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Care planning what to do if things don’t go according to plan 
module 

 

Learning objectives for this session 

 

By the end of this session participants will be able to: 

 

• recognise when things are not going to plan in a Care Planning appointment with a person with 
LTCs 

• have a range of approaches they can use in these situations which may result in a good outcome 
for all parties. 

 

Trainer’s Notes 

 

1. Please read this document and the Handout at least a couple of days before. This session is 
designed for participants who are already doing care planning and who might, from time to 
time, encounter some problems. This session will give them some ideas about how to approach 
unexpected situations. 

2.        Participants need to have completed the modules on listening, asking questions to manage 
assumptions,  and cultural competence and have high level skills in these areas.   

3.       Please print off enough copies of the Handout depending on the number of participants in the 
session. 

4. If the case study in the Handout doesn’t work for your practice, think of some situations that 
have happened in your practice where things have not gone according to plan during care 
planning appointments.  

5. Please have a whiteboard or flipchart and at least three post-it notes per participant available 
for the evaluation session.  
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Purpose and 
time 

Activity Resources 

 Welcome everyone to the session. 

Explain that this session is about when care planning 
appointments don’t go according to plan. You have done 
all the preparation and think you understand what the 
person wants or needs and then in the space of an 
appointment everything changes. 

 

Activating prior 
knowledge 

(20 mins) 

When care planning doesn’t go according to plan 

Ask participants if they have ever had a situation where 
they were meeting a person with LTCs and they had 
done all the planning and yet when they got in the 
appointment, everything changed and the planning you 
had done wasn’t any help at all, requiring you to think on 
their feet. 

Ask participants what the situation was and take careful 
notes of this on a whiteboard or flipchart. Then ask 
participants what they did to manage the situation. 
Focus on the strategies they used, not just the tasks. For 
example, making a referral is a task. Strategies might 
include asking permission to make a suggestion, finding 
out what was important to the person, and carefully 
explaining the benefits of the referral.   Add the 
strategies identified by participants to the 
whiteboard/flipchart. 

Then ask how it all worked out. Acknowledge strategies 
that met the needs of the person with LTCs. 

If there is any time, write up another situation or use the 
examples you have collected earlier. 

At the end say “All the work in this part of the session 
has set us up for the next activity”. 

 



 
 

Self-management support course: What to do if things don’t go according to plan module  P a g e  | 3 

© Health Navigator/Health Literacy NZ. Not to be reproduced without written permission. 

 

Purpose and 
time 

Activity Resources 

Building new 
knowledge 

(30 mins) 

Developing approaches to situations where things don’t 
go according to plan 

Give all participants a copy of the Handout. 

Give them time to read the scenario. Then ask them 
what strategies they would do if they were the 
nurse/health coach in this situation. The focus here is 
the strategies they would use not on feeling empathy 
for Tania. If it helps start off with an example such as 
patient-centredness. Ask if you were to be truly patient 
centred with Tania what would you be doing?  Expected 
responses would be creating a secure, private 
environment, listening to understand, asking questions 
to clarify, acknowledging Tania’s feelings, encouraging 
Tania to speak. Write participants’ ideas up on the 
whiteboard or flipchart. 

Then go through the statement about research and then 
each of the tips on pages 5 and 6 of the Handout and 
discuss which participant uses each tip and if the 
comments give useful information. Give feedback if what 
participants say doesn’t match what you would do in 
your practice in terms of systems and processes such as 
patient records.  

Then ask participants to share other strategies they have 
used or would use in care planning situations where 
things don’t go according to plan e.g. where a person has 
not followed their Care Plan or wants to focus on 
something else.  

Page 5 & 6 of 
handout 

 

 

 

 

Evaluation 

(5 mins) 

Plus, Minus and Interesting 

Make sure everyone has access to post-it notes. Ask 
everyone to take three post-it notes – label the first one 
‘P’ (for plus), the second ‘M’ (for minus) and the third ‘I’ 
(for interesting). 

Explain this is an evaluation of the session. 

Ask people to write something on each of their three 
post-its (what was a plus, what was a minus and what 
was interesting) and then put the post-its up on a 
wall/whiteboard/table top under the three categories. 

Take a photo of the responses for your records. 
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Purpose and 
time 

Activity Resources 

Improvement 
activity 

(5 mins) 

One thing I will do now if I am in a situation where 
things don’t go according to plan 

Ask each participant to write down on another post-it 
with their name on it, one thing they will change or do 
more of as a result of this session. Go around and share. 

Take a photo of all the post-its at the end for your 
records. 

 

 


