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THE EXECUTIVE TRAINING PROGRAM 

IN AD~!iliCED CRIMINAL JUSTICE PRACTICES 

Introduction 

The Executive Training Program in Advanced Criminal Justice Practices 
is a nationwide training effort that offers states and local jurisdictions the 
opportunity to le.arn about improved criminal justice procedures and put them 
into operation. The Executive Training Program is sponsored by the National' 
Institute of La,~ Enforcement and Criminal Justice (NILECJ), the research center 
of the Law Enforcement Assistance Administration, united States Department 
of Justice. 

The National Institute supports wide-rhnging l;:.esearch in many legal, 
sociological, psychological, and technological areas related to law enforce­
ment and criminal justice. It also follows through with the essential steps 
of evaluating ~esearch and action projects and disseminating information on 
them to encourage early and widespread adoption. 

The Executive Training Program is one of the Institute's priority efforts 
at transferring research results to actual application in police depart:ments F 

courts, and correctional institutions across the country. In this program, 
top criminal justice administrators and other decisionmaking officials of 
courts, corrections, <;ind police agencies in each state are selected to 
participate in workshops and othe~ training activities across the c,puntry. 
The aim of the Executive Training Program is to help states apd 10c'11.1 
jurisdictions develop the capacity to use new procedures derived from research 
findings or designed and developed by the Institute's Office of Development, 
Testing, and Dissemination through its Exemplary Projects ~rogram and 
Program Models publication series. 

Goals 

The primary goal of the Executive Training Program is to E'nable criminal 
justice executives and policyshapers to bring about adoption of improved court, 
corrections, and police practices identified or developed by the National 
Insti'tute. 

As LEAA's research, evaluation, and technology transfer arm,- the Institute 
works to devise improved methods to control crime and strengthen the criminal 
justice system and to train law enforcement and criminal justice personnel to 
use these more promising approaches. 

To introduce the new practices throughout the nation, the Institute's 
Executive Training Program: 

• Informs influential policymakers about new practices and their 
potential for improving the criminal justice system, and 



• Giv's them the knowledge and skills needed to apply these methods 
in their jurisdictions. 

Approach 

Techniques that have been shown to work or that promise improve effectiveness 
or efficiency are presented to key criminal justice exec~tives and decisionmaking 
officials in Training Workshops, Field Test Training, Follow-On Training, and 
Special National Workshops. Eight: topics have been identified by the National 
Institute for training sessions that began in late 1976 for selected senior staff 
and officials of state and local agencies. 

The Executive Training Program was desisrned, and is conducted and m?..naged, by 
university Research Corporation (URC) , a national training organization based in 
Washingt.on, D. C. 

URC curriculum designers, trainers, and logistics staff are working with the 
National Insti-tute, selected criminal justice experts, and local pr.oject.s that 
have successfully carried out advanced practices. Some portions of the training 
are conducted under URC's supervision by consulting firms experienced in criminal 
justice training. 

Program Activities 

Three types of activities are being carried out during the two-year program 
to facilitate the, transfer of advanced practices to local jurisdictions. 

1. Training Workshops 

Eight Workshop series are being presented across the country. Each 
Workshop runs for about three days. It is devoted to one topic, and is open 
to 60 top criminal justice policymakers from chroughout the geographical area 
of the Workshop presentation. At the first four Workshop series, participants 
learned new techniques for programs on: 

• Managing Criminal Investigations 
• Juror Usage and Management 
• Prison Grievance Mechanisms 
• Rape and Its victims. 

Beginning in September 1977, Workshops were presented around the country 
on: 

• Managing Patrol Operations 
• Developing Sentencing Guidelines 
• Health Care in Correctional Institutions 
• Victim/Witness Services. 

Nationally known experts assist in developing training and present 
portions of the Training Workshops. Traini.ng designers work with the 
Institute, the national experts, and researchers from Exemplary Projects or 
Program Models to ensure clear presentation of concepts and appropriate 
guidelines for implementation. Participants receive individual program 
planning guides, self-instructional mater.ials, handbooks, and manuals. 
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Certificates ackno\'lledging the competence of participants to impleme~,""'" the 
new procedures are awarded at the conclusion of training. In cases) / 
special need, local training support may be provided after the pcirtibpants 
begin the implementation process in their jurisdictions,. 

The training topics were selected from among the most promising models 
developed under NILECJ auspices, including models derived from: 

• Research Results - Improved criminal justice practices 
derived from research findings. 

• Exemplary Projects - Projects that show documented suc~ess 
in controlling specific crimes or that have demonstrated 
measurable improvement in criminal justice service. 

• Program Models - Syntheses of the most advanced techniques, 
including operational guidelines, that can be followed 
in locales throughout the country. 

Following each Trainj.ng Workshop, up to six days of follow-on training 
is available, on a regior.al basis i to assist local agencies in direct 
application of skills learned in these executive training events. 

2. Field Test ~:ainin~ 

Each year, Workshop topics may be selected fo!!!field testing in up to 
10 jurisdictions. Durin~J 1976, "field test" sites were selected to imple­
ment projects in Ha'1aging Criminal Investigations and Juror Usage and . 
Management. 

The Executive 'rraining Program will provide assistance to three 
Neighborhood Justice Center (NJC) test sites in Atlanta, Kansas City, and 
Los Angeles. A Neighborhood Justice Center is a community-based project 
that seeks to resolve conflicts between people with a continuing relation­
ship without recourse to the courts. The Centers will recruit and train 
community people to apply the techniques of mediation and arbitration to 
disputes. ETP will be responsible for assisting these three project sites 
prepare grant applications; conducting a seminar for the project staffs 
at the beginning of the test period; providing 30 days of follow-on 
training assistance to each center during the start-up period; and 
conducting NJC Directors' conferences during the course of the contract. 

The field tests focus national attention on the new procedures and 
evaluate their"e,.E£ectiveness and transferability to other jurisdictions 
throughout the 'country. The communities selected are those considered 
most likely to be able to carry out model projects. 

Representatives from the test sit~f>. selected by specialists most 
familiar with the new procedures to be implemented, receive Field Test 
Training designed to: 

• Prepare test site staff to operate or implement their 
projects, 
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• Identify needs for follow-on training, anq 
• Determine the most effective format for T~aining 

Workshops in -the procedures. 

Participants have clearly defined and specifically outlined imple­
mentation plans when they return to thei.r. jurisdictions. Each site receives 
30 days of follow-on training over an IS-month period--designed to provide 
ideas and recommendations for tailoring the program to local needs . ,The 
training helps local groups develop the capacity to solve their own problems 
~ld to share ideas and experiences with other field test projects. 

3. Special National Workshops 

special National Workshops are part of the Executive Training Program. 
They are held for criminal justice policymakers on significant topics 
selected by th~ National Institute. The first Seminars focused on: 

• Argersinger v. Hamlin - The 1972 Argersinger v. Hamlin 
decision, mandating that counsel be provided for all 
defendants who faced the possibility of incarceration, 
had a major impact on the court system. The seminar 
focused on this decision and the problems associated 
with the delivery of legal counsel to indigent 
defendants. 

• Update '77 - This seminar brought mayors and county 
chairpersons from across the nation to Washington, D.C. 
to discuss the role of the local elected executives in 
planning an~ developing programs and approaches in law 
enforcement and criminal justice. LEAA/NILECJ Demon­
stration Projects, research findings, Exemplary 
Projects, and other resources were discussed as 
potential solutions to problems faced by these chief 
executives. 

• Determinat~ Sentencing - A great deal of attention has 
recently been focused on t.he determinate or "fixed" 
sentence concept. This seminar pr.ovided an in-depth 
analysis of this trend and its effect on both the 
judicial and correctional systems at the national and 
state levels. Current legislation and laws in 
California, Indiana, and Maine were discussed in depth 
together with related issues impacting on police, 
prosecution, courts, and corrections. 

Other Special National Workshops scheduled in 1978 include: Stochastic 
Modeling (data analysis techniques for law enforcement planners and analysts); 
Forensic Science Services in the Administration of Justice; Plea Bargaining; 
Pre-Trial Release; Mental Health in Corrections; and Update '78. 

Re.commendations for problem-solving are provided by criminal justice 
experts and others who have already dealt with these problems or whose 
theoretical and analytical contributions can be helpful in the implementation 
effort. 
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Results 

The Office of Development, Testing, and Dissemination of the National Institute 
anticipates that the Execu,tive Training Pr:ogram will equip criminal justice 
executives to return to their communities with the knowledge and skills to improve 
delivery of criminal justice services and thus help to shape a safer environment. 
It also offers participants a personal benefit--the chance to enhance their own 
skills and caree.r potential. 

About ODTD 

The Office of Development, Testing, and Dissemination (ODTD) is responsible 
for distilling rese"\rch, transforming the theoreti'::al into the practical, and 
identifying programs with measurable records of success that deserve widespread 
application. In selected instances, ODTD may also provide financial and technical 
assistance to adapt and test these practices in several communities. The result 
is that criminal justice professionals are given ready access to some of the best 
field test programs r or ·those experimental approaches that exhibit good potential. 

ODTD has developed a structul;i,ed r orgaqized system to bridge: (1) the 
operational gap between theory and' practice); and (2) the communication gap 
between resea1:'chers and criminal justice persoI1,"Iel scattered across the cOUIitry. 
ODTD's comprehensive program provides: 

• Practical guidelines for model criminal justice programs 
• Training workshops for: criminal justice executives,in 

selected model prograI~ 
• Field tests of inportant new approaches in different 

environments 
• International criminal justice clearinghouse and 

reference services for the i:'!ntire criminal justice 
community. 

To perform these tasks, ODTD operates through three interdependent divisions-­
Model Program Development, Training and Testing, ill1d Reference and Drssemination-­
whose functions serve as a systematic "thoroughfare" for identifying, docUInenting, 
and publicizing progress in the criminal jc:stice field. 
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INTRODUCTION TO THE Hfu~DBOOK 
l/ 

The Trainer's Handbook for Victim/Witness Services describes the Regional 
Training Workshop program and curriculum followed. The material consists of the 
formats for the formal presentations, seminars, and group work sessions. Goals 
and a rationale are clearly defined for each sestlion. Outlines of material 
presented and pertinent instructions and worksheets are inserted at the 
appropriate places. 

This material is meant to guide the trainer through the Workshop presentations 
and in the completion of training tasks. The statement of the goals of each 
se::;sion is meant to provide the trainer with a clear sense ofl'purpose and direction 
and give him or her concrete guidelines. The rationale provic(li=d for each session 
explains the reasons behind the overall, as well as the detai],ed, design of the 
sessions. The worksheets mld accompanying instructions will make it easier for 
the trainer to accomplish instructing and facilitating tasks successfully. 

Background Papers and Reference Materials for some sessions are contained in 
Part II .. <?f the Participant I s Handbook and Manual. 'rhese materials provide a 
distillation of research in the field; the identification of successful programs; 
the description of promising, experimental approaches; synopqes of the most 
relevant legal and programmatic trends in the field; and the 'ou:line of proven 
planning and manageria.lapproaches to victim/witness services. 

The papers and other materials, written to accompany and supplement oral 
Fresentations and discussions during a number of Workshop sessions, are listed 
by title in the ".Mate:J:"ials/Logistics" description at the beginning of appropriate 
sessions and are also referred to in the Workshop presentations. They are meant 
to provide trainers with essential. current information on the most important 
aspects of victim/witness services and to facilitate their role of fostering the 
understanding of the types of services that can be offered, the best approaclies 
to their delivery, and the benefits to be derived from their impl~,entation. 

Following is a complete list of the materials contained in Part II of the 
Participant's Handbook. and Manual: 

Session 2: Overview of Victim/Witness Problems 

• Victims: The Forgotten People 
• Profile of the System Witness 
• Summary of Crime-Related Victim Problems 

Session 5: Introduction to the Concurrent Seminars 

• Outline I: Victim/Witness Services 

• Outline II: victim/Witness Services Needed 
at Different Stages 

• Summary of Victim/Witness Services 
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session 6A: Crisis Intervention and Management, Social 
Service Assistance and Referral 

• Summary of Crisis Intervention Theory and 
Practice 

• Summary Descriptions of Victim/Witness Programs 

Session 6B: Court-Related Information, Witness Notification 
and Protection, Property Return, and Compensation 
and Restitution 

• Overv~ew of Court-Related Victim/Witness Services 
• Samples of Victim/Witness Information and 

Notification Letters 
• Criminal Justice System Services Meeting Victim/ 

Witness Needs 
• Information and Notification Systems 
• Budgets for Victim/Witness Services in Large, 

Medium, and Small Jurisdictions 
• Victim Compensation Laws 
• Restitution to Crime Victbns 

Session 8: Developing a Service Plan 

• Designing ~ Victim/Witness Program 

Session 10: Strategies for Implementing Change 

• Implementing Innovation 
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WORKSHOP OBJECTIVE 

By the end of the Workshop, participants from the same community will have 
identified together those victim/witness services needing initiation, improvement, 
coordination, or further study in their communities. They will have learned about 
appropriate technologies, and will have developed an implementation plan for their 
use. 
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VICTIM/WITNESS SERVICES (VWS) 

WORKSHOP SCHEDULE 

DAY I 

1:00 p.m. - 1:45 p.m. Session 1 Introduction to the Workshop 

2:00 p.m. - 3:00 p.m. Session 2 Overview of Victim/Witness Problems 

3:15 p.m. - 4:15 p.m. Session 3 Identifying Victim/Witness Problems 
and Services by Occupational 
Affiliation 

4:30 p.m. - 5:00 p.m. Session 4 Plenary Feedback Session 

DAY II 

9:00 a.m. - 9:30 a.m. Session 5 Introduction to Concurrent Seminars 

9:45 a.m. - 12:00 noon Session 6 Concurrent Seminars: 

6A: Crisis Intervention and Manage-
ment/Social Services Assistance 
and Referrals 

6B: Court-Related In formation/ 
Witness Notification and 
Protection/Property Return/ 
Compensation and Restitution 

1:30 p.m. - 2:45 p.m. Session 7 Identifying Priority Service Needs 

3:00 p.m. - 4:15 p.m. Session 8 Developing a Service Plan 

4:30 p.m. - 5:00 p.m. Session 9 Plenary Feedback Session 

DAY III 

9:00 a.m. - 10:00 a.m. Session 10 Strategies for ImpJ.,eIllenting Change 

10:15 a.m. - 11:30 a.m. Session 11 Developing a Community ActIon Plan 

11:45 a.m. - 12:30 p.m. Session 12 Feedback on the Community Action 
Plan 

12:30 ]?m. - 1:00 p.m. Session 13 Workshop Conclusion 
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DAY I 

1:00 p.m. - 1:45 p.m. Session 1 

2:00 p.m. - 3:00 p.m. session 2 

3:15 p.m. - 4:15 p.m. Session 3 

4:30 p.m. - 5:00 p.m. Session 4 

, 
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Introduction to the Workshop 

Overview of Victim/Witness 
Problems 

Identifying Victim/Witness 
Problems and Services by 
Occupational Affiliation 

Plenary Feedback Session 





Session 1 

DAY I 

1:00 - 1:45 p.m. 

INTRODUCTION TO THE WORKSHOP 

Goals of the Session 

of: 
At the end of the session, the participan"ts will have a greater unders"tanding 

• The mandate and structure of NILECJ and the ETP Workshops 

• The rationale for selecting Victim/Witness Services as a 
Workshop topic 

• The development process used for Workshop design 

• The goals and objectives for the Workshop, the flow of sessions, 
and the topics 

• The rationale for participant selec"tion 

• The materials contained in the Participant's Handbook and Manual 

• The qualifications and roles of the training staff. 

Rationale 

The general purpose of the Workshop is to increase the awareness of community 
teams (representatives from law enforcement, prosecution, cit~! or county government;, 
and service-oriented organizations) about the problems encountered by victims and 
witnesses and the attendant problems for the criminal justice system. Participants 
will also increase their knowledge and skills in planning and :'lmplementing 
appropriate services to address the problems found in their communities. Because 
relatively few funds are available for the implementation of new victim/witness 
services, the coordination and cooperation of community agencies t .. ill be necessary 
if services are to be initiated or continued. This collaboration should involve 
at least representatives from the areas mentioned above, in order that informed 
decisionmaking and action take place and the benefits of victim/witness services 
are realized in more communities. 
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Method 

Presentation to large group. 

Materials/Logistics 

Meeting room large enough for at least 70 persons; seats arranged in 
tl,eater style 

Chart with Workshop objectives 

Chart with Workshop schedule 

ParticiEant's Handbook and Manual, one for each participant. 

20 
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= CONTENT 

General Purpose of the Workshop 

Welcome is extended to participants 
and appreciation expressed for their 
interest in a workshop on victim/witness 
services. The general purpose of this 
Workshop is to increase their awareness 
of the problems of victims and witnesses 
and the attendant problems for the 
criminal justice system, and to increase 
their knowledge and skills in planning 
and implementing appropriate services to 
address the problems in their respective 
communities. The Workshop is intended to 
give them in-depth knowledge of issues, 
developments, and progra.ms related to 
core services for victims and witnesses 
of crime as well as to plan for imple­
menting appropriate services. 

The representative(s) from the host 
s·tate· s State Planning Agency is intro­
duced. The representative makes appro­
priate welcoming remarks and talks brief­
ly about the Law Enforcement Assistance 
Administration (LEAA)/National Institute 
of Law Enforcement and Criminal Justice 
(NILECJ) /Office of Development, Test:ing, 
and Dissemination (ODTD). 

LEAA/NILECJ/ODTD 

The topic of Victim/Witness Services 
i.s one of the eight topics in the 
Executive Training Program Workshop 
series. The other topics are: 

• Managing criminal Investigations 
• Juror Usage and Management 
• Prison Grievance Mechanisms 
• Rape and Its Victims 

• Managing Patrol Operations 
• Developing Sentencing Guidelines 
• Health Care in Correctional 

Ildtitutions. 

I 
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METHOD 

Lead Trainer (LT) makes brief 
presentation. 

Lead Trainer introduces welcomer. 
LT introduces other observers (if any). 

LEAA personnel or trainer presents 
briefly; refers participants to the 
more detailed information in their 
Participant's Handbook and Manual. 



CON'I'ENT 

ETP is sponsored by the Office of 
Development, Testinsr, and Dissemination 
(ODTD) of the National Institute of Law 
Enforcement and Criminal J"ustice (NILECJ), 
the research center of the Law Enforce­
ment Assistance Administration (LEAA). 
NILECJ's mission is to identify new a~d 
innovative programs and approaches in th 
criminal justice system that will improv 
the effectiveness and efficiency of the 
police, courts, corrections, and 
community. As part of its work, NILECJ 
evaluates programs, conducts special 
studies, and, when appropriate 
innovations are found, pIovides training 
to the relevant agencies. In NILECJ, 
the Office of Development, Testing, and 
Dissemination is responsible for 
distilling research, transforming the 
theoretical into the practical, and 
identifying programs with measurable 
records of success t:1at deserve wide­
spread application. ODTD is involved in 
the development of program models, 
exemplary projects, and the operation of 
a National Criminal Justice Reference 
Service (NCJRS), as well as training 
programs. 

Emergence of Victim/Witness Services 
Topic 

The plight of victims and witnesses 
of crimes, as they try to cope with the 
complexities of the criminal justice 
system and the aftereffects of their 
experiences, has been a concern of 
growing nuwbers of community and crimina 
justice agencies. In antiquity, the 
importance and input of the victim into 
the criminal justice system was very 
strong. Graqually, the authority of the 
church and of the state assumed a pre­
ponderant role in the prosecution and 
punishment of the criminal. Crime was 
redefined as an offense against the 
state; damage to the victim was relegate 
to the civil court. 

25 

METHOD 

Trainer presents briefly. 
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~----------------------------------------~~------------------------------------------
Now, however, there has been a 

resurgence of interest in the victim's 
rights and a realization of the 
importance of the victim's role in the 
criminal justice system. With the 
increased recognition of the dependence 
of the. criminal justice system on the 
cooperation of victims and witnesses, 
attempts have been made in the last 10 
years to address victim/witness problems 
in a meaningful way. 

