
Promoting Positive 
Relationships

By: Regional Centers for Workforce Transformation 

An overview of the principles that form the building blocks for Promoting Positive 
Relationships which lead to enhanced community connections



• Please bring with you an open 

mind and willingness to learn!

• A pen or pencil and a few 

sheets of paper for learner 

notes. You can also take notes 

on your computer as you go, if 

you prefer that

• There are two assessments (1 

pre and post) and ____ learner 

activities built with-in the training

Materials Needed & Expectations

• The recommendation is all activity 

pages, and assessments go to a 

designated person with-in the 

organization. (i.e. training dept. or 

Frontline Supervisor) to help with 

tracking & development strategies 

related to Direct Support Professional 

(DSP) Core Competency training, and 

evaluations

• Click here for the Direct Support 

Professional Core Competencies and 

the Code Of Ethics
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https://workforcetransformation.org/wp-content/uploads/2017/03/NYS_Core_Competencies_and_NADSP-Code_of_Ethics-Complete_Text.pdf
https://nadsp.org/code-of-ethics-text/


Learner Objectives:

1. To build a knowledge base of DSP Core Competencies, skills and approaches 

associated with promoting positive relationships

2. To explore and celebrate diversity

3. To develop communication skills

• Learn how to listen effectively

• To learn how to effectively give and receive feedback

4. To Explore trust and its role in developing positive relationships

• To learn how to increase empathy

• To explore being mindful and present

5. To learn how to manage and utilize technology effectively

F:

Building

and

Maintaining

Relationships



OPWDDs DSP Core Competencies 

and the NADSP’s Code of Ethics 

• As a standard practice, you will see references and connections to DSP Core Competencies  

as well as information from the Code of Ethics throughout each training module

• Click here for RCWT’s OPWDD Mandated Training  / Core Competency Cross Walk tool

http://../Articles%20&%20Resources%20to%20share/Training%20Crosswalk%20_%20REQUIREDOnly.pdf


Where does this class fit in? 
Goal 1 Putting People First

Area D: Facilitating Personal Growth and Development -

-Preferred style of teaching and learning

Goal 2 Building and Maintaining Relationships

Core Competencies:

G: Creating Meaningful Communication

Modifying communication to ensure understanding 

Recognize the impact of possible discrepancies between the person’s 

chronological age and developmental age when communicating. 

Goal 3: Demonstrating Professionalism
Core Competencies:

H: Developing Professional Relationship

I:Exhibiting Professional Behavior

J: Showing Respect for Diversity and Inclusion

K: Creating Meaningful Documentation Record

L: Education, Training and Self-Development Activities

M: Organizational Participation

N: Exhibiting Ethical Behavior on the Job 



Pre-Assessment 
1. T or F: Diversity refers to all aspects of a person’s culture

Answer True: Diversity refers to all aspects of culture including appearance, ethnicity, 
cuisine, religion, language and other aspects of culture

2. Choose all that apply: Demonstrating effective communication skills means

Listening intently to another person

Proving feedback to the person who is speaking

Correcting the person when he/she states incorrect information

Expressing oneself clearly to ensure understanding

3. T or F: Cell phones may cause a staff person to not be fully present for the people 
he/she supports

Answer True: Cell phones often distract staff from being fully present

4. T or F: People supported automatically trust a person once he/she is hired

Answer False: Trust is earned and takes time to develop

5.    T or F: Constructive feedback  is the same thing as negative feedback

Answer False:  Constructive feedback helps Promote Positive Relationships while 
Negative Feedback does not
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The Foundation to 
Building Positive 

Relationships 

I.



