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Profile 

 
Located on beautiful North Olympic Peninsula of Washington State, Bridge Builders, Ltd. 
provides quality care management and guardianship services, serving the counties of 
Clallam, Jefferson and Kitsap. Bridge Builders, Ltd. is blazing a new trail in long-term care 
by using an innovative approach to assisting clients. Our goal is to keep our clients as 
independent as they wish to be while improving their quality of life. Our staff takes a hands-
on approach with resistant clients to learn what is motivating the clients to be resistant in 
order to figure out how to negotiate with them. 
 
Bridge Builders, Ltd. provides a number of basic services on an on-call basis. Care 
Management encompasses bill paying and financial organizing, accompanying to medical 
appointments and assisting with follow through, coordinating home care services, checking 
on clients on a pre-arranged and on-call basis, advocacy with insurance companies and other 
businesses, mail sorting and filing, in-home functional assessments, assistance with 
residential placement and boarding for pets in a pinch. As certified professional guardians we 
are happy to explain the process and responsibilities of guardianship to interested individuals. 
We also participate in the Washington State Public Guardianship program providing 
guardianships to the indigent. We act as Power of Attorney and as Personal Representative of 
the Estate for those who do not have anyone to do so. 
 
Unlike many other similar agencies, we excel in crisis management. Our strength lies in our 
ability to access resources and to move quickly to stabilize a crisis situation when necessary. 
We enjoy the challenge of the clients with difficult behaviors and always strive to treat them 
with respect and dignity. We pride ourselves on our ethical business practices. 
 
In order to meet the individual needs of clients, we are available around the clock as crises do 
not just happen during business hours. We tailor our services to the needs and wishes of our 
clients. We take an active interest in our clients and strive to make them feel empowered to 
make their own decisions even if they have cognitive disabilities such as dementia. We also 
provide education to the community by offering workshops that address the challenges of 
long-term care and to other professional guardians by sponsoring a annual two-day 
continuing education conference and other seminars that provide pre-approved continuing 
education to certified professional guardians throughout the State. 
 
With exceptional staff that has a passion for providing this unique approach to long-term 
care, Bridge Builders, Ltd. is an acknowledged expert in the North Olympic community. 
 
Bridge Builders, Ltd. 
P.O. Box 610 / 212 Center Park Way 
Sequim, WA  98382 
(360) 683-8334 
www.bridgebldrs.com 
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Eulogy for a Client 
 
       Recently, one of my clients died unexpectedly. A number of years prior to getting a guardian 
she had been in a very abusive situation, being financially exploited and I believe also physically 
abused by a number of people whom she considered family. She sustained a significant medical 
crisis that ultimately resulted in being placed into a skilled nursing facility for many years. She 
fought to become independent again and when I was appointed her guardian, it was with that 
goal in mind. She wanted to live independently again, not in assisted living or an adult family 
home. It was quite a leap from years in skilled nursing to totally independent living but she was 
determined. With the help of a friend she found an apartment that she liked. It wasn’t what I 
would have chosen for her but she had friends there. I insisted that she have caregivers for a bit 
but she insisted on getting rid of them in short order. She settled in amazing well. 
       Throughout the years she yelled at me and argued with me quite a lot. I always knew when 
she had a “new-best-friend” who was trying to financially exploit her because she would call 
demanding more than her regular weekly discretionary money. We would argue and she would 
push. Sometimes I stood firm and sometimes I negotiated something she would agree to. I got 
the feeling, though, that she liked having me be the “bad guy” with these “friends” because she 
would often acquiesce to my limits much more quickly than I expected. She just couldn’t say no 
to these “friends.”  
       The highlight of her week was going grocery shopping. She always bought far more food 
than she needed and she fed just about everyone in the apartment complex. She loved to cook 
and she loved to feed people. She loved to decorate her house with “treasures” that she would 
find at a local charity store. She would spend hours sifting through the shelves searching for 
these “treasures.” In the spring, she would call me needing extra money for the flower baskets 
that she would hang on the eaves outside her apartment. At Christmas she would have all kinds 
of decorations inside and out. 
       When we would go to medical and other appointments that she felt nervous about she wore a 
western style hat upon which she had attached butterfly pins with floppy wings. I always thought 
of the hat as her message to the world that she meant business even though those butterflies 
looked far more whimsical than scary. The seriousness of her face was incongruous with those 
butterflies on her hat. 
       Frequently on Friday afternoons she would call me always starting with “I need money!” 
Our conversation would end up being just one of general chit chat. I got the feeling that she just 
wanted to know that I would be around over the weekend. 
       I learned over the years that her yelling at me was more a “passing storm” than a sign that 
she didn’t like me. In fact, she admitted one time that sometimes she just had to yell at someone 
and she chose me. I was her safe person. I wouldn’t yell back and I wouldn’t abandon or punish 
her. I was that constant presence that kept her life from spiraling out of control and allowed her 
to live the life she always wanted to live. When these emotional storms blew through, the word 
would go around my office that she was on a “tear” but when the clouds parted there was no 
animosity on either side. 



