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Topics of Interest ‘

* Things to consider when planning for remote service
 Remote delivery needs for today and tomorrow

* Helping clients access remote services

* Barriers to clients participating in distance service delivery
* Redesighing our services for a post-COVID world

* Relationship-building with clients before, during and after remote
service delivery
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When Offering Remote Service ’

Ask some important questions:

* Are your clients willing and able to participate in remote service?
 What type of remote service would your clients prefer?

* What type of remote service can your organization actually offer?

* Do your clients need the same services they did before COVID-19, or
have their needs changed?
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Offering Remote Service Today... and Tomorrow

As a group, our top 3 ways to deliver service remotely today are Zoom,
telephone, and email. What are their benefits?

When choosing an online delivery platform to use in the future,
consider:

* Cost and budget * Training and technical support

e Commitment * Product features (chat, reaction

* System requirements buttons, polls, handouts, etc.)

* Number of participants * Internal staff support
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Preparing Clients to Access Remote Service

Clients may need to download and install software, physically
connect hardware and run tests. This is not a quick and simple
process for everyone.

* Set expectations

* Provide training

* Budget extra time at the beginning

* Assume there will be problems and be ready to help
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Barriers to Client Participation

* Lack of resources:
* Old (or no) computers or other digital devices
* Poor (or no) internet service
* Missing peripherals (speaker, mic, webcam)

* Fear of or lack of experience with technology

e Other concerns:
* language barriers * household distractions
e Zoom fatigue * other priorities
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Reimagining How We Do What We Do

Think about the services we offer. Brainstorm:
 What procedures or activities need to be reimagined?
* What things can stay “as is”?

* How and when do we want participants to complete paperwork or
independent research?

 What can we do with group activities or discussions?
* Do we need new, “canned” content?

* How can we break up the training into smaller chunks?
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Relationship-Building... Before

Complete a brief client questionnaire in advance:

* What would they like to get from us?

* What do they already know?
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Relationship-Building... During ‘

* Speak to what we learned from the client questionnaire

* Create opportunities for participants to interact with us and each
other, answer questions, and provide input:

* Enable mics * Launch polls or surveys
e Utilize the chat feature e Use tools like “Kahoot!”
e Use reaction buttons * Small group breakout rooms

* Acknowledge client input and demonstrate that we’re listening

* Let clients decide how to complete activities
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Relationship-Building... After

* What did they learn from the session?

* What do they think their next steps are?

* Encourage clients to practice new skills or complete next steps
* Check in to see how it’s going

* Reward clients for participation and help them measure progress
towards longer-term goals

e Invite them to become role models
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Conclusion

Service delivery has changed as a result of COVID-19, and we're
changing with it. That means planning for services that are:

v" In Person v Online
v’ Blended so they can be delivered across multiple platforms

Let’s talk about our next steps to make that happen!
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