From Lorri Freifeld’s Article 
8 Tips for Developing Positive Relationships

• Accept and celebrate differences

• Listen effectively

• Give people your time

• Develop your communication skills

• Manage mobile technology

• Learn to give and take feedback

• Learn to trust more

• Develop empathy

These 8 tips provide a foundation of principles to begin looking  at the relationships in our lives

Developing Positive Relationships is really a process of building 
relationships. These 8 tips are the building blocks you will utilize 
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“One of the most profound experiences we can have 
in our lives is the connection we have with other 

human beings. Positive and supportive 
relationships will help us to feel healthier, happier, 
and more satisfied with our lives. So here are a few 

tips to help you to develop more positive and 
healthy relationships in all areas of your life” 

(Freifeld,2013)
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Let’s Keep the Learning Going!  
• Watch this webinar from the Regional Centers for Workforce Transformation (RCWT) 

From Compliance to Competency Webinar Series, Goal Area 2: Building and 
Maintaining Positive Relationships, Core Competency F : Building and Maintaining 
Relationships 

• Click on the video icon to view the webinar, and then we will complete an activity   
(Activity 1) designed to highlight lessons discussed  with-in the webinar 

Write 
/ Type 

Watch Reflect  
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https://www.youtube.com/watch?time_continue=22&v=ZFa3isrJk00&feature=emb_logo


A person supported in the IRA where you work is having a phone 
conversation in a common area with a friend in what sounds like a 

heated conversation. After the phone call is over, a staff person (DSP) 
asks the person how they thought the conversation went. The DSP 

listens to the person and supports them in figuring out what they were 
satisfied with and where they would have preferred the conversation 

went differently. The DSP roleplays both sides of the conversation with 
the person until they come up with a satisfying conclusion. The DSP 

works with the person to make an informed choice about how to 
handle the situation in the future. 

Which DSP 
Competency 

Goal areas and 
Competency area 
are demonstrated 

in the scenario

Identify 3 areas 
that you learned 
about during the 
Webinar that are 
demonstrated in 

the Scenario

Describe how the 
DSP in the 

scenario was 
mindful and 

present for the 
person supported

Read the Following Scenario then take out a piece of paper and 

write down your responses to the questions below



II.

Explore & Celebrate

Diversity



Accept and Celebrate Differences

• We are all different

• We can perceive the world in many ways

• We have a desire or an expectation that people will think like we do 

and, in this way, it is so much easier to create a rapport

• We feel more comfortable when we feel that people “get” us and can 

see our point of view

• Life, however, would be very dull if we were all the same



Diversity

• We may find it initially easier, the novelty of 
sameness soon would wear off.

• So accepting and celebrating that we are all 
different is a great starting point

• Including people with diverse backgrounds 
and cultures will strengthen teams and 
organizations

3



Inclusion without Diversity is like a 
Rock Band without a Drummer

• Diversity by itself is not going to help promote positive relationships. But diversity in the 
context of inclusion becomes a powerful was to promote relationships

• Watch the following video which describes diversity in the context of inclusion and then 
complete Activity 2

4 2

Watch Reflect  
Write 
/ Type 

https://www.youtube.com/watch?v=jD8tjhVO1Tc&list=PL7IdUN4GIAHqD0XdKZoEmTbNDkGrkIHc-


Diversity and the DSP Competencies

• Diversity is a topic within the DSP competencies in Goal Area 3: Professional 
Development / Competency J: Showing Respect for Diversity and Inclusion

• To increase your knowledge of how Competency J relates to Promoting Positive 
Relationships, watch the following webinar from the RCWT’s Core Competency webinar 
series

Test your skills with an activity for Competency J

3

https://www.youtube.com/watch?time_continue=475&v=jn_U-igebI0&feature=emb_logo
https://workforcetransformation.org/wp-content/uploads/2018/06/Competency-J-Interactive-Activity-RCWT.pdf


One of the upcoming activities at a day habilitation program is a music 
and dance party that includes everyone in the program. The DSP knows 

that one of the women she supports has a religious belief that may cause 
her to chose not to participate.  The DSP verifies with the person that she 

does not want to attend and supports the person in coming up with 
several alternate choices.  The DSP ensures that these alternatives are 

available during the time of the dance.  The DSP speaks to other people 
in the program, letting them know that there will be choices during the 

time period of the dance and asks which they prefer.

