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Background of this Manua~ 

CHAPTER ONE 

INTRODUCTION 

This manual is about hm., to use senior citizen volunteers 

to provide assistance to victims and witnesses of crime at the 

community level. Aid to victims and witnesses is a comparatively 

new social service, one which has only become available during 

the past decade in many large communities. Victim/wi tness ser

vices are aimed at one or both of two major goals: helping, to 

alleviate the trauma anq hardships which persons suffer following 

a victimization; and assisting victims and witnesses through the 

confusing and difficult period when the cases they are involved 

in are going through the courts. 

The use of older volunteers in victim/witness service pro-

grams is an even more recent development, one which came about 

spontaneously in a number of communities. This occurred because 

senior citizens, many of whom are greatly concerned about crime, 

began to discover that helping their peers and younger persons 

who have been victimized is one constructive way to channel their 

concerns into a.ction. As ,a result, a number of victim/witness 

programs have ,found in the reservoir of capable, mature retired 

persons in their communities the volunteer staffing which can en-' 

able them to provide critical services in ~pi te of budget cut-

backs. 

This manual draws on information from these experimental 

programs in an attempt to encourage others to follow their lead. 

The study on ~fhich the manual was based was conducted by staff of 

th~ Criminal Justice and the Elderly Program (CJE) of the Na

tional Council of Senior Citizens (NCSC), with funding from the 

Law Enforcement Assistance Administration (LEAA) I NCSC, and the 

Edward and Ellen Roche Reli,ef Foundation. In the late 1980s CJE 

began a search for victim/witness programs that are currently 

us'±rrg.· senior . volunteers to aid victim's and wi'tnesses of crime. 

We located over 30 such programs whose directors were willing to 

tell us about their experiences, both good and bad I in setting 

up their programs. 
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The 30 programs were prob~~d by an initial mail questionnaire, 

followed by telephone interviews with the program directors. 

Field visits were made to six programs to gather additional data 

on differing approaches and to observe senior volunteers in 

action. In addition, advice was sought from another 30 experts on 

the topic of senior volunteers, ranging from directors of Retired 

Senior Volunteer Programs (RSVP), to gerontologists, and program 

administrators using older volunteers in related services, like 

crime prevention and crisis intervention. 

The CJE study confirmed our initial optimism about the extra

ordinary opportunities which exist in enlisting older volunteers 

in aid to victims and witnesses of crime. Clearly, victim/witness 

programs, relying on their own ingenuity and skills, have managed 

to set up and run services to crime victims in which senior vol

unteers are playing important roles. 

We have set forth these findings in two separate documents: 

this "how toll Manual; and an Introductory Brochure. 

The Introductory Brochure was written to promote the support 

of both of the networks '\yhich are essential to any further de

velopment or use of t11is concept: the victim/witness services 

network; and the senior services network. To introduce the mem-

bers of these networks to each other, it describes briefly the 

history and current status of each. Thus, members of the network 

of senior organizations and services (and senior·ci tizens them

selves) can learn about what the "victims' movement" is and the 

need for volunteers in victim/wi tness servic~s to offset recent 
"'\ 

de'ilastating cuts Ci:t the federal level. Members of the network·! 

of victim/wi tI(ress services a,re introduced. to America's elderly', 

what the government ',s response has been to their needs, and the 

role that the "senior movement II has continually played in assur

ing that vital services are provid.ed. Both parties are informed 

about the ways in which "senior power" is being demonstrated by 

older volunteers who are providing essential services in every 

community. 
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Finally, the brochure describes the ways in which older vol

unteers are currently being used in aid to victim/witness pro

grams: as information specialists; administrative aides; friends 

in court; court monitors; mediators; and counselors for their 

peers and for younger persons who have been victimized.~/ 
The second document from the CJE study is this Manual which 

is meant for persons who are already interested in the concept 

of using senior volunteers in aid to victims and witnesses and 

who want more information on how to go about it. It describes how 

to plan such a proj~ct, some basic issues in management--how to 

recrui t" select, place, train, supervise, and reward older 

volunteers--and prpvides a catalogue of 15 victim/witness pro

grams which are already using older volunteers in specific ca-

pacities. 

Before we proceed to the "how to' 5", though, we should 

address briefly some of the "why's" of using senior volunteers 

in victim/witness services--for the still skeptical among, our 

readers. First, we turn t.o why victim/wi'tness services are con

sidered by more and more persons to be a vi tal human service. 

second, we discuss why volunteers can be a potential solution to 

the funding crisis facing victim/witness programs. And finally, 

we look at why senior citizens can be an ideal source of volun

teers for victim/witness programs. 

The Need for Victi~(~itness services 

Involvement in services for victims and witnesses of crime 

has been steadily building in many states and localities over th,e 

past decade as more and more persons have come to realize that -

the aftereffects of victimizat1.on can be severe and long-lasting, 

not only in terms of the economic ana physical costs of the 

crime, but also in terms of the psychological reactions from the 

shock of victimization. The aftermath of a criminal event re-
~ 

quires services aimed at a number of goals: providing a measure 

'of compassion and just'ice for the victimized; preventing the 

onset of serious and" debilitating illness from the stress of vic-
.' 

timization; and providing police and prosecutors with more co-

operative, better informed witnesses. 
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The legitimacy of these goals has come to be' recognized by 

persons from both the political l,eft and the right, ar.td by pro

fessionals from both the criminal justice and mental heal tIl 

fields. As a result, hundreds of victim/witness assistance pro

grams aimed at one or more of these goals have sprung up under 

the ~ponsorship of the police, social service and community 

agencies, and prosecutors' offices.Y 

Victim/wi tness services began in many communi ties as spe

cialized services for vic~ims of rape. Rape crisis centers were 

among the first to point to the debili ta'ting aftereffects of rape 

on its victims and to the secondary victimization which was in

flicted by persons the rape victims encountered following the 

crime--the police, emergency room personnel, prosecutors ~ an.d 

insensitive friends and relatives.~ 

Similar, difficulties and long-lasting effects were soon to 

be observed among victims of other types of crimes. Psychologist 

Morton Bard and psychiatrist Martin, ,,symonds were among the first 

to bring these to the attention of criminal justice and mental 

health professionals. They and others pointed to the similarities 

between a "iTictim' s responses to a serious crime and the crisis 

experienced by persons following other serious losses, such as 
" 

the death of a loved one, as described in the 1940s by Erich 

Lindemann.!! 

Most recently the symptoms which can result from a shocking 

aBnormal event, such as a victimization, have been codified by 

the American Psychiatric Association under the diagnostic cate

gory of "post-traumatic stress disorder." Intervention with 

persons suffering from ,,'this diso,rder (such as veterans of war 

and crime victims) has been shown to be necessary and therapeutic 

in avoiding the reappearance of, the same symptoms at a later 

stage in one's life in a different set of stressful circum

stances.~/ 

Thus, the mental health profession has been helpful in de

scribing the harmful results of victimization and the need for 

crisis intervention and follow-up services to alleviate some of 

I 
I 'I'. 
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these symptoms; The delivery of victim services, though, has for 

the most part been provided not by mental health agencies, but by 

agencies connected with the criminal justice system. And most of 

the funding for these programs has come from th"e Law Enforcement 

Assistance Administration, an agency which has been disbanded by 

federal government, along with all of its block grant and dis

cretionary funding for criminal justice services,. 

This historical fact-of-life leaves victim/witness services 

in an especially precarious position today. As a relativ~ly new 

social service, and one which has not traditionally been funded 

out of monies for social or mental health services, it must now 

compete with all of the well-established social services which 

are facing budget cuts of their own. Faced with a budgetary 

crisis of these proportions, victim/witness programs can no long

er refuse to look at any and all options for reducing operating 

costs. 

One traditional means of achieving the same level of service 

delivery with reduced financial resources is through the use of 

volunteers. But there is still some resistance to the use of 

volunteers in victim/witness services, a subject we will now 

explore. 

Using Volunteers in victim/witness Assistance 

wi th the exception of rape crisis centers, victim/witness 
c:, 

assistance programs have not been particularly quick to turn to 

volunteers for service delivery. For example, in a 1979 survey 

of some 227 victim/witness assistance programs, only about 40 

percent reported that they used one or more volunteers as staff. 

And many of these programs limited the volunteers to mainly 

clerical or support roles.£/ 

The reasons for this reticence cannot, however, be due to 

the inabilities of volunteers to do the same work as paid victim/ 

wi tne.ssprofessionals. A number of studies have demonstrated 

that both paid and volunteer paraprofessionals can, when. properly 

trained, function effectively in counseling and advocacy work.
7

/ 

For example, a review of recent research in a 1973 article in the 
, 



ti , 

American Journal of Community Psychology concludes that the ef,

fectiveness of volunteer mental health workers (including retired 

persons) has been demonstrated and that volunteers should be re

garded as an important future source of mental health manpower.~ 
Another clear demonstration of the capacities of volunteers to 

carry out victim services work has been their use, for over a 

decade, in ra.pe crisis programs across the country. 

