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Introduction
These slides contain content adapted from the Administration for Community 
Living’s Person Centered Counseling Training Program. The content includes text 
and narration from online courses. To view original content or for more 
information, please visit nwd.acl.gov or contact NoWrongDoor@acl.hhs.gov. 

Copyright Notice and Disclaimer 

Certain materials incorporated herein are Copyright ©2016, Regents of the University Minnesota. All Rights 
Reserved . IN NO EVENT SHALL UNIVERSITY OR TLCPCP BE LIABLE TO ANY PARTY FOR DIRECT, INDIRECT, 
SPECIAL, INCIDENTAL, OR CONSEQUENTIAL DAMAGES, INCLUDING LOST PROFITS, ARISING OUT OF THE USE OF 
THIS CONTENT, EVEN IF UNIVERSITY OR TLCPCP HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.
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Welcome! (1/3) 
Here is a description of the lesson you are starting: Person - centered discovery 
helps people identify their strengths, goals, and preferences. Person - Centered 
Counseling professionals play an important role in facilitating the discovery process 
and streamlining access to resources. This lesson introduces 11 key considerations 
that you can use as you support people. These considerations can be used at any 
time in the process.
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Welcome! (2/3) 
1. Start with what the person says they want  
2. Responding to urgent needs  
3. Identifying and sorting resources  
4. Supporting access and eligibility  
5. Considering timelines and limits 
6. Financial implications  
7. Supporting selection of providers  
8. Appeals and grievances  
9. Helping with the impact of unmet needs  
10. Working with authorized decision  -  makers  
11. Providing ongoing support
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Welcome! (3/3) 
Learning Objective 

After completing this lesson: You will be able to use 11 key considerations when 
presenting options and streamlining access to person-centered support.
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Start With What the Person Says They Want 
It is important to listen to people and use person-centered discovery. Person-
Centered Counseling professionals support people in identifying what is important 
to them and how they would like to manage what is important for them. They also 
support people in connecting to meaningful resources in ways that reduce 
confusion and burden.
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Responding To Urgent Needs 
Person - Centered Counseling professionals need to be able to distinguish between 
long - term and immediate needs. They must be able to meet urgent needs in a 
person - centered way. While some crises are clear, a person’s feelings of urgency 
are related to many things. Many professionals consider only life threatening 
situations as “urgent.” However, for caregivers or the person managing an ongoing 
and challenging situation, urgency may be based on many other concerns. Good 
listening can help ensure these needs are met as well.
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Identifying and Sorting Resources (1/2)
The next key consideration is identifying and helping the person sort through the 
available resources that can be used to meet the person’s goals. There are many 
federal, state, and local resources to think about. People also have natural and 
community support options including private pay.
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Identifying and Sorting Resources (2/2)
Helping people to identify the resources that best meet their needs is an important 
part of your job. Using person - centered thinking (PCT) strategies in discovery can 
help you narrow down the options. You will share important details like eligibility 
requirements, timelines (how long it takes to access the resource), and ways to pay 
for various resources. These considerations will help people make decisions about 
which resources to use. Examples of public, private, and local resources will be 
discussed more in later lessons.
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Supporting Access and Eligibility (1/3)
Person - Centered Counseling (PCC) professionals can support people by clearly 
explaining eligibility requirements and offering support through the process. For 
access to many federal or state programs, this may include working with the person 
and other professionals to ensure applications are completed correctly the first 
time. For other resources, it can mean helping the person get in contact with the 
correct person and organizing their questions. It often means following up to 
ensure everything is on track.
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Supporting Access and Eligibility (2/3)
Here are some tips for supporting access and eligibility:  
• Support people in understanding how each resource might help them in reaching their 

goals. Help them also understand the drawbacks and limits to accessing it. This includes 
all resources, including private pay, natural support, local, or federal programs. Help 
them sort with a clear understanding of the pros and cons. 

• Let people know their rights in the process. They are not required to participate in any 
service or support they don’t find helpful. If found ineligible for a program or service, 
they are allowed to appeal this determination. Understand your state’s Ombudsman 
office.
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Supporting Access and Eligibility (3/3)
• Keep the person - centered goals in mind. They are unlikely to be met with just one 

resource. Consider the whole and make sure that you know about a variety of options in 
your area and include natural or community supports in the mix. 

