication
person?

keeping a positive
connection at school
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Developing a Preventative Culture

Administrator sets the tone

The break room
The Hallway
Meijers

The Blamers

The Passive Aggressive




Developing a Meeting Format

Having a pre-planned format or protocol.

Have pre-established norms.

Setting a time frame for the meeting.

Keeping the conversation moving forward.

Establishing expectations for staff.

Discussing issues that may be raised.

(Example: Meeting Mechanics)

Process for Sol blems
MEETING

¢‘-

TG MIEIEANNS Masy
SUMMARY




The Challenging Meeting

What do you require from each
other in order to feel safe and
comfortable to fully participate
in this meeting?

Use welcoming body language

Greet the parents when they enter; smile,
welcome them. Take the high road.

Be aware of facial expressions - avoid looks
of anger, frustration, irritation, and
condescension, rolling eyes.

Avoid closed body language (no crossed
arms).

Eye contact
Try to sit next to them, not across from them.




Reading Body Language
Vignette

Key Principles for Resolving
Interpersonal Conflict

If you err, err in the direction of

empathy, warmth and being

connected with the parties (being

mulm) even if you mess up on
techniques.

Being on the same page before the
meeting

Having a clear understanding of roles
Develop and efficient system of meeting,
problem solving, communicating, and
monitoring

Working together toward a common goal
Having all the players in the room.




TEAM WORK

Change And Acceptance

ATTITUDE

The longer I live, the more I realize the impact of attitude on life.
The remarkabile thing is we have a choice every day regarding the
attitudes we
Will embrace for that day.

We cannot change the past...

We cannot change the fact that peopled act in a certain way.
The only thing we can do is play on the one thing we have, and
that is our attitude...

I am convinced that life is 10% what happens to me and 90%
how I react to Iit.

~Craries Swindoll

Take a few minutes with your partner and
discuss a few things you might do
differently in preparing staff and teams for
meetings with challenging parents.




Antecedent Strategies

1’"Os |
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Establish Norms

How the meeting will be conducted.
How ideas will be expressed.

How decisions will be made.

How people will be treated.

How much time will be allotted.

What will signal an end of the meeting.

if at all poasible, call or the follow , when are
mwdmduwhasam o rou
As a good scout always “be prepared” (do your homework)
Re-state limits - L.e. | only have ten minutes for this phone call,
Mlammbaetupamwmnwumeetm
you next T

Listen for the “question behind the question” and say, “1 think
you may be asking about “
Hmh\m&mmdwmmmywv‘befadnghamewng
or phone a strategy role-play
possible sitlua and create and carry a “iip sheet” to remind
you how to approach the situalion




In writing:
Proof read and have a colleague proof read — not just for
grammar and spelling but for tone
Consider all notes, on paper or via e-mall as professional
documents — use your alphabet soup after your name, use
letter head or official e-mall address
If you cannot respond fo a note or e-maill within one school
day then let the parent know when you will reply

Keep photocopies of written notes and print and save e-
mails in case you need them

Always start with a positive.

Honesty is always the best policy.

Avoid the temptation to downplay or lay
the behavior with the challenging parent Stick

to the facts)

Is it a skill deficit or performance deficit?

It may be helpful to have a designated
communication person for reporting problems.

It may be helpful to provide feedback in as a

summary instead of incident by incident.

Setting the Scene

When in person

Shake hands and be welcoming
Snacks and drinks are never a bad idea

Sit "eye 1o eye and knee 1o knee"
*« Stay at eye level, not above or below the other person

(have enough big people chairs avallable)

« Sit face to face, don't hide behind your desk

In group sallings be aware of seating patterns avoid "us vs. them®

Introduce everyone

Sel a time limit and stick lo it

Be prepared, use data
Take notes, use quoles

Consider having a witness or someona on call 1o mediate




Antecedent or Prevention Strategies
Educators

What about these....

*She never does that at home."”

*That is great! What do you do? Maybe we could fry it at school?
Do you have some ideas we could try?*

“My chitd would never do that.”
"1 was surprised too. It is disappointing when he
has been working so hard.”

(Have documentation in hand)

WHAT CAN I DO TO GET THAT KIND
OF REACTION AGAIN?

&

Prepare for the meeting!!!!

Review data and documentation?
Resolve disagreement among the team?
What has caused the conflict?

Is their some substance to the complaint?
Is their shared contribution?

Is the outcome a “done deal?

Outline the agenda of the meeting!




Take a few minutes with your partner and
discuss a few things you might do
differently prior and during meetings with

challenging parents.

Replacement Strategies

* The Learning Conversation

* A Productive Meeting

* A Workable Relationship

Sie &

Raplacament Skils

43
The essence of principled negotiation is to separate the
person from the problem, to focus on interests and not on

positions, to invent options for mutual gain, and to insist

on objective criteria — some external standard or principle
that both parties can buy into.”