One lik~ly reason that more victim/witness programs have not 

turned to volunteers for service delivery is that they still hold 

"traditional" notions .about'what volunteers are able to do. Such 

a traditional concept holds that volunteers should be limited to 

tasks which are mainly routine and non-demanding, and which re

quire little independence, creativity, or thought. Similarly, 

volunteers r usually middle-aged, middle-class females, are 

thought of as well-meaning but somewhat unreliable and not par

ticularly competent. 

However, that concept has broken down in other human ser

vices programs, as they, out of sheer necessity, have begun to 

look for and to train volunteers to function as paraprofessionals 

in the delivery of services. In contrast to the past, volunteers 

are being sought and found at all age levels, in all income and 

social strata, and among both sexes. The successes of these ex

periments have helped to enlarge people's concept of VOlunteering 

and to bring in a new type of volunteer--one who is seeking a 

challenge and to make an important contribution to solving a 

problem in their community. 

There is, then, sufficient evidence from closely related 
" fields that volunteers can function effectively as paraprofes-

sionals in delivering services to persons in need. This evidence 

and current financial crises should go a long way toward convinc

ing reluctant administrators of victim/witness programs that a 

volunteer corps is worth a try. 

But our task is a more diff'icul tone. For if there are pre

judices about the use of volunteers in" general, they pale in 

comparison with the prejudices which exist about the use of older 
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persons, both paid and volunteer, in paraprofessional roles. We 

turn now to the nature of these prejudices and arguments to coun
ter them. 

Older Volunteers in Victim/Witness Programs 

Traditionally, human service programs have used older volun

teers in positions which are not demanding, which require little 

i:ndependence or creati vi ty , and which do not require them to 

make many decisions. Typically, they are assigned to clerical 

positions or other rather narrowly defined jobs. Confinin.g older 

persons to such volunteer assignments has usually been based on 

entrenched stereotypes about them. These stereotypes hold that 

senior citizens usually are not physically or mentally capable of 

II important" work, and that they should be protected from the 
;,.. 

stresses in such work. When these prejudices are considered 

along with the stereotypes abOu.t volunteers of all ages, it is 

obvious that older volunteers have a long, uphill battle before 

they will be sought out as a valUable resource for human services 
programs. 

This stereotyped image of older volunteers is changing 

though, due to the successes attained by organized groups of 

seniors which work to dispell these myths, like the National 

Council of Senior Citizens and the Gray Panthers. The growth and 

acceptance of the Retired Senior Volunteer Program and the Senior 

Community Services Employment Program, backed by the federal gov

ernment, have also done their part to enlarge people's concept of 

the kinds of work \.,hich older persons are able to perfonn. 

~his study and others of older wor~ers also lend ammunition 

against this stereotyping. They show' that while certain physical 

handicaps often accompany old age, the importance of these handi

caps is greatly exaggerated by younger people.~ Indeed, quite 

to the contrary, aging can bring with it a number of strengths-

like maturity and a lifetime of skills--which more than compen

s:a'te for any age-related handicaps ~ 'What is more, older persons 

are very we,ll able to gauge their own strengths and capacities 

and do not need our IIprotection ll --as children might--from over
exerting themselves. 

, 
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The victim/witness programs involved in this study provide 

ample evidence of the extent to which change is now occurring in 

our concepts of what older volunteers can and cannot be expected 

to do. In each program we examined, the capacity of older'vol

unteers to take on and perform. difficult and challenging assign

ments was clear. Programadministra.tors were consistently more 

than satisfied with the performance 'of older volunteers and were 

eager to recommend their use to others. And senior volunteers re

iterated at each site the sense of accomplishment and self-worth 

they received from their assignments and from the help they were 

able to offer others. 

The idea that older' persons are not able to deliver victim/ 

witness services is cl~arly outmoded then--exposed as a fraud by 

programs which have already discovered the answer to their need 

for volunteer staff in the form of healthy, skillful, energetic 

older adults. 

The remaining chapters in this manual will attempt to let 

others learn from the experimentation of these programs. Chapters 

Two and Three are an effort to draw general guidelines from their 

eperiences 0 Chapter Two covers four ba.sic steps to planning a 

victim/witness volunteer corps: reaching a consensus on what you 

want; dividing up the work; finding resources to support the 

volu:q.teers; and designing the program. Chapter Three covers the 

maj or issues in volunteer management: recrui ting older vol

unteers; screening and selection; placement or matching in 

assignments; training ·the volunteers (including training for 

paraprofessional victim counselors); supervision; and supporting 

and rewarding the older volunteers. 

Chapter Four is an attempt to go beyond general guidelines 

to specific programs and how they are operating. It is a cata

logue of 15 victim/witness assistance programs which are cur-
l::" 

rently using older volunteers in a number of dif£erent ways, 

described in some detail. Taken together, these programs are 

the strongest possible argument for the feasibility and desir

r 

ability of a senior victim/witness volunteer corps. The idea is 
I? -. 

~ .. _~.~f· 
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advantage of both victim/witness programs and 

in a number of communities, and it can be made 
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NOTES 

Creating a Senior Victim/Witness Volunteer Corps: An IntroductoFY 
Brochure, by victoria H. Jaycox (1981) can be ordered from: 
Criminal Justice and the Elderly Program, National Council of 
Senior citizens, 925 15th street, N.W., Washington, D.C. 20005. 

£/ Roberta C. Cronin and Blair B. Bourque, National Evaluation Program 
Phase I Assessment of Victim(Witness Assistance Projects: Summary 
Report, Washington, D.C.: U.S. Government Printing Office, 1981. 

Y John H. stein, "Perspectives on the victim Movement: 1972 ... 1980," 
Washington, D.C.: National Council of Senior Citizens, 1980. 

!/ See, for example, Morton Bard and Dawn Sangrey, The Crime victims 
Book, New York, N.Y.: Basic Books, 1979; Martin symonds, 
"Victims of Violence: Psychological Effects and Aftereffects," 
American Journal of Psycholoanalysis, 35: 1-26, 1975; and 
Erich Lindemann, "Symptomology and Management of Acute Grief," 
American Journal of Psychiatry, 101: 141-8, 1944. 

"-2/ Diagnostic and statistical Manual of Mental Disorders, Third 
Edition, Washington, D.C.: American Psychiatric Association, 
1980. See also Randall M. Christenson, John Ingram Walker, 
Donald R. Ross and Allan A. Maltbie, "Reactivation of Trau
matic Conflicts," American Journal of Psychiatry, 138:7, 
July, 1981. 

6/ Cronin and Bourque, ~ cit. 

2/ social Action Research Center, Paraprofessionals in Mental Health: 
An Annotated Bibliography from 1966 to 1977, Berkeley, CA: SARC, 
1978. 

W J. M. Siegel, "Mental Health Volunteers as" Change Agents" 
American Journal of community Ps'¥.,chology, 1: 138-158, 1973. 

~ Louis Harris and Associates, The Myth and Reality of Aging in 
America, Washington, D.C.: National Council on the Aging, 1975. 
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CHAPTER TWO 

PLANNING FOR A SENIOR VICTIM/WITNESS VOLUNTEER CORPS 

Introduction 

Regrettably,. developing a senior victim/witness volunteer 

corps requires the same kind of tedious, time-consurning'planning 

which all new projects take i:t;:::they are to be successful. There 

are no real shortcuts. As teJpting as it might be to try to a'dd 

sji~l1ior volunteers to' an existing program by copying one of the 

models' described elsewhere in this manual, that~attempt would 

most likely result in a project which fits poorly with local 

conditions and local needs. 

In planning a volunteer corps, then, the basic principles 

for planning need to be observed--assessing needs, setting goals 

and objectives, developing a work plan, and the like. These 

general principles are not what this chapter is about. We will 

assume that the reader is familiar with them, and will try in

stead to narrow in on some of the specific steps which appear to 

be critical in planning for the use of senior volunteers. As in 

the rest of the manual, these specifics have been culled from the 

experiences--the trials and errors--of programs which have gone 

through the process of setting up services staffed mainly by 
I> 

older volunteers. 

"But.fi·rst, ,some o,thercommentsa:boutwhatthis chapter is 

not. It is not about how to plan a core victim/witness program 

where none exists. That is a much more complicated task, and one 

which has been described in several other guides on that topic.!/ 

It is also not intended to explain the complicated, difficult 

process of selling the idea of using older volunteers to a large, 

uj,lsympathetic bureaucracy. The reader who needs this kind of 

advice is referred to a training curriculum entitled Law Enforce

ment and Older Persons, where this process has" been explained 

very clearly and in some detail.~/ 

Our chapter on planning will take up where these others 

leave off, by providing advice geared to communities where there 

already exists a core victim/witness service program which is 

---.,.---. ,.,,,...~---
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well-organized and: well-respected by the conununi ty. It is aimed 

at the staff of such a program, who may want to expand services 

(or at least to maintain current services in the face of budget 

cuts) and are open to the idea of using older volunteers to ac

complish that. 

