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Switchboard Throwback Thursdays

Did you miss a Switchboard webinar? Catch our top sessions, back
by popular demand, now with Switchboard’s Throwback Thursdays!

Our new Throwback Thursday series brings back our
most-requested webinars, giving you a second chance to
catch the insights you need. While recordings are always
available, joining live offers a unique opportunity to ask
guestions and engage with fellow service providers.

As with all our sessions, this webinar is open
to all refugee service providers across state
agencies, resettlement organizations, and
partner groups.




Learning Objectives

By the end of this session, you will be able to:

O

Recognize Describe Apply

several common challenges ways to improve work-life new time management
of case management while harmony, including shifts in approaches and
identifying strategies to set mindset and self-care organizational tools to
healthy professional strategies navigate high caseloads
boundaries with clients
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Setting Boundaries with Clients




Wordcloud poll

What is your "why" for doing this work?

making a difference .. omea

Help clients

Share experience clients Respect
hUMans Inclusion

Humanity meaningful Supporting others

trajectory)  solidarity P1gnity

(providing someones tools

empowerment FIOP@  Empathy oo .

change
Mission
Diversity H I ® Making
- Helping others
Fulfillment

Social justice difference giving back share the Growth

: Care : :
Common understanding Commitment to empowering others



Challenges Iin Case
Management

Large caseloads

Complex client needs
Paperwork requirements
“Overworked and underpaid”

Trauma-exposed work
environments
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What are
boundaries?

Boundaries are limits on

staff behavior that ensure
appropriate, safe, and
effective interactions.
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Types of Boundaries

Professional
Staying within your scope

Relational

Maintaining appropriate
relationships with clients

Physical

Being considerate of
personal space

Work-life
Taking care of yourself




The Importance of Boundaries

Build Trust and
Establish Safety

Reduce Harm

Provide Legal

Help Ensure
P Protection

Consistent Services

Empower Clients Prevent Burnout




Setting Boundaries with Clients

Limit self-disclosure
and sharing of
personal details

Keep physical contact
to a minimum

Stay within the scope
of your role

Treat all clients
equally, and
consistently enforce
rules

Do not borrow or lend
money to clients, and
set rules around gifts,
food, and drink

Seek support from
supervisors when
needed




Setting Boundaries with
Clarity and Respect

.,

“I'm hearing that finding a new
apartment is really important to
you and your family. Unfortunately,
| am not able to help with that. |
would be happy to refer you to
someone else who may be able to = Validate the concern

help.” = Set the limit
= Provide an explanation

“I know that would help you a lot. | wish |
could do that for you. But | am not able
to. My job is to focus on .

Guidelines:

= (Offer an alternative




Give reminders

Use consistent messaging

Maintaining and

Provide referrals when possible

Reinforcing
Boundaries SUDEIVISOrs

ﬁ Document and follow up on any
boundary crossings

Seek support from colleagues and




Addressing
After-Hours

Client Needs

%

Use a strengths-based approach

Provide after-hours plans and
resources

Assess client’s “urgency” carefully

Stick with your work schedule and
professional boundaries

o Exceptions might become expectations
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Improving Work-Life Harmony




Maintaining
Work-Life

Balance
&

Make changes in mindset
Only work your scheduled hours

Do not answer phone/emails
outside of work hours

Look for role models

Advocate within your agency

4




Wordcloud poll

What are some other aspects of your identity
outside of work?

Father and husband like friend
Dog Dad : LPN Immigrant

Mountain lover
Third Culture Kid

Soccer enthusiast Veteran Dog owner

mother and grandmother Brother Tap dancer

Family Therapist Woman Sister Partner
Girlfriend Parent

Nerd spouse Artist
Tia/Auntie

Pawparent Human

Hiker plant parent Reader Frlend Grandmother

church activity

Father  ingividual

Mother e

Traveler Pastors wife

Mentor

teacher/trainer th
Learner gardening language enthusiast
' friend, family oriented
Military Brat framer Y Father/Husband
Hobby Grad student
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TI'H“Slthnlng frOm = Make an intentional transition between
WOrk Mode to work and home
Personal Time = Use exercise or body movement to de-

stress

= Write down lingering “to do’s” before you
leave work




Identifying
Resources
and Support

Supportive supervision
Professional mentorships

Switchboard resources and

technical assistance
* Communities of Practice

Personal therapy




Helpful Self-Care Strategies




Wordcloud poll

What practical resources and/or strategies
would help you maintain your workload?

Meditati
editating Spend time with Friends

Taking a mental break
sticky note on my laptop of leftover tasks

Play games Working out Gardening Taking a break Good sleep
Reading books Travel/vaccation

Stillness Co Oklng Slnglng DanC|ng Training

Nature Yoga

talk to my kids readlng Use Praying
Prayers . o a I n g
spend time painting

Therapy

Music therapy

Schedule activities

hard Family time weeks meal Sleeping

Running walks Music and Walklng Watching tv shows
Spend time with family

Walking in nature

Self care Service

Mukbang

planning non-work events to look forward to

Journaling Time management skills  gthers holding space
Listening to birds outside Meeting with friends



Advocating for a

Supportive Work
Environment

Become a trauma-informed care
“champion” at your organization

Generate buy-in from leadership
Find partners within your agency

Be a role model and source of
support for others
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Navigating High Caseloads

Time-management and organizational tools




Prioritizing Needs

»
‘ Apply Maslow’s Hierarchy of Needs
\

Assess deadlines and urgency

‘

If tasks are equally necessary/urgent, alternate work times for each one
/

‘ Complete easier items first, planning ahead for more time-consuming tasks

I




Managing Your Time Effectively




Getting and
Staying Organized

Utilize to-do lists

Customize a preexisting template or
create your own tracking system

Use your calendar!