Stephen Covey, author of

The 7 Habits of Highly Effective People.




The Basic Assumption

All behavior (including positional
behavior) is ultimately positively
intended, and directed at fulfiling some
need.

Listen First, Persuade Later

If there's a common thread that runs through dispute
resolution, it is this:
» Listen carefully before you fry to convince others. You can't
change someone's mind until you know how it works.
* Until you go a step further and acknowledge their concems,
people will tune you out, no matter how good your
arguments or how well you state them.

%,

A, 42
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The Rule!

On every issue that stirs strong feelings, the majority of
people invariably bring with them a pet theory or
preoccupation...If you address this preoccupation,
they will listen to what you have to say. If you do not
address it, they will not listen. It's almost as if people
have gmnsoobsessedmthmetrowntheones
bursting within them that they cannot pay attention

until these have been addressed
The Rule

Listen and acknowledge before you persuade.




How to Handle Angry Parents
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Difficult Conversations
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Difficult Conversations Make Communicating,

Problem Solving, Listening and Learning Harder

[ don't want to deal with this person!

How will you retaliate?

"::“ I'm angry!

with this.

g 1M 0w care*

A

I'm missing vital information!

You are wrong!

ch8
P TS — DICUR Conversytions: Awareress

Do Groe

The Internal Voice and the G A P
Between Our Words and Our Thoughts

- _your MINDI? GREAT IDEA
. That will never -<I oSS!
work! J

-~ —___ _Aﬂr o
el ~
{3 -

DTACUR Conversytions: Awyreress

Mindthe G A P
In General, Gap Size = Conversation Difficulty

~ I hate A

ch 8
DA — DTNCUR Conversytions: Awareress




The Structure of Difficult Conversations
These conversat'ons typicatly ask & arswer J sets of (unheiphul) questions
1, Facts
* Who's right?
© Who's to blame?
*  ‘Wnat's motivatirg them?

2. Feelings
*  Mow do | avoid or vent the strong ‘eelirgs I/they are
experiencing!

3, identity

* What might this conversation sy about me as a colleague,
leader, team member, professionsl, friendg?

[ — DTNCUR Conversytions: Awareress

In Difficult Conversations, We Tend to Frame
the Operative Question as “Who is Right?”

S~ .
- v

‘ I'm right. ’ A Noyou're )
. not! N J

- Y e N ) -

Difficuk Conversations are nat
about the “Facts™..

-

/ . ; ) Doy Corversations are
- . about differences In Mow we we
J \ and manage the “Facts™

[NA

Difficult Conversations




A difficult conversation is anything
You find hard to talk about.

« While no amount of preparation can
guarantee that the conversation will
go smoothly or that you will get what
you want, most people we work with
report that thinking about these
matters in advance helps them
decide whether to have the
conversation

* And if a conversation has already
gone badly, you can use this
worksheet to help you think
through what you might try
differently next time.




4. CHOOSING MY PURPOSES

My purposes for having a conversation. Make a list of
those things you'd like to get out of the conversation. In
doing so, consider three purposes that are helpful for
almost all difficult conversations:

Learning: Listen first 1o understand, then to be understood. You
nlmoest never know everything you need to know about the
situation. Seek out the pleces of the puzzie you aon't Nave

alleled expert on you. So, speak for
wing the problem. Consider

CUF perspective, inlerests

Expression: You are an unp
yourself and how you nre exper
sHAarn

feehings, and requests

Problem-Solving: You take the Jead, Onos you have listened to
their views and expressad vour own, then you should proceed to
problem solving. Ask: "Can we find 3

way to move forward that works for both of us™

Difficult Conversations

There are three parts to a difficult
conversation
1. What happened?
2. How am | feeling?
3. How does this impact my identity?

Difficult Conversations can be divided
into two main categories

A. “Shift to a Learning Stance”

B. “Create a Leaming Conversation.”
The first is largely analytical, and the
second is largely prescriptive.




Creating a Safe Space
for Conﬂict,Man:!gment
(Demaan Parry in Warrioes of the Hehrt)

STOP assuming that your truth
is THE truth. What is true for
you is not necessarily true for
another.

1. The “What happened?”
Conversation

Stop arguing about who's right: explore each
other’s stories

Why we argue, and why it doesn’t help
* We think they are the problem
* They think we are the problem
* We each make sense in our story of what
happened
Arguing blocks us from exploring each other’s
stories

What Happened?

Stone,Patton and Heen suggest that in the
“what happened?” conversation
discussants should explore contribution, a
concept they see as distinct from fault.

The authors suggest that, rather than
focusing on who is to blame, each
participant should ask how she or he
contributed to the predicament




What happened scenario?