NILECJ's interest and concern has 
also been growing for some years. NILECJ 
has funded pilot programs for the 
delivery of victim/witness services. 
(Specific references may be made, if 
appropriate.) Information about the 
relevant material is available through 
the Institute's NCJRS. 

Development of the Workshop Design 

In the development of this Workshop, 
the help of many consultants and 
practitioners in the field was enlisted. 
'fheir input was instrumental in directing 
the focus of the Workshop on core 
services of particular importance to 
victim/witness programs and in using the 
experience derived from delivering those 
services. Thus, it has been possible to 
develop useful lessons and helpful 
information for those trying to initiate 
or upgrade services. 

Experts from all areas of the 
cr~~nal justice field and those 
involved at the community level assisted 
us in this effort. (Refer to list of 
consultants in Participant's Handbook an 
Manual and identify some, if appropriate. 

considerable reading and study of 
the literature and programs in the field 
of victim/witness ser"ices, as well as in 
the fields:'\of planning, implementation, 
management, and change have been used in 
developing the Workshop content and 
apP7"f.:>ach. Much of the information and 
relevant. materials are available to you 
in your Handbook. 

26 

Trainer refers participants to 
NCJRS information and registration 
material, if available,,, 

Lead Trainer presents briefly. 

Lead Trainer refers participants 
to the list of consultants in their 
Participant's Handbook and. Manual. 
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Rationale for Participant Selection 

The purpose of this Workshop is to 
transfer relevant information and 
technologies to enable participants from 
the same conununi ty to identify, as a 
te;:lm, victim/witness services needing 
initiation, improvement, or further stud 
in their communities; and to develop a 
coordinated plan for implementation upon 
returning ~ome. For this to be accom­
plished, participants were selected as 
members of community teams with 
representatives from those criminal 
justice agencies and execu"tive and 
legislative agencies that affect the 
implementation of vic1:im/wi tness 
services. Ideally, each community team 
should be composed of the following 
persons: 

• Police chief, or a designee 
• Chief prosecutor, or a designee 
• Mayor and/or a chairperson of 

county board/commission 
• Director of victim/witness 

services program, if one is 
in operation 

• A representative of a community 
group, in those communities 
where a community group has 
been active in the delivery of 
victim/witness services. 

Since all of these representatives 
have a role to play in the development 
or improvement of victim/witness serv­
ices, all should have a. common under­
standing of their cOlmnuni ty' s needs, of 
the different options for providing 
services, of how to implement the serv­
ices, and of the potential benefits for 
their agencies. They should also have 
developed an appreciation £or the need 
for coordination of their efforts to 
ensure ultimate success. 

27 
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We recognize that we have a mixed 
audience in terms of level of knowledge 
and experience with victim/witness 
services. We felt that this would be 
beneficial, since those who have no 
experience in this field can learn from 
those who already have some. However, 
we have had to orient the content of the 
Workshop at a level that, at times, may 
seem elementary to some and advanced to 
others. We hope that you will feel free 
to ask questions that go beyond ,or that 
explicate the material presented. 

Introduce other people at the Work­
shop and explain their roles. 

Goals and Objectives of the Workshop 

By the end of the Workshop, 
participants from the same communi·ty 
will have identified together those 
victim/witness services needing 
initiation, improvement, coordination, 
or further study in their commllilities; 
they wili have become familiar and 
knowledgeable about appropriate service­
delivery models and technologies; and 
they will have developed an implemen-· 
tation plan for their use in their home 
communities. Following the Workshop, it 
is expected that the participants will 
introduce victim/witness services or 
improve the services they already have. 
Initial steps might include the 
following: 

• Assess community needs for 
victim/witness services 

• Evaluate existing services 
• Seek program and service 

support and approval from 
relevant agencies and the 
community 

• Begin implementation of a 
basic new service or improve 
an existing service. 

28 

If SPAs, evaluation staff, and 
others are present, LT should intro­
duce and explain their roles. 

LT refers to abbreviated 
objective printed in the Participant's 
Handbook and Manual. 
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Review of Curriculum 

The curriculum, that is, the Work­
shop sessions, combines presentations 
and discussions about problems of victims 
and witnesses of crimes, services 
developed to resolve those problems, and 
experiences in delivering those services, 
with sessions that give community groups 
the opportunity to meet together and 
decide what problems they can best 
address in their community and how (with 
what services). Those with some victim/ 
witness services will be looking for gaps 
and to identify needed improvements. 

The various communities represented 
will share their discussions and plans on 
a statewide and regional basis. 

• 
The Participant's Handbook and Manual 

To accompany each session are 
materials in your Participant's Handbook 
and Manual. The Handbook outlines the 
goals and objectives of each session. 

Transition 

To start, we all need a common 
understanding of the Workshop's 
rationale that stresses concerns and 
problems related to victims and witnesses 
of crime both from their and the system's 
perspective. The next session is aimed 
at giving us that common understanding 
and perspective. 
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METHOD 

The LT refers to the chart with 
the abbreviated agenda that is provided 
in both the Participant's Handbook and 
Trainer's Handbook. 

LT goes through the sessions 
briefly, explaining generally what 
each one will::::over . 

LT holds up Participant's Hand­
book and Manual and indicates page 
numbers where appropriate,. 

LT goes through each component 
of the Handbook and highlights the 
contenLS of the Manual. 

" if 

Lead Trainer asks if there are 
any questions; responds as appropriate; 
gives instructions about brief coffee­
break and reminds participants that 
the next session will start on time. 





Session 2 

DAY I 

2:00 - 3:00 p.m. 

OVERVIEW OF VICTIM/WITNESS PROBLEMS 

Goals of the Session 

At U e end of the session, participants will ~ 

• Start thinking about victim/witness problem!? and ways to 
meet those problems 

• Be more aware of the problems faced by ~he victim/witness and 
by the justice system 

• Understand several benefits to be derived from introducing 
or strengthening victim/witness services. 

The participants should begin to consider how victims and witnesses 
fare in the criminal justice system (and in their own agency in particular); 
the need for doing something about it; and what they might be able to db 
to initiate, improve, or strengthen victim/witness services in their com­
munities. 

Rationale 

Before proceeding into discussions of victim/wi tness ser,~jices and their 
implementation, we must establish a common understanding of the problems that 
victims and witnesses encounter and that have provided the impetus for 
developing victim/witness services. Unless these problems and their impli­
cations for the criminal justice system and process are deemed important, 
there will be little motivation to initiate or improve victim/witness 
services. This session is designed to demonstrate the multiple benefits 
to the community and to the agencies involved that can be derived from 
effective services for victims and witnesses. 

Method 

Large group presentation and discussion. 
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Materials/Logistics 

Horseshoe-style seating arrangement (converging on the speaker, but 
also allowing the participants to see each other) 

110vie projector and screen 

Blackboard or flip charts 

"Criminal Injustice System" flow chart 

Film: "Victims: Evidence or Clients?" 

Background Papers and Reference Materials (in Participant's Handbook and 
Manual, Part II) : 

• Victims: The Forgotten People 
• Profile of the System witness 
s Summary of Crime-Related Victims Problems 
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Victims: The Forgotten People 

Over the past decade, this nation's 
search for more effective means to 
control crime has involved every aspect 
of the criminal justice system. The 
role of every performer has been 
scrutinized. Only recently, hml1ever, 
has attention finally been drawn to an 
often forgotten although integral part 
of the proceedings: the victim/witness. 

The victim has been the forgotten 
party in. the criminal justice system 
since the 0ystem focuses first on the 
crime itsel.lf and thereafter on the 
offender (~~o is he? Was he arrested? 
Are the police doing their job? Were 
the offender's rights protected? Does 
he have a lawyer? What is happening 
in the courts?). 

Today, the criminal justice system 
is under more public scrutiny than ever 
before. How can we speed up trials and 
improve sentencing, incarceration, pris­
ons, probation, parole training, and 
rehabilitation? still, increasing 
attention and reform efforts often con­
tinue to ignore the victim. 

The victim stands alone. His or 
her needs are not the single concern of 
any agency in the criminal justice 
system. When attention is directed to 
victims, it is offender- and offense­
oriented. The police come and go seek­
ing as many answers about the crime and 
offender as a victim can provide. They 
also collect evidence and the victim's 
possessions may be taken for evidence 
and returned months, or even years, 
later. 
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Trainer delivers introduction to the 
entire session and to the film and 
presents accompanying essay. Trainer 
points out that the information to be 
presented may be familiar to some, but 
needs to be covered so that all have a 
common understanding of the,.problems 
and a basis for discussing tl~!=ffi. 

" 
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The police and prosecutor ':lay ask 
the victim to make statements, look over 
mugshots, or attend a line-up. The 
victim/witness may have to repeat his 
or her story, confront an attacker, 
relive the crime, spend days in court, 
or simply wonder what happened if the 
case never comes to trial. 

All of this asks a great deal of the 
victim and offers very little. A minor 
example, but one especially frustrating 
to many victims, is that many juris­
dictions forbid police to transport 
victims. The offender, if apprehended, 
is whisked away in a squad car. The 
victim, who may just have been robbed 
of every penny, must get home on his 
own. Most jurisdictions bill victims 
for ambulance services if they are 
injured. Some hospitals and private 
doctors even turn away rape victims. 
Witness fees are usually inadequate 
recompense. Where state laws make 
financial compensation available to 
victims of crime, the process is slow, 
coverage thin, eligibility very 
restricted, and victims poorly informed 
about the program. 

Yet, it is the evidence provided by 
the victim that makes it possible to 
identify, apprehend, prosecute, and 
convict the offender. Thus, it is time 
to start considering the victim/witness 
as an important public figure with 
critical responsibilities for the 
welfare of others. 

Victims' Needs and Problems 

In reality, very little data are 
currently available on victims' needs or 
their responses to services. Recent 
research has attempted to determine, for 
the first time, how much victimization 
there actually is, and who the victims 
and offenders are. These surveys show 
that far more crimes occur than we 
knew, or were willing to admit. For 
each unx:'eported crime, there is a silent 
victim. 

METHOD 

34 



CONTENT 

When individuals do report crimes, 
victim service agencies must make a 
basic decision: who will they regard 
as a "first priority, victim"? Financial 
restraint will makeEhe answer almost 
inevitably "victims of .... iolent crimes." 
But, p.roperty cJrimes can also create 
serious persona1 emergencies. Very few 
inner-city residents, for example, have 
checking accounts; many elderly citizens 
are unwilling to use banks. For these 
citizens, an apartment robbery can mean 
loss of rent or food money. Food-stamp 
thefts create real problems for those 
who have absolutely nothing to spare. 
Clearly.', defining the "first priority" 
victims will require some very hard 
decisions. These decisions will be one 
of the fundamental guides to use in 
structuring any program. 

The problems that result from some 
types of victimization are more 
obvious than others. l Homicide, for 
example, leaves the victim's family in 
disarray. If the victim provided family 
sup'port, there is sudden financial hard­
shif'::'s well as the shock of loss. 
Family members are often unaware of 
assistance available for funeral expenses 
Insurance, job-related benefits, and 
social security benefits may be a com­
plete mystery to the relativeE?~of an 
intermittently employed vict:im. 

If a homicide is the outcome of a 
family quarrel--and this is often the 
case--there may be serious, continuing 
family problems as well as immediate 
legal ones. If the perpetrator is at 
large, fear becomes another immediate 
problem for the family. 
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Sexual assault presents special 
problems for the victim. Rape is often 
so traumatic that it is disproportion­
ately under-reported. Besides 'the 
immediate shock of assault, which itself 
requires sensitive professional handling, 
there is the ordeal of giving testimony 
and dealing. with family and public re­
action. D~spite efforts to improve the 
attitudes of law enforcement and medical 
personnel, as well as the public, the 
victim of sexual assault is almost 
inevitably revictimized by the treatment 
she receives. Unless the victim is a 
child, or elderly, she, herself, is often 
put on trial. 

Studies of rape victims show that 
many suffer a delayed reaction and 
long-term emotional problems. For many 
women, the circumstances of rape mean 
they must find new and safer housing, 
change employment, or completely alter 
their lifestyles. Such changes may be 
difficult to arrange. If a victim does 
want to prosecute, she may need support 
during the legal process. Victim 
services mus.t help provide a new security 
without further setting.the victim apart. 

Specialized rape crisis centers have 
been established in many communities. A 
few hospitals have established highly 
professional and responsible medical 
and counseling services. These centers 
have tested victim service approaches. 
Whether these centers should be absorbed 
into general ,victim services, however, 
is a subject under debate. 

Assault, like rape, may leave a 
victim with serious ongoing problems. 
Rape victims may find themselves in a 
supportive environment, but assault 
victims are rarely helped to deal vith 
the fear and hostility reactions that 
often accompany physical injuries. Data 
on th.e compound costs of assault are 
sparse, but expenses for victims can be 
overwhelming, even for injuries that are 
not permanently disabling. .l\rnbulance 

METHOD 
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service, emergency room treatment, 
follow-up medical care, salary lost (both 
at the time of injury and during the 
prosecution process) all mount up to 
make even a relatively minor injury a 
potentially serious financial blow, 
especially to a low-income victim. 
Access to emergency assistance, Nedicaid, 
or Medicare; vocational rehabilitation if 
an injury dictates a job change; problems 
of housing security; and chances of 
repeat victimization are serious problems 
that face these victims. 

Recidivism is, in fact, a particular 
problem in assault situations. A victim 
survey conducted by the National Crime 
Panel shows that of those. robbed or 
assaulted once, 15 percent were victim­
ized a second time, and fully a thiro 
of those twice-victimized were subjected 
to one or more subsequent incidents. 2 

Assault victims are frequently the elder­
ly, who make an easy target for stronger, 
younger attackers, particularly when low 
incomes and insufficient local housing 
make it impossible for them to move 
out of high crime areas. victim 
counseling in apartment security, re­
location, or escort services would help. 

Family assaults are also f.requently 
repeated. Active family crisis inter­
vention, counseling, and support ~re 
rarely available. Child abuse.is a 
particularly handicapping and poignant 
aspect of intrafamily assault. In 
many jurisdictions, a child victim is 
taken away from the parents. But more 
is needed here--professional help for 
the child victim and the family. 

The third group of repeater victims 
are especially hard for supportive 
services to reach. These are the victims 
of street and bar encounters who end 
up in emergency wards late at night with 
gun and knife wounds. Who is charged 
with the crime ~rd who is regarded as 
a victim in these situations is often 
a tossup. These victims ~~bften refuse 
services. Nevertheless, services 

- -----" 
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provided in this context could reduce 
the chance that the next opportunity for 
services will be in a pretrial or 
probation context, or that the next 
encounter will be fatal. 

Additional offenses may seem 
unimportant by comparison. But even 
minor property crimes can make drastic 
inroads on the means and security of 
those who are only marginally able to 
support themselves. 

"Victimless crimes," in all their 
variety, create victims out of the 
offenders themselves. Alcoholics and 
drug users should be mentioned as a 
particular category of repeater victim 
or offender--the designation often 
depends on the laws and attitudes of 
local jurisdictions. This population 
needs services difficult to loca'te, such 
as medical care, financial service, 
emergency housing, counseling, and 
general support. Each community must 
decide whether to offer services to these 
groups. The pressure of the caseload in 
other victim categories may well be the 
determining factor. 

In each offense category and with 
every victim, the impact of the crime 
will vary. Some victims are, of course, 
'cushioned by supportive family situations, 
insurance, and the ability to purchase 
private medical care and counseling. 
But those most often and most easily 
victimizE!d are rarely so lucky. Victims 
are often residents of the inner-city. 
They are predominately the young and 
old. They are likely to be poor and 
poorly educated. Thus, the victim of 
crime is the very person least able 
to cope with the problems of crime and 
to identify or to use existing services. 
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Victim Definition 

Recently, the New York Times 
described a new police department profile 
of murder victims in New York that 
revealed some new victim information. 
The profile showed that 53.5 percent of 
all victims had ~cior arrest records and 
that nearly half had "detectable levels 
of alcohol, narcotics or both in 
their blood at the time of death." Some 
other interesting figures released by 
the department were: 

• A third of all homicide victims 
were in the 21 to 30 age bracket 
while 28.5 percent of those 
arrested for murder were 
between 16 and 20. 

• Males constituted 81.6 percent 
of all victims, and 89.6 
percent of those charged with 
homicide. 

• In those cases where the 
ethnicity of killer and victim 
could be established, 78.7 
percent of all homicides involved 
Persons of the same racial 
background. 

• Nearly 48 percent of all victims 
were black, 30 percen·t were of 
Hispanic background, and more 
than half of the victims were 
slain by friends or acquaintances 
in the course of an argument. 3 

These data offer one way of viewing 
victims. 

In generaL defining a victim is 
not as simple a task'as it may appear 
at first glance. The criminal justice 
system has set the inn~r boundaries by 
defining crimes. Many of those who 
appear at victim service centers as 
legitimate victims of crime are also 
long-term .. victims of all the social 
problems that put them in the path of 
a criminal act. 
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A commonly used expression for 
defining a victim is "bona fide victim." 
In victim centers with a strong police 
or court tie, that expression includes 
only victims who report the crime to 
the police and cooperate in prosecution 
of the offender. In rape cases, it 
means that the police believe the 
victim's' story. In assault situations, 
if the victim and offender were fighting 
or the victim provoked the attack, 
either party may be the victim. The 
Ft. Laud8rdale Police Department victim 
Advocate Program defines a bona fide 
victim in this way: "one who has suf­
fered an emotional, physical or p~op­
erty loss as a result of a crime and: 
(1) has no means of self-help through 
personal assets, insurance, relatives, 
employer, friends or other reliable 
sources; (2) has means of self-help but 
no i.mmediate access to them due to 
incapacitation or lack of awareness of 
available services; and (3) is not 
already receiving sufficient sustaining 
assistance as a result of an earlier 
crime." 

victims and Cases 

Crime victims' characteristics can 
hav8 an important impact on case out­
comes. An INSLAW study 4 that used 
PROMIS project data indicates that 
certain victim a,ttributes, such as 
opiate use, alcohol abuse, and 
criminal record, did affect the pros­
ecutor's decision to dismiss cases. In 
addition, the perception of the pros­
ecutor at case intake and screening 
that the victim either had provoked 
the defendant or participated in the 
crime increased the likelihood that the 
case would not be filed with the 
court. Very young and very old victims 
were less likely to have their cases 
dismissed than others; female victims 
of assault had their cases pursued at 
higher rates than did male victims. 
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In general, when a close social or 
family relationship ex.isted between the 
victim and defendant, a dismissal was 
more likely. The critical victim­
offender relationships appeared to be 
spouse or lover; in these cases 
dismissals were most likely. Some of 
the dismissals occurred because the 
victims, at some point, refused to 
cooperate with ',the pros.e,::ution; others, 
however, seemed to be the result of the 
prosecutor's anticipation of problems 
that had, not yet developed. 

The impact of victim characteris­
tics on case dispositions was found to 
be most pronolllced in the pretrial 
stages. Once the case went to trial, 
victim characteristics 'did not seem to 
be as influential. 

victims and the Criminal Justice System 

How well do victims meet their re­
spons,~bility vis-a-vis the criminal 
justi.'::e system? The evidence is not 
encoui'aging. Ci tizens are expected to 
call police when they are victimized. 
But we are told that only one in every 
three does so.5 

victims are expected to report the 
crime quickly so that the chances of 
catching the perpetrator are better. 
But victims often wait for a period of 
time before calling the police--half­
hour and longer. 6 

Victims are supposed to cooperate 
fully with the prosecutor. In one 
ci ty, however, i,t has been shown that 
for every four prosecutions brought, 
one is abandoned because of "witness 
non-cooperation. ,,7 The non-cooperation 
rate may even be higher. 8 

METHOD 

.f.1;f 

\) 
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CONTENT 

Victims and witnesses are expected 
to behave more prudently ei the:!:' as a 
result of their own misfortune or of 
having learned about someone else's. 
But this is not the case. Some who are 
victimiz~d once are victimized again, 
at times in the same manner. 9 Many who 
would like to cannot readily escape 
from a high risk situation. Others 
read about someone else's victimization 
but dismiss any thought that it may 
happen to them and continue to behave as 
usual. 