The idea of adding senior volunteers to an existing victim/ 

witness program need not, however, ~ from the staff" of the 

victim/witness program. It can be initiated by outsiders, like 
an elderly-serving organization such as a Retired Senior volun

teer Program (RSVP), or by a group of seniors which has "seen 

the light" about the need for victim/witness services and wants 

to become involved. 

Regardless of the ini tial impetus, persons who want to 

develop this kind of project will need to follow four basic steps 

so that the program will meet the needs of all the parties in-
volved: the conununity, including the victims being served; the 

participating agencies and groups; and the volunteers themselves. 

These four steps are the subject of this chapter. 

STEP ONE: Reaching a Consensus on What You Want 

There is considerable agreement among persons who operate 

programs with a mix of paid and volunteer staff that the paid 

staff must be both committed to the concept of using older volun

teer help, and accepting of the added demands on them for flexi

bility and back-up assistance which such programs demand. without 

this kind of acceptance, paid staff can sabotage the effective

ness of the program by subtly makil1g volunteers feel inadequate 

or unwanted, or by neglecting to fill in the gaps and oversights 

which are inevitable with the use of part-time staff. An essen

tial part of their acceptance of the concept of older volunteers 

is a willingness by paid staff to entertain the idea of new roles 

in the program for themselves, and modified program operations 

to accommodate these new roles. For clearly, unless paid staff 

are willing to let volunteers assume some challenging adrnini

strati ve, pa::aprofessional or supervisory roles, the:y, will have 

little success in getting an older volunteer corps off the ground. 

r 

j 

""'~Fb ... b-~~~~~ •. " •. , .. , .. _.~ .... .:: I~~~-t-;';..".",...-· J 

______ ~------~-~---------..,..-------------'l';:jIj:;;- . 

-13-

For these reasons, the first, and perhaps most important, 

step in planning for a senior victim/witness volunteer corps is 

to make sure that everyone is with you (or at the very least is 

neutral) about any plans for change. The best way to achieve con

sensus in planning is to involve all of the existing staff in the 

effort from the start. This kind of group planning--which gives 

everyone an equal say in formulating or opposing decisions--is 

extremely time-consuming. Nonetileless, a plan which is formulated 

in such a way will be the strongest because it takes into account 

all of the problems and obstacles with which staff will be faced 

as well as the solutions which they believe are most acceptable. 

And if, in fac·t, after considerable effort a consensus cannot 

be reached among staff, the plans for a senior volunteer corps 

should be dropped. Unresolved staff resistance to the project 

would not only result in its failure, but could also jeopardize 

the other successful operations of the program. 

In order to arrive at a consensus about hQW the services of 

the core program might be expanded, you might start with a list 

of the kinds of services which, in an ideal world, a victim/wit

ness program could provide--from on-scene victim assistance im

mediately following the crime, through helping the victim during 

and after the court process. One complete listing of this "uni

verse" of possible victim/witness services is included in Figure 

2-1. 

out of this catalog of services, staff can then be asked to 

select those services which are currently not being provided in 

the community which they believe are most needed. (Some of these 

services might already be offered, but could be improved or ex~ 

panded to include a wider range of victims.) Making these choices 

is an i terati ve process which will take into consideration not 

only gaps in services, but also staff perceptions about what is 

most feasible given the current economic and political realities. 

While much of the literature on volunteering recommends that 

volunteers not be recruited until specific volunteer assignments 

have been decided upon, a recent successful experiment at the 
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Pre-victimization 
Services 

Educate citizens on 
-crime prevention 
-how to reduce 
chances of being 
harmed if victimized 

-the need for/avail
ablity of victim and 
witness assistance 

-suspect identifica-
tion 

-crime reporting 
-what to expect after 
victimization. 

Educate criminal 
justice/social service 
professionals on 
-crisis theory 
-interviewing victims 
-referrals for victims 
-the social service 
network 

-the need for/avail
ability of victim/ 
witness assistance 

Figure 2.1 

UNIVERSE OF POSSIBLE VICTIM/WITNESS SERVICES 

Emergency Response 
to Victims at the 
Crime Scene or Next 
Day 

Accommpany victim 
to hospital/home 

Arrange for emer
gency cash, food, 
shelter, home 
repair 

Provide emergency 
counseling 

Provide/arrange for 
other social/legal/ 
protective services 

Explain criminal 
justice process, 
civil remedies. 

Help victim make 
informed deCision 
about reporting to 
the police (for 
unreported crimes). 

'. 

\ . 

Follow-Up Response 
to Victims 

Aid with compensation/ 
insurance claims 

Transportation 

Follow-up on 
financial/other 
aid 

Property return 

Employer inter
vention 

Follow-up emotional 
support 

Aid with SUpport 
network/referrals 
to existing services 

Information/aid 
with police pro
cedures 

Investigative 
status checks 

Crime prevention 
education 

/~ 

,'i';i • 

Witness 
Education 

Orientation to 
court process 

Notification of 
-case status 
-appearance dates 
-case outcome 
-sentence date 
-al'locution 
privileges 

-revocation 
hearings 

-parole rti:lease 
hearings 

-parole release 

Introduction to 
courtroom 

Preparation for 
testifying 

.' ...... , . , 

Witness 
Accommodation 

Determine witness 
schedule con
straints 

Make Social. 
service/counseling 
referrals 

Employer 
intervention 

Transportation/ 
parking 

Telephone alert 

Secure receptian 
center 

Escort service 

Child care 

Aid with witness 
fees 

Property return 

Restitution/other 
considerations 
monitored/enforced 

Protection from 
intimidation 

Victim 
Involvement in 
Court Process 

Insure educated 
choice of options 
(prosecution, 
medjation, etc.) 

Presentence victim 
impact statement 
filed 
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Andrus Gerontology Center at the University of Southern Cali

fornia provides a viable alternative. Based on their experience 

in setting up an older volunteer program, they recommend that a 

few older volunteers be located during the early stages of plan

ning. These seniors would be ones who respond favorably to ex

ploring the idea of using senior volunteers in your program. 

They would be asked to work together with staff to determine what 

tasks older volunteers might perform in the organization. By in

cluding older volunteers at this stage, not only can you benefit 

from their perspective about what types of assignments would be 

challenging and feasible for seniors, but they will often be 

willing to serve as the nucleus of a larger group of volunteers, 

and can assist you in setting up, recruiting, and administering 

your new volunteer corps.~ 

At this stage of 'the process, it should be possible for 

staff (a:nd potential volunteers) to agree on a short, feasible 

shopping list of services they want to add to their program. In 

addi tion to such a list, a number of other kinds of tentative 

decisions need to be made. 

o will the new volunteer corps be restricted only to 

older persons or will it include persons of all ages? 

(Both types have .been operated successfully in a 

number of communities.) 

o Since you are unlikely to find the resources to de

liver the new services to all types of crime victims, 

which types will receive the highest priority? 

o Of the new services to be added, which will be pro

vided directly by the victim/witness program, and 

which through better referrals to and follow-up with 

existing resources in the community? 

o What kinds of changes and commitment will it be nec

essary to elicit from these other agencies to assure 

that they will provide services on a priority basis 

to the victims referred to them? 

.~.- ............ ~~---~ '. . 
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These ideas need next to be checked out with the st~ff of 
,1 

those local agencies which are key to their success or failure~-

especially the police, the district attorney, and any social 

service agencies you want to work with--for their concurrence or 

obj ections and for any ideas about other services they believe 

are needed. Obviously one of these key agencies would be a 

senior-serving agency or organizatioD; wi th which you want to 
7 

collaborate inputting your plan into action. (For suggestions 

on which agencies might wan't to collaborate, see step Three). 

One very good mechanism for getting input from these agen

cies and from other influential members of your community is 

an advisory board. If your program does not already have such a 

board, you might want to set one up prior to instituting a volun

teer component. The members of an advisory board can not only 

provide you with the benefits of their special expertise, they 

can also serve as important links to the community in matters of 

fundraising, publicity, volunteer recruitment and training, and 

can measurably increase support and attention by the leadership 

of the community. 

STEP TWO: Dividing Up the Work 

Once an expanded list of potential program services has been 

agreed upon, the next question is how to divide up the different 

tasks between paid staff and volunteers. In making these deci

sions, it is importan't to remember that all jobs, both paid and 

voluntary, need to offer a sense of responsibility and achieve

ment to make them· worth doing. Therefore, if either paid staff 

or volunteers end up with the bulk of the "important ll work, leav

ing the "dirty" work to others, there are bound to be feelings of 

resentment and eventual attrition in the ranks. 

An equally important factor to keep in mind (especially in 

a situation in which budget cuts have forced recept layoffs in 

paid staf£) is that volunteer assignments should never be struc

tured as one-for-one replacements for jobs formerly carried out 

by paid- workers. Trying to substitute several volunteers for one 

... 

paid person is considered both unethical and not feasible by 

nearly all professionals involved with volunteer management, if 

only for the simple reason that it reinforces any underlying mis

trust among paid staff that volunteers will eventually take away 

their jobs. Experience has shown that shifting from a program 

staffed by paid workers to one in which paid staff and volunteers 

work together requires that planners not'be bound by the ways in 

which various roles were defined before. Instead they should 

look for redefinitions of paid positions which will fit best. with 

tasks which all volunteers can best perform, as defined by 'E/caff 

and advisors. 

