
 
 

“She was new in the role, and there was a lot to learn. 
I sensed she was feeling a bit overwhelmed. She had 

to deal with a challenging situation with a family, and 
asked for my input as she wanted to make sure she 

handled the situation appropriately. She told me how 
she planned to approach the situation and that she 
was very nervous. I gave her some pointers from my 

own experience, and reassured her that she would do 
a good job.” 
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Work as a Team 

Level 3: 
Encourage others 

   

 
“We were lobbying the government to initiate a new 
program for consumers that would be beneficial to 

them. I decided to call Barbara, one of my key 
contacts in the Ministry, as she has a lot of knowledge 
in this area, is well respected, and is the one person I 

knew who could help us get key stakeholders on 
board to support this program. I briefed her on what 
we were trying to accomplish, the key players, and 
the obstacles we were facing. She asked me to give 

her a few days to see what she could find out.” 
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Engage, Influence and Advocate 

Level 4: 
Advocate for the needs of consumers 



“One of our consumers, John, who had been living in 
one of our residences for many years, passed away 

quite suddenly. Alex, another consumer who lived in 
the same residence and had developed a good 

friendship with John, was extremely upset. I made a 
point of speaking with Alex. I got him to express his 
feelings. I had been through a similar situation and 
shared that with him so he knew I understood what 

he was experiencing. We also decided that we would 
do something special to commemorate John.” 
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Be Emotionally “In Tune” 

Level 3: 
Demonstrate empathy 

   

 
“Chris was a huge hockey fan – we talked about it all the 
time – and someone had offered me a set of Leaf tickets, 
so I immediately asked Chris to go as I knew he’d never 

been to a game and had always dreamed of going to one. 
It was a real adventure getting there – we took a train, 
and I shared with him all the sights along the way, and 

what was going on in the train. We also went to the snack 
bar on the train and he ordered a Coke – his favourite 

soda. When we were at the game, I described our 
surroundings and gave him a play by play of what was 

happening on the ice. I also bought him a souvenir that he 
chose. On our way home, we talked about the evening, 

and he said it was a great experience for him.” 
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Build Trusting Relationships 

Level 3: 
Develop trusting relationships 



“An ongoing challenge for the agency has been 
identifying new ways to raise funds. I got the group 
together and told them we needed to think of some 
unique or innovative ideas for fundraising events. I 

decided to try some new techniques to stimulate out-
of-the-box thinking, so I got the group to play some 

word association games, and do some “wishful 
thinking” and brainstorming exercises. After we 

generated a lot of great ideas, we discussed the pros 
and cons of each, and how to make them work. I then 

took the top three ideas and did some further 
research to see which would be most viable.” 
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Demonstrate Creative Problem 
Solving and Decision Making 

Level 3: 
Think creatively to identify options and solutions 

   

“I pointed out that if they expected my team to provide 
those services, we would need additional resources. I 

explained how we had reorganized to improve the 
current services, but that it was unfair to expect more 

from the team without some help. In order for the 
team to provide those services, I felt we needed two 
additional employees. I said we had a good team of 

very capable people, but it was unreasonable to expect 
them to deliver without extra help.” 
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Lead and Develop Others 

Level 2: 
Enable the team to function effectively 



 

“I told her her performance just wasn’t up to par, 
and that this wasn’t the first time we’ve had this 
conversation. I then reviewed the specific areas 
where she had fallen down and how it affected 

the others in the team, as well as the consumers. 
We discussed how best to address the issue and 

go forward, and set up a time to talk about 
progress the following week. When we spoke a 

week later, she had clearly been working to turn 
things around. I told her I was happy with her 
progress, and that I expected to see continued 

improvement.” 
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Hold Self and Others Accountable 

Level 4: 
Address performance issues 

   

 

“I was relatively new in the Intervenor role, and had 
just started working with a consumer whose preferred 

communication mode was tactile sign language. I 
wasn’t entirely proficient in this, so to improve in this 
area, I asked one of my colleagues who was an expert 

if she could spend some time with me to help me 
further develop this skill. I also asked my Supervisor if 

I could enroll in a training program on tactile sign 
language.” 
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Commit to Personal Growth and 
Development 

Level 1: 
Work to maintain and develop skills and abilities 



“The past several weeks have been quite challenging 
– I’ve had to work a lot of overtime or extra shifts in 
the group home. A lot of my colleagues have come 
down with the flu, so we’ve been short staffed, and 

the shifts have been difficult as a couple of the 
consumers have been displaying challenging 

behaviours. I know how critical it is to maintain a high 
level of support and care for the consumers in the 

home, so while I’ve been exhausted, I’ve managed to 
keep going without sacrificing the care we provide, 

knowing in the back of my mind that this is just 
temporary and that things will get better.” 
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Demonstrate Self-Management and 
Resilience 

Level 3: 
Overcome obstacles and challenges 

   

“As a Supervisor, I know how important it is to manage 
the finances and keep costs and expenditures in line. 