Why is it that citizens who are 
victimized or called upon to cooperate 
with criminal justice agencies do not 
meet expectations? 

METHOD 

Trainer may interject a human interest 
story at this point. 

Trainer points out to participants the 
"Criminal Injustice Systerll" chart and 
comments on it. 

The film we are going to see now Trainer introduces the film, "Victims: 
will help us answer that question. Watch Evidence or Clients?" 
it with this purpose in mind: to 
understand why victims and witnesses 
are less than cooperative with the 
criminal justice system. You should 
also compare your own experience with 
what the film depicts so that you 
begin to think about the sdtuation in 
your own community. Af'ter the film, 
we will discuss the "reasons why" and 
list a few. 

(Film is shown.) 

The film is a good springboard for 
the beginning of our discussion on the 
"reasons why" victims and 'llitnesses do 
not cooperate with the criminal justice 
system. Who would like to mention some 
of those reasons, using the film and 
personal experience? 
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Show film section on victims' problems 
in the criminal justice system. 

After the relevant portion of the film 
is shown, the trainer leads a discussion 
of it, eliciting from the participants 
what they perceive as "reasons why" 
victims and witnesses do not fully 
cooperate with the system. 





THE CRIMINAL INJU'STICE SYSTEM 

TAXSS;'ENT 

Has 
A 

Choice 

OFFENSE 

If Not Arr.,,1ld (80%) 
Auumed to Continue Life 

I)f Clime 

Has 
No 

Choice 

ARREST 

2. RecslvM immttdiate 
medical attention if 
injured while commit· 

I 
!~,!~ime or during 

3. Provided an attarney if 
not able to aHord one. 

4. May be released on bail 
or own recognizance. 

1, Pays own medical bills. II 

2. Pays own ambulance.· 

3. R8$pOnsibie for replac· 
ing own pra~rty 10uel. 

4. Re~nsibte for own 
physical, mental or 
~onomic p!"oblel'ns r& 
suiting from the crime,· 

5. Assists offiC8f and crim· 
inal justice system in 
reporting crime, identi· 
fying suspects, 
prosecuting cases, otc. 

6. Generally not informed 
of investigation 

r ress,·· 

PRE-TRIAL 

1. Provided room and 
board. 

2. Provided books, TV and 
recreaticn. 

3. Medical facilititr.< <I ... "i!~ 
able. 

4. Drug and alcohol coun­
seling available. 

5. Other counseling aV811· 
able (job. fllychologiaill. 

1. Responsible for own 
tr8mportation to 
District Anomey and 
Police.-

2. Misses work. 
3. Receives linle inform&­

tion on COS8 progress.·· 

OFFENOER S28.239.000.IN LEAA GRANTS IN OREGON 197Q-1978 

VICTIM S 548.791 FOR VICTIM PROJECTS IN OFlEGOII, 1970·1978 

RATIO OF 51 TO 1 OFFENOER S TO VICTIM S 

TRIAL 

1. Provided with State 
appointed attorney. 

2. Can plea bargain. 

3. Can change wnue. 

4. Can delay ~rri.~l. 
5. Can invoke Fifth Amend. 

ment. 
G, Can move to suppress 

evidence. 

7. May be acquined by 
reason of insanity. 

R. In only 3% of all commit· 
ted crimes is an oUendElf'" 
(.Onvict~. 

9. Can appeal. 

1. Provides own transporta.­
tion and parking corts,· 

2. Pays own babysitting or 
other cosn.· 

3. Must recount a-iminal 
incident. 

4. Subject to cross.zxaiTl,ina: 
tion. 

5. The "victim's attorney" 
reprel8nu the State 
{general public) not the 
mdividual victim.·· 

6. Victim has no right to 
appaal verdict. 

7. Na victim waiting ro;)m. 

8. Paid $5 a day for their 
time in court. 

9. Treated like a piece of 
6'lidence.·" 

·Althou~ h .... ing no financial nuources to disburse to victh'~s directly. the Multnomah County District AnlJrney's Victim Assistance Project 1S 
able to help victims with thele problems through available community nt$OUrces. 

··'n Multnomah County, every felony victim and witness is informed of case status. disposition, and is involved in many of the decisiop,.ma!<iny 
p:oc:eues end has inpY t into the system • 

.... Because of the 1l00v1J services, victims in Multnomah Coun!)' are developing mor6 positive feelings about the criminal justice SY~,:tem, 

SENTENCING 

1. A presentence study is 
conducted to aid judge 
in sentencing. 

2. Alternatives to incarcer· 
ation are numerous, 

SENTENCE 

1. PrOVided room and board. 

2. Access to medical and 
psychological treatrTlent. 

3. Opportunity to improve 
education. 

4. Opportunity 10 develop 
job skills, 

5. Can oarticipate in work 
rslsase and 01her mini· 
mU,m security programs, 

6. N~merous rehabilitation 
programs. 

7. Eligible for early parole. 

8. Good time credi~ avail· 
abl/!. 

POST 
RELEASE 

1. Many transitional pro· 
grams available. 

2. Personal loans available. 

3. Large percontage con· 
tinue life of crime. 

4. Credit Union established 
far any convicted felon 
living in Oregon. 

1. Has no voice in court I 
decisions, pleas, pre· 
sentencp. or .sentencing.··'------------'\j 

1 1. Of tan unsatisfied with 
resu!u of crimin~ JUI­
tice system •••• 

2. Usually are not notified 
or pres.Jnt at time Clf 
sentencing.· • 

,------.------i/I 2. May fear retaliation. 

HARL HAAS 
DISTRICT ATTORNEY 
MUL TNOMAH COUNTY 
PORTLANO, OREGON 

1977 

3. Continu" life with 
faan, damaG8', in· 
juries, traumas, 

4. Is expected to continue 
to support a sy.stem 
that fJeated thPfTI with 
len respect than fllr 
the off "der.··· 



CONTENT 

Some of the major reasons for 
non-cooperation are: 

Inconvenience: Getting involved 
with the law takes up too much of 
one's time and effort. 

Safety Concerns/Intimidation: 
People are afraid that the offender 
wilL retaliate against them. 

Reputation: Some people do not want 
to get themselves or others into trouble 
or to be embarrassed. 

,r..::ultural Reasons: Some people think 
tE·at crime should be handled as a 
private matter; they would lose face or 
be ostracized if their victimization 
were known. 

Anonymity: There were other 
witnesses and no one else reported it. 
Why should I? 

Financial Reasons: Fear of 
insurance cancellations or increased 
rates. 

DistJ::ust of the System: The police 
are not interested, do not care about 
us, are :not on "our side," are not that 
effective anyway; if the offender were 
caught he or she would not get the 
punishment deserved. 

Influence of Others~ Someone talks 
the victim/witness out of reporting and 
prosecuting. 

Bad Experience: The victim/witness 
has had a bad experience (individually 
or as member of a group, let's say a 
minority group) with the police or the 
system. 

Uncerta.inty: The victim/witness is 
not certain that a crime has been 
commi',:ted. 

Shared Culpability: The victim/ 
witness is not wholly innocent. 

Role Reversals: Today's victim is 
tomorrow's offender and vice versa. 

Financial Losses: Getting involved 
means having to take time off to go to 
court later on without compensation 
and/or risking the loss of one's job. 
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METHOD 

Trainer lists reasons given by 
participants on blackboard or flip 
chart and sums up the many reasons. 



CONTENT 

Feeling Like an "outsider": The 
criminal justice system is highly 
structured and lay people feel ill-at­
ease, "lost," ambivalent, and used 
when they become involved with it; for 
many going to court is an uncomfortable, 
dis-tressing, even fearful, situation. 

Bureaucratic Convenience: The 
"insiders" are seen as operating for 
their own convenience without taking 
victim/witness needs into account. The 
victim/witness has "no status. ,s' 

Emotional Damage: The psychological 
repercussions of being victimized can 
discourage a person from pursuing the 
case further. 

No Personal Satisfaction: The 
routine handling of criminal cases 
rarely offers the victim/witness a 
sense of personal vindication or 
participation in the course of justice. 

Frustration/Anger: A coope.rative 
victim/witness may finally drop out 
because of the slowness, impersonality, 
expense, delays of the system. 

Different Priorities: What -the 
victim wants done is not necessarily 
what the system wants to do. 

Research indicates that in the 
aftermath of their victimization, 
victims rate income and property loss 
most damaging. However, time loss 
and physical and emotional suffering 
are among the most serious problems for 
the greatest number of people. Yet, 
tLlese are not the priori ties of the 
criminal justice system when it comes 
to pursuing -the case. 'rhe priori ties 
of the criminal justice system are, 
for instance, the quality of evidence, 
high clearance rates, efficient calenda.~ 
schedules, speedy trials, conviction 
rates, and so on. This conflict of 
goals, priorities, and expectations 
results in a lack of incentive for 
victims to cooperate with the criminal 
justice system and in $trained re­
lations between victims and witnesses 
and the system. 
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METHOD 

Trainer directs the participant~' 
attention to the "Profile of the System 
Witness" and the "Summary of Crime­
Related Victims Problems" in Part II of 
the Handbook and Manual. 



------;'--------------------~------------------r_--------------------------------------, CONTENT 

These are some of the major 
problems faced by victims and witnesses 
when they become involved with the 
criminal justice system, as research, 
your experience, interviews, and the 
literature have shown. 

If one keeps in mind the problems 
we have listed, it should not be 
difficult to understand why victims 
and witnE:sses ars uncooperative, drop­
out, do l~t show, are sullen or angry, 
and so on. Of course, the situation in 
your community may be different. 

It should be clear why the topic 
of this Workshop is crucial to the 
work of police and prosecutors. The 
frustration, anger, disillusionm~nt, 
and cynicism felt by victims and 
witnesses toward the system are often 
reflected in a mirror-like fashion by 
the police and the prosecution. Locked 
into negative feelings, these actors-­
whose performance is crucial to the 
success of the criminal justice system-­
fail to cooperate, coordinate, and 
work together for the ~uccess of their 
case. It should be a definite priority 
of any police or prosecutor's office to 
break this vicious cycle, to prove the 
stereotypes wrong, and to show to 
victims and witnesses in their 
jurisdictions that it is indeed worth­
while to assist the criminal justice 
system. 
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METHOD 

Trainer summarizes discussion and 
makes transition to a presentation of 
the Workshop rationale and goals. 



PROFILE OF THE SYSTEM IVITNESS 
(N=3000) 

TYPE OF WITNESS 

victim ~59%) 

N=1775 
Nonvictim (41%) 

N==1225 

Sex 
Race 
Average age 
Average education 

Demographic Characteristics 

Average socioeconomic status score* 

System-Related Problems 

Income loss 
Average income loss 
Time loss 
Average time loss 
Case rescheduled 
Case scheduled without prior notification 

Crime-Related Problems 

Other criminal victimization within the 
past year 

Physical injury 
Average cost for physical injury 
Property loss-damage 
Average cost for property loss-damage 
Income loss 
Average income loss 
Tim~ loss 
Average time loss 
r.1ental-emotional suffering 
Perceived as very serious 

Attitudes 

Perception of offense as very serious 
Perception. of penalty as too lenient 
Intention of cooperating in the future 

with police 
with prosecutors 
with courts 

54% male 
70% white 
34 years 
12 years 
37 

31% 
$127 
53% 
2 days 
24% 
47% 

28% 
26% 
$447 
51% 
$657 
25% 
$373 
47% 
8 days 
56% 
49% 

50% 
36% 

87% 
85% 
80% 

60% male 
80% white 
33 years 
12 years 
38 

26% 
$81 
71% 
2 days 
34% 
59% 

27% 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 

43% 
29% 

87% 
81% 
76% 

*Socioeconomic prestige score is assigned in relation to occupation, and 
the range of scores is 9 to 82, 
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SUMMARY OFCRIME~RELATED VICTIM PROBLEMS 

Problem 

Physical Injury 

Property Loss 

Property Da.mage 

Lost Time 

Lost Income 

Lost Job, 

Insurance Cancelled 

Mental or Emotional 
Suffering 

Reputation Damaged 

Problems \vith Family 

Problems with Friends 

Victims 
Experiencing 

Problem 

N % 

470 27 

768 45 

658 39 

835 49 

446 26 

39 2 

13 ]. 

1,001 57 

251 12 

358 25 

215 12 

Victims Rating 
Problem as 

"Very Serious" 

N % 

240 51 

432 56 

355 54 

389 47 

278 62 

35 90 

9 69 

495 49 

110 44 

182 51 

83 39 

Source for both the IIProfile of the System witness" and th.'.iis table: 
~, Guide for Community Service: A Prescriptive ?ackage. Center for Criminal 
~'ustice and Social Policy. Marquette University, Milwaukee, Wisconsin, 1977. 
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CONTENT 

Goal of the Workshop 

The goal of this Workshop is to 
provide you. with the tools needed to 
initiate, improve, and strengthen those 
victim/witness services that are best 
suited to the needs of the community 
you serve. Research proves that 
it is a wise investment. For instance, 
the report describing the impact of 
the Victim/Witness Assistance Project 
of the Vera Institute of Justice in 
Brooklyn Criminal Court between July 
1975 and May 1976 shows that improved 
civilian attendance in court facilitates 
substantive outcomes: guilty pleas 
doubled from 12 to 25 percent; cases 
were much more likely to go to the grand 
jury; dis~[\issals declined from 23 to 
14 percent; and attendance at the first 
post-arraignment appearance rose to 
55 percen:t for the "project" witnesses. 
The report also shows that the projec·t 
doubled the number of police appearances 
saved a rq.onth (that is, in cases in 
which officers were on alert status and 
not called into court to testify). 
Similarly, almost all .unnecessary 
civilian trips were eliminated. Since 
the estimated cost to the city for each 
police officer who must spend the day 
in court to give testimony is $125 a 
day, in a nine month. period (August 1, 
1975 - March 26, 1976) the project 
saved 6,734 appearances representing 
$841,750 in police time. lO 

In another case, in 1975, it was 
projected that Milwaukee's Project 
Turnaround could save the community 
and governmental agencies from $1.7 
to $3.9 million. The figures in 
dollars do not represent, however, 
the much greater benefits for the system 
and society arising from the inconven­
iences avoided, the frustration allevi­
ated, and the giteater willingness of 
the citizens to ccpperate in the future. 
Such benefits and goodwill cannot be 
measured in dollars. Benefits can 
also be derived from a diminished num­
ber of adjournments. As we will learn 
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CONTENT 

later on, efficient victim/witness 
services can greatly improve the 
cost-effectiveness in the system. 

There is no doubt that prosecutors 
benefit from victim/witness services 
as well. As one district attorney told 
an evaluator of Project Turnaround, 
"it saves me a lot of work, and I 
now feel that I am really practicing 
law rather than doing a lot of contact 
work that has nothing to do with the 
law. " 

Thus, introducing or strengthening 
victim/witness services can have a 
dramatic impact upon the success rate 
of your activities and upon your 
status in the eyes of the community. 
These services deserve serious attention 
because they represent a significant 
innovation for your con~unities. 
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METHOD 

Link forward. Trainer should now remind 
participants that while these are gen­
eral statements about victim/witness 
services, they are to apply this in­
formation to their communities and that 
the following session will provide them 
with the opportunity and a systematic 
approach for such an analysis. The 
stage is now set for work to begin. 



NOTES ON LECTURE: 
VICTIMS: THE FORGOTTEN PEOPLE 

1. Baluss, Mary E., Integrated Services for Victims of Crime: A County-Based 
~pproach. National Association of Counties, 1975. 

2. U.S. Department of Justice, Law Enforcement Assistance Administration, 
National Criminal Justice Information and Statistics Servic~, Crimes and 
Victims: A Report on the Dayton-San Jose Pilot Survey of victimiza'tion 
(Washington, D.C.: Government Printing Office, 1974), p. 21. 

3. The homicide rate in the United States, including New York City, has been 
leveling off or declining in recent years, and the number of "stranger­
murders," in which victim and perpetrator are not acquainted, declined in 
1976 for the first time in three years. (New York's "stranger-murder" rate 
is still among the highest in the nation's major cities. The city's general 
homicide rate of 20.5 murders for every 100,000 residents places it in 
eighth place among the country's urban centers.) 

4. Highlights of Interim Findings and Implications. (PROMIS Research Project) 
Washington, D.C.: INSLAW, 1977. 

5. National Crime Panel Survey Report, Criminal Victimization in the united 
States: A Comparison of the 1973 and 1974 Findd.ngs, U.S. Department of 
Justice, Law Enforcement Assistance Administration, Washington, D.C., May 
1976, pp. 40-41. 

6. The magnitude of this problem is still uncertain, although the existence of 
the problem is not, as has been indicated by preliminary, unpublished data 
prepared in Kansas City, Missouri, "response time" study, an LEAA-funded 
research project which, as of this writing, is still underway. 

7. The finding, in Washington, D.C., that one prosecution in four was dropped 
because of "witness non-cooperation" was later found to be somewhat 
misleading. A follow-up study, to examine 'the cause of this dropout rate, 
found that 205 of the 215 witnesses labeled as dropouts (in a sample of 922) 
disagreed with the conclusion. The researchers speculated that the true 
rate was perhaps one-in-five or one-in-six, which is still an unacceptably high 
figure. Still, if the one-in-four calculation was in error, the error was 
not a clerical one: each recorded ins'tance of non-cooperation evidently 
related to significant actions or inaction on the part of the witness, or it 
represented the prosecutor's judgment of what the witness' future behavior 
would entail. See generally, Frank J. Cannavale, Jr., and William D. 
Falcon, Witness Cooperation, D.C. Heath & Co.: Lexington, Massachusetts, 
1976, or the Law Enforcement Assistance Administration/National Institute of 
Law Enforcement and Criminal Justice publication, Improving Witness Cooperation. 
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8. Few jurisdictions take a careful measurement of the proportion of cases 
dropped because of witness non-cooperation or o·therwise. But there are 
indications that non-cooperation is endemic and of severe magnitude. In 
Brooklyn, for example, nearly 55 percent of all witnesses expected in 
court on a given day do not show up--a "no-show" rate which is obviously 
hard on the prosecutors and, ultimately, on the just disposition of their 
cases. 

9. The "recidivistic victim" problem is at times a serious one, particularly in 
certain cases like domestic violence. 

10. Impact Evaluation of the Victim/Witness Assistance 
Management Activities and Alert Task Force Report. 
Institute of Justice, 1976. 
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Session 3 

DAY I 

3:15 - 4:15 p.m. 

IDENTIFYING VICTIM/WITNESS PROBLEMS AND SERVICES 
BY OCCUPATION~L AFFILIATION 

Goals of the Session 

This session is meant t,tj: 

• Give participants an opportunity to meet colleagues in the 
same qccupational specialties 

• Identify, from the perspective of the participants' occupational 
specialty, what offense-related and system-related problems 
victims and witnesses face 

• Identify, from the perspective of the participants' occupational 
specialty, what responsibilities and tasks the criminal justice 
system faces that are related to the victim/witness 

• Explore, from the perspective of the participants' occupational 
specialty, what solutions and services should be provided to 
alleviate the problems affecting the victim/witness, to meet 
the system's responsibilities, and to fulfill the tasks previously 
identified 

• Provide participants with an opportunity to list the principal 
benefits that would accrue to the victim/\11i tness, criminal justice 
system agencies, and the co~nunity as a result of providing and 
coordinating services for victims and witnesses. 