For example, a father who

is too busy at work to attend his child’s basketball
?ame doesn't intend to hurt his child but when the
ather fails to attend the game, the child may feel
rejected

In the “what happened?” conversation about this
situation, it may be vital to recognize that the
impact of the father's nonattendance was to make
the child feel rejected and also to recognize that
this impact was not the father’s intent.

The second sat of mistakes concemns understanding the parties”
Intentions.

People tand o assume thal thay know whal the other's intentions
are. However, our baliefs about another's intaniions are ofien

wrong. We base our on our own fealings; if | feel hurt
then you must have maant 10 be hurtful

We also tend think the worst of others, and the best of curselves.

Another mistake is 10 assume hat onca we explain that our
intentions were benign, the other party has no reason 1o feel hurt.

To avoid the firs! mistaks, mus! avoid making the leap from
Impact to intent. Ask the what their imtent was. Remain open-
minded aboul you own intérpretation of their intent.

Arguing Without Understanding is
Unpersuasive

Why we each see the world differently
Different Information

* We notice different things

* We each know ourselves better than anyone else can
Different Interpretations

» We are Influenced by past experiences

* We apply different implicit rules
Our conclusions reflect self-interest

* Move from certainty to curlosity (are we In the infent

to learn)
» Curlosity: the way Into their story




Distinguish Blame from Contribution

Abandon blame: map the contribution
systems

Blame is about judging, and looks
backward

Contribution is about understanding,
and looks forward

Contribution Is joint and Iinteractive

How could we make this situalion worse?

Avoiding the first mistake

Disentangle impact and intent
Hold your view as a hypothesis

Share the impact on you: inquire about
their intentions

Don't pretend you don't have a
hypothesis
Some defensiveness in inevitable

Avoiding the second mistake

Listen for feelings, and reflect on your
intentions

Listen past the accusations for the
feelings

Be open to reflecting on the complexity
of your intentions




Feelings matter: they are of the at the heart of
difficult conversations

Have your feelings (or they will have you)

We try to frame feelings out of the problem
Unexpressed feelings can leak Into the conversation
Unexpressed feelings can burst into the conversation
Unexpressed feelings make It difficuilt to listen

Unexpressed feelings take a toll on our seif-esteem and
relationships

3. Impact on Identity

Three core identities threatened by
difficult conversations

Am | competent?
Am | a good person?
Am | worthy of love?

Identity

Three things to accept about yourself
You will make mistakes
Your intentions are complex
You have contributed to the problem




A third critical factor in many
difficult conversations is “identity.”

A worker who defines hersalf as unworthy of being
treated well will be unable to ask for a raise.

A mother who defines herself as a poor communicator
may find the prospect of talking with her adolescent
daughter about sax quite daunting

A parent who sees themsalves as an inadequate parent
may became angry when her child gets in trouble at

A teacher who sees themsalves as a model of fairness
may become defensive when accused of showing
favoritism

The Ego

If you feel the need to defend or accuse, if
you feel superior or inferior, if you feel that
your way is the only right way- these all
represent your ego talking.

Be aware of your ego and how it may
cloud your ability to listen and respond

“if you want to reach a state of bliss, then go beyond your ego
and the internal dislogue. Make a decision to relinquish the need
to control, the need to be approved, and the need to judge. Those
are the three things the ego is doing all the fime. I's very
Important to be aware of them every time they come up.”

Despak Chopra guotes (Indian Physician)

* Protecting owr Ego Is an unconscious drive. When cur ego Is
threatened, we may become defensive, and Qo on the allack mode.
We need to be consdous of cur ego and how & Is identfied.”




The Harvard Group recommends mmatmg the
conversation from the “third story”—how a
neutral outsider would understand the situation.

Oftan people begin difficult conversations from within
their own story (“Your son is being disrespectful and
disruptive, which is not fair to the other students) or
within the other party’s story (*| know that you feel that
we don't provide your son with the support he needs.”)
"My son has been going through a bad time since the
divorca. He is s0 angry at me.” Getting him to go to
school has been a battle.”

How would an outsider or neutral party
describe what is going on in your conflict??

How do I begin?

A”’W""“'m 8 fow conversation
wmmhmmmm'ulwwhdpmmm

ml_moum with you, but first I'd lee 10 get your point of

"1 noad your help with what just happened. Do you have a fow minetes 1 talk?™

b | talk R L]
mn:‘d&mmWCrn abost & (scon)?* If ey say, “Sere, It
*1 think we have different perceptions about _I'd ko to
hear your hinking on this.*

mn:bum - 1 think we may have diferoat ideas on

'I'dlhtouolwu wlww
about s and share my

m:mwhmmm




THE “AND” STANCE

Once you have found the courage to speak, start by saying
explicitly what is most important to you. Do not use hints or
leading questions. Use the "And Stance” fo convey complex
feelings and views.

