[image: image1.jpg]Employee ((Wellness

Nutrition | Balanced Lifestyle | Fitness




Wellness Consultations – Resource Guide
*This document is to support the direction and communication from your 
Corporate Program Director and/or management. 
WELLNESS CONSULTANT

Objectives of an EWSNetwork Wellness Consultant 

· To establish a trustworthy, compassionate, supportive, and professional relationship with the employees.
· To work with the employees in achieving small successes that build upon each other for optimal behaviour change. 

· 100% booking rates, 100% of the time
· Maintain open communication with EWSNetwork Management/respective Corporate Program Director [CPD].
An EWSNetwork wellness consultant should have the following characteristics:

· is knowledgeable 
· is enthusiastic
· has the ability to listen
· has the ability to establish rapport 

· understands that every conversation is confidential

· has the ability to interact in a positive, comforting manner

· is personable

· shows relatibility

· is genuine and honest

· has the ability to promote what’s best for the client in any given situation

Goals as a wellness consultant (to ensure retention/attraction)
· 100% booking rates, 100% of the time
· Make the client like you and want to come back for more!

· Rebook, rebook, rebook – rebook prior to leaving consultation
· Be as energetic and as positive as you can – clients feed off of this.
· Go above and beyond for your client. 
· Examples may include: providing workouts for the spouse/kids, providing or emailing recipes, emailing check ups/ins, staying in contact, be visible in the lunchroom/cafeteria/common areas when possible, emailing or phoning for reminders (2 workdays prior), asking for testimonials on success stories, asking for referrals (get to see their colleagues)

· Be honest….if you don’t know an answer to a question, defer the conversation to buy you more time to find the answer. 

· Keep your knowledge base wide. Stay educated on various health issues/concerns/news.
· Make use of all the articles and tools as homework!
· Retention/Attraction….if you have been seeing a client for a while and you need something to hook them in again, try focusing your efforts (during the consult) on a new article you haven’t given them. Re-focus on their goals….There are lots of health topics and supportive resources you can discuss with your client. Familiarize yourself with excerpts from the various articles. Perhaps go through an article and highlight/circle the interesting parts. Create a conversation this way. They’ll want to come back for more if you can keep their interested peaked.
· Finish each session with homework (or where you see fit). Accountability and follow up are critical with retention and attraction. 
· Utilize the portal for your notes and attaching the homework.
CONSULTANT RESPONSIBILITIES

· To be on-time for health coaching shifts at the worksite

· To be organized
· To attend the mandatory EWSNetwork Webinar Trainings [3-4 times per year]

· To be in direct communication with your respective CPD and/on management communication meetings and check ins

CONSULTANT DUTIES

· Provide one-on-one health coaching

· Stay on task for 30 minute appointments. Respect the timeframe for the appointments.

· Scheduled by your CPD and impromptu [when there is a cancellation, no show] walkarounds [enhances visibility of the wellness consultant and program]. 

· Possible exercise classes at the site

· Possible lunch n’ learn presentations

CONSULTANT BINDER
· EWSNetwork Initial Consultation – pre-amble

· EWSNetwork Powerful Health Coaching Questions

· EWSNetwork Door Sign [to be posted at the beginning of each shift and taken down after shift]

· EWSNetwork Wellness Consultant - Resource Guide
· EWSNetwork Article Inventory Lists [categorical and numerical]

· One copy of all EWSNetwork Consultant Articles [are all on the portal for your use]

CONSULTANT MATERIALS

· 10-20 copies of all the EWSNetwork Interactive Articles [all on portal, but good to handout if needed]
· Toolbox (pen, stapler, measuring tape, calculator, appointment slips)

· Stability ball, weight scale, hand weights, mat, blood pressure cuff, resistance band, food labels [optional items relating to space and frequency of visits to the site]
· Small pad of paper for demonstrations, notes
· Nametag

WELLNESS SESSION PROTOCOL

· All sessions are confidential
· All notes and measurements and goals are required to be entered on the portal system
**BE AS ACCURATE AND AS UP TO DATE AS POSSIBLE WHEN ENTERING YOUR NOTES ON THE PORTAL.  It will take some practice to ensure you understand everything. Please refer to the Video Inventory Sheets and your CPD or manager if you have questions.

· All waivers and PAR Qs are to be kept by the consultant [until we post on-line. Then, the consultant will be able to go over the “paperwork” online].
· Use your time wisely….you only have 30 minutes. 
· Rebook your client prior to leaving appointment
· Get familiar with what resources you have. If you have something you’d like to use as a resource/tool, please get approval from the EWSN executives first.

· Use the articles sparingly. We want clients to actually read them. Giving too many will be overwhelming. 