Finding Time for Documentation

Prioritize your Limit
tasks distractions

Set boundaries

with clients Don’t let it pile up

Schedule time Use structured
templates




Wordcloud poll

What strategies do you use to help you find
time for the administrative side of case
management work?

Stl Cky n Otes copy and paste templates

day ““..Calendar

time blocks Set up time for notes

“Time Blocks on.

case

. Calendar
s Gat raminders e

Case note immediately

set a day weekly/biweekly depends on the caseload
don't be afraid to ask for help

Use calendar



Type your question in the Q&A

Questions? Click thumbs-up d to vote for others’
questions




Learning Objectives

We hope you are now able to:

O e O O

Recognize Describe Apply

several common challenges ways to improve work-life new time management
of case management while harmony, including shifts in approaches and
identifying strategies to set mindset and self-care organizational tools to
healthy professional strategies navigate high caseloads
boundaries with clients




Help us
help you!

Scan the QR code or click the link in
the chat to access our feedback

survey!

= Fjve questions
= 60 seconds

= Helps us improve future training
and technical assistance




Recommended Resources

Switchboard

Archived Webinar: Organizational Approaches to Staff Care
and Retention in Resettlement (2024)
Archived Webinar: Balancing the Demanding Needs of Case

Management (2022)

Archived Webinar: “| Was Already Burned Out, and Now
This...” Strategies for Staff and Supervisors to Mitigate
Burnout, Vicarious Trauma, and Other Occupational Hazards
(2020)

Guide: Preventing Occupational Hazards by Promoting
Organizational Resilience (2020)

Podcast: How Can Supervisors and Organizations Support
Staff Care? (2020)

Evidence Summary: \What works to reduce burnout and
vicarious trauma among refugee service providers? (2020)

Center for Victims of Torture (CVT)

Toolkit: Fundamental Skills for Self-Care (2021)
Archived Webinar: Boundaries in the Electronic Age (2019)

switchboard

connecting resettlement experts
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Preventing Occupational Hazards by Promoting
Organizational Resilience

Bumout, secondary traumatic stress, vicarious trauma. and compassion fatigue are all considered occupational
hazards These effects can resuit directly from working in certain professions. such as refugee service provision. The
internal culture and environment of an organization can increase a staff person's vulnerability to these occupational
hazards, or these can enhance organizational resilience. This guide provides recommendations for supervisors and
leaders to promate resiience and reduce occupational hazards among theirteam members.

What is Organizational Resilience? akso suffer high tumover and low staff cohesion.
Without staff cohesion, team members have reduced

An organization’s culture and environment can make a ability to work together effectively, anticipate each
big difference in the levels of distress that staff are other's needs, and support each other. Even when staff
feeling. Organizational resilience i the ability of an choose to stay at an organization after feeling the
organization to survive negative events (such as COVID- impacts of occupational hazards, their effectiveness
19, financial hardship, or layoffs) while being as within their job i likely to suffer. Organizational
supportive or more supportive of staff and clients as resilience can combat these effects.
before the negative events. This relates to individual
resilience: a person’s ability to adapt and survive Organizational resilience is essential not just for staff.
adverse experiences without them negatively affecting but for clients. Refugee-seving organizations want to
key components of their character. ensure that people who have experienced forced
migration receive the highest quality services they can
Organizations struggling with high rates of offer. Service providers are among the first people that
occupational hazards—bumout. vicarious trauma, newly arrived families encourtter as they begin to build
secondary traumatic stress, and compassion fatigue— new communities in the US. If sefvice providers are

1
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https://www.switchboardta.org/resource/organizational-approaches-to-staff-care-and-retention-in-resettlement/
https://www.switchboardta.org/resource/organizational-approaches-to-staff-care-and-retention-in-resettlement/
https://switchboardta.org/resource/balancing-the-demanding-needs-of-case-management-recording/
https://switchboardta.org/resource/balancing-the-demanding-needs-of-case-management-recording/
https://switchboardta.org/resource/i-was-already-burned-out-and-now-this-strategies-for-staff-and-supervisors-to-mitigate-burnout-vicarious-trauma-and-other-occupational-hazards/
https://switchboardta.org/resource/i-was-already-burned-out-and-now-this-strategies-for-staff-and-supervisors-to-mitigate-burnout-vicarious-trauma-and-other-occupational-hazards/
https://switchboardta.org/resource/i-was-already-burned-out-and-now-this-strategies-for-staff-and-supervisors-to-mitigate-burnout-vicarious-trauma-and-other-occupational-hazards/
https://switchboardta.org/resource/preventing-occupational-hazards-by-promoting-organizational-resilience/
https://switchboardta.org/resource/preventing-occupational-hazards-by-promoting-organizational-resilience/
https://www.switchboardta.org/resource/how-can-supervisors-and-organizations-support-staff-care/
https://www.switchboardta.org/resource/how-can-supervisors-and-organizations-support-staff-care/
https://www.switchboardta.org/resource/what-works-to-reduce-burnout-and-vicarious-trauma-among-refugee-service-providers/
https://www.switchboardta.org/resource/what-works-to-reduce-burnout-and-vicarious-trauma-among-refugee-service-providers/
https://www.switchboardta.org/resource/self-care-tools-fundamental-skills-for-self-care/
https://www.switchboardta.org/resource/boundaries-in-the-electronic-age/

Stay Connected

4 Switchboard@Rescue.org

\

\k www.SwitchboardTA.org

The IRC received competitive funding through the U.S. Department of Health and Human Services, Administration for Children and Families, Grant
#90RBO0OO053. The project is 100% financed by federal funds. The contents of this presentation are solely the responsibility of the authors and do not
necessarily represent the official views of the U.S. Department of Health and Human Services, Administration for Children and Families.
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