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“Refresh, Renew & Resiliency” 
FEATURING KEYNOTE SPEAKER STEVEN JOINER! 

Steven Joiner is the Career Development Program Specialist at 

Multnomah County. In this role, he trains coaches, facilitates, 

mediates, and consults on topics including professional development, 

team building, workplace communication, and strategic planning. 

Steve strives to inspire critical thinking, self-awareness, empathy, 

compassion, and focused listening so that today's professionals can 

comfortably navigate the constant ambiguity and ever-changing 

demands of the 21st century workplace. I seek questions over 

answers, self-awareness over following trends, and authenticity over 

authority. 

Steven is the author of “The idealist guide to nonprofit careers for 

sector switchers” and a featured purpose-driven workplace expert on 

NPR’S marketplace and in the NY times. He is also an avid mediator 

and big believer in mindfulness 
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12:00 pm  Annual Membership Meeting and Luncheon 

3:00 pm - 6:00 pm  Registration  

Wednesday, October 5th  

Wednesday October 5                      Schedule at a Glance “Refresh, Renew, Resiliency” 

11:30 2:00pm Board Meeting    Umpqua Boardroom 

3:00 - 6:00pm 
6:00 -7:00pm 

Registration        Willamette Foyer 
Annual Membership Meeting/Reception for all NW AIRS Members Willamette Foyer 

Thursday, October 6th                                         

7:30 - 8:30am Registration: Willamette Foyer                 Breakfast: West and Middle Willamette Room 

8:30 - 10:00am 
Welcome    West and Middle Willamette Room 
Keynote Speaker Steven Joiner "Embracing  Resiliency with Passion & Purpose" 

10:00 - 10:30am Break – Willamette Foyer 

Rooms East Willamette Room North McKenzie South McKenzie 

10:30 - 12:00 
Mindful Communication 

Steven Joiner 

Demystifying the Veterans 
Administration in 90 Minutes!  

Eric L. Ensley 

911 Services Demystified 
Marie Longworth and Cindi 

Harper 

12:00 - 1:30pm Lunch discussion on self-care ideas and opportunities West and Middle Willamette Room 

1:30 - 3:00pm 

Becoming More Conflict-
Competent: Understanding 

Conflict to Reduce Stress 
Tim Hicks 

 

Options Counseling Model 
Applied to Transportation 

I&R 
Johanna Venables 

 

Disaster Resilience – 
Emergency Preparedness 

101 and beyond 
Alice Busch 

 

3:00 - 3:30  Break – Willamette Foyer 

3:30 - 5:00pm 
What’s Your Story?!  

Paul Iarrobino 

Inclusionary Planning:  
Promising Practices Related 
to Dialysis Transportation 

Julie Wilcke, Andria Guidotti 

Dealing with Difficult 
People During 
Emergencies 
Alice Busch 

5:00 – 6:00pm Reception with hors d’oeuvres  Willamette Foyer 

6:00pm Area Activities and Tours  Meet in Willamette Foyer 

Friday October 7th 

7:15 - 8:25am Breakfast -  West and Middle Willamette Room 

8:30 - 10:00am 

The Art of Crucial 
Conversations:  Listening, 

Conversational Engagement 
and Embracing Silence with 

Amy E. Fink 

Evidenced-based 
Programming:   

“To Infinity and Beyond” 
with Christina Marneris and 

Melody Coleman 

Saying No and Managing 
Difficult Calls  

Ciara Doyle and Lacey 
Hanson 

10:00 - 10:30am Break – Willamette Foyer 

10:30 - 12:00 

Are you managing the volume 
of your work or is it managing 

you? 
Amy E. Fink 

Pre-escalation: Serving 
Individuals Who are in 

Distress, Experiencing a 
crisis, or Exhibiting Signs of 

a Mental Illness 
Brad Taylor 

Creative Outreach 
Strategies for Diverse 

Communities 
Ryan Francero 
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Conference Faculty 

Christina Marneris is a Community Services Program Supervisor at Area Agency on Aging and Disabilities 
of Southwest Washington. She develops and oversees community based programs aimed at supporting 
seniors, adults with disabilities and family caregivers thrive in the setting of their choice. Christina has over 
20 years of experience developing innovative programs.  She has a Bachelor of Arts in Recreation and 
Leisure Studies from Virginia Wesleyan College. 