Which DSP 
Competency 

Goal areas and 
Competency area 
are demonstrated 

in the scenario

Identify 2 areas 
that you learned 
about during the 
Webinar that are 
demonstrated in 

the Scenario

Describe how the 
DSP in the 
scenario 

demonstrated a 
sensitivity to 

diversity  

Read the Following Scenario then take out a piece of paper and 

write down your responses to the questions below



Communication Skills 
Overview: 

III.

• Listening effectively
• Giving and receive feedback



Develop your communication skills

Characteristics of Good Communication:

• Seek to understand, not just being understood

• Communication occurs when someone understands you, not 
just when you speak

• Good communication can have a positive effect on morale 
when it works well and motivates people

• When it works well good communication motivates people to 
want to come into work and do a great job.
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Characteristics of Poor Communication

• Poor communication in the workplace can lead to poor morale 

• One of the biggest dangers with communication is that we can work on the 
assumption that the other person has understood the message we are trying to get 
across

• Poor communication in the workplace can lead to a culture of back stabbing and 
blame

• When communication is poor stress levels can be high which contributes to poor 
morale

• Communication is always sited as an area for improvement 

• Communication is everyone’s responsibility



Aspects of communication

• Communication is a very complex aspect of interactions between people

• We are usually unaware of all the complexities in routine communication

• Increasing our awareness can only enhance our ability to communicate

• Let’s watch a video and then summarize what we have learned by answering a 
few questions

4

https://www.youtube.com/watch?v=BW82k7lwI_U&t=7s


Learner Check in

After watching the video:
Which of the following is not an important 
communication skill area

1. Active Listening

2. Asking clarifying questions  

3. Checking your cell phone

4. Demonstrating attentive body language 

True or False: Assertive communication and 
aggressive communication are the same thing

Answer: False

Assertive communication is direct, honest communication 
while aggressive communication can violate another 
person’s rights and may be seen as abusive

3

https://cmoe.com/blog/aggressive-vs-assertive-communication-for-leaders/


Listen effectively

• Listening and understanding what others communicate to us is the most 
important part of successful interaction

• Active or reflective listening is the single most useful and important listening 
skill

• In active listening, we also are genuinely interested in understanding what 
the other person is thinking, feeling, wanting, or what the message means

• Listening is a crucial skill in boosting another person’s self-esteem and 
makes people feel supported and valued

• We are active in checking out our understanding before we respond with our 
own new message

• We restate or paraphrase our understanding of their message and reflect it 
back to the sender for verification.

For example:

"I hear you are saying you are concerned that 

Johnny is gaining weight. Is this correct ? "

This verification or feedback process 

is what distinguishes active listening 

and makes it effective

6, 7



Active Listening can Result in a 
“Big Bang”

• How well you listen has a direct impact on the person talking with you

• When a person is understood, the result can be very positive

• For example, feeling accomplished, successful and valued

• Let’s watch a video from the “Big Bang” TV series that explores this concept more and then follow up with 
Activity 3

5

Watch Reflect  
Write 
/ Type 

https://www.youtube.com/watch?v=3_dAkDsBQyk&t=2s


Activity Follow-up

Did any of these make your list?

• Giving undivided attention

• Showing interest in what the speaker is saying

• Repeat back what the speaker said

• Show excitement for the topic

• Maintaining eye contact

• Adding new information



Learn to give and take feedback

• The ability to provide constructive feedback to others 
helps us to tap into personal potential and helps to forge 
positive and mutually beneficial relationships

8,9



Giving and Receiving Feedback 

• Any feedback you receive is information and you can choose whether you want to take it on board or not

• Giving and receiving feedback is a complex interaction between 2 people

• There are several different types of feedback

• Feedback can be helpful or not so helpful depending on how and when the message is delivered

• Lets watch a video that will provide a lot of useful information on Giving and Receiving Feedback 

• Giving and Receiving feedback utilizes skills we have 
learned from active listening and fostering effective 
communication approaches

6

https://www.youtube.com/watch?v=KNBU8Ny46jE


RCWT Resources for Giving Feedback

• RCWT Website

• Demystifying the Performance Evaluation Giving Performance Feedback to 
Staff

• RCWT Video YouTube "Observation and Feedback"

• Documents

https://www.workforcetransformation.org/demystifying-performance-evaluation/
https://www.youtube.com/watch?time_continue=18&v=dZa-JTTmfjc&feature=emb_logo


Learner Check in!