Rationale 

In order to identify victim/witness services that need to be initiated or 
improved, the problems, responsibilities, and tasks that those services are 
meant to address must first be considered. By discussing the problems the 
victim/witness faces and identifying what the responsibilities and tasks of the 
system are, participants can more easily ascertain what is and what is not being 
addressea appropriately or adequately (for example, where the service gaps are 
or where the services de'li vered are fall};ng short) and who should take 
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responsibility. Since each major component of the system has its own perspective 
on the problems faced by the victim/witness and by the system itself, it is useful 
that participants meet and discuss them with colleagues in the same field. 

Method 

Small groups work in breakout rooms with participants clustered by 
occupational affiliation (police, prosecution, victim/witness services and 
community-based organizations, city/county government) and with guidance from 
the trainers. 

Materials/Logistics 

Breakout rooms that can accommodate groups of at least 15 persons 

Newsprint and writing instruments 
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CONTENT 

Each participant presents his or her 
name, title, agency, community, and othe 
information. 

You are gr0uped here by occupational 
specialty and you also represent some 
different communities. Please discuss 
and list informally, from your vantage 
point, answers to the following series 
of questions: 

METHOD 

Small group sessions in breakout 
rooms. 

Trainer introduces self and begins 
to establish the group identity by 
describing the continuous <:r-.;oup process, 
who is in the group, and so·· on. 

Familiarization exercise: 
Trainer asks each participant to intro­
duce self to group, giving name, title 
or agency, community, and some other 
item of information that will help to 
establish his or her identity. 

Trainer refers participants tp 
the list of questions in their Hand-

• What are the problems ·that victims books. 
and witnesses face that are either 
offense-related or system-related? 

• What are the responsibilities and 
tasks that you (as a component of 
the system) have or should have 
in response to the needs and 
problems of victims and witnesses? 

• What solutions and services shoul 
be provided to alleviate the 
problems faced by victims and 
witnesses as a consequence of the 
offense or of their involvement 
in the crirriinal justice system? 

• What solutions and services 
should be provided to facilitate 
your role vis-a-vis victims and 
witnesses? 

• What benefits would accrue to 
victims and witnesses, your 
agency, and the communi tl' as a 
result of providing and 
coordinating victim/witness 
services? 
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______ ________________________ -, ____________________ L ________ __ 

CONTEN'r 

We are going to discuss these 
questions and at·tempt to answer them 
from the perspective of your occupation 
and using your professional experience. 
Of course, initially we must identify 
with the victim and try to understand 
the numerous problems facing victims 
and witnesses as soon as the crime has 
been committed. 

We will me~~ next in a plenary 
session tha·t will give everybody a 
chance to learn what people in other 
occupations think about the questions 
we have discussed here. It is important 
that we learn to communicate with others 
who may have different backgrounds and 
that we learn ,to appreciate other 
people's perspectives. Programs serving 
victims and witnesses will be successful 
only if the different people and agencies 
involved will cooperate and coordina.te 
their efforts. 
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METHOD 

Trainer asks the group to appoint 
a chairperson who will record the 
group's answers to the questions by 
using keywords and who will then report 
to the plenary session. The person 
reporting can be different from the 
person recording the answers. 

Trainer brings the d.iscussion to 
closure, by reminding the participants 
of what the assignment was, pointing 
out what has been accomplished by the 
group during the session, reviewing 
with the group the anS\'lers pro\Tided. 

Trainer makes transition to the 
plenary session. Trainer gives the 
group instructions as to where the 
plenary session is going to be held 
and stresses the importance of being 
there on time. 

Trainer privately briefs the 
person who will report to the plenary 
session on behalf of the group ab';:11.1t 
his or her task, pointing outth"i:" the 
report should last about five minutes 
and that the reporter should use the 
group report written on newsprint as 
a visua.l aid for the presentation. 



Session 4 

DAY I 

4:30 - 5:00 p.m. 

PLENARY FEEDBACK SESSION 

Goals of the Session 

During this session, participants will: 

• Report on the problems and services, identified from their 
occupational perspective, that affect the victim/witness and 
the criminal justice system 

• Learn what problems and services have been identified by 
participants with a different professional affiliation 

• Gain a greater understanding of the problems an6 corresponding 
services needed to serve both the victim/vii tness and the ::oystem 

• Gain an appreciation for different perspectives and viewpoints 
that reflect different occupations and experiences. 

Rationale 

Often, people who work intensely at what they are doing tend to perceive, 
discuss, and solve problems from the narrow focus of their own profession and 
experience. This can, at times, constitute an obs·tacle to the effective solution 
of the problems facing victims a!1d witnesses and the criminal justice system 
because of the plccemea.l and uncoordinated approach that it fosters. 1?articipants 
from different occupational and experiential backgrounds may enjoy and profit 
from learning how other people perceive the problems and the solutions. It is 
through such dialogue that realistic and long-lasting sO],utions can be found, 
since they' will be based on the wealth of knowledge a'1d experience contributed 
by different people coming from different directions. 

Me t.ho d 

In plenary session, the chairperson of each occupational group reports Oil the 
group's discussion and conclusions, referring to the group's report written on 
newsprint rota posted on the wall in the plenary session meeting room. 
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Materials/Logistics 

Meeting room, large enough for at least 70 persons; seats arranged in 
theater style or similar design that allows for the presentations and 
discussion. 
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Occupational Groups' Reports 

Wrap-up and Transition to Day II 

( 
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METHOD 

Trainer summarizes the groups' 
reports pointing out similarities and 
differences and stressing the 
importance of taking notice of other 
people's points of view. 

Trainer makes transition to Day 
II, pointing out how the stage has 
been set for the upcoming information 
seminars and the work sessions to 
follow. 





DlW II 

9:00 a.m. - 9:30 a.m. Session 5 

9:45 a.m. - 12:00 noon Session 6 

1:30 p.m. - 2:45 p.m. Session 7 

3:00 p.m. - 4:15 p.m. Session 8 

4:30 p.m. - 5:00 p.m. Session 9 
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Introduction to Concurr,ent Seminars 

Concurrent Seminars: 

6A: Crisis Intervention and 
Management, Social Services 
Assistance Referral 

6B: Court-Related Information, 
Witness Notification and Protection, 
Property Return, Compensation and 
Restitution 

Identifying Priority Service 
Needs 

Developing a Service Plan 

Plenary Feedback Session 
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Session 5 

DAY II 

9:00 - 9:30 a.m. 

INTRODUCTION TO CONCURRENT SEMINARS 

Goals of the Session 
, 
, 

At the end·of the session, the participants will have an overview of the 
various topics to be covered in the two concurrent seminars so they can ~ake 
an informed decision about which to attend. In general, the seminars ar'e 
meant to provide: 

• Greater knowledge and understanding of the core victim/witness 
services--eit~er crisis identification, intervention, management 
and social service referral; or witness information, notification, 
surveillance and protection, property return, crime prevention, 
and compensation and restitution 

• Greater knowledge and understanding of the different types of 
core services available 

• Greater knowledge and lliLderstanding of the possible agencies that 
might be responsible for delivering the core services 

• Greater knowledge and understanding of the administrative 
considerations and benefits of each of the core services for 
victims and witnesses and the criminal justice system. 

Rationale 

Some participants have considerable knowledge about the types of victim/ 
witness services available; others have relatively little information regarding 
them. To ensure that all p~rticipants have a common basis for understanding 
the types of services, approaches to their delivery, and benefits, two 
concurrent seminars will be offered covering the core services. One seminar 
will cover crisis management and social services. assistance and referral; the 
other will cover court-related information, witness notification, witness 
protection, and restitution and compensation. This session will provide the 
participants with general background information cilld a description of the content 
of the upcoming seminars. 
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Method 

Large group presentation with flip charts summarizing the contents of the 
two seminars to follow. 

Materials/Logistics 

Seminar Desc~'iptions (2) 

Background Paper and Re~erence Materials (in Participant's Handbook and 
Manual, Part II) : 

• Outline I: Victim/Witness Services 

• Outline II: Victim/Witness Services Needed at Different Stages 

• Summary of Victim/Witness Services 
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SEMINAR DESCRIPTION (6A) 

CRISIS INTERVENTION AND MANAGEMENT, 
SOCIAL SERVICES ASSISTANCE AND REFERRAL 

This victim/witness services core content seminar will provide inforlnation 
on crisis theory and the rationale for crisis intervention approaches to the 
delivery of services. More specifically, the seminar will cover cr~SlS 
identification, intervention, management mid referral, agencies and resources 
that might be involved in the delivery of services, the purpose and benefits 
of these service delivery systems, and resources for gaining additional 
information about specific service delivery approaches. 

During the session, specific programs will be described that illustrate the 
administrative and organizational structure of the various service delivery 
systems. Participants will be encouraged to raise questions and issues 
concerning the delivery of crisis intervention services. 
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SEMINAR DESCRIPTION (6B) 

COURT-FELATED INFORMATION, WITNESS NOTIFICATION AND 
PROTECTION, PROPERTY RETURN, COMPENSATION 

AND RESTITUTION 

This seminar session is designed to help participants look closely at some 
victim/witness services that could respond directly to their qommunity's 
criminal justice system and citizen problems. 

Service benefits and negative impacts will be discussed briefly. Available 
research data will also be described. 

Below is an outline of the seminar: 

I. Introduction and Overview of Victim~1i tness Services 

II. General Delineation of Service Delivery 

III. Types of Witness Services 
A. Information Services 
B. Personal Support Systems 
C. Information, Notification, ffi1d Referral Systems 
D. Facility Improvements 
E. Financial Support/Assistance 
F. Computerized Information Systems 

IV. Resource Material 

V. Summary, Observations/Guidelines 

VI. Question and Answer Period 

66 



Session 6A: 

Session 6 

DAY II 

9:45 a.m. - 12:00 noon 

CONCURRENT SEMINARS 

seminar: Crisis Intervention and Management, 
Social Service Assistance and Referral 

Goals of the Session 

At the end of the session, the f~rticipants will have a greater kncwledge 
and understanding of: 

• Crisis theory and the rationale of crisis intervention 

• Approaches available to the delivery of services, including 
the compClnents of various types of services 

• Agencies and resources that might be involved in tbe delivery 
of services 

• Purpose and benefits of service delivery systems 

• Resources available for getting information about specific 
service delivery approaches. 

Rationale 

In order to make decisions regarding how best to deliver crisis intervention 
and manage it and to provide social service assistance and referral services, a 
considerable amount of information must be available to administrators. The 
information should include data about the basic philosophy, problems, pitfalls, 
costs, and so on in implementing the different approaches. This session will. 
provide this information as well as identify sources of further information. 
In Sessions 7 and 8, participants will have an opportunity to apply this 
information to the development of a service plan. . 
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Method 

Breakout meeting room with trainer giving ~\resentation. Trainer fac:Uitates 
discussion, including a question and answer ses!.';ion. 

Materials/Logistics 

Meeting room, large enough for at least 40 persons 

Background Papers and Reference Materials (in ParLicipant' s Handbook and 
Manual, Part II) : 

• Summary of Crisis Intervention Theory and Practice 

• Summary Descriptions of Victim/Witness Programs 
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INTRODUCTION TO THE SESSION 

I. Crisis Theory and an Overview of 
Crisis Identification, Intervention, 
and Management 

A. The Meaning of Crisis 

1. '1'he dictionary defiJleS a 
crisis in such terms as a 
turning point, a decisive 
moment, or a crucial ,time. 

2. A crisis has also been de­
fined as "a real or perceived 
threat arising from a failure 
to cope adequately with an 
important life demand." 

3. A crisis situation may occur 
as the result of a precipi­
tating event (a sudden change 
or important demand.) or as an 
accumulation of smaller 
demands that stretch an 
individual's ability to cope 
OJ:' to adjust in an appropriat 
way (proverbial straw that 
bro/ke the camel's back). 

B. Crisis Theory 

1. There is a general pattern of 
crisis development. First, 
the individual attempts to 
meet perceived stresses and 
demands with normal coping 
patterns. When these attempt 
fail, there is an increasing 
sense of desperation and 
confusion that may block 
alternative coping patterns. 
Often the individual conclude 
that destructive resolutions 
are the only alternative, no 
matter how unacceptable. 
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METHOD 

Familiarization Exercise: 
At the beginning of the session, the 
trainer will give participants an 
opportunity to introduce themselves. 

Trainer gives presentation and 
refers participants to material 
related to this session which is 
contained in their Part~cipant's 
Handbook and Manual. 



CONTENT 

2. During a crisis, substantial 
changes are likely to .Qccur. 
It is possible that the 
changes may be destructive, 
but they may also be con­
structive in resolving not 
only the immediate crisis but 
also the individual's life 
functioning. 

3. Crisis theory believes that 
the availability of halp 
during a crisis to facilitate 
constructive resolutions is 
more effective than a greater 
amount of help would be at a 
later time. 

C. PDle of the Crisis Interven­
tionist 

1. Evaluate the crisis--obtain a 
clear understanding of the 
nature and extent of the 
client's crisis. 

2. Establish a personal link with 
the client. 

3. Allow the client to vent 
emotions and to remove some 
confusion. 

4. Enable ·the client to become 
aware of caUS0S and possible 
solutions to the crisis. 

5. Explore constructive solutions 
and the acceptability of 
various alternatives. 

6. Obtain a contract for acr.ept­
able and suitable action O~ 
the part of the client. 

7. Encourage ~nd facilitate 
action on resolution through 
supportive, nonjudgmcntal 
behavior. 
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II. victimolosx.--The study of the 
victim/witness and the psychologica 
responses to victimizRtion. 

A. Victimization is a stress 
situF.'tion for the victim that 
may b~~:ly manifest itself as a 
crisis. It is characterized by: 

1. Suddenness--often occurs with­
out warning and therefore it 
is impossible to prepare for 
psychologically. 

2. Ar.bitrarirh:ss--seems to have 
neither reason nor explanatio 
--"Why me?" 

3. Unpredictability--never know 
that it will happen a~d there­
fore cannot anticipate it. 

B. Societ.al reactions to vic·timi­
zation. Research shows that 
society tends to respond to 
victims by setting them apart 
because of: 

1. Fear--since what happened to 
the victim could ~nd may 
happen to us, we ostracize 
him or her so we do not become 
victims as ,(·;ell. 

2. r::enial--we may argue. that the 
victim deserved ltlhat happened 
or was the cause of it: only 
bad things happen to bad 
people. 

C. victim reactions. These manifes 
themselves both in feelings and 
behav:~or. There are four bas:~C' 
reactions ;" od-cilial, blame, anger, 
and resolution. These and 
accompanying reactions are not 
isolated, however, and may occur 
in any combination. 

\ I 
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1. Denial-~this did not 
really happen to me; it 
is a dream 

2. Chaos and confusion-­
things are completely 
out of control: I can't 
think straight 

3. Helplessness--I can't do 
anything about it, I 
can't help myself 

4. Dependency--tell me what 
to do 

5. Regression--child-like 
behavior 

6. Mistrust--will not trust 
anyone 

7. Anger--may be directed at 
offender or anyone else, 
most often at police or 
loved ones 

8. Repression--can't 
remember anything 

9. Self-blamE!--what did I do 
to deserve this 

10. Rationali,~ation--try to 
make some sense out of 
t.he experience. 

D. Different types of victimization 
trigger different responses. 

1. Crimes aX'e acts again~t the 
inner self or self-concept 
of the individual. 

2. The closer the criminal act 
penetrates to the victim's 
sense of being, values, and 
emotions, the more traumat­
ic the reaction may be. 
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3. The intensity of the ~rime 
provokes 'Uvarying xeactions: 

a. Burglary: generally 
hurts the victim only 
at the outermost layer-­
the property, which is 
an extension of the self. 

b. Robbery: because of the 
contact with the robber 
and the threat of bodily 
injury, the victim's 
second layer Couter 
body) is threatened. 

c. Assault: generally 
hurts the victim's 
inner self (physical 
well being) through 
physical pain and stolen 
property. 

d. Sexual assault: 
penetration'heyond 
bodily harm into the 
victim's basic values 
and emotions. 

III. The Law Enforcement stage: 

When crisis intervention and social 
service assistance are first 
needed by the victim. 

A. Why shoUld law enforcement 
agencies be involved? (Neither 
des1:,;:n:ed nor intended to turn 
police into "social workers.") 

1. Police regu'larly deal with 
situations that are or 
may be a crisis for 
someone involved--victims 
of crime, witn8sses to a 
crime, fam,ily disputes, 
death notifications, natural 
disasters, serious accidents 
In general, 80 percent of 
police ti:'~;~ is not enforce­
ment. 
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Trainer gives presentation, soliciting 
input and comments from participants 
when appropriate. 
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2. Police are the only agency 
IIlhere the telephone is 
answered 24-hours-a-day, 7-
days-a-week, and people 
are conditioned to turn to 
the police for assistance. 

3. Police possess a unique 
response capability with 
instant radio communication, 
mobility, and ability to 
call on additional resources 
rapidly. 

4. Since more injuries and 
deaths are inflicted on 
pol i .. ce officers while 
handling people in crisis, 
especially farHily disputants, 
than during any other 
activity, effective manage­
ment of a crisis situation 
may reduce injuries to both 
officers and disputants. 
Homicides, serious assaults, 
and child abuse tend to be 
linked to families in 
crisis and police can 
mediate before violence or 
defuse it. 

5. Crisis intervention 
techniques are effective for 
dealing with people in 
almost all situations; 
therefore, police perform­
ance tends to improve when 
officers are properly 
trained. 

6. When the emotional crises 
of vict±n8 are managed 
effectively, they are more 
cooperative and less con­
fused. This leads to 
better police work. 
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7. Impact on the community is 
an improved perception of 
the police and, therefore, 
improved security. 

B. victims and the Police: Each 
party has a complete set of 
needs, values, and expectations 
that may intrude on the inter­
action. 

;t. Police 

a. Need: information-­
therefore they expect 
victims to be rational, 
in control, and 
cooperative 

b. Value: cooperation and 
information--goal of 
police is to catch 
criminals because this 
is rewarded in police 
work. 

2. victims 

a. Need: reassurance, 
safety, revenge, respect, 
warmth, empathy 

b. Value: compassion, 
information, help. 

3. Because of the separation 
of'needs, values, and 
expectations between 
police and v~ctims, victims 
may respond to police in 
several ways: 

a. May hide their fears, 
believ:i,ngchat police 
will not understand 

b. May expect to be blamed 
and to blame themselves 

c. May feel humiliated 
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d. May express anger at 
the police for not 
protecting them 

e. May expect or experience 
the police as impatient 
and impersonal 

f. May ffi:el that their 
problem is the most 
important one of all 

g. May fear reoccurrence. 

, These are the most obvious needs, 
va~ues, and exp~ctations of the victim 
and the law enforcement officer. 

IV. Referral Procedures 

METHOD 

Trainer may encourage participants to 
describe and discuss situations common 
to vi~tims and law enforcement. 

Later in the presentation we Trainer gives presentation. 
will look at several systems for 
referral that vary according to the 
method being used to provide crisis 
intervention services. Right now 
I would like to review br';efly 
some standard procedures for 
referring victims and witnesses to 
social service agencies. Referral 
procedures should include: 

A. Familiarization with community 
resources 

B. Development of a resource manual 

C. Needs assessment for referral, 
including: 

1. Problem identification 

2. .Problem solving 

3. Contract for action 

4. Evaluation of referral 

5. Development of linkages with 
agencies to meet the needs 
of victims and witnesses. 
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D. Making a referral--the follow­
ing steps should be followed: 

1. Get agree pent for referral 

2. Select api \ropriate agency 

3. write out. all information 

4. Explain ~iervices 

5. Discuss ~Ipecific details 
for maki~lg appointments 

6. Get agreement on course of 
action 

7. Encourage person to ~ake a 
good decision 

V. Cooonon Types of Crisis services 

Examination of victi.m/witness 
program descriptions can be very 
confusing when one is attempting 
to develop a classification scheme 
that contains all, or most, of the 
programs known to be in existence. 
A classification scheme that could 
contribute a partial answer to 
such problems distinguishes 
between progrru~S that have the 
capability to respond on a 24-
hour basis and those that do not. 
7he next division is between 
agencies where line staff are 
supposed to provide intervention 
services and those where 
specialists are used for that 
function. The last division is 
between agencies where the 
specialists are employed by the 
same administrative structure 
responsible for the crisis 
identification and those where -the 
specialists are employed by 
another agency. 
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Trainer presents. 
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The following outline is a useful 
way of discussing the various types of 
programs: 

Types of Crisis services 

I.. Twenty-four Response Capability 
(Primary Crisis Service) 

A. Do-it-yourself crisis services 
(N.Y.P.D.; Hamden, Conn. P.D.) 

B. Crisis intervention specialists 

1) Employed by identifier 
agency (Ft. Lauderdale 
P.D., Fla.; Scottsdale, 
Ariz. P.D.) 