In general, most of the victim/witness programs which mix 

paid and volunteer staff have divided up the tasks by using paid 

staff to carry out functions like administration, budgeting, 

fundraising, outreach, training, and coordination of volunteer 

services. Very few direct services are provided by the pro

fessional staff, since the costs of doing so are very high. 

Rather,the role of paid staff is confined to being trainers and 

consultants (providing support, supervision, and back-up to the 

volunteers) . Volunteers provide most of the direct services, 

and once they have learned the ropes in the service positions, 

those with an aptitude for it are asked to take on other tasks 

like public education, fundraising and training. 

This II typical " way of organizing tasks in a victim service 

program using volunteers closely parallels what is occurring in 

other, services in the mental health field, where professionals 
~, u 

are beginning to "give away their skills" to pa:raprofessionals 

in thE~ interest of providing affordable, innovative services to 

populations in need.!/ 

While this division of labor is one which many victim/wit

ness programs have adopted, other programs in which staff are 

less comfortable in letting volunteers assume these service de

'livery !functions' have ·used volunteers ·'primarily in administrative 

positions I or as aides to their paid professionals who continue 

to deliver the direct services themselves. Whatever the qecisions 

· ..• 
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'are about dividing up the work, it is important that both staff 

and advisors support them. In addition, each assignment, paid or 

voluntary, needs to be both challenging and feasible. 

The Volunteer Coordinator 

Perhaps the most important change to the program's paid 

staff will be the addition of a volunteer coordinator. As the 

main link between paid staff and volunteers, this position is 

critical to the success or failure of a volunteer corps. For that 

reason, the duties of a volunteer coordinator should not just be 

added on to the duties of an existing staff person. The coordi

nator should be considered from the start to be an important new 

full- or part-time position, to be filled by someone with super

vis(:ry experience who will have full and easy access to the 

management of the overall project. To do the job pr.operly, one 

volunteer coordinator should not have to be responsible for more 

than about 20 volunteers. 

There are really two separate functions which the volunteer 

coordinator fulfills: that of maintaining the quality of the 

volunteer services through supervision,planning , training, and 

the lik.e; and that of advocating for the personal satisfaction 

of the volunteers, by advancing their interest with the pro

gram's management and staff and through various activities aimed 

at keeping turnover low and motivation high. However the posi

tion is structured (some programs divide the dual functions of 

manage~ent and advocacy into two different jobs), it is important 

that neither function be deemphasized. Both paid staff and volun

teers will need to feel secure that the volunteer program is 

being well-managed; and voluntee:ts will need to have" a strong 

sense that their services are appreciated and are vital to pro

gram operations. 

In most programs, the volunteer coordinator has the following 

duties: 

o recruiting, interviewing, screening, assigning and 

supervising volunteers; 

(' 
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o setting up orientations, pre-service and in-service 

training; 

o keeping records, making evaluations, and reporting on 

the regular progress of the volunteer corps; 

o planning for recognition and rewards for vol~~teers; 

o serving as a liaison between the volunteers and staff; 

o discovering what o'ther assignments volunteers might 

perform and bringing them to the attention of the pro

gram's manag'ement for considerat.ion. 

d t ' d t ly a coord;nator should To carry out these u ~es a equa e , .... 

not only have a st:rong ability to work with people, but should 

be carefully screened for any signs of stereotyping or of a gen

erally negative or condescending attitude toward older persons. 

Just as in hiring a manager for paid staff, you will be seeking 

someone who has a good organizational ability and is patient, 

flexible, and diplomatic in handling staff. 

structuring the Assignments 
-~ 

As in step One, deciding which tasks should be assigned to 

volunteers and how to structure these ,assi-~rnments is an i tera

t:ive process involving consultation with program staff and 

advisors. To help with this process, one volunteer bureau has 

come up with a list of questions which planners should aSkS them

selves to determine if volunteer positions are viable ones:-
I 

1. Is this job a useful one, and will its importance be 

clear to the volunteer? 

2. Is this a job which can be done satisfactorily on 

a part-time basis? 
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, f t' h' h' needed to train and will the amount 0 1me w 1C 1S 

supervise the volunteers payoff in the number of 

, ? 
volunteer hours provided in dir~ct serv1ces. 

Are there sufficient paid staff to provide the B.lper

vision and support for this job? 

Can we build in work adjustment or ,other "back-stops" 

tb provide coverage for this position if the volunteer 

does not deliver? 

6. Does the job take into account the different interests 

7 . 

8 . 

and skills which volunteers will bring to it? 

Are there possibilities for the volunteer to find 

satisfaction in the job? 

will we be likely to find the right kind and a suffi

cient number of vollmteers to do this job? 

9. Would anyone really want to do this job? 

\1 

t ' ;t ;s J.'mpo··-tant to make sure that Beyond these ques 10ns, ........ .... 
there are jobs at a number of different levels, requiring' dif

ferent kinds of skills and differing levels of commi 1:rnent, so 

that you will have some flexibility in matching volunteers to 

T'\o~i tionswhich suit them. Another important ingredient which 
.t' . 

many older volunteers seek in a V'olunteer assignment is the op-

portunity to W9rk in company with their peers. Some, if not all, 

of the volunteer assignments should accommodate that preference. 

And certain assignments should be structured to accommodate a 

common handicap of old age--limited mobility. This can be done, 

for example, by keeping certain assignments neighborhood-based or 

restricted to service delivery over the telephone. 

.-21-

starting Small 

In starting up a new volunteer program, you may find that 

you will want to limit your initial volunteer assignments to 

those where there is a clear consensus among staff and advisors 

that the service is highly desirable and would be relatively easy 

to set up and administer. A number of succesful volunteer pro

grams ~e spoke to had started this way and had found that the 

success of their initial modest efforts convinced their own staff 

and other agencies in the community that other more difficult 

volunteer assignments could be handled as well. 

STEP THREE: Finding Resources to Support the Volunteer Corps 

Once you have 

cannot proceed much 

reached this point in your planning, you 

further without finding some additional 

resources to support your volunteer program. These resources can 

come in two equally acceptable guises: additional money for the 

program from inside or outside the sponsoring agency; or addi

tional resources resulting from the collaboration by other groups 

and agencies in your community. 

The funding and resources you will be Ejeeking for your 

senior volunteer corps will be needed for three very important 

purposes. The first is to hire the full- or part-time coordi

nator who will recruit, screen, train, manage, and act as an 

advocate for your senior vblun~eers. 

A second reason that additional resources are needed is to 

provide staff and volunteers with the orientation and training 

they require to carry out their new assignments. While some of 

this training can be developed with in-house resources, other 

specialized training will have to be purchased from (or donated 

by) others in the community. Some projects have successfully 

tapped into courses in community colleges which are available at 

low or minimal cost to provide this specialized education. 

··A final .,purpose for the ·eXctr·a Lunding is "for the necessary 

supplies, equipment, liability insurance coverage, and funds for 

, 
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certain volunteer expenses like transportation. All of these 

expenses (with the possible exception of transportation) are 

essential to the operation of a volunteer corps made up of older 

persons living ';Ion fixed incomes. To plan a volunteer program 

without first acquiring funding or in-kind contributions for 

these necessities would be to invite failure in the early stages 

of the project. 

One important resource which victim/witness programs can tap 

is the large network of elderly-service agencies and senior 

organizations and clubs which now exist in every medium-sized or 

larger community in this country. (For an introduction to that 

network, the reader is referred to the section on "The Senior 

Movement" which is included in our Introductory Brochure on this 

topic. 6/) There are thousands of clubs and chapters affiliated 

wi th the eight maj or national organizations of senior citizens 

whose interest and support can be captured because of the high 

concern about crime and its impact among members of those clubs. 

In addition, there are good possibilities of gaining support 

within the network of 57 state and 660 Area Agencies on Aging 

whose mandate under the Older Americans Act is to "foster the 

development of comprehensive and coordinated service systems to 

serve older individuals. liZ/ Title III B funds under the Older 

Americans Act are being used to support a number of criminal 

justice-related services in various communities. 