CLIENT SESSIONS
Script for Session #1:
Setting up the scenario…client comes in the door. While standing, shake hands and do name exchanges. Invite him or her to sit.
Take your seat and begin with the following:

“I am so excited you’re here! We had a great launch last week and our team was able to meet so many staff. What I wanted to do first, today, is introduce you to this new wellness program and get into what these sessions are, what you’ll expect, etc…

The EWSNetwork program is very unique. We are on-site, which means we have presence here on a weekly basis. We have a very comprehensive toolbox of wellness initiatives. 

If you can picture a toolbox, it’s basically broken down into three compartments: individual, group, awareness. Every program EWSNetwork runs is in one of these compartments.  
The first component is the individual attention. Our model is designed so I can work with as many people as possible on an individual basis. We will work together to design a personalized plan just for you….we’ll do some discussions in a minute to find out what you’d like to work on. From there, I’ll be able to guide you in your health. Some examples may include: meal planning, diabetes information, BP, chol, weight management, exercise prescription, stress, sleep enhancement, improving your energy levels – or even just checking in! Basically, you have a personal trainer, nutritionist, and wellness specialist right here at your finger tips!
The great thing is this session isn’t it. I’m not going to overwhelm you with information and never see you again. We’re going to work together on your plan. Before you leave today, we’ll get you signed up in a few weeks to see each other again, then again in another few weeks. So, we’ll be working together on a number of things over time!

So, that all said, I’m your wellness consultant or health coach!! And I’m so excited to be working with you. The information flyer you received at the launch, all of my personal information is there. If you have any questions after today, if you need any specific information, if you need to check in with me, if you need to reschedule your wellness appointments, email me or feel free to call me at extension ________.  Prior to any follow up appointment, I’ll send you a reminder email or call to ensure you don’t forget!
The second component is the group programming. Some of those include lunch n’ learns, workshops, pedometer challenges, extreme lifestyle makeover series, work/life balance programs, exercise programs, and so much more. Incidentally, this location will enjoy ___________(what is coming up in the next month for them to do…ie: nutrition program…give some details and hopefully they’ll sign up through you if they hadn’t yet).

The third component is the awareness side. You will enjoy monthly newsletters, recipes, handouts, posters, awareness campaigns (blood pressure clinics, health fairs).

So, every program or wellness initiative we run will be in one of those three categories.

Any questions before we complete some paperwork? 

No, great! 

As a wellness program participant, there are two forms here to fill out. One is our waiver. This waiver is just to ensure you that anything we do here is confidential and further, I won’t make you to do anything you don’t want to do!! The second form is the PAR Q. So if you could take a few minutes to fill these out, we’ll get started.
Forms, Discussions
· Waiver and Par-Q signed and kept in a folder. As a consultant, please hold onto these and submit to EWSNetwork head office on a periodic basis.
· Use the Client Information Form to gather some information. Use as a conversation piece. Some clients may have completed the Personal Wellness Profile. They may bring their report with them. You can go over it with them throughout your conversation. Goals can be outlined using this tool.
· Begin asking questions to establish the rapport you need to proceed. You may have some pertinent questions you like to ask. 
· Get that initial picture. Get an idea as to what they want to work on (weight loss/management, lower BP/cholesterol, better activity levels, lower medications, help with coping with stress, etc….).
· Try to gather some baseline measurements (weight, girth, body fat) if they’d like that. It provides some great information for you and them. 
· Enter all information on the Portal. 
· Some questions may center around:
· Energy levels
· Food intake
· Water intake
· Physical activity regimen
· Goals
· Family questions (how the family eats, stays active)
Main Goals

SESSION #1 – MAKE THE CLIENT LIKE YOU! The first session you’re spending with the client is to build enough rapport with them that they leave happy and fulfilled. For the first session, gather information and get to know them. End by giving them something to work on for the next visit. 
Most are vulnerable coming to see you. Embrace that. 
Once you have the story, encourage them that a personalized plan will be worked on with them in achieving the goals they want to achieve.
FOLLOW UP SESSIONS 

For follow-up visits, follow the same format:

· check homework

· discuss successes and struggles

· re-visit goals (re-formatting may be a step to take with them)

· keep the relationship with them throughout the session (you’re their wellness consultant, remember….a coach, a guide, an advice giver)

· give more homework for the next visit (logs, reading material, handout, task)
· re-book

Finish all sessions with some accountability task or homework. Choose something that works toward the goals of that client.
Common Themes/Goals of the Client and Corresponding Materials (suggested)
TRUST YOUR OWN KNOWLEDGE!

The table below provides only suggestions for a select few goals your client may have. By no means, should ALL the information be done in any one session. You can think of follow-up sessions with your client around some of the goals he/she may have. 
All sections on the wellness inventory sheet will be continually updated. Once per month, the updated inventory list will be sent to you (email or back office).
*Articles/Handouts – when giving the client some information to read, circle or point out the parts you are encouraging their attention. Stay as interactive as possible.