2) Employed by other agency 
(V.W.A.P., Tucson, Ariz.; 
V.A.P., Miami, Fla.) 

II. Next Day Crisis Capability 
(Secondary Crisis Services) 

A. Let's check with you tomorrow 
crisis service 

B. Crisis interventionalists 

1) Employed by identifier 
agency (Colorado Springs, 
Colo., P.D.; Sacramento, 
Calif., P.D.). 

2) Employed by other agency 
tAkron, Ohio, Furnace 
Street Mission Aid to 
victims of Crime, Inc.: 
Saint Louis, Mo.) 
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Trainer ref~!!rs participants to the 
outline, "Types of Crisis Services," 
contained in Part II of the Handbook 
and Manual. 
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The most common victim/witness 
crisis service seen is T1pe I-A \'There 
19.w enforcement agencies expect their 
own line staff, primarily patrol 
officers, to provide victims and 
witnesses with whatever crisis 
identification, intervention, manage­
ment and social service referral is 
possible within the patrol mission 
definition. used in that department. 
Many departments have specially 
trained the staff to provide ·these 
services, but this is the tradition.al 
model--not an innovative solution to a 
longstanding problem. 

Less often, one sees another 
crisis service, Type I-B-l, where 
specially trained law enforcement 
agency personnel respond to crisis 
situations identified by line staff. 
Twenty to 50 such programs exist in 
the country today. These programs 
are a more efficient wa~i to approach 
crisis intervention since only a 
few individuals require the full 
range of training and because of. 
their specialization, they can become 
quite adept at crisis intervention. 

Programs using cX'isis service 
Type I-B-2 are more highly publicized 
than the first two types mentioned, 
but are probably no more numerous. 
The varying types of agencies 
responding on a 24-hour basis to law 
enforcement identified crisis si.tua­
ations runs the gamut from rape crisis 
centers sponsored by women's collectives 
to programs sponsored by prosecutors' 
offices, probation departments, a.nd 
offices of county and city managers. 
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Grisis service Type II-A would 
seem to be a highly unlikely solution 
to victim/witness problems since it 
would require line staff to return the 
next day or at the end of their shift 
rather than dealing with identified 
problems as they occur. 

Programs using crisis service Type 
II-B-l are relatively common though 
less directed at crisis handling than 
at general community problems. Person­
nel in these programs are generally 
referred to as community service 
officers or workers and are typically 
concerned with social service referral 
or information requests. Occasionally, 
one finds this type of personnel screen­
ing police reports and contacting vic­
tims and witnesses and, thus, providing 
a Type II-B-l service. 

A few of the programs using 
crisis service Type II-B-2 are thought 
by some to be among the best victim/ 
witness progrruns in the country. 

As with Crisis Service Type I-B-
2, agencies providing Type II-B-2 
service are located in private, 
governmental, and criminal justice 
agencies. The most successful 
programs of this type appear to be 
sponsored by private agencies. 
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VI. state of the Art 

Common usage identifies four 
components in a crisis service 
delivery system. These are: 

A. Crisis Identification - the 
process by which c~isis 
situations are found, 
diagnosed, and some immediate 
diffusion techniques are 
applied 

B. Crisis Intervention - the 
active handling process by 
which individuals in crisis 
are calmed and their in­
ability to make decisions is 
discussed 

C. Crisis Management - a set of 
procedures and policies de­
signed to limi't the danger of 
crisis situations and provide 
tra.nsfer of cases to other' 
persons when necessary 

D. Social Service Referral - the 
process by which agencies 
providing services needed by 
victims and witnesses are in­
volved and the results are 
monitored 

We will discuss each of 
these components in some detail 
in terms of who (what agency) 
normally provides it, what is 
involved in providing it, and the 
purpose and benefits of providing 
it. We will end the discussion 
of each component by discussing a 
progra~ actually providing this 
element and make reference to 
other programs as well. 
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I will now refer you to 
summary descriptions explaining a 
number of programs in this area. 
These descriptions were prepareu 
by Jolm stein of Blackstone 
Associates,. Washington, D.C. The 
program-type classification out­
line precedes the program de­
scriptions and we have added 

. pertinent demographic dc.ta on some 
programs. Let's now discuss in 
detail some aspects of crisis 
interv~ntion and management. 

A. Crisis Identification 

The providing of cr~SlS 
identification is dependent 
on the ability to recognize 
the factors that can provoke 
a crisis and the key 
indi~ators that a person is 
in crisis. La\,l enforcement 
agencies are generally in­
volved in crisis identification 
to a greater extent than 
other criminal justice agencies 
for two reasons: they are 
first on the scene of a 
crime and they need the 
cooperation of vi'.::tims and 
witnesses to carry. out their 
primary mission of,detecting 
and apprehending q.lffenders. 
In addition, fisct\.l pressures 
have made police re~ources 
scarce and proper identifi­
cation of crisis situations 
can reduc.e the "on scene" 
time of patrol officers. Of 
course, ther~ are situations 
where prosecutors, probation 
officers, and others might 
be in a position to identify 
a crisis. 
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Trainer directs participants to 
"Summary Descriptions of \7ictim/ 
Witness Programs" in Part II of ' .. he 
Handbook and discusses its use 
during the rest of the session. 
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Training and experience 
are, of course, the two 
methods of obtaining the 
ability to identify crisis 
si tuations. While experie'nce 
is not to be downgraded, its 
acquisition is usually long 
term and expensive. Training 
has been proven to be an 
effective way to transfer 
this knowledge rapidly and 
efficiently. Most larger 
police departments now offer 
training to their new recruits 
and several departments have 
sponsored major training 
programs for all officers or 
for patrol division officers. 
So much new data on training 
has become available recently 
that police departments that 
have not revamped their 
training programs probably 
need to review them. A 
complete crisis identification 
network linkage, including 
training, if necessary, should 
be established with othe~ 
public safety, emergency, and 
medical agencies. 

Proper, timely identifi­
cation of victims and witnesses 
in crisis provides agencies, 
equipped for crisis inter­
vention, with s,everal benefits. 
From the a,gencies' perspective, 
victims and witnesses who are 
undergoing a crisis resulting 
from a crim~ incident cannot 
provide tile criminal justice 
system with all the possible 
information without assistance. 
Thus, they can hinder the 
detection and apprehension of 
a suspect. In addition, an 
9.gency whose mission is to 
detect and apprehend offenders 
finds itself enmeshed in psych~ 
social problems which immobi­
lize its staff--especially if 
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",.' ~-----------~---------+-------.---------------
the staff lacks an understand­
ing of what is occurring. 
Furthermore, once a law 
enforcement agency has 
entered a situation where a 
victim/witness is in crisis, 
the personnel cannot simply 
withdraw without having some 
belief or knowledge that the 
person can cope with the basic 
necess'lties of everyday life. 
While identification of 
crisis situations is only the 
first step, it is the most 
important, since unidentified 
crisis si'tuations create 
additional problems. 

For the victim/witness, 
proper, timely identifi­
cation of a crisis can lead to 
almost immediate reduction of 
the trauma involved. 

Program Illustrating Crisis Identifi­
cation 

SEE ATTACHED INFORMATION SHEETS. 
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Trainer refers to Information Sheet on 
Sacramento Police Department Program. 
After explEtinlng the Sacramento 
Program, the trainer can initiate, ," 
question-and-answer period on cris'is 
intervention. 



INFO~~TION SHEET ON 
VICTIM/WITNESS SERVICES 

Core Service: Crisis Identification 

Agency: Sacramento Police Department 

813 6th Street 

Sacramento, California 95814 
(Zip Code) ... 

Types of Services Offered: 

Crisis Identification and 
Management Training 

Components of Services: 

32-hour training program 
for all commissioned officers 
below the rank of captain. 

Who Delivers Services: 
(Salaried, volunteer, types 
of training) 

Contact Person: Capt. Tom S~ark 

Telephone: 

other Services Of.fered ~ 

Brochures explaining: 
a) Police department function and 

procedures 
b) Witness information 

Special property return procedures 
Assistance in obtaining compensation 

Staff (line officer) trainers for crisis training. 

one part-time supervisor, two sergeants, one police officer, and thr~e clerks 
for other functions. 

\\ 

cosE/Resources Used for Services: 

$100,000 Police Foundation Grant. 
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INFORMATION SHEET--Continued 

Cornmuni·ty Characteristics: 
(demographic information) 

Problems Encountered: 

Special Features: 

Crisis training for 
specialized staff.. 
occurred during the 

entire department with some next day referral to 
Property return procedures and letter exp1aining what 
police investigation are unique. 

Evaluation/Research Findings: 

None yet - contact Victim/Witn.ess Advocate Program, Pima County Attorneys 
Office, for similar training program at the Tucson Police Department. 

Replicabili ty : 

Should present no problems in view of other projects with same goals. 

Further Information Available: 
'(docll.'11ents, etc.) 

Contact Capt. Sta.rk. 

/f 
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B. Crisis Intervention 

The specialized training 
for those providing crisis 
intervention is more extensive 
T~an that required for crisis 
identification. Identification 
and intervention need not be 
provided by the same individ­
ual. Intervention generally 
requires a minimum of one 
hour and, ill fact, may 
average two or three hours 
per call. Furthermore, while 
it is not difficult work, it 
is emotionally exhausting and 
staff burnout can Decome a 
problem if management does not 
carefully monitor how many 
"hot" cases any particular 
intervenor is attempting to 
handle. Fortuna·tely, 
intervention work is self­
limiting and when properly 
done does not result in staff 
being "hooked" into a long-term 
commitment. Where victims and 
witnesses, whu have received 
crisis services, a.re likely to 
become witnesses in a 
criminal prosecution, they 
should be quickly transferred 
to the prosecutor's witness 
management unit. 

Where intervention takes 
the form of next-day follow-on.'~ 
the dangers of emotional f.' 
e~haustion, burn<;mt, and so.:6n 
are not quite as serious. In 
order for such a system to 
work, a diligent effort to 
track down reports dealing 
with situations where 
intervention would be 
approprtate must be made 
constantly. Experience with 
programs providing 24-hour 
coverage and those providing 
next-day follow-on have not 
yet shown conclusively which 
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is more effective. 

Generally, crisis 
intervention is also a law 
enforcement function. However, 
certain situati0ns, such as 
witness harassment or 
intimidation, would probably be 
handled by the prosecutorial 
staff. Crisis int¥~rvention 
is not a service \i::i th 
charac't~~ristics ,t.ilat require' 
it to be .. of_fp~E!d by a 
particular agency, but the 
system benefits derived from 
crisis intervention services 
accure primarily to law 
enforcement since pcllice are 
most likely to be involved in 
most identified crisis 
situations. Crisis interven­
tion programs currently opera.­
ting in the united states are 
sponsored by nearly every 
conceivable agency, the only 
consistent locus being that 
rape crisis centers are 
generally associated with 
women's organizations. 
Churches are the other private 
organizations at times 
associated with crisis 
services. Those organizations 
sponsoring programs that 
h.a-ve 24-hour response 
capability tend to be 
governmental and criminal 
justice oriented, although 
there are several notable 
exceptions. 

P"\" 
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The system benefits from 
crisis intervention include a 
potential inr~rease in the 
amount of information about 
the crime and the perpetrator, 
a decrease in the amount of 
time that -the police agency 
must spend dealing with 
collateral psychosocial 
issues; a reasonable 
probability that latent victim/ 
witness hostility or frus­
tration will not be directed 
at the criminal justice 
system and thus jeopardize a 
prosecutable case. It also 
relieves law enforcement 
personnel of some of the 
hos,tility, frustration, anger I 
or guilt feelings that "dump­
ing" a victim/witness in 
crisis, without providing 
badly needed assistance, can 
create. When service 
delivery models that use 
specialists are considered, 
i,t appears that considerable 
savings in the on-scene patrol 
officer time (.in handling 
certain types of calls) can 
be achieved. This reduces the 
overall manpower requirements 
for maintaining any specific 
general patrol:availability. 
(Natu:t:ally I the opposite is 
also true.) 

For the victim/witness, 
relief of the paralysis 
created by a crisis is of 
great benefit. Crisis 
intervention deals in an 
immediate way with problems 
crea-ted by the crime and 
can reduce the "trauma time" 
to an absolute minimum in a 
fairly consistent way. 
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Program Illustrating Crisis Intervention 

SEE ATTACHED INFORMATION SHEET 

" 
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Trainer refers to information sheet on 
Victim/Witness Advocate Program in 
Tucson, Ariz. Question-and-answer 
period can follow. 



INFORMATION $HEET ON 
VIc'rIM/WITNESS SERVICES 

Core Service: Crisis Interventton 

Agency: Victim/Witness Advocate Program 
CNamel 

Pima County Attorney's Office 
131 West Congress street 

(Addressl 

Tucson, Arizona 85701 

Types of Services Offered: 

Crisis intervention on a 
24-hour basis by staff and 
volunteers. 

Components of the Services: 

(Zip Codel 

David Lowenberg 
Contact Person: Program Coordinator 

Telephone: (602) 792-8749 

Other Services Offered~ 

Witness assistance 
Crime prevention 
Public eaucation 

Three full-time crisis staff and 40 to 60 volunteers receive law enforcement 
and hospital referrals on a 24-hour basis through a pager system. 

The staff also has a director, coordinator, research analyst, two witness 
service advocates, and two clerical staff. 

Who Delivers Services: 
(Salaried, volunteer, types 
of training) 

Volunteers must complete a 28 to 35-hour training program and staff all 
have behavioral science backgrounds and graduate degrees. 

Cost/Resources Used for Services: 

The total program costs approximately $150,000 per year. Crisis ;inter .. 
vention costs are approximately 40 peIfbcnt of the total, 
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INFORMATION SHEET--Continued 

Program received an LEAA grant of $169,000 in 1975, a grant of 
$111,112 in 1976, and anticipa'tes a grant of approximately 
$90,000 in 1977. Local pickup of program funding scheduled for 
the next year. 

Co~~unity Characteristics: 
(demographic information) 

Pima County has a population of 460 r OOO and the City of Tucson, 300,000. 
The County is larger than the s'tate of Connecticut and is primarily 
r.angeland. About 20 percent of the population is Spanish-speaking and 
3 percent are Indian. 

Problems Encountered: 

S·taff size is minimal for this model program and more manpower could be 
used. For a short time, staff attempted to respo.,!',.j to non-victim crisis 
situations such as attempted suicides, mental patients, and wandering 
elderly, but the extent of the problem was so great that it could not be 
handled within time and resources available. 

Special Features: 

Substantial commitment to research and evaluation has produced a number of 
papers on different aspects of the victim/witness area. Staff are now 
experimenting with providing direct cr.isis intervention on weekends from 
6 p.m. to midnight by having staff and volunteers in the field in radio 
equipped vehicles. The program has sponsored several workshops on victim 
and crime-related matters. 

Evaluation/Research Findings: 

Stanford Research Institute has conducted an evaluation of the January 
1976 to October 1976 period. Another evaluation is now·underway and 
should be available in December 1977. 

Replicability: 

Transference,iof the basic program package to jurisdictions of approximately 
the same size, or smaller, should present no difficulty. Larger juris­
dictions may need substantially larger sums to reproduce the same relative 
effect. 
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INFORMATION SHEET--Continued 

Further Information Available: 
(documents I etc.) 

Too many to list; contact prograni for further information. 
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C. c.risis Management 

The extent to which 
proper, on-site management 
of potential and actual crisis 
situations is important is 
probably obvious. 'l'he extent 
to which management is a 
separate issue and is dis­
tinct from identification and 
intervention may not be quite 
so clear. Proper crisis 
management is, in a sense! 
what to do when waiting for 
the doctor to come, but it 
also encompasses mo~e 
mundane activities such as 
safety rules that must be 
monitored for compliance and 
specific techniques for 
diffusion of anger and tension. 
In addition, on-going 
evaluation of client 
satisfaction and officer 
assessment of the handling of 
crisis situations can be 
important too. 

In organizations where 
those who identify a crisis 
also intervene in it, the 
management blends in with the 
other activities. Where 
identification and inter-­
vention are provided by 
different individuals, 
management of the crisis is 
a very important aspect of 
the total service package. 

Whoever is responsible 
for intervention services 
generally has the primary 
responsibility for management, 
although the staff or agencies 
(primarily law enforcement) 
that. identified the situation. 
dCl have responsib.ility for 
initial diffusion and 
transition to the intervention 
provider. Since shared 
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responsibilities can easily 
lead to conflict, close 
coordination between identi­
fiers and intervenors is 
necessary. This usually takes 
the form of follow-up on 
action taken by the crisis 
intervenors by sending a 
note to every line. staff 
person who referred a victiml 
wi tness for service,. This 
note deals with what was or 
wasn't accomplished by the 
intervenor and comments about 
the appropriateness of 
particular referrals. 

The purpose of crisis 
management is to facilitate 
effective service delivery. 
The extent to which the 
first person on the scene 
properly identifies a crisis 
situation and effectively 
diffuses the immediate probli~ms 
is extremely important. If a 
transition from the person 
who identified the crisis to 
another person who is an 
intervention specialist is 
necessary, this too is a 
point at which failure can 
shortcircuit the entire 
process. Finally, if the 
interventionist finds that 
co-existing or underlying 
problems, requiring long-term 
handling, are present, another 
crucial referral or transfer 
process results. 

Management techniques also 
insure staff safety and diffuse 
very dangerous situations in a 
way that does not interfere 
with other law enforcement 
functions and can greatly 
enhance overall effectiveness. 
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Progrmn Illustrating Crisis Management 

SEE ATTACHED INFORMATION SHEET 

96 

Trainer refers to Dayton Police 
Department Crisis Management 
Program information sheet. Question­
and-answer period can follo,"1. 



INFOR}1ATION SHEET ON 
VICTIM/WITNESS SERVICES 

Core Service; Crisis Management 

Agency: Dayton Police Department 
(Name) 

(Address) 

Dayton, Ohio 

Types of Services Offered: 

Conflict management and 
community relations 

Components of the Services: 

Conflict intervention team 
Community organization team 
Public information team 

Who Delivers Services; 
(Salaried, volunteer, types 
of training) 

Contact Pe:r,son: Maj!jr Tyree Broomfield 

Teo;Lephone: 

Oth~r Services Offered: 

Identification and intervention 
training 

Intervention in neighborhoOd. and 
communitywide problems 

Eight commissioned officers and four professional civilians. 

Cost/Resources Used for Services: 

LE~~ grant initiated the program that has since been picked up by the 
Dayton Police Department. 
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INFORMA,TION SHEET~~Continued 

Community Characteristics: 
(demographic informationl 

Problems Encountered: 

; , . 

A youth aid team established originally vlas consolidated t.,rith a conflict 
intervention team. 

Special Features: 

Contact with inner city gangs and attempts to deal with communitywide 
problems are interesting. 

Evaluation/Research Findings; 

"The Concept of the Policeman as Mediator, Conununicator, and Advocate has 
shown a degree of success in Dayton." 

(Data analysis seems more anecdotal than systematic and is difficult to 
interpret. 1 

Replicability: 

Experience with similar programs in New York City; Oakland, Calif.; and 
other places indicates that replication is not difficult. 

Furth~r Information Available: 
(documents, etc.) 