Another federal program which presents several different 

opportunities for collaboration with victim/witness programs is 

ACTION. One of the programs sponsored by ACTION is the Older 

American Volunteer Program which funds over 700 Retired Senior 

Volunteer Programs (RSVP) across the country which provide a wide 

variety of volunteer opportunities for those over age 60 to work 

in schools, hospitals, nursing homes, social service, and govern

ment organizations. Where RSVPs have become heavily involved with 

victim/witness programs, they have been able to take over much of 

the recruiting and some of the orientation and management of 

volunteers for the program. In addition, RSVP will provide re-

imbursement for transportation and insurance coverage for volun~ 

teers which it places in a program. 
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1'1 The opportunities for cooperation by a local RSVP are es-11 tl pecially good since many RSVPs now have too many volunteer a.ppli-

tl cants for the assignments that are available. And many of their 
Vl I 
r: :::~~:::: ;::c::::::m/:~etn:~:dp::g:::t:::i.pt~:::~e ~Y i~~v;:~:e, tJ 
r P !pj ACTION can supply direct supplemental federal funding to RSVP I S It 
11 in the form of mini-grants up to $5, 000 for demonstration pro- IJ 
J: l 'rll f 1 j ects which use older volunteers in innovative social service !'\ 
~ I activities. What is more, 'the area of older volunteers in crime 
t I '.i 1 
~, I prevention is one of the priority a.;t;eas for such demonstration J 

1,,1 grants in FY 1982. !1 
l II i ! j, A second '.;lay in which ACT'ION can and has been involved is lj 

; [1 Lt 
i,j through the use of VISTA volunteers in h~lping to set up a victim/ 11 
t'j witness volunteer corps. The VISTA program supports volunteers il 
n (18% of whom are over 55 years old) to work full time for one or fl 
~ .. ~ ;-i 
J l two years, with an allowance of $'75 per month. F ,to assist non- ij 
! ! i i 
11 profi t community organizations iI:1 areas such as fixed-income H 
f. j counseling, housing, health care and legal rights. II 
t I fJ 
J I .. One possible route for funding for an older person to act as H 
i j a part-time paid volunteer coordinator or clerical worker for It 
{ i n 
~ I your program is through a local project of the senior community 1\ 
; 1 Service Employment Program (SCSEP or S~nior AIDES) funded by the II II Department of Labor under Title V of the Ol<'er Americans Act. II 
{"l SCSEP is a direct service employment program for low-income older [i 
.J I workers (over 55 years of age), sponsored by eight national or- if 
f 1 ! 1 

~, ! ganizations and all of the State Agencies on Aging. The pro]'ects if--
i' i tl t"j are administered either by those organizations . directly or though U, 
'I' . I local officials or community agencies. Sponsors have placed over fI r I 54, 000 older part-time workers in subsidized communi ty-servic'e II 
i' . 1 posi tions i in several communities these subsidized positions are II ~ 'I Ii 
t;~l :l currently in victim/witness programs . .2./ I J 

. t: .. ,:J,1 Another resource which should not be overlooked is your 10- It , 
, <~,' I' I \ .. "j ,Gal volunt.eer clea.ringhouse .or ·bux;,e.au. Such a ce·nter can provide : J ,," ' t '-I excellent advice about setting up your program and can help in ! J 

r its implementation through recruiting and orienting volunteers. Ii 
1;! ~ 
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Many cf, 'the vclunteer bureaus are affiliated with two. naticnal 

crganizations which serve as clearingheuses at the natienal level 

to. exchange. informatien and previde assistance to. lecal veluntary 

efferts. 1'hey are the Asseciatien ef Velunteer Bureaus; and Vcl

unteer: The Naticnal Center fer Citizen Invelvement. IOI One 

ether natienal clearingheuse which is an excellent reseurce to. 

turn to. ifyeu want to. set up a pregram using velunteers to. 

mediate neighberheed disputes er nen-criminal ccmplaints is the 

Special Cemmittee en Alternative Means cf Dispute Reseluticn 

which is spenscred by the American Bar Asseciation. This Cem-

mittee has infermatien en seme eighty centers areund the ceuntry 

which invelve elder vclunteers in reselvin~ miner disputes. 111 

Your ewn knewl~dge ef yeur cemmunity will give yeu the best

clues abeut where to. leek fer pessible ccllaberation, but ether 

pessibilities are lecal chapters ef other veluntary erganizatiens 

which have shewn an interest in this tepic, such as the American 

Red Crcss, the Asseciaticn of Junicr Leagues, the League ef Wemen 

Veters, and the National Ceuncil cf Jewish wcmen. A geed listing 

cf lecal reseurces is included in A Cempendium ef Funding and 

Technical Assistance Reseurces fer Neighberheed Organizatiens, 

published by HUD' s Office ef Neighberheods, Veluntary Assecia

tiens and Censumer pretectien. 121 

STEP FOUR: Designing the Pregram 

Once yeu have a consensus abeut what yeu're geing to. de and 

feel cenfident that the meney and reseurces exist to. de it, the 

feurth step--designing the pregram--should be relatively easy. It 

is best to. design the prcgram with the velunteer ceerdinater en 

beard, so., if at all pessible, that persen sheuld be hired new. 

The basic materials which sheuld be develeped at this peint 

are: 
o A fermal statement ef ebjectives fer the pregram. 

o A descriptien ef the ways in which yeu will measure 

whether yeur ebjectives are being reached, including 

getting feedback frem clients, velunteers, and the 

agency. 
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Jeb descriptiens fer the velunteer assignments and 

revised jeb descriptiens fer paid staff. 

An erientatien pregram fer paid staff to. intreduce 

them to. the basic cencepts and techniques ef managing 

'\::'elunteers (recruiting, 'training and ceerdinating). 

Orientatien and training materials fer velunteers. 

New er revised administrative precedures, including 

recerdkeeping ~recedures t~at will allow pregress 

teward yeur geals to. be m~asured, 

- a fermal system ef cemmunicatien between staff 
and velunteers, 

- a plan fer engeing in-service training fer 

velunteer and paid staff, 

- a fermal system ef evaluat;en d ... an rewards fer 

velunteers, 

- a fermal description ef eper.at;ng ... precedures 

and lines ef acceuntability, 

Arrangements fer the necessary SUpplies, facili

ties, equipment and l'ab'l' 
1 1. 1.ty insurance ceverage 

fer velunteers.131 

When d~signing t.bese elements, 
keep in mind that expecta

were fermerly infermal and 
tiens and k' wer lng patterns Which 
flexible need to. be made fermal 

and explicit because ef the in
program. Otherwise, yeu may find 

creased size and werklead ef the 
yeurself in the 

which added ten 

sional staff. 

same pesi tien as a suicide preventien pregram 

nen-professienal velunteers to. its all-prefes-
After ene Ye f' - ar ,an evaluatien eund that the 

~olunteers were functiening very well as paraprefessienal ceunse
ers but that serieus preblems hr.>d arisen 

and werking relatiens 

.. "'--:----~ 

in staff cemmunicatien 
because ef the increase in staff size. 14/ 
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Your local RSVP and Voluntary Action Center should be able 

to assist you with many of these tasks. For other help, we have 

included in the appendices to this manual examples of: a guide 

for developing a volunteer job description; a job description 

for a victim/witness volunteer coordinator; personnel policies 

developed bya victim/witness assis.tance program which uses vol

unteers i and several samples of recordkeeping forms by victim/ 

witness programs. More detailed information will also be found 

in the following chapter on volunteer management. 
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NOTES 

11 See Lawrence J. Center, An~i-crime Programs for the Elderly: 
A Guide to Planning, Washington, D.C.: criminal Justice 
and the Elderly Program, The National Council of Senior 
Citizens, 1980; and Marjorie Susman and Carol Holt vittert, 
Building a Solution: A Practical Guide for Establishing 
Crime Victim Sezvice Agencies, st. Louis t MO: National 
Council of Jewish Women, 1980; and Emilio C. Viano, Victim/ 
Witness services: A Review of the Model, Washington, D.C., 
U.S. Government Printing Office, 1980. 

£I National Retired Teachers Association-American Association of 
Retired Persons, Law Enforcement and Older Persons, Revised 
Edition, Washington, D.C.: NRTA-AARP, 1981. 

~/ Mary M. Seguin and Polly F. McConney, ~O~l~d~e~r~V~o~l~u~n~t~e~e~r~s~:~B~r~~~'d~g~e 
Builders in the Work Place, Los Angeles: Andrus Gerontology 
Center, University of Southern California 1982. 

1/ See, for exa.mple, T. Ayllon and P. Wright, "New Roles for 
the Paraprofessional," in S. Bijou and E. Ribes-Inesta, eds., 
Behavior Modification: Issues and Extensions, New York: 
Academic Press, 1972; and K. A. signell, "On a Shoestring: 
A Consumer-Based Source of Personpower for Mental Health 
Education,1I Community Mental Health Journal, 12(4), 1976, 
pp. 342-354. 

~!Attributed to the Voluntary Action Center, 72 West Adams 
street, Chicago, IL, published in an information packet on 
victim/witness assistance distributed by the National District 
Attorneys Association Commission on Victim/Witness Assistance, 
666 N. Lake Shore Drive, Suite 1432, Chicago, IL 60611. 

.§/ Victoria H. Jaycox, Creating a Senior Victim/Witness Volunteer 
Corps: An Introductory Brochure, Washington, D.C.: Criminal 
Justice and the Elderly Program, The National Council of 
senior Citizens, 1981 . 