Brad Taylor is the Mental Health Specialist for the City of Portland, where he works in a training and 

advisory role for the City, sharing his expertise and helping to shape policy as it involves mental health 
issues.  He also conducts outreach to community group, providing a bridge between the mental health 
community and the City.   

He has twenty years of experience working with vulnerable populations within the Portland Metro area.  He 
has worked as a Mobile Mental Health Crisis responder in Multnomah County for Project Respond, 
partnering with police to conduct risk assessments and offer support to individuals experiencing a mental 
health crisis.  While working for Cascadia Behavioral Healthcare, he developed and managed a harm 
reduction homeless outreach team that strove to build relationships with houseless individuals who live with 
a chronic mental illness and that worked to connect them to services and housing.  As a Homeless Outreach 
Worker with JOIN, he helped individuals living outdoors to obtain and maintain permanent housing.  Brad 
has also served as a Crime Prevention Coordinator for the City of Portland, helping to organize community 
members to address concerns in their communities while also collaborating across multiple governmental 
agencies to help solve problems.  He is currently the Board Chair of Street Roots, a weekly newspaper in 
Portland Oregon that creates income opportunities for people experiencing homelessness.  Brad is also a 
writer and photographer and is most proud of his role as a dad. 

Johanna Venables has been working in the social services field since 2005, and specifically in 

transportation since 2012.  Johanna specializes in connecting new customers at Ride Connection to 
appropriate and accessible transportation options in their area by educating and informing individuals about 
what is available.  Johanna understands the importance and value of transportation in order to achieve 
daily basic needs.  

Julie Wilcke has been working in human services transportation since 1991.  She started her journey in to 

this arena as a volunteer driver.  Since 2000, Julie has been employed with Ride Connection in Portland, 
Oregon.  Her current position is Chief Operating Officer.  This position lends to a diverse area of 
responsibilities which include development, implementation and oversight of the RideWise Travel Training 
Program, management of all aspects of service delivery (service center, direct service delivery and 
monitoring of contracted door-to-door services) and planning /implementation of special projects.  She is 
currently the chair of the Age Friendly Portland and Multnomah County sub-committee on Transportation, 
member of the Oregon Public Transportation Advisory Committee and the President of the National 
Association of Travel Instruction.   

Julie is a native born Oregonian, never uses an umbrella, loves spending time with her family, friends, and 
adorable lab Audrey, working in such a dynamic field, creating with glass and playing in the outdoors.    
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Conference Faculty 

Andria Guidotti has been involved in the medical field for over 15 years. She is a caregiver who has 
dedicated her time to Seniors, Special Needs & Disabled clients. Four years ago she was diagnosed with 
ERSD (End Stage Renal Disease) and is now on dialysis full time. Andria became involved with Ride 
Connection over a year ago where she was asked to share her thoughts and ideas on helping people with 
transportation issues, as well as playing an active roll on their Advisory Committee.  

Andria has lived in many areas along the West Coast but has settled her roots in Portland, Oregon. She 
loves spending time with her husband, 2 teenage daughters, traveling, gardening, and just relaxing at 
home. 

Lacey Hanson is the Program and Technical Specialist for the ADRC of Oregon and oversees I&R and 

Resource database entry statewide. She came to this position after supervising the Resource department at 
211info of Oregon and SW Washington, where her career in Information and Referral started in 2010.  

Lacey is responsible for providing training, support and technical assistance to ADRC of Oregon staff. She 
has worked to develop evaluation and quality assurance tools for efficiency and success in both I&R and 
Resource Database. She is a member of the AIRS Taxonomy Committee and has participated in software 
development, upgrade and implementation. 