See Crisis Intervention and the Police Selected Readings, by Richard W. 
Kobetz, IACP, or" community Relations' and the Administrativn of 'Justice, by 
David P. Geary, University of Wisconsin, Milwaukee,Wisconsfh. 
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D. Social Serllice Referral 

The most crucial element 
of social servic~ referral is 
a knowledge--knowledge of 
what services a~e available, 
the eligibility requirements, 
and when and where services 
are available. This knowledge 
is hard to acquire and harder 
to maintain--constant effort 
must be given to updating and 
modifying the inevitable 
loose-leaf notebook in which 
the directory of services and 
contacts is maintained. Nearly 
as important as the knowledge 
of corr~unity re~ources is the 
ability to follow-up referrals 
with both victims and witnesses 
and social service agencies. 
The middleman position taken 
when a victim/witness is 
referred to a part.icular 
agency is very precarious 
since a failure on either end 
leaves those referring the 
victim in a difficult position 
with both sides. Strict 
policies concerning the 
necessity of having' victims 
and witnesses actively 
participate with staff in 
deciding upon an appropriate 
referral and in making the 
necessary arrangements 
themselves can usually allevi­
ate potential problems. 

A social service 
referral capability is 
usually an integral part of 
crisis intervention services 
because getting people to 
services is one of the most 
important functions of 
intervention. Crisis 
intervenors are typically the 
social service referral 
specialists and when not 
working with a victim/witness 
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in crisis, they often provide 
non-crisis assistance ·to 
clients whose problems are not 
quite as critical. A social 
service ref~rral capability 
can be available to programs 
that have no crisis capability. 
One example is the comm\L~i ty 
service worker component ·that 
is often a part of law 
enforcement agencies. Other 
examples are the information 
and referral (I & R) components 
of various "hotline" serrices, 
etc. The proliferation of 
specialized social services, 
each with complex eligibility 
requirements, that has 
evolved in this country over 
the last 20 years, makes such 
services (I & R components) a 
vital part of the social 
service delivery system. With 
regard to victims and 
witnesses, it is commonly 
noted that they are not 
normally seen as a specialized 
clientele by the social 8ervice 
system itself; therefore, 
criminal justice system 
agencies must provide advocacy 
for victims and witnesses. 

The basic purpose of 
social service referral 
systems is to facilitate 
the acquisition of appropriate 
services by victims and 
witnesses. The major benefi·t 
is a reduction in the 
consequences of crime. A 
subsidiary purpose is the 
establishment of vic~ims and 
witnesses as a clientele need­
ing and being eligible for 
certain kinds of services. 
Important system benefits 
created by relieving victims' 
problems are the victims' 
willingness to cooperate with 
the system, their ability to 

100 

METHOD 



If 

" II 

CONTENT 

cooperate with the system by 
reducJng the seriousness of 
their problems, the reduction 
of the seriousness of their 
problems as well as of the 
impact of crime by mitigating 
its effects. 

Program Illustrating Social Service 
Referral 

SEE ATTACHED INFORMATION SHEET 

METHOD 

Trainer refers participants to the 
social service referral program 
information sheet for Philadelphia, 
Penn. Question-and-answer period, 
can follow. 
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INFORMATION SHEET ON 
VICTIM/WITNESS SERVICES 

Core Service: Social Service Referral 

Agency: The Victim Counseling Service 
(Name) 

Philadelphia Bar Association 

City Hall Annex, Suite 419 
(Address) 

Philadelphia, Pennsylvania 19104 

Contact Person: Howard A. Yares 

Telephone: (2l5) 563-3030 

Types of Services Offered~ Other Services Offered: 

Social service referral Extended advocacy in some 
cases 

Components of the Services: 

Referrals received from many sources 
Services vary with client need but primar'ily consist of telephone contacts 

informing victims of services available and some case information. 

Who Delivers Services: 
(Salaried, volunteer, types 
of training) 

staff - Director, assistant director, five line staff, three part-time 
staff, and two secretaries 

No volunteers 

Cost/Resources Used for Services: 

$180,000 LEAA grant 
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INFORMATION SHEET--Continued 

Community Characteristics: 
(demographic information} 

Problems Encountered: 

Unknown. 

Special Features; 

Sponsored by the Bar Association and accepts a large variety of referrals. 

Evaluation/Research Findings: 

Not available. 

Replicability: 

Jurisdictions smaller than Philadelphia would vrobably be able to replicate 
this program for less. 

Further Information Available: 
(documents, etc.) 

Contac't program for further information. 
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VII. Research Finding~ 

Findings on the effect of 
providing crisis management 
training to police officers are 
available. Other findings on the 
crime victims' need for crisis 
intervention services (that is, 
which situations, which victims 
are most in need, and what is 
most needed) are becoming 
available. Efforts to obtain 
data ~rom victims on their 
reactions to crisis interver-tion 
have met with a series of failures 
Researchers were unable to obtain 
a representative sample of 
victims in New York; efforts ·to 
obtain data in Oakland and 
Baltimore were also ineffective. 
Stanford Research Institute and 
the Pima County Attorney's 
Office were able to obtain 
data in Tucson, but the 
results there indicated that 
client rating of services may be 
more dependent on situational 
variables than on the actual 
quality or quantity of services 
rendered. 

The Stanford Research 
Institute study did find that 
40 percent of the officers 
trained in crisis work indicated 
that they had significantly 
changed their approach to their 
work; 52 percent had somewhat 
changed their job performance; 
and only 8 percent reported that 
they had not been changed by the 
training. 

Crisis intervention services 
may be delivered to victims by 
specialists or a combination of 
a specialist and volunteer at 
lower :J:'ates than when patrol 
officers delivered the same 
services. There are also 
numerous findings about the 

104 

METHOD 



CONTENT 

humanitarian benefits of 
providing people in need with a 
service that is of benefit; the 
process may relieve officer 
stress and reduce the dis­
passionate detachment experienced 
officers develop as a defense 
mechanism. Indeed, in some 
respects, analysis of specialist 
delivered crisis intervention 
indicates that the actual client 
may be the referring officer 
and that police officer 
satisfaction with crisis services 
for victims approaches 100 
percent. (See "l>. Survey of Law 
Enforcement Officers Requesting 
Victim/Witness Advocate Program 
Assistance During March 1977," 
prepared by Jack Stillwell; 
Pima County Attorney's Office.) 

Thus, research findings 
indicate that system efficiency 
and humanitarian considerations 
favor crisis intervention 
services. Conclusions about 
victim satisfaction are still 
premature but some resistance to 
data collection and some anomalous 
results indicate that. further 
research is required in this 
area before definitive findings 
can be presented. 

Conclusion 

As the immediate needs 
generated by a crime fade away, a 
new focus of concern becomes 
central to the delivery of victim/ 
wi~ness services. The primary 
need of vict~ms and witnesses 
becomes information, and, to 
the extent possible, input into 
the many decisions within the 
cr.iminal justice systenL In 
general, crime-related problems 
seem~ost evident in th~ earlier 
stages of the person's e.xperience, 
and system-relat,?d problt:ms 

.105 

------;,--

METHOD 



CONTENT 

become more evident later, as 
the person moves frcm the role 
of victim to that of witness. 

METHOD 

Trainer makes {:ransi tion to afternoon 
work sessions and reminds participants 
of the breakout room assignments and 
of when they are expected to resume 
work there. 
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Session 6 

DAY II 

9:45 a.m. - 12 noon 

CONCURRENT SEMINARS 

Session 6B: Seminar: Court-Related Information, Witness 
Notification and Protection, Property 
Return} and Compensatiqn and 
Resti tl~tion 

Goals of the Session 

of: 
At the end of the session, the participants will ha-ve a greater kno>-lledge 

• Court-related victim/witness information services, witne3s notification, 
personalized support, facility improvements, witness notification 
systems, and case tracking 

• Program resource a.l.ds, such as civic and organizational support groups, 
volunteer arid student intern resources, administration task force, or 
policy governing or advisory councils 

• 

• 

• 

The" impact of victim/witness services on the victim and the major 
benefits to be derived from services implemented 

Reference material listing victim/witness ~ervices, their purposes, 
agency staff involved, expected service benefits and drawbacks 

Victim/witness reference and research material and victim compensation 
and resti tud.on. 
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Rationale 

Many part.icipants need to gain more awareness about the technologies that 
are currently available in the field of victim/witness services. This seminar 
will make it possible for the participants who are new. to the field to learn 
about existing services for victims and witnesses. Those already involved with 
victim/witness services will be qiven opportunity to acquire additional in­
formation and to compare their program with; othe::::s in existence. This information 
on existing and transferable technologies will make it possible for the 
participants to begin their planning efforts. 

Method 

Group presentation with visuals and handouts describing some of the major 
services found in a community victim/witness program. 

Materials/Logistics 

Meeting room large enough for at least 40 people 

vlall-mounted newsprint and colqr··coded drawing with panoramic vie'w c)f 
servioe delivery system 

A worksheet listing significant research findings supporting the use of 
various services 

Available brochures on victi~/witness programs and services can be distrib-
utcd. 

Background Papers and Reference Material (in Participant's Handbook and 
Manual, Part II); 

• Overview of Court-Related Victim/Witness Services 

• Samples of Victim/Witness Information and Notification Letters 

• Criminal Justice System Services Meeting Victim/Witness Needs 

• Information and Notification Systems 

• Victim/Witness Research Data 

e Budgets for victim/Witness services in Large, Medium, and Small 
Jurisdictions 

~ Victim Compensation Laws 

• Restitution to Crime Victims 
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I. 

SEMINAR OUTLINE 

Introduction and Overview of Victim/Witness 
Services 

II. General Delineation of Service Delivery 

III. Types of Witness Services 

A. Information Services 

B. Personal Support Systems 

C. Information, Notification, and Referral 

D. Facility Improvements 

E. Financial Support/Assistance 

F. Computerized Information Systems 

IV. Resource Material 

V. Summary, Observations, Guidelines 

VI. Question~and-Answer Period 
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lntroduction and Overview 

For. years, p:rograms directed at 
improv~;tnent of the criminal justice 
system have all but ignored the plight 
of the innocent participant in the 
process. The voluntary participation 
of witnesses, victims, and jurors has 
simply been assumed, with little 
thought given to the inconveniences, 
and often outright abuse, 5uffered by 
them. 

The National Advisory Commission on 
Criminal Justice Standards and Goals 
devoted an entire chapter of its Task 
Force Report on the Courts to court and 
community relations. Throughout the 
report, emphasis is placed on the 
importance of the interrelationships 
between the courts and prosecuting 
a~torneys with the public. The report 
stated in Chapter 10:. 

A law abiding atmosphere is 
fostered by public respect 
for the court process. 
Such attitudes correspund­
ingly suffer when public 
scrutiny results in public 
dissatisfaction. The: per­
ception the communi t.y has 
of the court system also 
may have a direct impact 
on court processes, as when 
it affects the willingness 
of members of the community 
to appear as witnesses or 
serve as jurors ... 
Although some states arid 

.metropolitan areas have 
recog1\lized these 
problems, they often 
find corrective programs 
too expensive for al­
ready overextended local 
budgets. 

HO 

METHOD 

Familiarization Exercise: 

Trainer may request that seminar 
participants introduce themselves at 
the beginning of the session. 

Trainer makes presentation and refers 
participants to background papers 
related to this session in the Handbook 
and Manual. 
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There is a need to look 
critically at the plight of the 
victim to see whether the victim and 
witnes,s is being treated with fairness 
and v;hether their basic constitutional 
rights are being preserved. 

If our most valuable resource in 
convicting criminals is involved 
citizens, their withdrawal from the 
criminal justice process is a 
serious loss. What future do we have 
in such a case? 

Victim/witness demonstration 
programs have been developed and 
tested in recent. years and have 
helped to create a new knowledge and 
technology. The goal of this seminar is 
to inform you of services that have been 
developed and about their benefits. 
Your community problem..<;;, defined in an 
earlier session, should have led y~u to 
think about new ways of alleviating the 
plight of the victim. Our interest is 
to help you find the most appropriate 
solutions. 

II. General Delineation of Service 
Delivery--Beginning and Endir.g 
Points 

The background paper, "Overview of 
Court-Related Victim/Witness Services," 
sketches various services and the agency 
and staff that most commonly provide 
them. This does not mean services have 
to be provided in the same way every­
where. Your community has unique 
characteristics and you should decide 
what services are needed and where the 
service should be in your final action 
plan. 

------, 

METHOD 

Trainer refers to background paper 
"Overvie.w of Cburt-Related Victim/ 
Witness Services." 
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III. Types of Service . 

As mentioned before, we are going to 
review services available and cover 
their benefits. You can use our 
descriptions as "thought starters" to 
determine if your community's problems 
can be "treated" in a way that will 
reduce negative impacts. 

The services we list are not the 
only services to consider; 
"prodders for ponderers." 
can develop derivatives or 
to fit your local needs. 

these are 
Later, you 
unique models 

We will not attempt to set 
priorities or quantify the service 
level most desirable for optimum 
community benefit. You are "the 
judge" who should assess what is the 
initial service activity level, what is 
an attainable activity objective, and 
what is your ultimate service goal. 
The following service and goal 
grad~tions, however, should probably 
be in your action plan: 

A. Information Services 

Perhaps one of the most immediate, 
uniform, informative, ... and easy ways to 
improve witness service is through 
distributing victim/witness brochures. 

Multiplier Effect - Direct benefits 
are perhaps statistically un­
mea~urable, but brochures do 
enhahce a per~9n's understanding 
and reduce confusion about court 
procedure, place, fees, trans­
portation, and the like. This 
public relations value far 
outweighs the staff development 
time and printing ahd distribution 
costs. 

METHOD 

Trainer covers items on list. 

Trainer develops and refers to brochure 
display or distributes sample brochures 
to participants. 
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B. Personnel Support Systems - Need 
for one-on-one care 

In recent years, t.he usual victim/ 
witness received minimal attention and 
support while the alleged offender 
obtained legal advice, personal advocacy, 
vocational rehabilitation, probation 
and supervision, counseling, or medical 
and psychiatric care. 

Clearly, a major thrust for victim/ 
witness progrruns should be to provide 
someone to talk to, to lean on, and to 
listen when the person needs it. This 
is perhaps the best therapy. 

C. Information Notification and 
Referral - One-way or 'two-way 
feedback 

Many criminal justice~ystem per­
sonnel apparently believe that the legal 
meaning of subpoena is automatically 
unqerstood by citizens, who will accord­
ingly respond to its directions and fully 
tmderstand the impact of noncompliance. 
Reality a.ppears to show this is a myth. 

The wit.ness experiences frustration, 
delay, confusion, misinformation, and 
direction misinterpretation. Witness 
notification is starving for an 
intense ,.systematic review to seek the 
basic causes for malfunction and to 
design measures to solve these delay 
and confusion problems. 

Survey findings of the National 
District Attorney's Association shm<1 
that citizens most often cite 
information problems as the kind of 
improvements they would like to see 
occur in the criminal justice system. 
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Ideally, the system would mix 
people and paper--feedback is the name 
of the game. Witnesses should know what 
is going on. They will have a greater 
sense of involvement when the "system" 
cares enough to treat ·them in a respect­
able way. When system confidence is 
restored, the community benefits! 

Notices mailed to witnesses about 
next hearing dates, cancellations, and 
case dispositions are important. Through 
a ~.eries of well designed form letters, 
the witness can be betr~r informed. Some 
form letter examples are: a confirming 
charge letter, mail subpoenas, notice of 
hearing continuation, guilty plea or 
finding of guilty or not guilty, and 
sentencing decision letters. Such in­
format,ion are very helpful. Some 
system analysis work sh~uld include what 
should be provid~d by a mail or phone 
notice meth'"'d. 

Information can be gathered for 
notices either by routing the case. file 
to "information specia.lists" or having 
the specialists go to the court file. 

The notices themselves must be 
accurate, show appreciation, be timely, 
brief, and business-like. Supervisory 
review on selected matters is essential 
on conviction and sentencing data sent 
to the public. 

D. Facility Improvements - Are visitors 
company or cattle'? 

When citizens become involved with 
the criminal justice process, first 
impressions can be unforgettable. 
Convenient and modern facilities such as 
the ones citizens use at airports, 
restaurants, and libraries, should be 
commonplace. The days, of herding 
citizens like cattle are over, that is 
if you want citizens to remain involved 
ard witnesses to give testimony. 
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sample letters for use. (See 
Background Paper "Sample Victim/ 
~Htness Information and Notification 
Letters.") 
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E'. Financial Support/Assistance 

Three-Fold Victim Effect - Violent 
crime affects poor victims disproportion 
ately. Those living in high crime areas 
are subject to unsafe environments, 
have higher exposure to crime, and are 
less likely to have sufficient personal 
resources to recover from property 
damage or personal injury. Offenders ar 
not always immediately apprehended, 
prosecuted, and convicted. Those who 
are jailed have doubtful chances of 
repaying the victim for his loss. state 
and the whole criminal justice system 
have a responsibility to these citizens 
to soften financial blows. 

Usually, when the victim's rights 
are violated by the offender, the 
system treats the victim as a piece of 
evidence. In addition, the victim must 
pay for losses, medical treatment, or 
both. Justice and equal treatment 
involving the offender, the state, and 
the victim need more analysis and work. 
Otherwise, there is repeated victimi­
zation. 

Victim/witness programs also need 
a contact point, program identity, a 
crisis line, and reliable linkage to 
community resources to maximize service 
delivery. These services can be 
provided,by existing community 
agencies. If they aren't available, 
the service becomes a critical 
addition for the program. 

However t, these services are being 
discussed moxe thoroughly in Session 
6A. 

IV. Resource Material 

Victim/witness service delivery 
research and evaluation is needed. 
There has been intense congressional 
concern to provide justification for the 
discretionary, block grant funds that 
are disbursed. In the future, more 
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METHOD 

Trainer refers to ,background paper 
"Criminal Justice System Services 
Meeting the Victiml'W-i tness Needs." 

:! 

Trainer introduces ideas and covers 
concepts about computer potential, re­
ferring to information in Part II of 
the Handbook and Manual as appropriate. 
(See Background Paper "Information and 
Notification Systems.") 

I) 
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CONTENT 

data will be required to justify Federal, 
state, and locally funded proposals. 

Tdday, we will not give you a series 
of exhaustive research findings. We 
will instead direct you to selected 
data that. measure service delivery 
impacts. 

V. Summary, Observations, Guidelines 

VI. Question-and-Answer Period 

,F 
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METHOD 

Trainer will refer participants to 
"Budgets for v/w Services in Large, 
Medium and Small Jurisdictions" and 
"Victim/Witness Research Data" papers 
in the Handbook and Manual. 

Trainer will summarize the presentation 
and stress its links to the tasks fac­
ing the participants. Trainer will 
also describe additional material on 
restitution and compensation that is 
included in this session's material 
in the Handbook and Manual. Trainer 
will initiate. 

At the end of the seIl,linar trainer vlill 
make transition to the afternoon 
sessions and remind participants of 
where they are expected to meet 
others from their community. 



\ 
\' 

Session 7 

DAY II 

1:30 - 2:45 p.m. 

IDENTIFYING PRIORITY SERVICE NEEDS 

Goals of the Session 

After finishing this session, participants will have: 

• Identified and drawn up a list of victim/witness service needs 
for their community, working as a community team 

• Ranked the top five service needs of their community, using a 
rating scale of weighted criteria. 

Rationale 

To ensure that the information delivered on the core victim/witnesii 
services will be meaningful and address the real concerns of the comrr:'~)i ty 
teams, the teams will be given time to identify the services that ·theY 
consider of greatest priority for initiation or improvement in their 
communities. 

For those whose communities already have some serv.i:ces, this session 
will provide tools for reassessing them, for determining whether or not they 
reflect the true needs of victims and witnesses, and for determining if im­
provements are in order. Since effective and efficient delivery of 
services' depends on coordination among a)gencies, it is essential that the 
ranking of service priorities be done and be agreed on by all the members of 
a team. 

Method 

Group work in community teams in breakout rooms with guidance, fronl a 
trainer. 