*Tasks – make sure the tasks are easy and do-able. These help with accountability when you’re following up with them. Plant the successes from the beginning! Don’t give too much. Less is better! 

As an example, if you notice that your client doesn’t drink water, encourage that practice for the next visit. Show them ways to promote water drinking (ie: drink when they eat, use a water bottle with an elastic band to count glasses or water, drink after they use the bathroom each time). If the client is only drinking 2 glasses a day, encourage 3 or 4 for their next visit. Getting them to drink 8 is too hard and overwhelming for that particular client. Easy is more!
	Goal


	Discussion
	*Articles/Handouts

(reading materials)
	Tasks
	Resources for tasks

	Weight Management
	-Current weight

-Desired weight

-Activity being done now

-Diet and energy levels now

-supplements / vitamins / other medications

-Family practices

-Injuries

-Sugar/salt cravings?


	Metabolism

Weight control

Exercise

Nutrition
	-Help them schedule in some activity (do-able tasks)

- Baseline Measurements (weight, girth, body fat)

-Simple exercises to do at home/gym (ie: 15 sit ups and 15 push ups each day)
	-Accountability calendar (help them schedule in some exercise)

-Measurement log

-any pre-made exercise handouts (or make your own with the equipment they have at home/gym)

	Improved Nutrition


	-Diet and energy levels now

-times they eat

-common practices (pop drinker, “CSI” snacks (late night eating), eat on the run, skip meals, etc.)

-main meals?

-mid morning, afternoon snacks?

-supplements

/vitamins/other medications?

-cravings, when?


	Healthy Snacks and Meals with the Reference Guide (importance of eating balanced, with variety)

-any relevant nutrition article!
-metabolism
	-complete food log (nutrition or food portions log)

-explore food labels, grocery store shopping
	-Plan a Day of Healthy Eating (give an example of proper eating)

-nutrition log

-portion logs

-food label tip sheet

-grocery store tip sheet

-sample shopping lists

	Improved Physical Activity


	-current activity

-time to do activity?

-flexibility?

-cardio?

-resistance training?

-gym

-at home

-beginner, intermediate, advanced

-injuries 
	-any exercise articles
-any weight management articles

-metabolism
	-personal contract
-accountability calendar for completed exercise minutes

**consultant writes out calendar with the client

	-logs
-full body stability ball program (has pictures)

-beginner, intermediate, advanced programs

-blank log where the consultant writes out program

	BP and Cholesterol


	-current practices (diet and ex)
-medications now?

-eating habits?

-timing of the meals

-food choices

-food combinations

-energy now

-cravings
	-BP and Cholesterol handouts/articles
-cholesterol and BP lowering foods (nutritional nuggets of information)

-any nutritional article

-any ex article
	-start with working on only one or two things at once. 
-both diet and exercise will be discussed as both weigh on BP and chol.
	-nutrition log
-food guide

-food portions lesion

-exercise prescription



	Stress


	-current practices
-energy levels

-lows/highs of energy

-sugar/salt cravings, when?

-sleep habits

-overall lifestyle picture???

-family issues

-work issues

-stress symptoms and how they react to stress (starve, over eat, anger, sadness)

-specific times of main stress (ie: audits, tax season, Christmas)

	-see stress section
-stress symptoms


	-depending on what direction you want to take with this, will determine what tasks will be completed
-most often than not, someone’s diet can be improved which will lead to improved overall energy, choices, and sleep!
	-use the stress section for your choices
-any stress checklists

-you can always go back to the nutrition and exercise tools

-sleep tools

-stress-reduction techniques

-deep breathing (consultant shows how to do it)

-accountability calendar (put the deep breathing on there for the client to follow)



	Heart Health


	-diet, exercise habits
-sleep

-stress

-energy levels

-genetics

-high BP?”

-high chol?

-family issues

-concerns
	-omega 3s
-difference between unsat and sat fats

-healthy carbs (grains, veggies, fruits)

-importance of protein
	-any nutritional task
-any activity task
	-logs
-relevant interactive tools

	Diabetes

	Same idea as all for info gathering
	-see diabetes section
	-any nutritional task
	-logs
-water handout

-healthy sugars




RECRUITING EFFORTS FOR NEW CLIENTS
Scenario 1 - NEW PERSON

Hello Mary. My name is Meaghan Jansen. I'm the EWSNetwork on-site wellness consultant here at CAS. How are you? Now that we're into a New Year, I wanted to touch base about meeting you. I want to meet as many people as I can this year.....I'm in the process of phoning some of the staff to sign them up to meet me. The one-on-one consultations have been very effective in helping individuals with all aspects of health - diet, exercise, stress management, etc... Do you have your schedule handy? I actually have an opening on Jan 14 and Jan 16 at 1 or 3pm....which day and time would you prefer?