Lacey graduated from Portland State University in Administration of Justice and Spanish and subsequently 
obtained a Bachelor of Fine Arts degree from Oregon College of Art and Craft. Outside of the office, Lacey 
is a metalsmith and makes jewelry, knives and small sculpture. 

Tim Hicks has been a conflict management professional for the past 23 years providing mediation, 

facilitation, training, coaching, and consulting to individuals and organizations in the private and public 
arenas. From 2006 to 2014, he led the Master’s degree program in Conflict and Dispute Resolution at the 
University of Oregon to a position of national prominence as its first director. He returned to private 
practice in 2015 as founder and principal of Connexus Conflict Management. Prior to his work in conflict 
resolution, he and his wife started and managed two successful businesses, one that grew to 150+ 
employees doing business internationally. Tim is co-author of the book "The Process of 
Business/Environmental Collaborations: Partnering for Sustainability” (Quorum Books, May 2000), a text on 
collaborative partnerships to resolve environmental disputes between corporations and environmental 
organizations, author of the article "Another Look At Identity-Based Conflict: The Roots of Conflict in the 
Psychology of Consciousness" (Negotiation Journal, Vol. 17, #1, January 2001), author of the novel, “Last 
Stop Before Tomorrow” that offers a perspective on climate change and our struggle to respond, and 
author of the forthcoming book "Embodied Conflict: Perspectives on the Neural Basis of Conflict". 

Paul Iarrobino has been actively involved as a board member and planner for our conferences since 2010. 
Paul retired earlier this year and is now the owner/operator for True Path Consulting NW, where he 
provides leadership development and helps staff and agencies find meaning through their stories. 

Steven Joiner is the Career Development Program Specialist at Multnomah County. In this role, he trains 

coaches, facilitates, mediates, and consults on topics including professional development, team building, 
workplace communication, and strategic planning. 

Steve strives to inspire critical thinking, self-awareness, empathy, compassion, and focused listening so 
that today's professionals can comfortably navigate the constant ambiguity and ever-changing demands of 
the 21st century workplace. I seek questions over answers, self-awareness over following trends, and 
authenticity over authority. 
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Thursday, October 6th 8:30 am - 10:00 am  

Thursday, October 6th 10:30 am - 12:00 pm  

Keynote Presentation:  "Embracing Resiliency with Passion & Purpose" 

Resiliency is a muscle that needs exercising but how can you strengthen, let alone embrace, 
resiliency in a world full of chronic stress, worry, and uncertainty? 
 
Embracing Resiliency with Passion & Purpose is an interactive session that explores the roots of 
resiliency--from neurobiology to the role of focus--and provides proven, tangible practices for 
maintaining that resiliency in our lives. 

Presenter: Steven Joiner, Career Development Program Specialist at Multnomah County. 

Mindful Communication 

How much time and attention do we pay to how, and what, we say? When time is running short 
and there is no end to the work, mindful, compassionate communication usually suffers. Mindful 
Communication is a chance to explore tools, structures, and strategies for effectively and 
empathetically communication, even in high-pressure situations. We'll discuss mindful 
communication through the lens of: 
• Needs-Based Communication (based on the work of Marshall Rosenberg and The Center for 

Nonviolent Communication)  
• Equity (exploring microaggressions and high/low context culture) 
• Writing (clear asks, clear offers) 
• Active Listening Skills (listening based on connection, not correction) 

Presenter: Steven Joiner, Career Development Program Specialist at Multnomah County. 

 

Demystifying the Veterans Administration in 90 Minutes!   

Have you ever tried to contact the VA to help a veteran client in need of services and ended up 
frustrated and going in circles? Because VA benefits are so complex, it can be difficult to effectively 
serve veteran clients. Find out the ways to navigate the VA system, better understand military 
culture, barriers faced and discover practical solutions to ensure that veterans, families and 
caregivers and get connected to the benefits they may not even know they are eligible to receive. 

Presenter: Eric L. Ensley Supervisor Veterans Services Multnomah County Aging, Disability, and 
Veterans Services Division. 

