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Vision
A world of dignity, opportunity, and community for all people.

Mission
CQL is dedicated to the definition, measurement, and 
improvement of personal quality of life.

 



CQL Services
Organizational Transformation

Accreditation
Training
Certification
Research
Consultation

 



Our History
Personal Outcome Measures®

 

With people with 
DD, people with 
mental illness, 
parents, thought 
leaders

Focus Groups
The first Personal Outcome 
Measures® tool is published 
– 30 outcomes. Validity
testing conducted.

POM
Analysis of the data leads 
to the combination of 
certain outcomes resulting 
in the 21 outcomes we use 
today

21 Outcomes

In three orgs and 
then field tested in 
US and Canada

Piloted
Factor analysis reduces the 
number of outcomes from 
30 to 25

25 Outcomes
Analysis 
demonstrates the 
continued validity of 
the 21 outcomes

Revalidation

1991 - 1992 1993 2005

1992-1993 1997 2017



Personal Outcomes Measures®



Everyone Communicates
Objectives

• Recognizing different forms of communication

• Develop active listening skills

• Utilizing our observations

• Using the Personal Outcome Measures® with 
people who use forms of communication 
different from your own

• Exploration of the data

• Suggestions from Certified Interviewers



Personal Outcome Measures®
A Note On Language

They are:
Non-verbal

High functioning
Low functioning

Wheelchair-bound
Having a behavior

CP
a client

A Person who …
Doesn’t use words to communicate
Has great skills and talents
Uses more supports
Uses a wheelchair
Needs individualized supports
Has cerebral palsy or a physical disability
Receives services



EVERYONE COMMUNICATES

Types of 
Communication

 



Everyone Communicates
Types Of Communication

Expressive Language

When we share wants, needs, 
thoughts, ideas, dreams, etc.

Receptive Language

When we listen and 
gain understanding.



Everyone Communicates
Types Of Communication

• Verbal communication

• Non-verbal communication

• Augmentative Communication

• Assistive technology and devices

Active social care. activesocialcare.com. (n.d.). Retrieved March 16, 2023, from
https://activesocialcare.com/handbook/communication/ways-that-people-communicate/ 



Verbal communication …
There are currently 7,168 languages on Earth.
The world. Ethnologue (Free All). (n.d.). Retrieved March 16, 2023, from https://www.ethnologue.com/ 

 



Everyone Communicates
Types Of Communication

Verbal communication is highly nuanced.

Expression and perception of what is being expressed can vary based upon:

• Tone
• Pitch
• Volume

Active social care. activesocialcare.com. (n.d.). Retrieved March 16, 2023, from
https://activesocialcare.com/handbook/communication/ways-that-people-communicate/ 



Everyone Communicates
Types Of Communication

Non-verbal communication can include:

• Sign-language
• Written or typed communication
• Eye contact
• Braille
• Facial expressions
• Gestures
• Body position

Active social care. activesocialcare.com. (n.d.). Retrieved March 16, 2023, from
https://activesocialcare.com/handbook/communication/ways-that-people-communicate/ 

 



Everyone Communicates
Types Of Communication

Augmentative Communication can include: 

• Symbols and pictures
• Objects of reference
• Signs
• Human Aids to Communication…

• Interpreters
• Translators
• Note takers

Active social care. activesocialcare.com. (n.d.). Retrieved March 16, 2023, from
https://activesocialcare.com/handbook/communication/ways-that-people-communicate/ 

 



Everyone Communicates
Types Of Communication

Communication assistive technology and devices can include: 

• Devices to enable someone to use speech
• Devices that support people to hear
• Devices for people with visual impairments
• Safety-related devices

Active social care. activesocialcare.com. (n.d.). Retrieved March 16, 2023, from
https://activesocialcare.com/handbook/communication/ways-that-people-communicate/ 

 



• Some people might communicate with words in your language
• Some people might communicate with words in a different language
• Some people might communicate with sign language
• Some people use a device or pictures
• Some people use expressions
• Most people use more than one way to communicate

REMEMBER …

Everyone Communicates!

Everyone Communicates
Types Of Communication



Everyone Communicates
Types Of Communication

The Personal Outcome Measures® can 
be used with all communication forms.

Understanding and adapting to 
people’s communication methods is an 
essential skill in interviewing. 



EVERYONE COMMUNICATES

The Art of 
Listening

 



Everyone Communicates
The Art Of Listening

Give your undivided 
attention

Take time to 
listen

Be mindful of how you 
are communicating



Personal Outcome Measures®
Strategies For Communication

Open-Ended Questions         

• Answered with an 
explanation or opinion

• Useful for starting a 
discussion and learning 
about the person’s 
unique perspective

       vs.              Closed-Ended Questions

• Answered with a specific 
response

• Useful for clarifying what the 
person said or what you 
think you know



Everyone Communicates
The Art Of Listening

Using questions in conversations is important…

• Ask “what” or “how” questions
• Avoid “why” questions
• Be patient - wait for a response
• Guide the person to identify the problem –

“what do you think the problem is?”
• Listen without judging

 



Everyone Communicates
The Art Of Listening

What do you make of __________________?