Let’s receive some feedback on how well 
we have learned by taking a short Quiz

True or False: The 3 types of feedback are 
Positive, Constructive and Negative

Answer: True

Select the type of feedback that should be 
avoided when seeking positive results

1. Positive

2. Constructive

3. Negative



DSP Competencies and 
Communication

• Communication is at the heart of everything we do

• Watch this video on Creating Meaningful Communication to increase 
your knowledge of Competency G

While watching the video complete this Activity on Communication from 
the RCWT Website to test your skills

7

https://www.youtube.com/watch?time_continue=3&v=Zxyc1Rdzjpc&feature=emb_logo
https://workforcetransformation.org/wp-content/uploads/2017/12/Competency-G-Interactive-Activity-RCWT.pdf


Trust and its Role in Developing 
Positive Relationships

• Increase empathy skills

• Improve Mindfulness skills

IV.



Learn to Trust More

• Trust is hugely important in any relationship

• To trust is more important than love

• No love will last without equal amounts of respect and trust

• Respect and Trust go hand in hand

10, 11



Trust: How do we define it? 
How do we know when we have it?

• Trust is the reliance on the integrity, strength, ability,  of a person or thing

• Trust is a form of confidence, a confident expectation of something; hope

• Trust is to rely upon or place confidence in someone or something 

• Does the person walking up the stairs “Trust” in the strength of the people supporting the 

stairs?

4



Trust and Respect go Hand in Hand

• Trust and respect work together in the process of promoting positive relationships

• The skill set for promoting positive relationships in the area of trust and respect overlap with many of the skills we have 
already reviewed 

• Take a moment to watch a video on How to Build Trust and Relationships

• While watching the video take a moment to write down 3-4 skill areas you can identify

8

https://www.youtube.com/watch?v=wtNOq1Bwtt4&t=46s


Learner Check in! 

Which item below is not  

associated with building trust 

and respect? 
1. Show genuine interest in other 

people

2. Criticize apparent faults you find 

in people

3. Be a good listener

4. Learn and use people’s preferred 

names



Empathy

• There is a great expression that I learned a long time ago: “People will forget what 
you said, people will forget what you did, but people will never forget how you made 
them feel.” 

• Empathy and understanding builds connection between people. It is a state of 
perceiving and relating to another person’s feelings and needs without blaming, 
giving advice, or trying to fix the situation 

• Empathy also means “reading” another person’s inner state and interpreting it in a 
way that will help the other person and offer support and develop mutual trust

36



Empathy is a Two-Way Street Built 
upon Mutual Understanding

• Developing empathy is one of the most effective ways to Promote Positive Relationships

• Let’s learn together about Empathy by watching this short video

9

https://www.youtube.com/watch?v=UzPMMSKfKZQ




Learner Check in! 

Based on what you learned in the video, answer the following questions

True or False: Labeling people is an effective way to develop empathy

Answer False, when you label a person you prevent yourself from developing a deep 
understanding of the person

True or False: Active listening is important in developing other skills in Promoting Positive 
Relationships but is not important for Empathy

Answer False, Active listening is a key ingredient in developing empathy

True or False: When you are observant of others you are more likely to develop Empathy

Answer True, this applies to the people you support as well as your coworkers



Give People your Full Attention

• Giving time to people is a gift

• Engage the people that you support. You are paid to this 
for the duration of your shift!  