 

911 Services Demystified 

 

Presenter: Marie Longworth and Cindi Harper 

Lunch discussion on self-care ideas and opportunities moderated by Melody Coleman, Community 

Programs Manager, Northwest Regional Council 

Thursday, October 6th 12:00 am - 1:30 pm  



 4 

 
Thursday, October 6th 1:30 pm - 3:00 pm  

  

Becoming More Conflict-Competent: Understanding Conflict to Reduce Stress 

We all know that conflicts happen in our lives and none of us like them. The bad news is: We’re 
not born knowing how to deal well with conflict. The good news is: We can learn to handle 
conflicts more effectively by understanding what conflict is, why it happens, why it’s difficult for us, 
and how and why we tend to respond to conflict. With more understanding comes more mastery, 
allowing us to use conflicts and differences to improve relationships and systems. 

Presenter: Tim Hicks, Conflict Management Professional 

Options Counseling Model Applied to Transportation I&R 

Here at Ride Connection, Travel Options Counselors serve as the primary point of contact for all 
new customers. Travel Options Counselors, by way of a unique travel needs assessment tool, are 
exposing each new customer to the full range of travel options that are available. The overarching 
goal is to always end the call with a recommendation of one or more individually appropriate travel 
options that are most closely aligned with the travel needs of the customer.  

This presentation will illustrate the local processes, the family of services available, and barriers to 
transportation that Travel Options Counselors see on a daily basis.  Participants in this session will 
come away with a better understanding of barriers to transportation and how a more holistic 
approach is not just preferred, but necessary. 

Presenter: Johanna Venables, Lead Travel Options Counselor. 

Disaster Resilience – Emergency Preparedness 101 and beyond 

This presentation uses the Cascadia Subduction Zone earthquake scenario to outline the 
importance of your role in the response and recovery efforts.  As information and referral 
specialists, you often serve as a lifeline, during large scale emergencies and disasters the service 
you provide is even more valuable.  This presentation will discuss easy steps you can take to 
prepare yourself, your loved ones, and your organization for any emergency.  Topics of discussion 
will include: Emergency Planning & Preparedness 101, Building partnerships with Emergency 
Management agencies, and an overview of the numerous agencies and organizations that are 
involved in disaster response and recovery.  At the conclusion of this presentation you may not 
feel totally prepared, but you will be filled with enthusiasm and confidence to start the super fun 
process of becoming disaster resilient. 

Presenter: Alice Busch, Division Chief of Operations, Multnomah County Emergency Management. 

 
Thursday, October 6th 3:30 pm - 5:00 pm  

  
What’s Your Story?! 

You and your teams have gifts and talents that move your agency’s mission forward every day. We 
often undervalue our experience and impact because of all of the multi-tasking we do in an ever-
changing environment. While we are experts in how we do our jobs and serve community, we 
often forget why we do what we do. This session will focus on developing our own agency story to 
give a genuine and authentic voice to the important work we do.  Are you ready to find your story 
and tell it to others?! 

Presenter: Paul Iarrobino, True Path a Consulting NW. 
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Conference Faculty 

Alice Bush has been active in Emergency Management since 2000.  During her 20+ year career in the 
fire service, she served as an Emergency Manager, EMT, Public Information and Education Officer, Critical 
Incident Stress Manager, Fire Inspector and Fire Investigator.  Prior to arriving at Multnomah County 
Emergency Management, Alice worked as an Emergency Manager for the Department of Human Services.  
Her work involved Mass Care and Sheltering, Continuity of Operations, Disaster Behavioral Health 
Planning, and Donations and Volunteer Management planning.  She is currently responsible for ensuring 
operational readiness of Multnomah County Emergency Management. Alice brings her contagious 
enthusiasm for disaster resilience with her to every meeting and presentation. 

Melody Coleman is a Community Programs Manager at Northwest Regional Council. She has been 

working with elders and persons with disabilities for over ten years. She is a Chronic Disease Self-
Management Master Trainer, oversees the Wisdom Warrior program, and has a passion for community 
supported health & wellness activities.  She has a Bachelor’s of Arts in Leadership and Organizational 
Studies from Antioch University. 