I/ Older Americans Act of 1965, As Amended, History and Related 
Acts, Washington, D.C.; U.S. Department of Health, Education 
and Welfare, Publication No. (OHDS) 79-20170, 1979, p. 19. 

~/ Interview with Ruth Archey, a program specialist with the 
Older Americans Volunteer Program at ACTION on February II, 
1981. For further information write ACTION/RSVP, 806 
Connecticut Avenue, N.W., Washington, D.C. 20525. 

~/ ilEmployment and"Volunteer Opportunities for Older People, II 

AoA Fact Sheet, DHHS Publication No. (OHDS) 80-20233, U.S. 
Department of Health and Hum.an Services National Clearinghouse 

>'~ 
.' 

11 

I't i 
I 
! 

t 
(I 
rf 
It 
I 
If 
1'1 !.. 
\ 

II 
r! 
t
1 

r 
! 

, 



'I 

- ----- - ------~ 

-28-

on Aging, Washington, D.C. 20201. For further information 
on SCSEP write: The Employment and Training Administration, 
Attention: Title V, SCSEP, u.s. Department of Labor, Wash
ington, D.C. 20213. 

10/ 
For information on these organizations, write Association of 

Volunteer Bureaus, 801 North Fairfax street, Alexandria, VA 
22314; and VOLUNTEER: The National Center for Citizen Invol
vement, 1214 16th street, N.W., Washington, D.C. 20036, or 
P.O. Box 4179 Boulder, CO 80306. VOLUNTEER was fonned in 
1979 by the merger of the National Center for Voluntary 
Action and the National Information Center on Volunteerism. 

11/ The Committee can be contacted at: The American Bar Associa
tion, 1800 M street, N.W., Washington, D.C. 20036, telephone 
(202) 331-2200. 

12/ It can be ordered at $2.25 per copy from the Superintendent 
of Documents, U.S. Government Printing Office, Washington, 
D.C. 20402. The stock number is 023-000-00561. 

~/ A detailed explanation of the types of potential liability 
claims against volunteers and the different means which can 

14/ 

be used to cover liability are included in Law Enforcement 
and Older Persons (see footnote 2 above). Methods to cover 
liability include state laws which prevent liability claims 
from interfering with volunteer programs; special provisions 
in city or county charters or regulations which do the same; 
Workmen's Compensation laws which have been extended to cover 
volunteers in some states; private insurance coverage (policies 
which cover employees can be amended to cover volunteers, or 
volunteers can be paid $1.00 per year); waivers; posse comitatus 
laws which apply to sheriffs' departments and court decisions. 

S. M. Helig, N. L. Faberow, R. E. Litman, and E. S. Schneidman, 
"The Role of Nonprofessional Volunteers in a suicide Preven
tion Center, Community Mental Health Journal, 1968, 4(4), 
pp. 287-295. 
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CHAPTER THREE 

MANAGING A SENIOR VICTIM/WITNESS VOLUNTEER CORPS 

Introduction 

The current high level of interest in using volunteers to 

staff social programs undergoing radical budget cuts has resulted 

in a burgeoning of the literature on the topic of how to manage 

a volunteer-based program. This chapter will add to that litera

ture by addresc;;ing specifically the how-to' s of managing older 

volunteers who are aiding victims and witnesses of crime. Going 

beyond these lists of do's and don'ts which are emerging, 'though, 

it is worth asking whether good volunteer management is really 

very different from managing a program staffed by paid personnel, 

and if so, in what ways. 

Perhaps the major difference is that, while all of the same 

general principles of good management apply to both, a volunteer 

program needs to be better managed in two ways. One is that a 

volunteer program' must overall be better organized, with better 

channels of communication and feedback, better record-keeping, 

and better follow-up on individual cases. This organization is 

essential to compensate for the fact that in a volunteer-based 

program, nearly all the staff are part-time; the "glue" in the 

form of the memories of full-time paid staff is lacking, and 

Lother artificial means have to be substituted in order for ser

vice delivery to be adequate. 

The second way in which volunteer management must be better 

is in the skills of the project management, especially of the 

volunteer coordinator. When managers cannot rely on a paycheck 

to motivate their staff and on direct orders to see that their 

wishes are complied with, their abilities receive a much more 

difficult test, one in which many managers can be found lacking. 

Volunteer staff can only be moved by persuasion, praise ,edu

cation, and their own respect for the goals of the program and 

the good sense of the management. If volunteer managers are un

able to provide this kind of leadership, the prognosis for pro

gram success is poor. 
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And so this chapter .:l.s on better management, which is equal

ly applicable to older and young volunteers, as well as any paid 

staff who might be involved. It will begin with how to recruit 

older volunteers, and move on to screening, placement, training, 

supervising, and rewarding older volunteers. Once again, most 

of our information comes from our study of programs already using 

older volunteers in victim/witness assistance, supplemented by 

some recent studies and literature on this topic. 

Recruiting Older Volunteers for victim services Programs 

Recrui ting older volunt.et~rs for victim services work can be 

very easy or extremely difficult, depending on whom one talks to. 

Some programs have no trouble;n tt t' • a rac ~ng large numbers of in-

terested seniors, and have to construct waiting lists for volun~ 

teers < Others try their hardest, but cannot manage to attract 

the volunteers their program needs. 

What is interesting about these differing success rates is 

successful and unsuc

cessful programs use similar recruiting methods. By far the 

most common method is making speeches or presentations before 

groups of senior citizens. Volunteer recruiters go wherever 

older persons get together--at senior citizen centers, local 

clubs or chapters, business or union ret;ree • groups, congregate 

surface at least., both the that, on the 

dining sites, retirement housing complexes, and churches and 

synagogues--to talk about the services they offer and their need 

for volunteers. 

Although some believe that it is less effective than person

to-person recruiting, another common approach is to place adver

tisements, Public service Announcements (PSAs), or articles in 

local newspapers, both the large da;ly • newspaper and smaller 

newsletters distributed in neighborhoods, churches, or to mem

bers of organizations. The nature of these ads will vary. I f a 

program has different volunteer assignments of varying complexity 

available, it may run a very general advertisement, hoping to 

attract as many recruits as, possible who can be screened later. 

" , " .. 
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However, if a program has only a few volunteer openings avail

able, it will run a more specific advertisement, one which lists 

the nature of the job, the skills and interest required, and the 

kind of person being looked for. Such an advertisement also 

serves as an initial screening device. 

Some programs hold open houses for seniors in the neighbor

This event acquaints local people with the program, serves hood. 
to introduce staff to potential clients, and--i,f police or agency 

officials attend--can improve relations between these service 

providers and local citizens. Moreover, after seniors meet pro

gram staff in an informal setting, see hoW the program is set,up 

physically, and spend a little time in the office, they may be 

more likely to sign up as volunteers. 

Several of the programs we talked to had had some success 

in recruiting some of their former clients, i.e., crime victims, 

to become volunteers with their program. Some caution needs to 

be exercised in this respect.. though, since obviously not all 
The same kind of screening applies 

former victims are suitable. 
to them as to non-victims, with the added requirement that a vic

tim needs to be fully recovered from his or her victimization in 

order to be an effective counselor. It was the opinion of several 

administrators of victim/witness programs that such recovered 

victims, properly trained, were able to add a special level of 

empathy and understanding in their contacts with new victims. 

ing, 

Many victim service programs rely heavily, for their recruit

on the Retired Senior Volunteer program (RSVP), which has 

chapters in most large cities. (For more information on RSVP, 

22) And others turn for assistance to a broad range 
see page . 
of agencies which include their local volunteer clearinghouse, 

senior citizens organizations and clubs, agencies and mayor IS 

offices on aging, labor unions, community associations, churches, 

the Chamber of Commerce, service clu.bs (Kiwanis, Rotary, Lions, 

Masons) and local affiliates of many national organizations which 

are concerned about older persons and/or crime. Programs which 

seek special kinds of "non-traditional ll volunteers, like males or 
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low-income minority volunteers, are most successful when they are 

able to gain the cooperation of an organization or agency which 

has close ties to the constituency they're seeking. 

To understand the reasons for the dissimilar rates of suc

cess in recruiting victims, one must look beneath the immediate 

surface. Our survey, which is supported by much of the litera

ture on this topic, leads us to conclude that several factors 

appear to underlie successful recruiting efforts. 

(1) Successful programs are generally characterized by a flex

ible, open approach to recruiting, in which volunteers are sought 

based on their personal qualities and willingness to help rather 

than on any particular educational or work background. As one 

program director said, "We start with no pre-conceived notions 

about what kind of people should do what kind of assignments. 

We are in the people business, and want people who can relate to 

others first and foremost." 

(2) Recruiters for successful programs are generally imagina

ti ve, flexible, resourceful and charismatic. They are able to 

anticipate what volunteers will find attractive and approach 

them with those advantages. They plan a careful, targeted re

cruiting $trategy aimed at filling specific jobs. Active volun

teers are often the best recruiters for a program, since they 

are perceived as credible spokespersons about both the merits and 

faults of the program. 

