
 

Think about the language used in Jack’s scenario and the impact your language can have on the 
outcome for clients. Have a look at the list of statements and rewrite them to reinforce a wellness and 
reablement approach.
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Bite Sized Professional Development

Session title
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Intake/Scheduler Role
‘We’ve received a referral from your GP advising you’ve had a fall and you’re no longer able to do things 
at home’ 

‘We will arrange for an assessor to come and assess what services you need’  

‘An assessor will come and visit you and determine your eligibility for services’  

‘Once you’ve been assessed you can have a support worker do those tasks for you’  

‘Following your assessment, you can access cleaning and gardening services  

RAS
‘I’m here today to talk about the tasks you can no longer manage’

‘What tasks do you need someone to do for you?’ 

‘Do you want a support worker to do those tasks on your behalf?’ 

‘Support workers can do those tasks for you, so you don’t need to worry about it anymore’

‘I can hear that is challenging for you, would it be easier if a support worker took that task on?’ 

‘Vacuuming is heavy work, let’s arrange for a support worker to do that’ 

‘Maybe it would be safer if you didn’t access the second floor of your home’ 

‘Shopping sounds like it’s becoming a problem, can a family member go on your behalf?’ 

‘Preparing meals can become tiring, do you want to consider a meals on wheels service?’

Coordinator
‘Your support plan will cover all the tasks you need a support worker to do’ 

‘The assessor that came to see you has written that you are managing to wash the dishes and dry them, 
but we can arrange for the support worker to do that while they are here’ 

‘Do you want the support worker to let themselves in in the morning?’

‘Are there any other services we offer that would be of interest to you?’

‘Don’t try and do too much too soon, you can have the services for as long as you need’ 

‘By accepting help, you will be able to stay at home for longer’ 

Check out more information at: keepable.com.au
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It is the Intake person/Scheduler who makes initial contact with the client and sets the initial 
expectations. It is important the person in this role does not set unrealistic expectations for the client 
and make promises that can not be kept.  

• ‘We’ve received a referral from you GP informing us you have had a fall and would benefit from an 
assessment to establish your current needs’ 

• ‘We will arrange for an assessment to visit you at home and complete an active assessment’  

• ‘An assessor will come and visit you to determine your current difficulties and help you overcome 
these’  

• ‘Once you have been assessed, the assessor will discuss what happens next’  

• Following your assessment, you may be shown new ways to do things, or referred for services’  

The RAS assessor is responsible for explaining wellness and reablement and is the person who 
supports the client to create goals. It is vital the RAS assessor uses language that empowers and drives 
the client to establish goals that improve independence even in small ways.   

• ‘I’m here today to see what tasks you are managing well and for you to show me what Is becoming 
more difficult’ 

• ‘What tasks are you finding more challenging?’  

• ‘Support workers can work along side you to help you complete those tasks’  

• ‘I can see that is challenging for you, let’s see if I can come up with as easier way to do it’ 

• Vacuuming is heavy work, let me show you a way that puts less strain on your body’  

• ‘Would you be open to an occupational therapy assessment to look at your home and make it safer 
for you?’ 

• ‘Shopping sounds like it’s becoming more difficult for you, let’s break it down and have a look at the 
specific tasks that are challenging’.  

• ‘Preparing meals might be easier if you sit down at the dining table’  

• ‘I can refer you for an Occupational Therapy assessment to make showering safer for you’  

Points for Facilitators Guide 
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Support Worker
‘I’m here to do the cleaning for you, what shall I start with?’

‘You sit down, and I will join you for a coffee once I’m finished’ 

‘It’ll be quicker if I do that for you’ 

‘Be careful you don’t fall; I will hang the washing out before I go’ 

‘Do you want me to go into the supermarket for you and you can wait outside?’ 

‘I can make you a cup of tea once I’ve finished cleaning’ 
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Coordinators visit clients once they have received the referral from RAS. It is their responsibility to 
reinforce a reablement approach and step out their goals into smaller steps. Coordinators must be 
determined to help people achieve their goals and use strength-based language to focus on building 
client’s capabilities.  

‘Your support plan will break down the goals you created with the assessor and step out how you will 
achieve them’  

• ‘The assessor has outlined what tasks you are managing independently; we will include this in your 
support plan under what you will do’ 

• ‘The support worker will encourage you to be involved each time they visit’  

• ‘Services are assessed by needs, not wants’  

• ‘Reablement helps a person improve their longer term independence’ 

Support Workers are working daily with clients to help them achieve their goals and work towards a 
more independent life. Using phrases to motivate and connect with clients is imperative in ensuring 
clients have every opportunity to keep doing every day tasks for themselves.  

• ‘I’m here to help you with the cleaning, where shall we start? 

• ‘Once we have cleaned the floors, shall we have a coffee together?’  

• ‘Take your time, there is no rush’  

• ‘Why don’t you hang out the small garments and I’ll see to the heavier ones’  

•  ‘Let’s write a shopping list in order of the aisles so we don’t need to double back on ourselves’  

• ‘I can help you in the kitchen once we have finished cleaning together’  

• ‘Do you want to take a walk outside together and grab the mail from the mailbox?’  

• ‘I’ll put the bags up on the counter so you can empty them’  

Check out more information at: keepable.com.au
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