Ciara Doyle is the Community Information Center Manager for 211info in Portland, OR, where she 

supervises a statewide call center. She is responsible for program design, training, and organizational 
integration of core & specialized programs including lines for basic I&R services; foster parent support; 
environmental health concerns; and homeless services coordinated entry. She is a member of 211info’s 
social media team. 

Prior to joining 211info in 2012, Ciara worked in youth services with a variety of community-based 
programs, including a runaway youth crisis center & emergency shelter, youth employment training 
program, and reproductive health organizations. 

She has a Master’s in Social Work from Portland State University and a Bachelor’s in Social Work from 
North Carolina State University. Her interests include backpacking, travel, the internet, and Jack Russell 
Terrier rescue. 

Eric L. Ensley, Mr. Ensley is the supervisor for veterans’ services at Multnomah County Aging, Disability, 

and Veterans Services Division. He manages Multnomah County's veteran service officers who are 
responsible for counseling and assisting veterans, military, and their dependents in the preparation of 
applications for federal and state benefits. Mr. Ensley brings more than twenty-five years experience in 
public and non-profit business leadership having responsibilities for finance, operations, asset 
management, contract acquisitions and restructuring businesses across multiple industries.  

As a national and state accredited veterans service officer, Mr. Ensley has been evaluating the service 
needs of veterans to determine eligibility to benefits such as VA pension, compensation, medical and 
burial for many years. Mr. Ensley has held leadership positions at other agencies with a focus on veterans 
reintegration and self-sufficiency for veterans experiencing homelessness, barriers to employment and 
housing due to criminal backgrounds, substance abuse and mental health histories. Mr. Ensley is an 
engaging presenter and extremely knowledgeable and resourceful. 

Amy E. Fink passionately embraces a life-long journey with learning and is deeply committed to the 
creation of organizational environments engaged in developing flourishing leadership practices with an 
emphasis on person centered practice approaches in service to others.  20 + years of experience in the 
field of aging and disability services and is currently the Snohomish County Area Agency on Aging. 

Ryan Francario is the Statewide Outreach Specialist with Oregon Medicare Savings Connect and 

Multnomah County Aging Disability and Veterans’ Services. Prior to joining Multnomah County, they 
brought a decade of non-profit  Statewide and National strategic outreach development experience with 
them; managing a statewide Maternal and Child Health program with 211info, a National health policy 
promotion program for women and youth living in poverty, and providing organizational training in a 
variety of settings. 
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Friday, October 7th 10:30 am - 12:00 pm  

  

 
Friday, October 7th 8:30 am - 10:00 am  

  
Saying No and Managing Difficult Calls 

I&R Specialists have to be good jugglers. Every I&R call is different, and navigating your caller’s 
demeanor, a computer database, and a limited safety net requires great skill, patience and focus. 
This training will help you develop tools to help you manage your calls with confidence. 

One of the things an I&R Specialist has to do most often is let someone know that the resource 
they are looking for is not available. We will talk about how to say “no” with confidence and still 
leave your caller with some good information. We will also talk about strategies for controlling your 
call with confidence, and how to manage difficult callers. Finally, we will talk about strategies for 
de-escalating upset callers and debriefing difficult calls. 

This session will enable you to be more confident as an I&R Specialist and provide you with tools 
and skills to leave both you and your caller feeling more positive about the road ahead. 

Presenter: Ciara Doyle, 211info of Oregon and SW Washington & Lacey Hanson, ADRC of Oregon. 

Are you managing the volume of your work or is it managing you? 

Have you taken the time to reflect on how your job impacts you emotionally?  Come to this 
workshop and engage with both some reflection techniques and self-care tools.  The tools and 
reflection techniques employed in this workshop encourage creativity with a variety of tool options 
designed to foster personal discovery.  This self-discovery process seeks to increase our presence 
of mind in the workplace while valuing the work we produce. 