        She was a woman of courage in the face of sometimes crippling anxiety. I loved her feisty 
and witty personality and her dogged determination to live life on her own terms. I was honored 
to serve her as guardian. She made an indelible impression on my life and I will always keep her 
in my heart. And as strange as it might seem, I miss being yelled at. 
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Connecting with Clients 
 
A few weeks ago during our Bridge Builders weekly staff meeting Brenda shared a story about a 
visit with one of our clients; “Mrs. A.” Mrs. A has significant dementia and resides in a dementia 
facility. When Brenda approached our client, Mrs. A was in an impassioned “discussion” with 
another resident, who was seated on a couch. The conversation went something like this: 
 
Mrs. A: [Indicating that she wanted to sit at the opposite end of the couch] Brmcf mc tromcp? 
Resident: [Emphatically shaking her head from side to side] Mlkjm mensh wemeen! 
Mrs. A: [Making another appeal] Cmncs cmslm owmen? 
Resident: [Indicating with hand motions for Mrs. A to leave] Wmemocc mielsn owiejm!!! 
 
Brenda observed that the situation was escalating so she approached Mrs. A: 
 
Brenda: Hi Mrs. A. It looks like you would like to sit on this couch. 
Mrs. A: [Nodding emphatically] Mliowe mucsh liehso! 
Brenda: [To the other resident] Would it be O.K. with you if Ms. A sat on the other end of this 
couch? 
Resident: [Emphatically shaking her head from side to side] NO! 
Brenda: Mrs. A, why don’t you come with me? 
Brenda leads Mrs. A to another, identical couch. 
Brenda: [To Mrs. A] Why don’t you sit on this couch? It seems just as nice as the other one. 
Mrs. A: [Looking uncertain] Mrencc smw whoe? 
Brenda: [Patting the couch] How about sitting on it and giving it a try? 
Mrs. A sat down and after a moment looked very happy. 
Brenda then asked Mrs. A if she needed anything and how she was feeling. After chatting with 
her a bit, “word salad” not withstanding, and feeling assured the Mrs. A was now content, 
Brenda moved on to find the next client. 
 
What an excellent example of entering into the client’s world to resolve a problem with 
compassion and respect! 
 
When clients have dementia it can be very difficult to figure out the real problem. Too often 
caregivers, primarily because they do not have sufficient training, miss important behavioral cues 
and can unintentionally escalate problematic behaviors. The key is figuring out the message 
behind the words and behaviors. Here are some rules of thumb: 
 

1. Check your attitude. Clients with dementia pick up on and mirror your attitude. If you 
got up on the wrong side of the bed and are in a bad mood, they will mirror that back to 
you. A guardian must always display a calm, pleasant attitude in order to be effective 
with his/her clients. 



2. Build trust. When getting a new client, it is imperative to immediately start to build trust. 
We never introduce ourselves to a new client as their guardian. We want the client to feel 
that we are their equal, not as having power over them. We always look for something 
that is important to them that we can fix. Sometimes it is as simple as folding a blanket. 
Sometimes it takes a little longer and is more involved. We approach our clients as their 
advocate and demonstrate through our actions our desire to find a solution to whatever 
their perceived problems are. Once we establish a certain level of trust, if we have to take 
a firm stance with our client about something, the client will accept it much better. 