Do not present your views as if they were the one-and-only
truth. Avoid exaggerations such as "You always,” or “You
never.” Share the information, reasoning and experience
behind your views.

Help the other person to understand you by having them
paraphrase, oraaldnghouheyseeltﬂfemnﬂy

deacribe three unilstersl for the corvenation
rﬂn powertal technigues for keeping on
1. Thae first sechmique is reframing. “Reframing means taking the essence of what the
person says and transisting ¥ into concepts that are more helphul-apeciically
concapts from the Thres Convernsations framework.*
For examgle, blame staterments should be reframed in serms of commugons.

2. Ustening is a powarfud t00l. The “the single mast imporiast rnde about managing the
Ineraction is this yOu an't MOve The COTversaton i a more sosiive drecton undil
the other parsons fesls heard aad usdersiood *

3 When In doubdt about how o procesd, lsten. The thind technique is namiag the
Omanvic,

When the other party persistestly puts the cosversation off track, Sor Instance by
M«mmmmmmnmu-mm

| want to make sure | understand your
perspective. You obviously feel very
strongly about it. I'd also like to share my
perspective on the situation”




A Difficult Conversation
Worksheet

Prepare by Walking Through the Three Conversations
1. Step One
« Where does your story come from?
(information, past experiences, rules)

« What impact has the situation had on
you?

What might their intentions have been?

« What have you contributed to the
problem?

A Difficult Conversation
Worksheet

2. Understanding Emotions

*Explore your emotional footprints, and the
bundle of emotions you should experience

3. Ground your Identity
*What's at stake for you about you?

*What do you need to accept to be better
grounded?

A Difficult Conversation
Worksheet

Slep 2: Check your purposes and design whether o raise
* Purposes:
What do you hope to accomplish by
having this conversation
Shift your stance to support learning,
sharing, and problem solving
« Deciding:
Is this the best way to address the issue
and achieve your purpose? (e.g., home visit)
What are the risks of raising the issue?




A Difficult Conversation
Worksheet

1.Describe the problem as the difference
between your stories. Include both
viewpoints as a legitimate part of the story.

2. Share your purposes

3. Invite them to join you as a partnerin
sorting out the situation together

A Difficult Conversation
Worksheet

« Listen to understand their perspective on
what happened. Ask questions. Acknowledge
the feelings behind the arguments and
accusations. Paraphrase.

Try to unravel how you arrive at this place.

« Share your own viewpoint. Your past
experience, intentions, feelings
* Reframe, Reframe, Reframe to keep on

track. From truth to perceptions, blame to
contribution, accusations to feelings

A Difficult Conversation
Worksheet

* Invent Options that meet each side's most
important concerns and interests

» Look to standards for what should
happen. Keep in mind a standard of
mutual caring:

» Talk about how to keep communication
open as you go forward




Denial:

Don't argue or fry to prove them wrong!

It is only through establishing trust and convincing
the parents that you do have the interest of their
child at heart that a door or window may open and
acceptance will take the place of denial.

Be patient and supportive. Ultimately, it is your
continued support and caring even in the face of

disagreement that will help bring the parent closer
to accepting “what is.”

When you’re stuck

Focus on common interests

Finding the Interests

Question, question, question...

"What makes that solution so important for you?"

"What would you accomplish in getting
what you want?"

"What if that did/didn't happen?”

“How will you be affected by...?"

“Imagine that you got ; what
would be taken care of?”




Finding the Interests

What need is the person taking this position
attempting to satisfy?

What is motivating the person?

What is the person trying to accomplish?
What is the person afraid will happen if a
demand is not fulfilled?

What is an “Interest”?

An interest is usually related to the core of an individual's
personal well-being or an organization's purpose. Interests,
may fall in the following categories:

Gorcoms

Sossions

Beliefs
ears Values

Interest-Based Negotiation

Process used to resolve disputes
by identifying and satisfying the
underlying needs of all the
parties involved.




mmuamma? nd on two things: how anaand
mh\g)ulmmmcemuyoumy

energy - yours and thelrs - and direct it
Mdsamnmd
Know and retumn o your purpose at difficult moments.

Don't take verbal attacks personally. Help your opponent/pantner
come back 1o canter.

Don't assume they can see things from your point of view.
Practice the conversation with a friend before holding the real one

the conversalion. See various bilities and
hmﬁwghemvﬁsom the oulcome

you're hoping for.

Replacement Skills Pair Share

What steps do you feel could be made to
get your staff involved in learning
conversations?