Presenter: Amy E. Fink, MSW, MLSP, AbD 

Pre-escalation: Serving Individuals Who are in Distress, Experiencing a crisis, or Exhibiting 

Signs of a Mental Illness 

Do you ever find yourself in a situation that you feel started off badly and only got worse?  Have 
you wondered what you could have said and done to have prevented things from escalating? 

This training will give you tools and skills regarding best practices in communicating effectively.  
You will learn basic information about signs and symptoms of various mental illness.  We will 
explore techniques to interact in effective and compassionate ways.  You will learn how to 
communicate clearly, honestly, and humanely while honoring safe and professional boundaries. 

Presenter: Brad Taylor, Mental Health Specialist for the City of Portland. 

Creative Outreach Strategies for Diverse Communities 

Join this session to increase your understanding of affordable outreach campaigns that are not 
only culturally responsive, but effective in reaching people who live in rural areas, older adults, 
people with disabilities, and culturally diverse communities. We will share case examples of cost 
effective outreach strategies from a current, successful statewide campaign.  Content includes how 
to leverage community networks, build relationships, develop culturally specific outreach 
campaigns, and use new targeted mailing options. Attendees will leave the session tangible tools 
they can put into practice now. 

Presenter: Ryan Francario, Statewide Outreach Specialist with Oregon Medicare Savings Connect 
and Multnomah County Aging Disability and Veterans’ Services. 
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Friday, October 7th 8:30 am - 10:00 am  

  

 
Thursday, October 6th 3:30 pm - 5:00 pm  

  

Inclusionary Planning:  Promising Practices Related to Dialysis Transportation 

An inclusionary planning and evaluation process that supports the identification of challenges 
related to transportation to and from hemodialysis treatment and how these challenges impacted 
patient health. Each of these steps helped to identify transportation challenges and informed 
specific changes that would not only improve the quality of transportation services, but ultimately 
would improve the health outcomes of patients receiving dialysis treatment.  The strategies, best 
practices and community resource ideas that came from the dialysis community in this process 
were numerous and resulted in positive change for patients.  All strategies and concepts 
implemented were patient developed and approved.  The results to-date offer promising practices 
that can be replicated throughout the nation. 

Presenter: Julie Wilcke, COO Ride Connection in Portland, OR. & Andria Guidotti, Caregiver for 
Seniors, Specials Needs & Disabled Clients. 

Dealing with Difficult People During Emergencies 

In your everyday duties you may often find yourself helping people who are experiencing trauma.  
During disasters, those of us who have stepped forward to help, will find ourselves on the front 
line with individuals and communities in duress.  This presentation offers a primer regarding the 
physical effects that may manifest during a disaster and simple strategies on how to ‘de-escalate’ 
situations you and your team may encounter. It offers a sampling of the many strategies and 
tactics that can be gained via other training programs such as: Trauma Intervention, Emotional 
Survival for the Emergency Services Provider, the Bullet Proof Mind, International Critical Incident 
Stress Foundation, Tactical Silence, Reading Body Language, and many others. 

Presenter: Alice Busch, Division Chief of Operations, Multnomah County Emergency Management. 

The Art of Crucial Conversations:  Listening, Conversational Engagement and Embracing 

Silence! 

This workshop will provide experiential engagement with the art of person centered practice 
approaches—honing the art of creating space for individuals to feel heard, understood and to 
communicate the life they want they to live. 

Presenter: Amy E. Fink, MSW, MLSP, AbD 

Evidenced-based Programming: “To Infinity and Beyond” 

In this workshop you will learn how to integrate evidenced based programs in your community in a 
way that is meaningful and culturally relevant.   We will also explore factors to consider when 
assessing if an evidenced-based program has capacity to be sustainable in your community. 

Presenters: Christina Marneris, Community Services Program Supervisor, Area Agency on Aging & 
Disabilities of Southwest Washington & Melody Coleman, Community Programs Manager, Northwest 
Regional Council 