• Talk with other professionals and people you have supported to ensure you are 
knowledgeable about the actual experience of trying to access resources. Try to minimize 
unexpected delays. Your goal is to help arrange supports that actually will work for the 
person, not to get them signed up for programs.
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Considering Timelines and Limits 
People may want help in organizing their resources in a way that avoids gaps in 
support. You will want to share the following in your discussions:  
• How soon will the person know if they are eligible for a resource? How soon can they 

access service after that (not only literally, but also realistically)?  

• How long can a person access this resource? What changes in circumstances have to be 
reported? How might that impact access?
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Financial Implications (1/2)
While a Person - Centered Counseling (PCC) professional does not need access to a 
person’s financial statements to support them, it is important to discuss the 
financial implications of accessing each resource. The costs and limits for programs, 
services, and supports can vary widely. In order to take action people often need to 
understand this thoroughly. For many public resources, people with incomes over 
the poverty level and/or with significant assets will be affected differently than 
people without assets and people who live at or close to the poverty line. Of 
course, other programs and resources (such as community and natural supports) 
may have a different set of criteria for access and be available to anyone.
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Financial Implications (2/2)
PCC professionals can help people be knowledgeable and creative in this area. For 
example, you can help people understand and maximize their insurance coverage. 
You can connect people with no cost, low cost, or sliding fee services of all types 
(grants, faith - based programs, resources available to everyone, and resources 
based on situation/need rather than income). You can also help people avoid costly 
mistakes, such as seeking nursing facility care when home and community based or 
other services may make more sense.
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Supporting Selection of Providers (1/3)
People with long - term services and support needs have historically had few choices 
regarding how services were organized and who provided them. However, there 
are more options that support self - direction available today than ever before. 
Choice is good, but it also requires knowledge. A Person - Centered Counseling (PCC) 
professional can help people make good choices by providing information that 
makes sense. You should be familiar with self - directed options for Medicaid waiver 
services (you can learn more in the lesson on Medicaid). 
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Supporting Selection of Providers (2/3)
People using those options can usually choose between full self - direction (being 
the employer of record) and working with a financial management service or 
support broker to help with hiring staff and managing the paperwork. Self - direction 
includes a flexible budget that can be used for goods or services. It is very similar to 
private - pay options. Other people may choose a more “package” approach as 
offered by the state such as shared living options or staffing services where they 
have less control over specific hiring and how support is organized. You should 
learn about the specific options available in your state.
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Supporting Selection of Providers (3/3) 
Regardless of how a person chooses to purchase and organize support, they will 
likely be interested in specific details about providers of these services. They may 
want to know: Who provides this service? Who is known for being reliable or 
meeting needs like theirs? How much does the service cost? What happens if they 
are unhappy with the services? What are the potential benefits and drawbacks of 
each provider as they relate to needs and goals? PCC professionals should have 
some of this information and be willing to help the person sort through these 
options.
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Appeals and Grievances 
People may not understand that they have a right to appeal or submit a formal 
grievance. They may need help to know about these processes or how to advocate 
for their rights. They may need help in filling out the necessary paperwork. One 
way Person - Centered Counseling (PCC) professionals can assist people is by 
explaining the process for submitting an appeal or grievance. Another is to help the 
person organize the necessary documents for an appeal or help them communicate 
well (support for writing letters, filling out forms, or making phone calls). You may 
also assist in making necessary contacts to clarify and go through the process. 
Lastly, as a PCC professional, you may let people know about legal aid and advocacy 
options. 
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Helping With the Impact of Unmet Needs 
(1/2) 
You may encounter a situation where a person has a need, but there are no clear 
resources available to meet that need. This may happen for a variety of reasons 
such as:  
• A person wants a particular service but they don’t meet eligibility criteria and they don’t 

feel they can afford to pay for it. 
• A person wants service and supports organized in ways that do not currently exist and 

does not want to use the options that are available.  
• A person is eligible or can pay but lives in a location where the service or support is not 