3. Listen and observe. Don’t take what the client is saying at face value. Clients with 
dementia will often give you what they think is the right answer, and it may sound 
legitimate, but in actuality it is only words. Observe the client’s mannerisms to see if they 
match what the client is saying. If the mannerisms don’t match, then ask questions to try 
to ascertain what the client is trying to convey. 

4. Don’t say “no”, “you can’t” or any other limiting comment: Instead empower the 
client by saying something like, “Come along! It’s time to go to the doctor.” Or providing 
possible options for how to accomplish whatever goal he/she has at that moment. If what 
the client wants is something that you can’t provide, sympathize and say something 
noncommittal such as “I’ll see what I can do.” 

5. Don’t lie outright to a client: Even a client with dementia can detect an outright lie. Be 
straightforward with the client but only give as much information as absolutely necessary 
to accomplish your purpose. One may call this lying by omission but that’s kinder than 
upsetting a client with information they can’t understand. 

6. Don’t take it personally. Sometimes what a client with dementia says may sound very 
personal and sometimes rude but most often it isn’t. Clients with dementia can no longer 
filter the words that come out of their mouths.  

7. Realize that clients with dementia often don’t understand the ramifications of what 
they agree to. Often, clients with dementia say what they think is the right answer, which 
can sound very much like the “right” answer. If a client agrees to something and then gets 
upset when you follow through, just apologize and say that you will do your best to fix it. 
Always have a plan B ready just in case. 

8. Persons with dementia are manipulative. Individuals with dementia lose their ability to 
think logically so their only recourse for trying to get their needs met is to be 
manipulative. The challenge is to work with it instead of getting into a power struggle. 
We have found that “natural consequences” works very well. We never say that a client 
cannot do anything. We validate their right to make their own decisions and suggest 
options. If the client chooses his/her own option, we discuss the possible consequences to 
the option. Then we let him/her follow through with that option. The key is keeping the 
client as safe as possible while allowing him/her to experience the [typically 
uncomfortable] consequences of his/her decision. We do not rescue the client from the 
consequences. The client has to figure it out him/herself. After a bit, we will ask the 
client how his/her option is working. If it seems that his/her option isn’t working well, we 
offer to review the other options with him/her and continue this routine until the client is 
open to a safer option. Note: This takes a lot of patience. 
 

The key is always treating the client with dignity and respect while empowering him/her to make 
his/her own decisions. When he/she agrees to one of the options you suggested, be prepared to 



move quickly. You want to make the change before the client has time to get cold feet. This 
process typically takes a lot of patience and time. If you are inexperienced with this, contact 
someone who has experience to work out a game plan ahead of time. If the client is private pay, 
you can pay for professional assistance. 
 
No one is good at everything so get professional help if you are new at this or you know that this 
isn’t your strength. 
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Natural Consequences 

We would all like our clients to be compliant, wouldn’t we? Not us! We at Bridge Builders, Ltd 
love to get the clients who are labeled difficult-to-deal-with. These are the fiercely independent 
clients. They may not be fighting in a way that’s getting their needs met anymore but they still 
have that fight in them.  

We look at clients who are resistant, stubborn, crotchety and/or entrenched and see individuals 
who have spunk. They are the fighters and we want to embrace that instead of overpowering 
those traits. The challenge is how to do it. Most clients who fit the above description are in 
unsafe situations when we are appointed as guardians. Sometimes there is a lot of pressure from 
family, friends and neighbors to do something quickly. So, what to do? 

Over the years we have found that using the behavioral approach of “natural consequences” to be 
very effective in helping these clients make better choices. We have to be always pleasant, treat 
the client with dignity and respect at all times, validate the client’s right to make whatever 
decision they are making, offer other viable options and then allow the client to feel the 
discomfort of the “bad” decision that he/she makes. This takes a lot of patience, having a plan A 
and a plan B if plan A doesn’t work, being flexible and consistent. Everyone in my office works 
as a team on these plans and we try to get the client’s family, friends, etc, to buy in on the plan as 
well. To this end we do quite a lot of educating. Let me tell you, though, that this approach, 
while difficult at the beginning, really pays dividends in having a good relationship with the 
client. Here are the steps: 

1. Really listen to what the client has to say. Don’t take what the client says at face value. 
Try to determine what is driving the client to behave the way he/she does. Remember, the 
client most likely has dementia in some form so what is actually said is not necessarily 
the true story. 