(3) The most successful recruiting technique emphasizes th~ 

drama and importance of the work involved in victim assistance 

and the fact that. volunteers will be able to see changes as a 

result of that WOI.-k. Because of their high levels of concern 

about crime, learning about and working with the criminal justice 

system tel do something about crime are important motivators for 

older persons to become involved in victim assistance. 

(4) Most potential volunteers will be unwilling to pursu~ an 

initial interest in volunteering unless recruiters: 
If .. I'. 

" 
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which many older persons 
o are aware o~ the pr<fl~ms f . transportation, low i~

face, (for ~nstanc:e ac 0 of confidenCfa in the~r 
come, ~e~r, of cr~me, a;:r:s those directly in ~he 
own ab~l~ t~es) , and , d the assignments wh~ch 
information they prov~ e on 
are available; 

am's expectations for 
specific about the pr~gr. available; o are 

the volunteer assignments wh~ch are 

o point out some of 
kinds of obstacles 
to meet. 

the flaws in the program an~ the 
and problems volunteers are l~kely 

, consideration that vol1;ln-
f I recruiting takes ~nto 

(5) success u the same kinds of satis-
teers want from an unpaid assignment 

. paid job. For different 
faction that they would get from a , ' of rl;!wards, but 

th ' will be a different comb~nat~on 
volunteers ~s / seeking through 

volunteers ~ paid workers are 
in general, 

their work to: 

o be able to use any special knowledge or skills they 

have; 
have a community, region-

o be par.-t of activities which 
aI, or national importance; 

o to help others; 

o be recognized; 

o feel needed and useful; 

o learn new skills; 

t hat will help in other areas of their 
o gain visibility 

lives; 
1 benefits, or to repay 

o participate for direct persona 
help previously received; 

o avoid the consequences of not participating; 

the~r life has purpose, meaning, and 
o feel that ... 

significance; 

'1' the;r leisure time; 
o activelY ut~ ~ze ... 

, ~solation or pressure. 
o reduce lonel~ness, ... 
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One importan"c reason that older persons in particular want 

to volunteer their time is to gain an affiliation with an organi

zation to replace their occupational identities lost at retire

ment. Thus, the reputation and work of the agency which sponsors 

your program can be an important selling point for prospective 

senior volunteers. 

Speaking more generally, most volunteers want to find a po

sition which allows them to satisfy both their own self interest 

and their interest in helping others. Efforts to recruit older 

volunteers to become victim assistance workers will, in great 

part, be successful based on the ability of a recruiter to con

vince senior citizens that both of these kinds of needs will be 

met through their program. 

Beyond that, the task of recruiting older volunteers cannot 

be separated entirely from the other aspects of volunteer manage

ment, since in a well-mana.ged volunteer program, recruiting is 

only initially a time-consuming job. During this start-up period, 

there can be a problem of IIsellingll the volunteers and a high at

trition rate among applicants. Once that period is over, though, 

most of the programs we interviewed found tha't they had more vol

unteer applicants than they could use. Many attributed that to 

the enthusiasm of the nucleus of older volunteers which can be 

"catching" to potential applicants and which provides an impor

tant source of support for new volunteers during their first 

days on the job. 

screening and Selecting Volunteer9 

screening volunteers is a two-sided process in which both 

the volunteer applicants and program administrators make a series 

of decisions, based on "the information.they have, abQut whether 

or not to pursue their interest in making an eventual commitment 

to work t6gether. From the volunteer's point of view, the screen

ing process allows them to determine whether the program is one 

they would like to be associated with, and whether any of the 

possible assignments would be satisfying to them. From the pro

gram's perspective, the objective of screening is to identify and 

,. 
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reject those candidates who are clearly unsuited, either emotion

ally or intellectually, for work with the program. 

Several recent studies have used various tests to try to 

identify what the most important personal factors are in successful 

performance by volunteers. One which looked at older adults who 

were retrained for assignments in community services found that 

the most important factors were ratings of their: (1) personal 

effectiveness; (2) commitment to community service; and (3) con-

,:t"~1ence to direct their o~'m behavior and to exert influence on 

the world around them. The first two measures were obtained from 

r.;..,'1e personal and social history of the older persons. For the 

third, a "Locus of Control" scale was developed. lI In general, 

then, screening is used to identify persons who are successful, 

assertive, committed, and responsible citizens. 

There is a wide divergence of opinions among victim/witness 

programs which use older volunteers about the need for extensive 

screening of older persons who want to become volunteers. At one 

extreme are those programs which do little or no screening , let

ting the applicants decide whether or not to join the program and 

what work they will do. These programs, which rely mainly on 

self-screening, could also be characterized as generally oriented 

more toward meeting the needs of the volunteers per ~ than to

ward assuring that the quality of services is as professional as 

it could be. At the other extreme are programs which are con

cerned less with the care and feeding of volunteers than they are 

wi th the care and fe,eding of victims. These a!:e usually programs 

which use volunteers to provide emergency counseling to victims 

followi.ng crime. In order to assure that each volunteer can 

functJ.un independently as a paraprofessional, they put applican'ts 

for these counseli;ng assignments through a rigorous screening 

process and select only those few persons who are already "natu

ral" victim counselors by virtue of their personalities. Happily, 

mostprp.9-r.~s fall between these two ,extremes, and the screening 

process we will describe is one which most of them would sub

scribe to. 

.' ~ '1.·.;);1 
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Screening can occur even before the ini't.ial contact between 

a program and a pros.pective volunteer. If heavy screening is de

sired, programs can save themselves some effort later on and 

narrow down the kind of older adults who apply by the manner in 

which the program is described in advertisements and presenta .. 

tions. In the same way, decisions about which organizations to 

contact during the recruitment process tend to screen out certain 

kinds of older persons and include others. 

However, even if screening is accomplished, in this way, 

applicants and programs will still need further information about 

each other in order to be able tl) make decisions. This informa

tion gathering is usually accomplished through a number of suc

cessive steps, described below. 

(1) A pre-interview contact. Ther~ is a telephone or face

to-face contact between the applicant and the program in which 

ba~dc facts are exchanged, and perceptions about the applicant 
are recorded. 

(2) Formal written application. The voluv,teer is sent writ

ten information on the program and volunteer opportunities and 

is asked to fill out and submit a formal appiication to be con

sidered for a volunteer posi'tion. For programs which do heavy 

screening, there is usually a questionnaire included with the 

apPlid~tion to find out what the applicant' s motivations and 

values il are, and some information about his or her knowledge and 
experience. 

(3 ) orientation session. Where there is not a high level 

of screening (and therefore a lengthy individual interview would 

not be needed), a,group orientation for recruits is held at which 

the program staff explain the program objecti1;res and structure 

and the tasks which the volunteers will becal~:ed on to perform. 

The orientation can include information from Iigencies like the 

police or courts on how they will be involved, and CL tour of 

places where volunteers will be stationed. This type of orienta

tion is especially useful foral+owing applicants to screen them

selves out based on a closer examination of what they "lOuld be 
doing. 

" ".'-
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(4) Interview. A personal' interview, while no·t a pre-

requisite for all types of volunteer assignments, is an absolute 

must for applicants who are interested in becoming victim coun

selors. Usually the interview is conducted with only one person, 

normally the volunteer coordinator. Highly select,i ve programs, 

however, sometimes interview candidates before a panel in order 

to get different perspectives. 

Interviews can be used to provide applicants with very 

detailed information, including the history and goals of the 

program, volunteer job descriptions, and personnel policies. 

Applicants are asked open-ended, "non-direc'tive il questions to 

draw out their attitudes, interpersonal qualities, mo~ci vations, 

values, lifestyle~ decision-making abilities and emotional sta

bili ty. One guide to interviewing and evaluating older v'olunteers 

suggests that questions be asked about work and retirement, avo

cational interests, social relationships, personal strengths and 

capabilities, plans for the future, factors inhibiting volunteer

ing, education, heal t,h, housing and transportation, economics, 

and interests in volunteering. It also provides information on 

"cooling the mark," or turning the candidate a\\7ay. Their summary 

rating scheme for interviews with potential older volunteers is 

included in an appendix to this manual.~/ 

For would-be victim counselors, the questions need to in

cl'ude others 'which' probe motiva"'cions in 'more depth, and which 

tend to keep the interviewees off balance, to judge how the 

person reacts. Questions would include asking how a person would 

deal with specific difficult volunteering situations (what would 

they respond, how would they react) and probing about how they 

handle stress and feel about themselves. 'You are seeking a number 

of personal characteristics which have been shown to be corre

lated with success in victim cQunselors, like being well adjusted, 

open-minded, non-an:.xious , relatively assertive and attracted to 

new activities and experiences.~/ Other variables identified by 

programs in our study were empathy , flexibility, insight, and a 

good self-imager among others. One persona.li ty type which it is 

f 
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important to avoid is lI.rescuers, II or persons whose primary moti

vation in volunteering is to IIsave ll the victim. This approach is 

generally a very destr1J.ctive one in victim counseling .1/ 

(5) Pre-service trai~ing can also be used as a screening device 

by allowing both applicants and program administrators to check 

out their first impressions and make more informed decisions. 