available.  
• The person has few personal social or financial resources to draw from.  
• There are long wait lists for services and the person needs support now.
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Helping With the Impact of Unmet Needs 
(2/2)
When seeking to fill gaps, the three promises of person - centered thinking (PCT) are 
needed. You will not ignore something a person feels is important, just because you 
don’t know how to help them with it yet. Not every problem can be solved 
overnight but commitment is critical. Networking will be a great help. Ongoing 
follow - up is essential. It’s also important to document unmet needs both in your 
own records and more systematically in your region and state. This information 
helps you stay on track and provides information for future community 
development. Working/not working, learning log, and 4+1 questions are PCT 
strategies that will be helpful in this process.
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Working with Authorized Decision - Makers 
(1/3)
People will come with a variety of situations, backgrounds, and needs. Sometimes 
they will have formal or informal authorized decision - makers involved. The 
following are tips for working with authorized decision  -  makers:  
• Take time to find out what relationships exist and the roles and boundaries of each 

relationship. Check in on any discrepancies between the person and the decision - maker. 
Clear these up early and make sure everyone is in agreement and comfortable with the 
decisions. Make sure you are also following any applicable laws. Laws vary from state to 
state. 

• Share information with decision - makers only as directed by the person or required by 
law. Few decision - makers (even guardians and courts) have a right to know everything 
about the person without their permission. 
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Working with Authorized Decision - Makers 
(2/3)
• Find out if the person has designated someone to make healthcare, financial, or other 

decisions if they are incapacitated. 

• Follow your agency’s policies for required documentation regarding legal decision-
makers. 

• Learn some of the legal terms that you may encounter, such as consent, power of 
attorney, payee, conservator, guardian, competent, incapacitated. Definitions vary by 
state.  

• Pay attention to decision - makers. Listen to what they have to share. Know their 
concerns. However, you must still work in a person - centered way that allows for 
maximum self - direction as allowed and desired by the person . 
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Working with Authorized Decision - Makers 
(3/3)
• Help the person connect to mediation or advocacy services if there is a conflict with the 

decision-maker that cannot be resolved through person-centered counseling.
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Providing Ongoing Support (1/2) 
Follow - up and ongoing support are key aspects of person - centered counseling. 
Providing an anchor resource for people as they move through the system can help 
it seem more friendly and useful. It reduces the sense of fragmentation. A 
consistent person - centered approach encourages people to think flexibly and speak 
up for what they want. It also encourages them to draw from the many resources 
they have in their personal network to meet their goals.
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Providing Ongoing Support (2/2) 
There are many possible ways to accomplish a goal and accommodate preferences. 
If people are seeking help for the first time, they do not have much experience to 
draw from and may need to try a few things first. Sometimes the right choice is 
unclear. A person can be encouraged to try something and see how it works for a 
period of time. Let them know that their decision is not final and can be adjusted. 
You may let them know that not deciding at that moment is fine too. However, ask 
them if they would be willing to have you reach out in a reasonable period of time 
to see how things are going. Encourage people to contact you sooner if they want 
more information or want to revisit their plan.
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Conclusion and Lesson Review (1/3) 
• Key considerations for supporting streamlined access to LTSS options always start 

with what the person says they want and use discovery to gain context.  
• Assessing urgency of needs is part of this process. However, professional 

assessments of urgency and the assessments of the people seeking help are 
different. Pay attention to both.  

• The process for supporting people is not linear, people and resources can change 
over time. You must be ready to support people wherever they’re at. Follow - up 
and ongoing support may be needed.



Visit NWD.ACL.GOV

Content is adapted from the Administration for Community Living No Wrong Door Person-Centered Counseling Training Program, Course 1, Lesson 1. 
Access original content here: https://nwd.acl.gov/person-centered-counseling.html

Conclusion and Lesson Review (2/3)
• Know the boundaries and expectations of authorized decision - makers in a 

person’s network. However, people still direct each aspect of their lives to the 
greatest extent possible.  

• Being familiar with a wide variety of resources and help people understand them.  
• Keeping good records and doing follow - up will help you provide reliable support 

for people.
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Conclusion and Lesson Review (3/3)
Learning Objective 

After completing this lesson, you will be 
able to use 11 key considerations when 
presenting options and streamlining 
access to person-centered support.

Reflection on Learning Objective 

Directions : Review the objective(s) on 
this page. Write down your answers to 
the following questions.  
1. What did you learn in this lesson that 

you felt was important?  

2. What will you do differently because of 
the content in this lesson?
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