How do you feel about _________________?

What concerns you most about __________?

What seems to be the obstacle?



Everyone Communicates
The Art Of Listening

Tell me more about _________________. 

What will help you?

What have you done already?

What else?



Everyone Communicates
The Art Of Listening

What do you want?

What outcome or goal do you want?

What do you think will work?

What is your plan?



Everyone Communicates 
The Art Of Listening

What are your next steps?

What will you do? When?

How will we know if it works?



Everyone Communicates
The Art Of Listening

Tips for success: 

• Look to the person for direction
• Wait for responses
• Ask one question at a time
• Summarize to see if you got it right
• Spend time with the person where they live, work and play
• Use things in the person’s home, work as a guide

(e.g. pictures, personal things…)



EVERYONE COMMUNICATES

Observation as an 
Essential Skill

 



The Power
Of Observation

 



Everyone Communicates
Using Observations

What do you smell?

What do you see?

What do you hear?



EVERYONE COMMUNICATES

Using the POM 
with People who 
Communicate 
Differently

 



Preparation is Key!
Be sure to explore the following before the interview:

• How does the person communicate?
• Will they need/have they requested support during the interview?
• Does the person need an interpreter? 
• Does the person use a device?
• Do YOU need to learn more about the person’s modes of 

communication? 
• Talk to the people who know the person best to get advice

Everyone Communicates
Using The POM With Different Types of Communication



Everyone Communicates
Using The POM With Different Types of Communication

Considerations when a support person or interpreter is present 
during the interview:

• Continue to address all questions to and give your full attention to 
the person being interviewed

• Coach the interpreter to answer with what the person would 
express

• Ensure that the conversation with someone who knows the person 
best is a different person than the interpreter



Everyone Communicates
Using The POM With Different Types of Communication

Using Pictures:

• If at the person's home, ask if they would
like to show you pictures of their life.

• Use images on your phone or computer
• Utilize pictures to communicate about

concepts
• Show images to reinforce questions and

increase understanding

 



Personal Outcome Measures®
Strategies For Communication

Strategies for Communication

• Talk directly with the person
• Include the person, even if someone else is providing 

information
• Use the person’s preferred mode of communication
• Offer breaks and notice body language
• Be conversational and make sure you take the time needed
• Comfort is key
• Taking notes is important to assist you in decision-making 

later



Personal Outcome Measures®
Strategies For Communication

How To Connect

• Make eye contact
• Slow down
• Use short sentences
• Use common words
• Use gestures
• Write back and forth 
• Watch for body language/cues
• Ask yes/no questions

Using Visual Cues

• Objects
• Pictures
• Photos
• Videos
• Artwork/Drawings



Everyone Communicates
Promoting Understanding

• Large print materials available

• Provide options for reading,
listening, and explanation

• Time and patience

• Active listening

 



Everyone Communicates
Using The POM With Different Types of Communication

General tips for success:

• All of “the usual” techniques still apply

• Trial and error

• If we cannot determine the person’s definition of the outcome, 
and those that know them best do not know their definition of the 
outcome, the outcome is an opportunity



EVERYONE COMMUNICATES

Data

 



Primary Communication Method (n = 7,200)

Verbal/spoken 
language, 

83.3%Facial/body 
expressions, 

13.0%

Sign language, 
1.2%

Communication 
device, 0.8%

Other, 1.7%
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44.4%
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Supports In Place

People Who Don’t Communicate With Verbal/Spoken Language

Most Present Supports %
People are safe 85.9%
People have the best possible health 67.5%
People use their environments 64.5%
Least Present Supports %
People choose where and with whom to live 20.0%
People choose where to work 25.2%
People perform different social roles 26.4%



EVERYONE COMMUNICATES

Suggestions from 
Certified 
Interviewers

 



• Utilize enabling technology, including apps that 
people already have access to on their phone or 
other personal device

• Use emojis or scales of 1-10
• Draw pictures together
• Have the interpreter answer in the first person
• Consider developing a communication “toolkit” 

or other resources to support your 
conversations to be successful

Everyone Communicates
Suggestions From Certified Interviewers



Personal Outcome Measures® 
Upcoming Training & Workshops



SIGN UP FOR CQL EMAILS

Resources 
Sent Straight 

To Your Inbox!

 



CONNECT WITH US

/TheCQL @TheCQL

/TheCQL CQL

 



Contact Us

Rebecca Kasey
rkasey@thecouncil.org

Michael Clausen
email@thecouncil.org
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