When I took over, I saw that the records had not been 
kept very well, and that we were wasting money on 

certain things that were not at all necessary. So I met 
with the team to talk about how we could make every 
dollar count, and then set up a whole new accounting 
system on a computer that would help us easily track 
where our money was going, and I kept a close eye on 
the budget to make sure our funds are wisely spent.” 
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Demonstrate Financial Acumen 

Level 2: 
Manage finances and resources 



“I was out in the community with one of my consumers. 
We stopped in a plaza to pick up some groceries. When 

we walked by the coffee shop in the plaza, I noticed one of 
my colleagues was in the coffee shop with one of his 
consumers. I was a little surprised to see that he was 

sitting at the table, reading a newspaper, and the 
consumer was sitting with him, looking very bored. It 

bothered me that my colleague wasn’t interacting with 
the consumer in any way. I made a point of speaking with 
him about it the next day. He said he was exhausted that 
day, and just didn’t have the energy. I told him that I felt 
that was unacceptable, and that we’re here to enhance 

the lives of our consumers, regardless of what’s going on 
in our own lives.” 
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Act with Integrity 

Level 3: 
Act on values and ethics when it is not easy to 

do so 

   

“We were going to be implementing a new program, 
which was going to be a challenge given all of the 

other priorities, and I wanted to make sure it would 
be rolled out smoothly. I prepared detailed plans, 

including key steps, roles and responsibilities, 
timelines, and critical dates. I thought about what 
could possibly go wrong, and then worked with the 

team to come up with contingency plans. I then 
brought the team together and explained how the 

roll-out would work, specifically focusing on each of 
their roles and responsibilities, and asked if they had 

any questions.” 

- 8 - 

 

 

Plan and Coordinate 

Level 3: 
Coordinate activities involving others within 

one’s team 
 



“One of my consumers had asked me to arrange a 
special outing to the local jazz festival. I spent time 

planning how we would get there and what we would 
need for the day, and packed us a special lunch that I 
knew she would love, and would certainly appreciate. 

When I went to pick her up, she said she didn’t think she 
felt up to going to the festival, and would prefer to just 

do some errands she felt she needed to get done. I 
asked her if she was sure that’s what she wanted to do, 
she said she was. While I was disappointed, I recognized 

that she was concerned with other priorities, and it 
would be best if we went to the festival another time.” 
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Be Flexible 

Level 2: 
Be Responsive in the moment 

   

“One of the consumers in our home loves going grocery 
shopping and helping out in the kitchen. This week, I asked 
her what she’d like to make for dinner. I then let her figure 
out what the ingredients were and what we then needed 
to buy at the grocery store. We went to the store, and I 
had her pick out each item, using pictures of the item to 
help her. I then had her pay for the groceries. When we 

got home and unpacked the groceries, I showed her how 
to make the meal, and helped guide her every step of the 

way. She was thrilled with this accomplishment. I now 
give her responsibility for making this and other meals 
once a week for everyone in the home. She takes great 

pride in this responsibility and now feels more comfortable 
in the kitchen.” 
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Foster Independence and Confidence 

Level 3: 
Build competence and confidence 

 



“Last year I participated in a few events to help raise 
awareness of deafblindness because having worked with 
deafblind consumers over the past several years, I know 
how important the work is that we’re doing, and how so 
many people are unaware of the resources available to 

them. This year, I really wanted to participate in Deafblind 
Awareness month in Niagara Falls, and to see the falls lit 
up in blue. I also thought it would be a good opportunity 

to have one of our consumers, Michael, go as well to 
speak to a group about his experiences. I also rallied some 

of my colleagues to go along. There was a really good 
turnout, and I was so excited to get the message out there 

about deafblindness and the work we do.” 
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Show Passion, Enthusiasm and 
Dedication 

Level 3: 
Demonstrate strong personal conviction and 

commitment 

   

   

 