'{ 
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Materials/Logistics 

Breakout rooms arranged for work at table by community teams 

Worksheets and instructions: 

Victim/Witness Services Needed 
Victim/Witness Rating Scale 
Rating of Victim/Witness Services 
victim/Witness Service Priorities 

HS 



CONTENT 

The tasks to be accomplished in 
the session are~ 

• To identify service needs in 
your community and rank five 
priority needs. 

• To develop a design for the 
services to be implemented or 
improved. 

The first task, for the next hour 
or so, will be to begin the process of 
narrowing down the need for victim/witness 
services in your own community :~o you can 
make a decision about what you want to 
do when you get back home. 

As background materials, you have 
the analysis you developed yesterday 
with other colleagues from the same 
occupational group in which you identi­
fied services needed by victims and 
witnesses and the system. 

You also have info~~ation from the 
seminars about the kinds of services 
that can be provided for victim/witness. 

Using this information, we are 
going to ask. you--working as' community 
teams---to draw' up a list of victim/ 
witness- services that could be init.i:.ated 
or improved in your cQIl1Il)unity. I.t w:Ul 
be a raw list, including all or 1l)os.t 01: 
the ~ossibilities. For those wno 
already have some services, tney will 
wOrk at determining how well the exist­
in9 services. are addressing the problems:. 
There are worksheets in your Handbook to 

" help you. 
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METHOD 

Trainer makes sure that participants 
are sB~ted in community teams. Time 
is given for participants to introduce 
themselves. Trainer gives overview of 
the day, stressing the linkage between 
the previous day's work, the morning 
semina.rs, and the work ahead. 

Trainer outlines tasks for the commu­
nity team work. 

Trainer may want to process the partici­
pants' reactions to the seminars for a 
few minutes. 

Trainer directs participants in drawing 
up list of victim/witness services tha't 
could be initiated or improved in their 
communities. Makes reference to work­
sheets in Participant's Handbook, which 
include instructions for the work. 

Participants make list of service needs. 

\\ 



CONTENT 

Next, rank the services you have 
listed according to the criteria 
described in your Handbook. These, 
criteria are meant to help you to 
assess-realistically what services 
should receive priority attention in 
your community. At the end, you shou],d 
corne up with the top f1ve service 
priority needs. 

(Instructions on worksheet for 
Services Rating Scale read to partici­
pants. ) 
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METHOD 

Trainer directs teams in using the 
rating scale and answers ques·tions 
about the assignment. 

While participants rate victim/witness 
services, trainer is available for 
help as needed, moves from group to 
group to check progress. 

Participants complete rating of services 
by determining five priority services 
for their communities and ent~ring them 
on the worksheet. 

Trainer asks for various community 
teams to share their lists. Trainer 
conclu.des this session with instruc­
tions about a coffee break and re­
sumption of work. 



WORKSHEET 

VICTIM/WITNESS SERVICES NEEDED 

Using information from your earlier analysis of victim/witness services 
needed and from the seminars on victim/witness services, make a list of the 
services that would benefit your cormnuni ty. List any services that;·~>should be 
introduced,' improved, or expanded. At this time, do not make j udgmEmts about 
the relative need or importance of any service, try for a raw list of victim/ 
witness service possibilities. 
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VICTIM/WITNESS SEFVICES RATING SCALE 

On the following page is a matrix for rating the priority of victim/witness 
services needed in your community. 

Under the colullm headed "services," ",ri te in a few key words to designate 
each of the service possibilities from the list you have just compiled. 

For each of the services listed, discuss and decide on a rating or score, 
using a scale of 1 to 10 for each of the headings: "need," "appropriateness/" 
"feasibility," "cost/" and "impact." Think or a score of 10 as high and a score 
of 1 as low. Thus, in determining a rating, you might ask, "Is this service 
high in need, or cost, or appropriateness? How high, or low is it?" Please/ 
note that for "cost," the scale is reversed--high cost receives a lower score 
than low cost. 

You may want to talk about several services and compare them before scores 
are decided on. Feel free to readjust the ratings as you go along. 
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Before you proceed, you may want to consider the following questions that 
need to be addressed for each of the headin.gs: 

Need .' How extensive is the need for this service? How many people are 
involved? How often is this service needed? 

Appropriateness - If this service were to be provided, would it solve the 
problem? Is this. the "right" service or just something that it would be "nice 
to have"? 

Feasibility - How difficult would it be to provide this service~ Are there 
any unusual blockages, such as a requirement for changes in legislation, which 
lowe~ the feasibility of this service? 

Cost: - What would this service cost in dollars, time, or effort? Could 
existing resources be used through reallocation? 

Impact - If you implement this service, what will be theresul t? ~Vhat 

will be th~' result if you do not pro,dde this service? Will there be any 
"mul tip1iel;" payoff? 

(,' 
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WORKSHEET 

RATING OF VICTIM/WITNESS SERVICES 

Service Need Appropriateness Feasibility Cost Impact Total 
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W 0 R K SHE E T 

VICTIM/WITNESS SERVICE,PRIORITIES 

Using the ratings matrix on the preceding page, find the services with the 
five highest total scores. List them below, in order, with the highest numerical 
score first, next highest second, and so on. 

1. 

2. 

3. 

4. 

5. 
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Session 8 

DAY II 

3:00 - 4:15 p.m. 

DEVELOPING A, SERVICE PLAN 

Goals of the Session 

After finish.:i.ng this session, participants will bave: 

• Finalized their decision on one or more victim/witness services 
\that they,; ,':(,: a community team, wish to implement or improve in 
'their community 

~ Designed, in detail, the service or services that the teams have 
decided to introduce or improve in their community. 

Rationale 

In order to. determine whether "the informati~'~l provided" in the previous 
sessions has real applicability to each team's community, the teams must 
try to apply and adapt the information in order to develop a realistic 
service design that they feel will be feasible in their communities. 
Considerations that are unique to each community, such as administrative 
structure~ relationships among agencies providing the services, availability 
of resources, profile of the beneficiaries, and so on, must be taken into 
account. 

This session gives the participants the opportunity, with the 
assistance of a trainer, to apply the information and work out a service 
design that they feel has priority and is feasible. Also, the session 
provides participants with practice in developing a service design in a 
structured format so that they can more easily revise or update such a 
design back home. 

Method 

Group work as community teams in breakout rooms, trainers available as 
resource persons. 

(j 
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Materials/Logistics 

Breakout rooms arranged for teams to ~V'Ork together at tables 

Worksheets and instructions: 

• Victim/Witness Service Planning Steps 
• Service plan worksheets (9) 

Background Paper/Reference Material (in Participant's Handbook and Manual, 
Part II): 

• Designing a Victim/Witness Progrrun 
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CONTENT 

At this point, you have looked at 
the need for victim/witness services in 
your community, you have identified 
those needing priority attention, and 
you have been exposed to in-depth 
information about various services. 

It is now time for you to make a 
decision on what you, as a community 
team, would like to implement or 
improve. 

For the next 15 or 20 minutes, the 
task for your team is to select one or 
more of the victim/witness services you 
have already identified as relevant to 
your community .. 

As a suggestion, you might want to 
select one service you could implement 
in 90 days or so and another one that 
will take longer. 

Naturally, you may not have here all 
the information that you need and in 
some cases you may not have the author­
ity to make a commitment, but you can 
base your decision on what the team 
assembled here would like to see happen. 

Please, appoint someone to record 
your conclusions on paper and to be 
ready to report back to the group. 
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METHOD 

Trainer explains 0 task to 90mmunity 
teams: to decide upon one or more 
victim/witness service they wish to 
implement or improve in their commu­
nity. 

Participants appo1.nt a recorder/report­
er and discuss and decide on services 
they would like to implement or improve 
in their community. 

Trainer checks group for progress, 
draws discussion to a close when most 
or all have reached a decision. 

Trainer asks each team to report the:i.r 
service selections to the group to give 
participants an opportunity to receive 
some immediate feedback and to see if 
there are any common selections. 

--- ---
o 
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CONTENT 

Now that you have decided on at 
least one service that you want to work 
on, the next step is to do some planning. 
This should help you to get a rather 
specific idea of what it is, who will 
be involved, what will be required, and 
so on--generally, what that service will 
look like. 

To give you some help in this, 
there are some worksheets in your 
participant's Handbook that outline a 
service plan. These are headings or 
questions that you can use to make 
decisions or to think through the plan. 
You might want to work through the 
outline, step by step, writing down 
your deGisions under each heading. In 
this way, you will end up with what 
will be essentially the plan or 
design of your service. There is also 
a detailed outline, "Designing a 
Victim/Witness Program," in Part II of 
your Handbook and Manual that may be 
of help. 

Take the next hour or so to develop 
your service plan. If you are thinking 
about improving some services you 
already have, think of your plan as what 
ought to be, rather than what now is. 
Answer your plan questions in terms of 
wha't is required in order to move from 
what is, to what ought to be, or what 
you want in the way of an improved 
service. 

METHOD 

Trainer gives instructions for teams 
to design services by answering ques­
tions and making decisions ih design 
outline using the worksheets in their 
Handbooks. 

Trainer brings the worksheets to the 
participants' attention and makes sure 
they understand what they are for. 

Community teams work on planning 
services. 

At the end of this work session the 
trainer reminds participants of the 
upcoming plenary feedback session where 
selected communities will report back 
on their work. 
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VICTIM/W·.Il~NESS SERVICE PLANNING STEPS 

1. Problem Statement 

What is the proble.m you are trying to solve? 

2. Goals and Objectives 

What is your goal? your objective? 

3. Proposed Action 

What action should be taken to solve the problere and meet goals and 
objectives? 

4. Sponsor Identification 

Who is suggesting this action? Why? 

5. Work Program 

a. Organizational Framework 

b. Personnel 

c. Coordination and Cooperation 

d. Management 

e. Beneficiaries 

f. outcomes 

6. Resources 

a. Cost 

b. Resources Inventory 

7. Timetable 

8. Monitoring, Evaluati~n, Accountability 

9. Impact 

10. Further Steps To Improve and Expand Services 
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W 0 R K SHE E T 

VICTIM/WITNESS SERVICE PLAN OUTLINE 

Problem Sta'tement (I) * 

What is the problem you are seeking to solve? 
What documentation on the extent and seriousness 
assessment, surveys, literature review, research 
etc.) do you have or can you develop? 

Why should it be solved? 
of the problem. ,(needs 
findings, sta., ';ory mandates, 

*Roman num6f~",s in this outline refer to corresponding sections of the outline 
"Designing i.( '\ftim/Witness Program," contained in Part II of the Handbook and 

Manual. \ 
\ 
\ 

't, 
\ \ I ., 
) / 

) 1 
J~ .. { 

\5\, 
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WORKSHEET 

Goals and Objectives (II,III) 

What is your goal? (A goal statement would desc:t'ibe the victim/wit,ness 
service you intend to implement or improve.) What are your objectives? 
(Objectives would be activities to be undertaken to achieve the goal.) 

proposed Action· 

w~at action are you proposing to take to solve the problem? 
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W 0 R K SHE E T 

Sponsor Identification 

Who is proposing this action? (Give names, titles, and organizational 
identity.) Why are these persons proposing this action? What reasons/interest 
do they have in solving this problem? How are they involved? 
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W 0 R K SHE E T 

Work Program 

Organizational Framework (IV) 

What person or organization will sponsor this aqtion? What capability 
do they have to develop and operate this service? Why should this be the lead 
agency? 

Personnel (V) 

What is the staff structure required? What restructuring of present jobs 
be required? Will volunteers be involved? How many persons and how much of 
their time will be needed? Who will do what? 
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W 0 R K SHE E T 

Cooperation and Coordination (Inter-relati~~Eips) 

What other organizations, persons, or agencies will be Involved? What will 
they do? What will they furnish to the service? How will interagency activities 
be coordinated? How will relations with the corrmunity be carried out? 

136 



WORKSHEET 

Service Management 

How will this service be governed? Who will be in charge? Who holds 
legal responsibility? How will others involved be held accountable? 

Clients or Beneficiaries 

Who is to be served and how? What relationship will there be between the 
operators of this service and .the beneficiaries? Will the blients have a role 
in how the service is conducted? 

137· 



WORKSHEET 

Outcomes ------

What products or services will result? M1at materials will be developed? 

Resources (VI) 

Cost 

What will this service cost? What equipment and facilities will be 
required? What will personnel cost? wnat training will be needed? 

Resources Inventory 

What money, people, or services are available for this service? Who will 
contribute what? What needs to be done to develop resources? 
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WORKSHEET 

Timetable 

How much lead time or start-up time is necessary? When will this service 
be operational? What is the time sequence of activities? 

Evaluation (VII) 

How will this service be monitored and evaluated? Wno will do it? What 
prov1s1ons are there .for reports and fiscal accounting? How will results of 
evaluation influence con'tinued operation of the service? 
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WORKSHEET 

Impact (VIII) 

What benefits, cost savings, and improved conditions can be expected from 
e:ffective implementation of this service? What multiplier or indirect payoff 
might occur? 

Future Agenda 

What is incomplete in this design, what must still be developed? What 
additional information or activities should be undertaken? 
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Session 9 

DAY II 

4:30 - 5:00 p.m. 

PLENARY FEEDBACK SESSION 

Goals of the Session 

During this session, participants will: 

• Share the top five service needs they have identified for their 
respective communi-ties with the other participants 

• Report on what victim/witness services they, as a community team, wish 
to implement or improve in their community 

• Outline in some detail, the service or services that they, as 
community team, have decided to introduce or improve in their community 

• Compare their priority listing and their plans with those of the other 
communi ty teams 

• Exchange ideas, share expertise, give and receive advice on the plans 
to be implemented back home. 

Rationale 

Earlier, working in community teams, participants were asked to identify 
the services-t.hat they consider most important 1:0 initiate or improve in their 
communities. They also worked on developing a se~vice design that they felt 
had priority and was feasible. It is very useful for the participants to share 
and compare their community analysis and service planning with the work of 
others; for in this way, they will learn where commonalities and differences lie, 
identif~' communi ties that al:.'e similar to theirs or communi ties that are more 
advanced, and pool their resources or take advantage of their expertise. As a 
result, they are likely to increase their awareness about the problems, the 
available solutions, and ways in which others are planning to intrpduce or im~ 
prove victim/witness services. 
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Method 

Plenary session. Selected community teams will report on their progress to 
date in identifying service priorities and in developing a service plan. Lead 
trainer will moderate the reporting and the discussion, facilitating the 
exchange of ideas, pointing out similarities and differences, and pointing out 
existing resources that can be tapped by the participants. Other trainers 
assist by intervening at appropriate Inoments YJhere their expertise and 
experience are needed. 

Materials/Logistics 

Large room for 70 participants, set up as for Session 5. 

·0 
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DAY III 

9:00 a.m. - 10:00 a.m. Session 10 

10:15 a.m. - 11:30 a.m. Session 11 

11:45 a.m. - 12:30 p.m. session 12 

12:30 p.m. - 1:00 p.m. session 13 
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strategies for Implementing 
Change 

Developing a Community' 
Action Plan 

Feedback on the Community 
Action Plan 

workshop Conclusion 
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S"ession 10 

DAY III 

9:00 - 10:15 a.m. 

STRATEGIES FOR I~WLEMENTING CHANGE 

Goals of the Session 

At the end of this session, the participants will have greater knowledge 
and understanding of: 

• Factors to consider and respond to when implementing change in the 
criminal justice system and in the community 

• The experience of implementation of other victimiwitness programs 

• The relationship of change strategies to the implementation of 
victim/witness services and techniques for facilitating that process. 

Rationale 

While the planning of new or improved victim/witness services can be 
difficult, the real challenge is often to achieve implementation. Understanding 
of the factors that cause resistance to change can help decisionmakers identify 
strategies to lower resistances and facilitate the change process. During 
this session, we will present some practical guidelines, based on the experiences 
of existing victim/witness service programs. In the next session, participants 
will have an opportunity to apply these guidelines to the development of a 
comnlunity action plan for implementing the services designed in Session 8. 

Method 

Large group presentation with discussion. 

Materials/Logistics 

Large group meeting room for at least 70 people-~arrangement of the room 
should be in theater style 

Exercise on sources of influence 

Background Paper (in Participant I s Handbook and Manual, 'Part II): 

• Implementing Innovation 
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CONTENT 

Introduction 

In the preceding sessions, you have 
had opportunities to work with other 
members of your community in setting 
priorities among the victim/witness 
services needed in your community and 
in developing a plan for victim/witness 
services--either to be initiated or 
improved. Hopefully, the information 
ahd processes we have presented have 
been helpful to you in carrying out 
these tasks. 

Today, we want to focus on the issues 
that come up in the implementation of 
victim/witness services. New or 
improved services will require that some 
changes take place in the way things 
are done in your community and in some 
of the agencies in your community. It 
means that people are going to have 
to change the way they do tllings. 
Often, when changes are being proposed, 
individuals, agencies, and communities 
may resist them--sometimes for good 
reason. In this session we want to 
discuss where and why resistance comes 
up, and how you can respond to 
resistance in order to facilitate the 
changes you want to make. Many aspects 
of our discussion will probably be 
familiar to you from other programs 
in which you have been involved. How­
ever, it helps in planning for im­
plementation to consider some factors 
beforehand. 

Following this session, we will ask 
you to work again in community teams 
and complete an action plan for the 
service yo~ have already designed. 

Background on Theories of Change 

There are a number of theories for 
bringing about changes. in organizations 
and in the individuals in those 
organizations: Management by Objec­
tives, Il{cGregor's Theory X-Y, Organiza­
tional Development, and Human Resources 

METHOD 

Trainer reviews activities scheduled 
for Day III by using a chart with 
the Workshop schedule to illustrate 
flow of sessions. 

Trainer gives a brief, straightforward 
presentation. 
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CONTENT 

Development, to name just a few. There 
is a great deal of overlap among the 
theories; rather than describe a single 
approach or model, we have attempted 
to derive from the theories and from 
experience what seem to be the most 
useful lessons. 

First of all, it has become evident 
that some important ingredients are 
necessary- in order for change to take 
place: (1) that there are conditions 
needing change, and (2) that someone 
in a potentially influential position 
feels that there is a need for change. 
How the influential people who perceive 
the need for change interact and work 
with those who will have to carry out 
the change wi;ll determine whether the 
change process is successful, that is, 
whether the process is smooth or dis­
ruptive, fully implemented or sabotaged, 
meets its objectives or fails. 

Overview of the Change Process 

The change process illustrated will 
not necessarily take into account all 
of the factors that would rela"te to 
the implementation of any change, but 
rather those which are particularly 
important in the implementation of 
changes for victim/witness services. 

All changes proposed in relation to 
victim/witness services will involve 
other people, usually those who will 
be :l.'esponsible for implementing the 
change. For example, if you are plan­
ning to start a property return service, 
this will require change in the way the 
police officers handle property return 
and how prosecutors and judges handle 
evidence in the courtroom. Because 
victim/witness services are human serv­
ices, delivered by people, even minor 
changes will affect how people behave. 
The ¥eople are likely to have both 
positive and negative reactions to a 
proposed change and their reactions will 
be affected by how they perceive the 

147 

METHOD 

Trainer explains, adding examples from 
experience in the implementation of 
victim/witness se~vices. 



CONTENT 

change agent Cs}, namely you. There 
are, however, things that you can do 
to capitalize on the positive reactions 
and diminish the effect of the negative 
reactions--things that are feasible for 
you to do because of your positions in 
the community. (Your posi t,ion then can 
have multiple effects: people may 
react negatively to a change you 
propose, but, because of your position, 
you may be able to modify their re­
actions.) 

We have organized these considera­
tions into a series of three steps: 
1. Specify clearly the proposed 

change--why you want to make it, 
and who the change agents are. 

2. Identify all possible reactions, 
both positive and negative, to the 
proposed change and change agents. 

3. Develop a plan for facilitating 
change, that is, for overcoming or 
diminishing negative reactions ano 
capi tal :i,zing on posi ti ve reactions. 

