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INTRODUCTION

3



ACTIVITY

What do you like best about your job at the 

One‐Stop center?
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ACTIVITY
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What personal qualities do you have that make 
you good at your job? 



ACTIVITY continued

How do your strengths serve people? 
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STRENGTHS‐BASED APPROACH
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A strengths‐based approach operates on the 
assumption that people have strengths and 
resources for their own empowerment.



STRENGTHS‐BASED APPROACH continued
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Create a partnership with the customer.

Integrate program requirements with customer needs.



GOALS OF THE TRAINING
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Teach strengths‐based approaches to customer service.

Share strengths‐based tools.



CHANGING OUR MINDSET  

What would happen if we focused on customers’
strengths instead of the barriers they face?
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TRADITIONAL APPROACH
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Focuses on the problem

Reactive

Views the person & the problem synonymously

Crisis‐management approach

Competition among service providers

Heavy reliance on public funding to provide services

Treats and often re‐treats entrenched problems



STRENGTHS‐BASED APPROACH

Focuses on strengths

Proactive

Views the participant as a resource

Vision‐building perspective

Cooperation among all entities

Unleashing the potential of all entities

Belief that change is possible
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STRENGTHS‐BASED APPROACH continued

A profound belief in the [customer's] potential is intrinsic to 
any strengths‐based assessment.  Thinking about strengths 
begins with understanding what goals and dreams the person 
has; reflecting on the possibilities and hope in their lives. In
the process, they can discover or develop new possibilities for 
themselves and change toward a better 
quality of life. (Saleebey)
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WHAT ARE STRENGTHS?

What people have learned about themselves and others 

Personal qualities, traits, and virtues 

What people know about the world around them

Talents 

Cultural and personal stories 
and lore 

Pride 

Community connections 

Spirituality 
(Saleebey 2006)
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Martha, aged 60, entered the One‐Stop center to seek 
employment after her daughter was laid‐off from work. 

ACTIVITY

Martha lives with her daughter and looks after her 
three grandchildren.

She worked at the local newspaper as a Sales 
Assistant, a job she obtained immediately after high 
school.

She volunteers at the local food bank every 
Wednesday evening with a friend from church.

Martha is interested in working with young 
children.

She knits for pleasure. 
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ACTIVITY continued
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“You were ambitious to obtain a 
Sales Assistant position straight 
out of high school.  Did you enjoy 
it?  What types of things did you 

learn?”

Posing Strengths‐Based Questions



ACTIVITY continued
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Based on the information from the scenario, what 
questions could you ask Martha to find additional 

strengths she possesses?



ACTIVITY continued

Additional Strengths‐Based Questions:
1. Has your enjoyment of motherhood and 
grandparenting led to your interest in 
working with young children?

2. Giving of your time and talents to others is 
admirable.  How did you get involved with 
the Food Bank?

3. Knitting can be very creative and also 
relaxing.  What do you like most about it?

4. Is there a specific religion or any cultural 
information that I need to understand in 
order to understand you better?
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STRENGTHS ASSESSMENT TABLE
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STRENGTHS ASSESSMENT TABLE continued

20



ACTIVITY

Meet Susan and Joseph.
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ACTIVITY

If you were to employ the 
strengths approach to your 
practice, how would your 
customers’ experiences change?
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THE BIG PICTURE: COACHING MODEL
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TOOLKIT, VIDEO, OTHER RESOURCES

doors.workforce3one.org
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EVALUATION
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