Consequence Strategies
Responding to Challenging




CONSEQUENCE STRATEGIES
FOR FAMILY

Establish a collaborative plan placed on the
function of CHILD'S behavior

Agree on Action Plan (i.e., who will do
what, when. and where)

How will plan be evaluated?

How will progress be communicated?
Who is the communication person?

WHEN THINGS ARE
FALLING APART....




Certain Res

Have a gﬁ Risk of...
Derailing the conversation
Taking the focus off the other

Blocking the other from finding a solution
Lowering the other’s self-esteem

Distancing your self from the other
Diminishing the other's motivation

High Risk Responses

Sending Soluti Evaluating Withdrawing
Ordering Judging Reassuring

Threatening P "

& Diagnosing
Mor.al.lzmg Name-Calling
Advising

Logically Arguing

Questioning

Takes the focus off the other person

Ending an Unproductive

Conversation

Know when to cut your losses, perha
find out more the situaion and

talk (or meet) next week.

inal c, "l hear that have
memmwabout.luyiu:oluwm

and could the rest of concams in
R T Y1 ool ety




Consensus
B E'vu mbmwﬁmwﬁd&nmﬁnb

Compromlse
» Both or all parties mdhlmdwbﬂ
the problem is and tohnndo

B mmmmmdmmmmh

Confrontatlon-CapltuIatlon
= I parties cannot agree on what the problem is, how o 80
it or both and mm:aompWInond
is confrontation, or both.

* This Iudtplm-m class assignment change,
legal or further administrative involvement

Basic calming techniques

Deep breathing encourages others to
pattern your breathing - calms you and
others

Think of a Happy Place (what you will
do when you get home)

Use a quieter, inside voice




Knowledge of
precipitating factors will

Understand that:

We are not always the cause of angry or
resistant behavior from parents.

Parents can be angry for many reasons; only
some may be related to or caused by the

school or teachers.
Avoid becoming a precipitating factor.

If you are not able to rationally detach from a

potential crisis situation, you become a part of

the problem.

Adaptive distancing or

rational detachment

This is the ability to stay in control of one’s

own behavior and not take the angry behavior
of others personally.

You may not be able to control angry

individuals, but you can control your own
response to the behaviors that result.

Maintain a professional attitude so that you

can stay in control.

Don’t become burned out by angry or
unreasonable parents.

Always model respect

,,-
Stay calm @’,
Speak respectfully

Use the lowest volume of
voice as possible

Use a neutral tone of voice

Show limited emotion




De-escalate cont.

Review ground rules ‘ g
If participants are beginning to ~
become angry or upset take the cue
to review the ground rules.

“Let’s take a moment to review the
meeting ground rules.”

“We've had a spirited discussion. So
everyone feels they can contribute,
let’s review the ground rules.”

De-escalate cont.

Keep Your Emotions Under Control
Avoid responding to baiting comments or
accusations.
If you lose control the other person takes it.
Don’t become defensive about questions
(assume question is to get information).

Take deep rhythmic breaths.

De-escalate cont.

Take a Break
“We have been discussing these issues for
quite a while; let’s take a 10-minute break and
we will reconvene.”

A break is also useful if parent is becoming
emotional (crying).




Use De-escalation
Phrases

Confrontational language

Confrontational language has the following characteristics
or sends the message that: you are absolutely certain you
are right; you are unwilling to consider the other person's
position; it challenges the other person to back up what
they say; has a harsh, confrontational tone; and tends to
blame the other person.

Cooperative language
Cooperative language sends different messages: messages
such as: you are willing to consider other person’s
position; you recognize you COULD be wrong; it invites the
person to discuss rather than challenges; has a milder,
CO%W tone; leaves room for choice; tends to blame
no a

Parent says they did not get
notice of a meeting:

Confrontational language:

That's impossible. We always send out this
info?rmation to all parents. Did you throw it
out

Cooperative language:
it's odd you didn’t receive the information. We
usually send out this information to parents.
Perhaps it's just gotten lost somewhere. I'll
send another copy.

Use of “we”

Replacing the words “you” or “I" with WE can
give the impression you are on the same side
as the parent. It suggests cooperation.

Be careful not to overuse “We" in a
conversation.

“Well, Sir, we need to sign our children’s report
cards and send them back.” This sounds

patronizing, and sounds like we are speaking
to a child.




Instead say,

“There seems to be a problem with getting
these report cards signed. Perhaps we can
work together to figure out how to get this
done. What do you think?"

Other examples include “I guess we better take
a look at that." “Let’s see what we can do
about that.”

Use the “Please don’t talk to
me that way” intervention

Useful for the person who is using profanity,
insults, or aggressive nasty language that is
directed at you or another team member.

“Mrs. Smith, please don't talk to me like that. |
will never speak to you like that, and | will
n:ver speak to your son (or daughter) like
that.”