Let's look at these steps and some 
related concerns in more detail. 

Specify the~roposed change and 
change agents'. 

Obviously, the questions you are 
trying to answer are: 

• What are you trying to change? 

• Who wants the change? Where, 
from whom is the impetus for 
change coming? 

It may seem very clear to you what the 
answers are from the work you have been 
doing in earlier sessions. 

METHOD 
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You might anS\'ler the first question 
by saying, the change is the initiation 
of a property return service that will 
decrease the amount of time a victim is 
without his or her property. Or you 
might say, I plan ,to improve the victim 
notification system by sta;rting a 
tickler file and having a secretary 
call witnesses when they are to appear 
in court. 

What we want to do now is to take 
this definition of change one step 
further and have you specify what \l7i11 
be changed in the way things are done 
when you implement the proposed change-­
in other words, what are the impli­
cations of the change? 

For eXatllple, when you implement a 
property return process, what will 
change? You might answer: the police 
officers in charge cf the property room 
will need to photograph all property to 
be used as evidence in a trial. 

In "lpecifying the change agents, you 
need to take into account not only 
titles of the agent;s, but also their 
relationship to those who will be 
af~ected by the changes. For example, 
is the change agent someone from 
inside or outside the affected agency. 
Are they in positions of influence or 
not? What type of influence do they 
have over those \l1ho will implement the 
change? 

Influence becomes evident when a 
relat.{onship exists betweep two in­
dividuals or an individual and an 
ol::ganization. Person.s have influence 
ever others for many reasons and can 
use t;he influence they have ,to facili­
tate change or maintain the status quo. 
The follv~!ing are some of the major 
sources Qf~influence: 
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Influence Based on Personal 
Qualities: A person may have in­
fluence over another when that person 
feels that the other believes, 
perceives, or behaves as him or her­
self. This influence results from 
friendship, respect, charisma, and 
·the like. 

Influence Based on Legitimacy: 
Influence based on legitimacy derives 
from the values of an individual that 
dictate that a person has the right to 
influence and that the other has the 
obligation to accept the influence. 
This type of influence is usually 
attached to an office or position in 
an organization. For example, people 
accept the influence of executives, 
legislators, judges, police, and 
prosecutors because of their positions 
and our acceptance of how they achieved 
their positions. 

Influence Based on Expertise: 
Expert influence is based on an in­
dividual's belief that another has 
special and useful knowledge or 
expertise. Often anothe:c has this 
influence from his or her perceived 
capabilities in an area deemed 
important by others. For example, a 
police chief may have even greater 
influence on the others in the depart­
ment. and in the community if he or she 
is perceived as being particularly 
effective in curbing crinlB. 

Influence Based on Rewards: Rewards 
serve as a base of influence ~hen the 
individual believes that the other 
has the ability to mediate rewards for 
him or her. These rewards must be 
ones that the individual values and must 
be given out now and then for the 
belief in them to continue. Reward 
influence ~an be used to affect the 
behaviors of individuals, groups, and 
organizations. The use of rewards to 
influence others is extremely widespread 
in our society. 

METHOD 

Trainer describes sources of influence 
using examples, where possible. In­
put and examples should also be solic­
ited from the audience. 
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Coercive Influence: Coercive 
influence exists when the individual 
believes that the other has the 
ability to inflict punishment or to 
withdraw privileges. Coercive 
influence is limited to the behavior 
that the individual thinks the other 
can see or notice. Behavior that is 
hidden from the other will not be 
influenced by the threat of punishment. 

Influence Based on Information: 
Influence based on information results 
from the sharing and withholding of 
information by one in such a way as to 
affect the behavior of another individ­
ual. An extreme example of this type 
of influence is represented by black­
mail. The power of the press, the 
prestige of intellectuals and 
scientists, and the impact of state­
ments by well-known experts represent 
good examples of this type of influence. 

Use of Influence 

We, as people who have influence and 
who are change agents (at least as 
far as victim/witness services are 
concerned), can US'f" our influence to 
maintain the status quo--which is 
frequently ho\'1 influence is used--or we 
can use our influence to facilitate 
change. To use our influence 
effectively to facilitate change, we 
must also be avnre of how those who 
are affected by the cha.nge perceivE:' us 
and the changes we propose, and what 
their reactions are likely to be. 

First, let us make sure we 
understand who has influence, what 
its source is, and what the 
implications are. 

Trainer directs participants to turn t,o 
appropria·te pages in their Handbook, 
review the outlines of the change 
process and complete the exercise" 
"Sources of Influence." 
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CONTENT 

In your Participant's Handbook is an 
exercise on influence. Read the 
instructions and complete the exercise, 
identifying who will have influence in 
relation to the problem you plan to 
tackle. (C-o over responses to the 
exercise. Who was idehtified as 

,having influence? What was the source? 
What were the differences? Why?) 

Reactions to Change Agents 

There are some general remarks 
about reactions to types of influence 
of the change agent. that can be made. 

Legi tima·te, expertise, and 
referent influence .are usually the most 
effective sources of influence in 
faciJ.i ta ting change. 

Coercive influence will be 
effective only so long as the coercion 
is there--frequently people will re­
vert to former behavior when it is 
removed. Also, they will usually 
attempt to gain their awn influence over 
the situation, in an effort to control 
their lives. They may try to assert 
inflUence by sabotaging the change, 
noncompliance, etc. This also holds 
for changes implemented when the 
agent uses influence drawn from 
information or rewards. These can all 
be perceived as manipulative, and must 
be used carefully. Awareness of what 
you are doing and how is essential and 
can help you. 
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METHOD 

Trainer solicits responses from the 
group on the exercise. 

Trainer makes some brief, concluding 
remarks about reactions to influence. 
Trainer should give examples or ask 
participants to furnish examples from 
their experiences. 



CONTENT 

We have discussed some of the 
reactions of people affected by 
change as they relate to their 
perceptions of the change agent and 
his or her influence. Another set 
of reactions will relate to the change 
itself. 

Reactions to Change 

Part of the reactions of those 
affected by cqange will relate to their 
perceptions of the changoe itself. 
Resistance to change is most likely to 
emerge when the change affects people 
personally. These changes include the 
following: 

• Changes in communication patterns­
when the change involves how staff 
communicate with each other and 
the client 

• Changes in the way work is done 
(for example, changes iol1 roles 
and responsibilities, procedures, 
and tasks) 

• Changes in organizational culture 
or norms. 

People tend to resist change when 
they feel that they have no control 
over the change process--when they 
feel that they are "victims," and when 
they do not understand the purpose or 
need for t0e change. 

People tend to react positively to 
changes when: 

• They feel that they are part of 
the change 

• They understand the need for 
change and what the change is to 
accomplish 
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METHOD 

Trainer should describe briefly, using 
exampl~s from victim/witness R€irvice 
programs. 

Trainer should describe using examples 
from a successful victim/witness serv­
ice pro~ram where these reactions were 
manifested ."\ 
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CONTENT 

• They do not feel threatened by 
the change--they feel they may 
gain and definitely not lose 
as a result of the change. 

Develop a plan for facilitating change, 
diminishing negative reactions and 
capitalizing on positive reactions 

Once you have analyzed the change 
and change agents and reactions to 
them, what then? How do you use that 
information to ensure that the changes 
you want are implemented effectively 
and efficiently? 

There are some very obvio~lS lessons 
we can draw from the discussion earlier 
and from the experience in implementing 
victim/witness services. 

The following are some approaches 
that can facilitate change: 

• Present your case in clear and 
understandable terms; share the 
information you have regarding 
the benefits of the change with 
those who will be affected. 

• Make sure that those with 
legitimate, personal influence, 
and/or the influence of 
expertise, are comm:i;tted to the 
change process. 

• Get those affected by the change 
involved in the planning--both 
of the change itself and of the 
implementation. 

• ::Make change tentative; implement­
ing a change on a trial basis 
helps to unfreeze attitudes and 
enables people to test their 
own ,reactions to the new 
situation. 

----------------------------~. , 

METHOD 

Trainer describes using examples to 
show that these approaches can really 
help to get changes made. 

" i'~ 
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• Provide in-service training to 
staff, if necessary--make sure 
the staff have the competencies 
required by the change. 

• Support or develop norms that 
allow for effective change, for 
example, involving staff in 
planning for change can create 
positive outlooks on change in 
general and the specific change 
being proposed. 

Questions and Answ"ers 

Summary and Transition to Session 11 

During the first part of the 
Workshop we discussed the need for 
victim/witness services and you worked 
on identifying services you would 
develop or improve in your own 
commUnities. We have just looked at 
some of the considerations you need to 
have in mind when you plan for the 
implementation or improvements of 
victim/witness services, or when you 
implement almost any change related to 
victim/witness services. We put 
together a se~ies of steps that may be 
helpful to you in planning for the 
implementation of the service you 
have selected. In the next session, 
we would like you to begin developing 
your plans, again in community teams. 
In working out this plan, we want you 
to be very realisti.c. First of all, 
it will be extremely useful if you 
will specify the proposed change and 
who the change agent will be. 

Then, identify all pOGsible 
reactions to the change and the change 
agent. Ask yourself the following 
questions: 
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METHOD 

Trainer asks for questions and if the 
participants can give examples of 
these or other approaches that have 
worked. Trainer also directs 
participants to Part II of their 
Handbook and Manual, which contains a 
more extensive analysis of the change 
process, "Implementing Innovation." 
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• Wha't types of influence are most 
effective in bringing about 
cnange? 

• What would the ref,\ction be to a 
change proposed by someone in­
fluential? 

• What might you do in order to 
diminish negative reactions or 
capitalize on positive reactions? 

• What can you ao to ensure that 
'those with important influence 
and sources of influence are on 
your side? 

Finally, be very clear about who will 
do what, when, where and with what 
resources. 

You will now go to your small 
groups and work for the next hour or 
so" We will then come back together 
and discuss your plans, get some 
information from other teams on what 
they plan to do, and stress what 
resources will be available to you to 
assist in the further development of 
victim/witness services. 
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METHOD 

Direct groups to their meeting rooms. 
Emphasize the importance of this next 
task to the Workshop's mission. 
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OVERVIEW OF' CHANGE PROCESS 

CHANGE AGENT -----------------------------, 

REACTIONS 
Positive Negative 

PROPOSED CHANGE 

I 
I 
I 
I 
I , 

Facilitate 
Change Process 

CHANGE IMPLEMENTED 



STEPS IN IMPLEMENTING CHANGE 

1. Specify clearly what the proposed change is, why you want to 
make it, and who the change agents are. 

2. Identify all possible reactions, both positive and negative, 
to the proposed change and the change agents. 

3. Develop a plan for implementing change to overcome negative 
~~actions and capitalize on positive reactions. 
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CT;IANGE AGENTS: SOURCES OF INFLUENCE 

Influence based em friendship and respect 

Influence based on legitimacy 

Influence based on expertise 

Influence based on rewards 

Influence based on information 

Influence based on coercion 
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CAUSES OF RESIS'l'ANCE TO CHANGE 

When the purpose and need for change is not. 
understood 

When people feel they have no control over 
the change process 

When the change affects people personally 

Changes such as: 

\:' Changes in conununications patterns 

• Chariges in the way work is done 

• Changes in organizational culture or 
norms 
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WAYS TO FACILITATE CHANGE 

• Present your case in understandable terms-­
share information on benefits and needs 

• Make sure that those with legitimate, personal, 
and expert influence are committed to the change 

• Get those affected by change involved in planning 
for -the change and its implementation 

• Make change tentative--implement change on a 
trial basis 

• Provide in-service training to staff, if necessary 

• Support norms that allow for effective change 
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EXERCISE ON SOURCES OF INFLu~NCE 

Instructions: Consider your own conw:tuni ty and the victim/witness 
services 'that you plan to introduce or expand. Then, 
identify the individuals (by title) .... ,ho will affect 
the implementation, and list them below under the 
appropriate source of their influence. For example, 
you may influence the implementation because you have 
expertise in victim/witness services. Some persons 
may be listed under several sources of influence. 

A. I.nfluence Based on Friendship 
or Respect 

C. Influence Based on Expertisl:! 

E. Influence Based on Information 

162 

B. Influence Based on Legitimacy 

D. I;nfluence Based on Rewards 

F. Influence Based on Coercion 
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Session 11 

DAY III 

10:15 - 11:30 a.m. 

PEVELOPING A CO~~UNITY ACTION PLAN 

Goals of the Session 

By the end of t;his session, participants will have: 

• Drawn up a step-by-step plan of the activities theirconununity team 
will undertake to implement the services they )->"ve designed 

• Conducted an analysis of the reactions they are likely to 
encounter in implementing their plan and considered how they 
will address them. 

Ri,ltionale 
'l 
'l 

The overall I,nrpose of the Workshop is to encourage and enable \i 
I 

participants to implement new and improved approaches to the delivery of 
victim/witness services. In order for participants to do this, they 
must have S0me t tme to consider wh9-t tlley can realistically do when they 
return home and plan who will do wnat, when, where, and with what resources. 
This session provides an opportunity to .finalize the plans for the 
implementation or improvement of the vict,:im/witness :services so that the 
changes to be made w~.ll be long lasting and effective. In particular, 
participants should clGarly identify obstacles and enhancers they are 
likely to meet at h01:1e; discuss the reasons behind such opposition or 
support; and devise the bes·t way to overcome the absta,cles and take full 
advantage of the support. Finally, part:.icipants should try to agree, in 
detail, about who is going to do what when they return to their communities. 

Method 

Small group work by community teams in breakout rooms 
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Materials/Logistics 

Breakout rooms with tables ar~anged for ~ork by community teams 

Worksheets fbr developing a community action plan 
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CONTENT METHOD 

~~------.------------------------+------------------------------
We are getting close to the time 

when you will be going back home, so, in 
this session, we want you to plan what 
you are going to do to implement the 
service you have designed when you get 
there. It is important to change your 
"mind set" somewhat. What vie are deal­
ing with now is what you--each of 
you, both individually and as a 
member, of your community team--are 
going to do in the next several months. 
~lat activities are you going to 
llnderta..~e to get your service started? 
What wa are shooting for here is not a 
completely implemented service, but a 
plan for what you intend to do to get 
the implementation of that service 
start\'~d. 

The task for the next hour or so 
is for your team to draw up a step-by­
step pLan of what you are going to do 
to develop or improve victim/witness 
services. 

In doing this, you should follow the 
s-teps presented in Session lO--to 
ensure that your action plan is 
realistic and t:akes into considera-tion 
the possible reactions of those who 
will be affected by the chancre. 

In YOULrlandbook are worksheets for 
you to use in developing the action 
plan. 

I 
>1 

Trainer convenes group and explains 
task for community team work. 

Trainer directs participants to 
appropriate pages in the Handbook. 

Community teams work on writing their 
action plan. 

If time allows I trainer ma-y carryon 
a bl~ief discussion with the small 
groups. Trainer should use one 
team's analysis as an example and dis­
cuss it looking for similarities from 
other teams. Focus should be on 
reasons for resistance and what can 
be done to overcome resistances. 
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CONTENT 

Ih the next session, \'le are going 
to be talking more about strategies 
for overcoming resistance. 

METHOD 

Trainer concludes Gession and makes a 
transition to next ~;ession. 
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ACTION PLAN WORKSHEET 

1. Specify the proposed change and the change agents. (What will be changed if the service you pla~ned 
is implemented? What are the implications of the change to the tasks, procedures, etc, of staff? 
Who supports or promotes the change? What is their relationship to those affected by the change?) 

THE CHANGE AND IMPLICATIONS THE CHANGE AGENTS 

2. Identify all possible reactions to the change and change agents. 

WHO? REACTION FOR WHAT REASON? WHAT WILL YOU DO? 

Positive/Negative 

Positive/Negative 

Positive/Negative 

Positive/Negative 

Positive/Negative 

Positive/Negative 

Positive(Negative 

Positive/Negative 

Positive/Negative 

Positive(Negative 



3. Develop a plan for facilitating or implementing the service and changes. (Who will do what, when, 
where, and with what resources?) Limit your planning to the next three to six months. 

WHO? WHAT? (Objectives) WHEN? WITH WHAT RESOURCES? 

~-' ----- - - -





Session 12 

DAY III 

11;45 a.m. - 12:30 p.m. 

FEEDBACK ON COMMUNITY ACTION PlJUq 

Goals of the Session 

By the end of the session, participants will have: 

• Heard reports on the specific victim/witness services that a variety 
of teams plan to improve, expand or initiate upon returning home 

• Gained a greater understanding of the critical factors to consider 
in implementing any change, especially in crlminal justice agencies. 

Rationale 

Frequently, wh8n paxticipants return home and try to implement their 
plans, they have unexpected problems. This session is designed to help 
participants learn what other community gl:'OUpS are planning to do, so the 
sharing process initi~ted in this Workshop can be put to use later. 
Community teams may be interested in learning about the problems and 
successes experienced by other teams who are planning to implement similar 
services; or, in several months! the teams may be ir>.terested in starting a 
service they did not work on in the Workshop and they can contact another 
team for assistance. 

Method 

In plenary session, community teams summarize their action plans and 
identify reacI:ions to and approaches for facilitating ,change related to their 
implementation plans. 

Materials/Logistics 

Room set up in a "U," with trainers at the open end 

Two flip charts at each end of the "U" with ne\'lsprint and magic markers 
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CONTENT 

You have been working on 
implementa.tion plans as community 
teams. This session is designed to 
accomplish two goals~ 

1. Share with each other specific 
plans on what victim/witness 
services you propose to 
implement, ini 1-,ia te , improve, 
or expand; and -

2~ Glean from these reports actual 
or implied factors that show a 
recognition of the dynamics of 
chang:.:! to assist you in getting 
the job dune. 

To conserve t.ime, only seleiJted 
community teams vlill have an 
opportunity to report; please limit 
your report to five minutes. Trainers 
will provide linkages to content and 
technologies and to the previous 
discussions of change. 

Q!JE!?TIONS AND ANSWERS 
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METHOD 

Lead Trainer explains reporting 
procedure. 

Trainers use two flip charts to 
note plans and change characteristics 
for a synthesizing discussion after 
the reports are made. 

Trainer initiates a question~ai1d-answer 
period in time remaining. 
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Session 13 

DAY III 

12:30 - 1:00 p.m. 

WORKSHOP CC~CLUSION 

Goals of the Session 

This final session is meant to provide participants with a brief review 
of the WQrkshop purpose, content, and processes. 

Method 

Presentation to large group 

Materials/Logistics 

Large group meeting room for at least 70 persons, arranged in theater 
style. 

\\ 
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CONTENT 

Wra.J2-Up of Workshop : RevieTIl of Workshop 
Purpose, Co~tent, and Processes 

The purpose of the Workshop was to 
increase your knowledge and skills 
regarding victim/witness services and 
fheir implementation, so that you, as 
community teams, could identify at 
least one service to initiate, expand, 
improve, or better coordinate and also 
develop i._,a plan for doing so. We hope 
that the Workshop has not only done 
this, but also motivated you to further 
assess victim/witness services in 
your co~~unity and take additional 
action later. There is information on 
resources in yrJur ijandbook and Manual 
as well as worksheets to assist you 
in doing that. We also hope that in 
your work as community teams, you have 
developed greater appreciation for 
different roles and responsibilities 
and a basis for future cooperati~n. 

To reach these goals, we have 
presented the following topics: 

• An overview of victim/witness 
problems 

• Art overview of victim/witness 
services and in-depth seminars 

• Developing a victim/witness 
service plan 

• Strategies for implementation 

You have had an opportunity to 
hear and read about various services, 
work together as community teams, and 
share ideas, concerns, and plans on 
a formal and informal basis. 
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METHOD 

Trainer should review the purpose, 
content, and processes of the Workshop. 
Trainer should refer to charts with 
Workshop objective and Workshop 
sessions, which should still be posted. 

Lead Trainer thanks participants for 
their interest and adjourns the Work­
shop. 

·u.s. GOVERNMENT PRINTING OFFICE, 1978 0-281-380/4533 
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