• Be present in the time you give to people 

• Technology has somewhat eroded our ability to build real 
rapport and we attempt to multi-task by texting and talking 
at the same time (See section on Technology)

12



It Takes Time to Develop New 
Relationships and Support existing 

Ones

• Being present in the time you give to people is also important, so that, when you are 
with someone, you are truly with someone

• Stay in the present and avoid dwelling in the past or worrying about the future.

• The connection we make with other people is the very touchstone of our existence, 
and devoting time, energy, and effort to developing and building relationships is one 
of the most valuable life skills



Activity 4

13

Reflect  
Write 
/ Type 

With your new knowledge on the areas of Trust, Empathy and Engagement 

please click on the Write/Type button below to complete an activity

3



A DSP is challenged by a family member over what the person being 
supported is wearing.  The family member is upset and speaks in a 
rude, accusing tone.  The DSP remains calm and explains that the 
person chose their own outfit. The DSP suggests that they all sit down 
to talk about why this was an important choice for the person. The 
discussion takes place in a private setting to be respectful to all 
involved. 

Which DSP 
Competency Goal 

areas and 
Competency area 
are demonstrated 

in the scenario

What role did trust 
play in the 

relationship with 
the DSP, the person 

and the family

How did the DSP 
demonstrate 

empathy in assisting 
the person 

negotiate this issue 
with the family

Read the Following Scenario then take out a piece of paper and 

write down your responses to the questions below



Learner Check in!

Choose all that apply: Which are examples of giving the gift of your time to someone you 
support

• Listening to a person after an upsetting phone call

• Helping someone write a letter to a family member

• Using your phone to play a video game while sitting on the couch

• Helping a person access church services on line



Managing & Utilizing 
Technology 

• Personal Cell phone use and it’s relationship to negative relationships

• Balancing effective, and not effective usage of technology in the 
workplace

• Using technology to supporting people

V.



Utilizing Technology

• Technology has become a part of our everyday lives

• Many aspects of our work day utilize technology to help us:
• Become more efficient

• To enhance our record keeping

• To help us communicate better



Activity 

• Write down 3 functions in your work environment that have been improved using 
technology

• Some examples are:

• Documentation Systems

• Time Cards

• Zoom Meetings

• Social Media



Manage Mobile Technology
• By now, pretty much everyone has a mobile phone and many 

people have two or more

• While they are a lifesaver in an emergency, and an effective tool for 
communication, they also can be a complete distraction when 
people exhibit a lack of mobile phone etiquette / self-control

• Lets watch a video on Cell Phone Etiquette and then complete 
Activity 5

48
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Reeflct
Write 
/ Type 

https://www.youtube.com/watch?v=Q-dia2kXU64


Do’s

• Use your Cell Phone for Emergency 
Situations

• Step outside or away from the 
immediate work environment if you must 
take a call

• Leave your phone on silent or vibrate

• Leave your phone in the office or your 
car if possible

Don’ts

• Use your cellphone during meetings or 
training activities

• Don’t respond to personal text 
messages while working

• Don’t have your cell phone out during 
dinner or other routine activities

• Don’t take time away from the people 
you work with because of your phone

Activity Follow-up

Did any of these make your list?



Technology with and for the People 
we Support

• https://thechp.syr.edu/resources/community-for-all/

• https://www.understood.org/en/school-learning/assistive-technology/assistive-
technologies-basics/assistive-technology-what-it-is-and-how-it-works

• https://nyalliance.org/Enabling_Technology

• https://www.atia.org/home/at-resources/what-is-
at/https://online.alvernia.edu/articles/5-assistive-technology-tools-that-are-
making-a-difference/

https://thechp.syr.edu/resources/community-for-all/
https://www.understood.org/en/school-learning/assistive-technology/assistive-technologies-basics/assistive-technology-what-it-is-and-how-it-works
https://nyalliance.org/Enabling_Technology
https://www.atia.org/home/at-resources/what-is-at/
https://online.alvernia.edu/articles/5-assistive-technology-tools-that-are-making-a-difference/


Example:

• Kenny is a person who uses technology in his life. Technology can range from very 
simple adaptations to more complicated devices. This can have an impact on many 
daily activities 

• Let’s watch a video that shows how Kenny utilizes various types of technology in his 
daily life

4

https://www.youtube.com/watch?v=guLm3UaIG4M


Post-Assessment 

1.    T or F: Improving communication skills is one of the most effective ways to Promote Positive Relationships

Answer True: Communication has many sub areas that all contribute to developing positive Relationships

2.    Diversity encompasses which of the following, select all that apply

a.  We are all different

b.  We tend to be more comfortable when people are similar

c.  A diverse environment tends to be very dull

d.  Diversity refers only to types of food and religious differences

e.  Having a diverse workforce can strengthen an organization

3.    Select all that are a vital part of communication:

a.  Intent listening

b.  Displaying positive body language

c.  Giving and receiving feedback

d.  Arguing your point of view to ensure you are right

4.     T or F: Building trust includes developing empathy and giving people the gift of your time

Answer True: Promoting Positive Relationships is based on trust which is best built by understanding a person                             
well over a period of time

52



Post-Assessment Con’t

5. T or F: Promoting Positive Relationships will not result in an increase in community inclusion for the people we     
support

Answer False :The ultimate outcome of Promoting Positive Relationships is an increase in community inclusion

6.   T or F: The use of cell phones in the work environment can make it difficult to give people your full attention

Answer True: Cell phone use at work can distract support staff from giving the people they support their full                           
attention

7.   Which DSP Competencies are associated with building positive relationships, Select the best answer

Creating Meaningful Communication

Showing Respect for Diversity and Inclusion

Building and Maintaining Relationships

All the above

8.   T or F: Constructive Feedback and Negative Feedback are the same thing

Answer False:  Constructive feedback is educational and supportive in nature while negative feedback can 
be seen as aggressive and damaging to relationships
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Goal 1: Putting People First

Goal 2: Building and Maintaining Positive 

Relationships

Goal 3: Demonstrating Professionalism

Goal 4: Supporting Good Health

Goal 5: Supporting Safety

Goal 6: Having a Home

Goal 7: Being Active and Productive in Society



Facebook 

Instagram 

YouTube

Find us Online

http://www.workforcetransformation.org/
https://nyalliance.org/coronavirus
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Thank you for all 
that you do!



Strategies to Develop Positive and 

Healthy Relationships

• Take a few minutes and write down some things you would normally do to foster positive 
relationships with the people in your life? 

• What are some ideas inspired by the webinar you just watched? 

• Take a moment and think about these responses 

• Refer to your activity document titled__________

1



Activity: Watch the Video, reflect and demonstrate knowledge 
by completing Activity 4

• Putting People First is key to trust, empathy and giving people your full attention

10

Watch Reflect  Write 
/ Type 

https://www.youtube.com/watch?time_continue=955&v=2Gfae_uV8K8&feature=emb_logo


Cell Phones in the Workplace

On a piece of paper write down 

two lists:

• one of cell phone do’s 

• Two, the other of cell phone 

don’ts specific to your work 

environment

Let’s review some of the 

possible answers:



Do’s
Cell 

Phone

Step 
away to 

talk

Leave on 
Vibrate or 

Silent

Emergency

calls

Leave 
phone in 

car or 
office

Don’ts
Cell 

Phone

Don’t 
bring Cell 
Phone to 
Meetings

Don’t text 
while 

working

Don’t 
take 
time 
from 

People

Don’t 
have out 
during 

activities



Activity 



• Ensure that the relationship you have with 
yourself is a positive one

• Accept and celebrate the fact that we are all 
different

• Actively listen to hear what other people have 
to say

• Give people time and “be present” when you 
are with them

• Develop and work on your communication 
skills

• Manage mobile technology and be aware 
of its pitfalls

• Learn to give and take constructive 
feedback

• Open your heart and find the courage to 
trust

• Learn to be more understanding and 
empathetic

• Treat people as you would like to be 
treated yourself

1