2. Validate the client’s right to make his/her own decisions. Often clients have had to 
endure many well meaning people trying to tell them what to do. Part of the problem is 
that they get so overwhelmed with what others want them to do that they shut down and 
do nothing, or they do the opposite. Validate, validate, validate! Then empathize with the 
situation. Always emphasize that the client doesn’t need to make a decision right away 
and that your job is to be their advocate. Realize that at this point the client is going to 
stick with what they have been saying and accept that graciously. 

3. Determine your goal(s) for the client. Maybe it is moving the client out of the home 
into a facility (sometimes the home situation is so bad there aren’t any other options). 



Maybe it is dealing with an adult child who is manipulating the client. Each client is 
different. 

4. Figure out how to develop trust with the client. In order to make progress the client 
must have some level of trust with the guardian. Don’t ask the client’s opinion on what to 
do. Try something. If it doesn’t work, try something else. It might be bringing a hot meal 
on a regular basis. It might be sitting down with the client and working out a budget. It 
might be just being available. At first the signs of progress might be subtle, like the first 
time the client calls the office. That is actually a step of trust. It tells us that the client 
recognizes on some level that we can so something to help.  

5. Review options with your client instead of telling him/her what to do, even if the 
client asks. When the client expresses dissatisfaction with the consequences of his/her 
decision, validate his/her feelings and offer to review the options again. If the client 
declines to hear the options, accept it graciously. If the client needs to move, offer to take 
him/her to visit the optional facilities “if he/she decides to move some day.” This helps 
dispel some of the fear that the client might have about where he/she might need to move. 

6. Allow your client to save face. Please don’t say “I told you so” or any variation. Don’t 
bring the topic up or if the client says something about it, say something to the effect of 
“X” has happened to all of us at one time or another. 

7. Expect that there will be a crisis before there will be progress. This is particularly 
where patience kicks in. Sometimes we can see a crisis coming and we must resist the 
urge to intervene (unless it is a real safety issue). We have to walk a fine line between 
keeping our client as safe as possible and allowing our client to experience the 
uncomfortable consequences of his/her decision. At other times, the client will be so 
entrenched that you have to do the best you can to manage the current situation and wait 
for that [typically] medical crisis before you can act. Be prepared for that crisis and know 
what action you plan to take. You only have a small window of opportunity when the 
crisis happens and you will lose precious time if you don’t have a plan in your back 
pocket. 

8. Planning for the crisis. If a client is low income, start a Medicaid application. If the 
client ends up needed to go directly to a skilled nursing facility, having that application 
started is a real plus. Call the various housing options and decide the first, second and 
third choices. Do research the resources needed to accomplish your goals for the client. 
Remember, it’s better to have something set up and cancel than to be caught by surprise 
and have to scramble. 

This procedure can be labor intensive at times, which could be difficult for a solo practice 
guardian unless he/she has a “team” involved. A “team” could include a care manager, Adult 
Protective Services, law enforcement (welfare checks), another guardian, caregivers, family or 
friends. A client adjusts much more quickly to a change in their circumstances if they feel that 
they have been part of the process and have developed a level of trust in the guardian. 



Overview of the Barry University, Office of Public Guardianship Program 

Director: Eloisa Roses Ramos, LCSW, NCG 
Address: 12401 Orange Drive, Ste 211, Davie, Florida  33330 
Email: ERamos@Barry.edu 
 
*Number of Wards being served: Approximately 160 

*Supervisory Guardians: 4 

*Ratio of Guardians to Wards: 1:40 

In-house fiduciary manages the Wards’ funds. 

Length of internship: 6 months 

Bonding: No less than $60,000 for private guardianships and $5,000 for public 
guardianships. 

Insurance: Barry University provides liability insurance. 

Funding: Primarily funded by the State. 

*Estimated monthly cost per client: $182 

*Legal assistance:  Provided by a Pro Bono attorney. 
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