Sometimes people need to vent and it can be

"

End the meeting if
necessary

We will need to reschedule the meeting at another time.

Ending the mee can give the critical message: What are
dolnﬁg‘qsn't golnl;:% v.voflil with me. | will not begbullied. 43y
suckered into stupid arguments, insulted or give you the
satisfaction of reacting to the abuse.

Aggressive, abusive and manipulative people look for victims
they can control, using a variety of confrontation-provoking
behaviors.

Once aggressive people realize that they aren't going to be

able to control you (make you angry or upset), they are less
likely to use this behavior in an attempt to get their way.




Teachers and Administrators

The best way to have the last word is to
apologize. Apologizing is one of the best

ways to diffuse a situation.

You do not need to assume responsibility for
the situation (if you truly are not responsible)

*| am sorry that happened.”

THE TOP TEN THINGS

NOT TO SAY TO APARENT

The Top 10 Things not to

Say to a Parent

10. When Id‘mt sick of him/when he's making me
crazy/when | can't handle him anymore, | ....

. We need to give him an EA on his IEP for EBD

support at RRN.
. That's not my job.

. If they don’t qualify for special education, there is

nothing | can do.
. We don't have the resources to do that (money,

staff, etc.).




The Top 10 Things not to
Say to a Parent

5. He/she is doing this because...
¢ he doesn’t like math
¢ he doesn’t like me
« he wants attention, etc.

4. I'm here to teach, not babysit.

3. Everyone is treated the same in my
classroom.

2. | have 30 students in my class, | have to
teach to the middle.

’.

So how did it go?
The art of debriefing

CONSEQUENCE STRATEGIES
FOR STAFF
Debrief the meeting
How did we do with listening?
How would we describe their story?
What would describe our impact?
What are common interests?
Where do we go from here?




What steps do you feel could be made
to get your staff to debrief, problem
solve, and plan for subsequent
challenging meetings, and/or move
forward with less difficulty?

Strategies for Types of Challenging
Parents

Strategies for Four Common Types

of Difficult People

OPENLY AGGRESSIVE PEOPLE:

* Stand up to them, but don't fight.

» They will expect you to either run away from them or
react with rage. Your goal is simply to assertively

express your own views, not try fo win a battle of right

Or wrong.
* First, wait for the person to run out of steam.

* Then call the person by name and assert your own

opinions with confidence.




Four Common Types

SNIPERS:

* Snipers are experts at taking potshots in subtie
ways, such as humorous putdowns, sarcasm,
disapproving looks and innuendoes.

* You may feel uncomfortable replying to them
because you don’t ke confrontation.

* Respond to a sniper with a question. “That sounds
ke you're making fun of me. Are you?* A sniper
usually replies with denial. *I'm only joking."

* This will reducs the chance for similar attacks in the
future.

Four Common Types

COMPLAINERS:

* These are fearful people who have little faith in
themselves and others because they believe in a
hostile world.

» Their constant discouragement and complaining
can bring everyone to despair.

* Don't try to argue these difficult people out of
their negativity.

» Instead, respond with your own opéimistic
expectations.

Four Common Types

SILENT PEOPLE:

* People who ignare you, give you sullen looks and
respond to every question with silence are difficult
because they're fimid.

* Ask them questions that cannot be answered with just a
yes/no, such as “Tell me your concems.”

* Then walt at least one full minute before you say
anything. The long silence may make them
uncomfortable enough to say something. If they do start
talking, listen carefully.




Difficult Behavior and Challenging
Positions
Some Types of Difficult Behavior
* Complaining and Negalivism
» Bullying
* The Silent Treatment
» Knowing It All
» Passive-Aggressive
Difficult Parent Positions
* Clingy Parents
* The no show
» Activism without cause
* What else in your experience?

Complaining and Negativism

Mootdn
MMMM idea and view sverything through &

B nm mmmmwummwb
| or Is present
* May constantly complain about you or the school system

* Will seem to only want to complain with no interest In solutions
» May have a bark that s worse than the bite

mmm«mmmm
* May have no sense of power or no desire for power - may actual

be very
WNNOMMMNMW

Complaining and Negativity

Wiat 1o do
Ulston first, finct flad together If you can
. MM.WMmhmm“wmmnm

© Stay poskive, Dut realietic - o't make promises

* Tum negative questions over 10 hie antire growp

«  Btick to the facts, don't offer opinioss ¥ posalble

*  Give tham *How do want us to soive this? (sspecially i are

*  lnslst on & probilem solving spproach

© Try Mad a sohtion withoet acceping o placing blame

. ”lﬂd“'ﬂ“lﬂmmwﬂh-mmhwﬁ

fot sl the cther m recess and she had

w‘"”mgnu'\mm wark If she




Bullying

He or she
* May balleve that ho or she always right, no mattor what.
. domean $ose who with him or her, sometimes
May \ d=agroe or obviowsly,

* May insists on getting his Or hor own wary.