YES....Perfect - I've marked you in for Jan 14 at 1pm. I look forward to meeting you! As we get closer to the date, I'll send you a reminder via email or phone. Looking forward to it!

 

NO...Not a problem. Would you be interested in me keeping you informed about upcoming wellness initiatives here at CAS?

  

Scenario 2 - PERSON WHO SAW ANOTHER CONSULTANT IN THE RECENT PAST
Hello Mary. My name is Meaghan Jansen. I’m the new on-site wellness consultant here at CAS. I see here that you had met with Cathy a few times in the past year. She has mentioned your name to me as someone who might be interested in meeting me. I am excited to meet as many staff as possible this year. I actually have Jan 14 and Jan 16 open at 1 or 3pm. Do you have your schedule there? What would work better for you?

YES….Perfect – I’ve marked you in for Jan 14 at 1pm. . I look forward to meeting you! As we get closer to the date, I'll send you a reminder via email or phone. Looking forward to it!
NO...Not a problem. Would you be interested in me keeping you informed about upcoming wellness initiatives here at CAS?

Scenario 3 – PERSON WHO SAW ANOTHER CONSULTANT, A WHILE AGO, AND NEVER RETURNED.
Hello Mary. My name is Meaghan Jansen. I’m the new on-site wellness consultant here at CAS. How are you? I understand you saw one of the EWSNetwork wellness consultants last year a couple of times. My goal this year is to reconnect with as many staff as possible. It’s a brand new year and I’d love to meet you. I actually have Jan 14 or Jan 16 at either 1 or 3pm open. Which would you prefer?

YES….Perfect – I’ve marked you in for Jan 14 at 1pm. . I look forward to meeting you! As we get closer to the date, I'll send you a reminder via email or phone. Looking forward to it!
NO...Not a problem. Would you be interested in me keeping you informed about upcoming wellness initiatives here at CAS? 
Scenario 4 – PERSON YOU HAVEN’T SEEN IN A LONG WHILE.

Hello Mary. Long time no see! How have you been? Well, I’ve made it my goal to re-connect with as many staff as I can this year. You’re on my list! I’d love to connect to discuss some of your wellness goals/questions/concerns. Do you have your schedule handy? As it turns out, I have Jan 14 or Jan 16 at either 1 or 3pm open. May I pencil you in to see me? Which time would you prefer? 

YES….Perfect – I’ve marked you in for Jan 14 at 1pm. . I look forward to meeting you! As we get closer to the date, I'll send you a reminder via email or phone. Looking forward to it!
NO...Not a problem. Would you be interested in me keeping you informed about upcoming wellness initiatives here at CAS? 
Common questions clients may have for you before agreeing to a meeting:
Q. What are the one-on-ones all about?

A. These wellness consultations are all individualized and confidential of course! We can discuss anything you want – goals for this year, stresses you might be experiencing, diet help, even exercise prescription…..perhaps even some great information for your family.

Q. I didn’t have a very pleasant time with the last consultant. What are your qualifications?

A. That’s too bad you didn’t connect with the last consultant. Sometimes that can happen. Is there something in particular you didn’t like?  (perhaps get their feedback here…yes….you’ll have to dig yourself out of this little hole….). 

We’re all certified and have extensive training in lifestyle management. I do bring something a little different to the table. I………..(small bio here). I look forward to meeting you and discuss more. Shall I pencil you in?

Q. I attend all of the group programs – I really like the group atmosphere. I’m not so sure about the one-on-ones….

A. That’s great you’re getting involved! Keep on participating. There are lots of programs that are being designed. The beauty of the one-on-ones is that we can dive into some of the individual planning. It’s tough to connect with individuals in a group setting. This way, we can target various aspects relating to you and only you. I look forward to meeting you to discuss more. I have Jan 14 and Jan 16 open at 1 or 3pm. Which would you prefer?

Important points with these tactics:

· Offer time options and mark them in 
· When you’re going through the script, don’t hesitate at the questions. That gives them an in to say ‘no thanks’ before you have a chance to offer some time options.  

· If they don't want to participate in the one-on-ones, then don't push too hard. Offer to keep them informed about different programs....that way...you can create an email list of those who are tougher to convert (haha)!
· With this group of people, you can offer to email them a monthly recipe perhaps. Something to keep them in the loop is always helpful….and shows you care. They will want a session with you following a few exposures of what you can offer.

· You might find that the client is very hesitant. Have a small, comforting conversation with them over the phone. Ask a few questions of your own if you get the sense they’d like to talk. There….your first screening consultation is finished! Have some paper handy!
 

