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I. Introduction

Introduce yourself!  

Today we’re going discuss redirecting distracted participants, some of the distractions that are present on a daily basis and how to manage them for an effective counseling session.

II. Discussion

What types of distractions do you experience daily?

(Wait for response)

Many of the common distractions within WIC counseling sessions include phone, conflicting appointments, transportation and children.  We will discuss each of these topics and methods for addressing these distractions to help mom so that she can focus on her purpose for being in WIC.
A participant can be distracted by the phone for many reasons.  The first way to approach such a distraction would be to request that the participant turn off the phone.  If there is a phone call that she is awaiting, this gives her the chance to let the counselor know, for example if there is a sick child in school or with the baby sitter, if she is waiting for her Health Care Provider to return a call, especially regarding a prescription, or if she is trying to make contact for transportation.

If the participant is concerned due to contact with the Health Care Provider for prescriptions, the counselor can suggest that s/he or another WIC staff contact the provider for the participant to alleviate her concern.  If the contact is a non WIC related issue, then it is acceptable to request that the participant turn the phone to silent for the duration of the appointment.  If this is an option less preferred by the participant, the counselor can ask mom to limit the conversation, as WIC is a busy program, and we work hard to provide the amount of time for each participant that they deserve.

If the participant is awaiting a phone call regarding transportation, offer to provide her with information regarding public transportation to and from your local agency or facility.  WIC staff can provide the participant with the approximate time for the appointment so that she can inform the person providing transportation.  Encourage the participant to make transportation arrangements while in the waiting room, whether before or after her appointment.  Welcome the participant to spend as much time as necessary to arrange transportation while she is in the clinic, but preferably not during the counseling session.  Again, request that the participant minimize her time on the phone so you can maximize your time to help all participants. 

A participant with conflicting appointments will often be distracted.  When the participant first comes into the office, it is important to let them know how long the appointment is, and confirm that they will be able to stay for the duration of the appointment.  If the participant is unable to stay, suggest rescheduling the appointment, or sending a proxy if appropriate.
If the participant is in the lab or receiving nutrition education and is distracted because she is waiting for the appointment to end so she can go to her next appointment, ask how much time she has and modify the counseling session to assist her and fit within the time frame available, when possible.  

If the participant is distracted because of the nature of her appointment in conflict, ask her what concerns she has and how you, as the counselor, can assist her.  Encourage her to ask questions to you and to her provider.  Many times participants are afraid to ask questions, especially of the provider, or have a language barrier with the provider, but the participant may be more comfortable with you.
To assist the participant, so that they avoid scheduling conflicts, provide a schedule or direct them to a website for your clinic with days and times for various appointments.  This may assist them to make better scheduling choices in the future.  Let participants know the allotted time for each appointment type.  Remind participants of the benefits of each appointment type so that they will want to attend the next appointment rather than making conflicting appointments so that they have an “excuse” to leave quickly.
When participant is distracted by a child, there are many ways to assist her.  If the child is crying, it is important to let her determine the reason for the crying.  If it is possible for her to calm her child, then give her a few minutes to do so.  If the child is crying and the counselor continues with the discussion, the mom may try to focus on the counselor, but her attention will be on the child crying.
If the child is running around and mom is having difficulty trying to calm him down, WIC has many incentives to distract children.  Offer a book, sticker or some other incentive that will distract the child for some time.  Keep in mind that a child’s attention span is limited, so even if he is distracted, the time the counselor has to speak with the participant may be short and only last as long as the child is content.

If the child has to go to the bathroom, encourage mom to take the child.  Use this as an opportunity to remind mom that “holding it in” can have negative effects and reinforce undesirable habits, especially those that may counteract potty training.  If the child says s/he needs to go to the bathroom as you are calling the mom in for counseling, suggest that she take the child to the restroom, that you will call the next participant, but that you will return to meet with her shortly.

When a child is complaining that s/he is hungry let the mom and the child know that you will try to limit the time for the session.  Use this as an opportunity to provide suggestions of healthy snacks for mom to take with her when leaving the house.  You can educate regarding the child’s stomach size, and the importance of small frequent meals.

If the child is asking to go home, let the child and the mom know the expected time frame, and let them know that you will do the best that you can to make the most of their time.  If the child is at an age where s/he can speak, ask the child questions, especially regarding eating habits.  The child may want to leave because s/he is bored.  Engaging the child in conversation will distract them, as well as provide you with information and the child will learn that adults are interested in what s/he has to say. 

III. Activity

Assign staff to cause distractions towards the end of the discussion.  Deal with distractions as you would if you were in a counseling session.  Encourage an open discussion with the local agency to share ideas of dealing with distracted participants, and the pros and cons of each method.

IV. Evaluation

Name one suggestion that you will take back to the local agency to educate staff regarding dealing with distracted participants.