Wiy he or she acts Bke hat

* Need 1o prove him or harsell, may come from low self-astoem
* Dislite of wesknoss

* Sense of entlemant

Bullying (Continued)

What io do
*  You may feel persorally andior professionally attacked — don't take It personally
+« Do not eagage in argument because the Bully will win, he or she has mere
practics

¢ Address them by rame

Assoriivaly expross your opion without negating his or har opision ¥ possibie
»  Some experts suggest intemupting rants with a distraction
+ Be ready 1o make friendly overtures I you gain his or her respect

Exampie: “Johnny WILL teing his MP3 player 10 ciassl &t halps him leami™

The Silent Treatment

He or she may act
» Shent

© Passive-Aggressive

* ApatheSic

* Not follow through

Why Is he or she behaves like that

. mﬂhmmwwb«.mw”m motko

What to do
« Ask open ended questions
* Maks silence your friend and use a friendly, anticipating gaze during the

*  Aveid power struggles
. mmmmmmwmmmdu

“Do have questions about the IEP Mra. Jones?" No reply. *is
myy,:uu-ould us 10 add, Mrs. Jores?" "I guess noL™ She says.




Knowing It All

How he or she behaves

- parents are exparts. Not on their own child, but also on everything
~anmw and beyond.

* They may seem condescending and amogant

Why he or she acts B hat
* They belleve knowledge s power and feel more secere whan they are “In the

* May ke 10 show ofiike attention
* They fear deing wrong or out-af-control

Know it All

What to do

* Be ready, know your facts, do not try to “fake I

» Build off of the knowledge they espouss

» Praise their knowledge and hard work leaming the
information, that may be all they need to calm down

» Present altamative views without talling them they are wrong
only as a additional source of information

* Respect their opinions and listan empathetically

* if you need to correct their informalion consider doing It
through firm questioning

Parents with Mental Illness

Approximalely 1 in 4 Americans will suffer from some form of
mental iliness at some point in their e

Most of tis 25% of adults will have mild or short lived iliness

A smaller rumber may have ferm or more serious mental
liness requiring more intensive

Any level of mental iliness can impair abillty to parent, but with
proper support and Infervention parents with mental lliness can do
an excalient job

A parent with untreated or acive mental liness may be
inconsistant, have mood swings, be unable 1o participate in their
chikl's educaion or have other symptoms
The same advice applies 10 situations that require working with a
who has mental iliness (foliow the goiden rule, be respectiul,
n, be empathic, set Imits, eic.)




Passive-Aggressive

How he or she may act
Sarcastic, jokes at others expense
Potshots and Indirect criticlsm
Criticism by comparison
Does not follow through with commitments

Why he or she behaves that way
Afrald of direct conflict

Not empowered to share opinlons in another way
Depressed, ilow-self eatsem and dossn't know another way 10 |

What to do

Keep bring discussion back to issues instead of personalities
Refuse to allow sarcasm by kindly asking it be discontinued

The Clinger

Views child as delicate or in need of constant assistance
Hoovers around and dings to the child

Does not want the child to take risks or face challenges
The child is a primary source of their self worth

Attempt to ally fears with information and examples —
show them what the child can do

The Clinger (Continued)

Be ersonal and caring, but a role model of

co nce in yourself and the child

Try to avoid allowing them to over-engage or

redirect attempts to control you or the child b
givingomerassignmentsifmyinsiston %

volunteering

Example: “Robbie (age nine) cannot do all of the
work It(

assign. It will take him too long and he
needsy?i:\etorelaxandjustbealdd. Hg'sjusta

little boy. You need to give him less work.”




The Activist

Favorite statement is, “That's not fair."

Insists you, the school, the district, the American
education system and possible the entire world
is unjust towards his or her child.

May like to bring up lawyers.
Example “Sarah is allergic to bees, she cannot
go on a trip to that farm! If she can't go
the whole class shouldn't go! She will feel
Ieﬂ out and it isn't fairl”

The No Show

The no show — this child’s parents think he or she has
better things to do than school. Things like sleeping in,
going shopping, going on a trip and sometimes even
actually important things like the dentist, orthodontist or
allergy shots. The parent insists you maks allowances
because it is no the child’s decision, even if the child is i
high schoal.

Example: “lIt is hard for Melissa to wake up in the
morming, Idm‘tseevmyywhmtobesohardmher
for being 30 or 45 minutses late.

Example: *We are going on vacation in two weeks. Itis
cheaper to fly in March, you know. | need you top make §
packet of Jim's work for him so he won't get behind.”

Cultural Competence




Cultural Competence and Diversity

Some individuals do not welcome
involvement of government

Some cultures defer to professionals
Families might not understand mainstream
Westem beliefs about "parent-educator
partnerships.”

Cultural Competence and Diversity

Understand the role of age, gender and
other individual differences that affect or

define status, relationships and socially
acceptable behavior

Provide ongoing training and support for all
mediators in diversity, cultural competence,
flexibility

Cultural Competence and Diversity

Ensure that interpreter training includes the
critical element of translating in a neutral
manner

Provide interpreters a dictionary of disability
and dispute resolution terms.

Modify materials and processes to respond
to individual circumstances




Cultural Competence and Diversity

Determine what method of communication
(e.g., in-person, face-to-face, etc.) is most
appropriate

Be aware of personal biases and
assumptions based on how a person
dresses, speaks, acts, efc

Insist that mediators have no perceived
and/or real conflicts of interest

Cultural Competence and Diversity

Recognize that many people do not
communicate in a linear fashion nor "stick
to the subject at hand.”

Avoid language or assumptions that
perpetuate stereotypes.

Engage community leaders and cultural
liaisons in outreach and model definition

Cultural Competence and Diversity

Arrange the room and seat the participants
in 2a manner appropriate to the participants
and their relationships.

Permit joint and individual meetings as
appropriate for saving face, venting,
consultation with advisors




Cultural Awareness

“Most teachers, a largely white middle-class
population, complete their education

unprepared to communicate with parents
or understand and empathize with children

from families that are different from their
own.”

Cultural Awareness
Vignette

The Research on Parent and Teacher




What do you think?

Williams (1992) found:
86.8 % of teachers
believed they needed
parent-involvement
training
92.1 % of principals

believed they needed ( )
parent-involvement

training

What do you think?

Harris & Associates
(1987) found:
75 % of the teachers
wanted parent
involvement
74 % of the parents
said they wanted to be
involved

Teacher-Parent Relationships

Metlife Survey of the American Teacher:
An Examination of School Leadership
(2005)
= 9 of 10 new teachers say it is “very important
to work with parents when educating their
children...
* 1 of 4 teachers finds working with parents
“very satisfying
= 7 of 10 parents see their child’s teachers as
“adversaries”




Teachers

Your communication style influences
parents’ ability and eagemness to be
involved. Giving first hand information helps
stifle the school-community grapevine

Understanding Parents of Children
with Disabilities

What parents want the teachers to know:

My child is a person
You set the stage for how others will reat him

Your efforts to leam about his interests valikdates him
The disabliity Is only part of who she Is

Understanding the disability may affect how you percaive her

My child can leam
My child has gifts

We can talk
1 am an expert when it come 1o my child and | will be a part of her

life forever.

WHAT IS THEIR STORY?

WHAT WAS THEIR INTENT?

WHAT WERE THEIR ASSUMPTIONS?

CAN YOU PROVIDE A "THIRD STORY™ ?

WHY DO YOU THINK THEY FELT SOME ADMINISTRATORS/
TEACHERS WERE MORE TRUSTWORTHY, AND WILLING TO

RESPOND TO THEIR CONCERNS?




Interview
Parent One

WHAT IS THEIR STORY?

WHAT WAS THEIR INTENT?

WHY WERE THEIR ASSUMPTIONS?

CAN YOU PROVIDE A "THIRD STORY™ ?

WHY DO YOU THINK THEY FELT SOME ADMINISTRATORS/

TEACHERS WERE MORE TRUSTWORTHY, AND WILLING TO

RESPOND TO THEIR CONCERNS?




WHAT IS THEIR STORY?

WHAT WAS THEIR INTENT?

WHY WERE THEIR ASSUMPTIONS?

CAN YOU PROVIDE A "THIRD STORY" ?

WHY DO YOU THINK THEY FELT SOME ADMINISTRATORS/

TEACHERS WERE MORE TRUSTWORTHY, AND WILLING TO
RESPOND TO THEIR CONCERNS?

WHAT IS THEIR STORY?
WHAT WAS THEIR INTENT?

WHY WERE THEIR ASSUMPTIONS?

CAN YOU PROVIDE A "THIRD STORY™ ?

WHY DO YOU THINK THEY FELT SOME ADMINISTRATORS/
TEACHERS WERE MORE TRUSTWORTHY, AND WILLING TO
RESPOND TO THEIR CONCERNS?




Interview
Administrator

Dialou_e 1s the most
effective way of
resolving conflict,

AND REALLY LISTENING IS THE
FOUNDATIONI!!!

Thank you for being here and for all
your efforts with challenging families

Feel free to contact me if you have
questions or would like support on this
topic.
Steve Vitto 231-767-7279

or svitto@muskegonisd.org

Continue to make a differencel!