Thus, attrition during pre-service training should be considered 

less .as a failure than as an effective self-screening device. 

And the applicant's behavior during training can give an adminis

trator a better idea of what types of assignments, if any, will 

be most appropriate for him or her. 

(6 ) Lie detec~or test or police records check. Al though these 

tests are mainly used by programs in police departments, they can 

prove very useful in identifying applicants who might want to 

become affiliated with a criminal justice program purely for 

their own personal gain, and can be an important protection 

against liability claims against volunteers. 

(7) Probationary or trial period. Prior to signing a contract 

with the volunteer, a trial period of one or two months is some

times set aside during which the applicant is closely supervised 

and reevaluated, and applicants Gan determine whether the work 

suits them. 

Overall, screening can be a less onerous task for programs 

if there are a variety of alternative assignments in a program, 

so that an applicant unsuited for one job can be assigned to an

other. (See the following section on matching volunteers.) From 

the point of view of those applicants who are selected, though, 

it can serve a valuable purpose: knowing that others have been 

scr~ened out can make them feel that they are especially impor

tant and valuable and provide them with a strong motivation to do 

reliable, competent work. 

Placement/Matchinq in Assignments 

Once volunteers have been. screened and those who are not 

suitable have been rejected, the burden for arriving at a compe

tent volunteer corps falls on two tasks: placement and training. 

., 
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Many people we interviewed during this study believe that proper 

placement--i.e., correct utilization of volunteers--is even more 

important than is training. This conclusion was often put to us 

in the negati ve: the main problem with many older volunteer 

progrru~S is that ~~e wrong person is put in the wrong slot. 

By placement, we mean the process by which a volunteer's 

characteristics, personality, skills, and desires are compared 

with the various demands of the assignments, and a suitable match 

of personal characteristics and job requirements is made. One 

administrator we interviewed characterized the placement process 

as identifying the individual characteristics of each applicant 

and assigning them to tasks IIthat maximize their strong points 

and minimize their weak ones. II 

This matching is more difficult than merely assigning a 

volunteer to a job which he or she has already done in the past, 

al though that has been one traditional way of making volunteer 

assignments. For while it is necessary for an assignment to 

include aspects that an older volunteer will feel comfortable 

(and, therefore, competent) in dealing with, that does not mean 

that the volunteer needs to have performed the actual assignment 

before. The point is especially appropriate when we look at the 

question of whether older volunteers who have not been profes

sional counselors or social workers can handle victim counseling, 

or whether that would be tob difficult and stressful to adapt to 

in their older years. Clearly, a large number of older persons, 

irrespecti ve of their education or work experiences, have been 

effective IIki tchen counselors" to their family and friends over 

the years. Not to build on those skills and experiences, if the 

volunteer is interested, would be an obvious loss to victims in 

need of similar support. 

since a placement must be satisfactory from both the volun-

teer's and the program's perspective, the matching process needs 

to involve both parties in arriving at a decision which is mu

tually agreeable. To aid in this process I a detailed job de

scription for each of the assignments becomes an essential tool I 
, 
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at this time, and can be the basis for an eventual contract be

tween the volunteer and the program. 

One important consideration in placement, which is in the 

interest of both parties, is to balance the need to give the 

volunteers responsibility and freedom to use their skills without 

overburdening them. Many victim/witness programs we spoke to 

felt that volunteer programs for older persons have in the past 

been much too concerned about the latter, and that the fear of 

overburdening older volunteers had led them to be placed only in 

clerical or unchallenging positions. As many of the programs we 

studied showed, however, older volunteers can and want to accept 

an opportunity to try something new and challenging. To!lprotect" 

them from this type of opportunity, as many volunteer programs 

have done in the past, is to go against the better interests 

of both the program and the volunteers. 

Training Older Volunteers 

There was virtually no debate among the program directors we 

talked to about the necessity for a meaningful training period 

for older volunteers, if they 

and the program is to receive 

are to succeed in their assignments 

full benefit~ from their participa

tion. People disagreed mainly about two topics: the length 0 f 

the training; and how the training was structured. On closer 

examination, much of the difference in time devoted to training 

turned out to be a result of the different types of assignments, 

with volunteers who were performing more complex tasks receiving 

lengthier periods of training. The structure of the training, 

1 d 'ff 'n how much information however, presented some rea ~ erences ~ 

1 t before they began to function in their was provided to vo un eers 

chosen assignments. 

structure of the Training 

Most programs offered three separate types of training: 

in-service; and training for paid staff who work pre-service; 

with the volunteers. 
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Pre-service training was generally mandatory, and volunteers 

who did not attend all of it were screened from the program. The 

length of pre-service training varied from about 15 hours for 

programs which use older volunteers in office work or in some 

court-based services to the 35-40 hour trainings offered by 

several of the programs which use senior volunteers as victim 
counselors. 

A few of the programs with lengthy "pre-service" training, 

however, put the volunteer to work during the training period, 

which was then completed in weekly sessions during the volun

teer's start-up period on the job. This latter practice may be 

an attempt to find a middle road between the need to provide new 

volunteers with a complete education on a number of new topics 

wi thout overwhelming them or dampening their enthusi.asm with too 

much time spent in the classroom. A recent study indicates the 

wisdom of this choice. Of three training models used by a crisis 

intervention center for non-professional counselors, the one 

which was judged the most effective by the trainees and by their 

clients was the use of pre-service training followed by immediate 

and close supervision on the job. The study concluded that most 

learning by non-professionals occurs during ongoing supervision 

and that the practice of relying mainly on pre-trai:q.ing may 

promote, harmful outcomes for volunteers and account for the 

common problem of high staff attrition.~/ 

In-service training can consist of on-the-job training in 

which a new volunteer is paired with an experienced volunteer or 

staff person, and of regularly scheduled training sessions to 

learn new skills and discuss experiences. As with pre-service 

training, the length and frequency of this type of training will 

depend on the complexity of the assignments which volunteers are 

doing, as well as on the background and skills of the volunteer. 

Regularly scheduled in-service training has several advan

tagesover p.re-service traaning. First, it can respond to the 

spontaneous needs and interests of the volunteers based on their 

experiences on the job. Second, because the volunteers will have 
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a concrete need for the information, they will be much more 

likely to absorb and use it. Third, by exchanging actual experi

ences, the training provides an opportunity for constructive 

feedback and supervision of the volunteers' work by their peers 

as well as other staff. And finally, in programs where volun

teers work individually with clients, it provides an opportunity 

to build a sense ol., camaraderie and peer support which might 

otherwise be lacking. 

orientation for paid staff is considered to be essential by 

many programs to avoid some of the overt and hidden tensions when 

come from adding older volunteers to a victim/witness program. 

Even where a consensus has been reached ahead of time that vol

unteers .should be added (see Planning chapter), there may be un

resolved resentments about the volunteers which need to be aired. 

These resentments might center on the amount of time which train

ing ,and supervising volunteers will require, the feelings about 

lack of control over volunteers because they are unpaid, or that 

" volunteers are a threat to the paid staff person's job. Added 

to this are some of the stereotypes commonly held about older 

persons, which need to be dispelled in order to start the pro

gram off on the right foot. For this reason, some programs 

provide special training for staff on the physiology of aging, 

the "season of loss" older persons experience, and the advantage 

of using older volunteers. 

Content of the Volunteer Training 

There are certain key materials which need to be included 

in a training progam for older volunteers in victim assistance 

either during pre-service training or early on during in-service 

training. They are: 

o Information on the victim/witness program 

- its goals and objectives 
personnel policies 

- organizational structure 
persons with whom they will 
relationship with each 

- roles volunteers play 

'" - .. _._-,,_.- -'-'-~-.~ .. '.~,,,-, . - , .-
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o Information on their volunteer position 

how it contributes to the program's goals 
basic skills and mechanics to perform the 
assignment 

- opportunities for training and advancement 
- how their performance will be assessed and 

by whom 
- to whom to go for help 

reporting requirements and their importance 
- using confidential information correctly 

o Information on the criminal justice system 

- its structure and how the victim/witness 
program relates to it 

- basic terms and jargon 
- the politics involved and potential problems 

with cooperating agencies. 

In addition to the basics about the program and its services 

which should be communicated during training, it is very important 

to convey a clear understanding of what will be expected of the 

volunteers. The director of a Florida program told us, "Volunteers 

need to be told that they will be expected to perform up to high 

standards, the same as paid staff. Too many volunteer programs 

don't expect much from their senior volunteers, and this message 

comes th~ough in various ways--and they do not get much. However, 

if you expect a lot, you will get a lot, especially if your high 

standards are combined with a lot of support and encouragement." 

Part of communicating the nature of these expectations is to 

convey the overall philosophy of the program, and some of the 

political realities of working with the various agencies the 

volunteers will be dealing with. 

written materials and handouts are an integral part of train-

ing sessions. In addition tp a volunteer's manual which should 

include the most important information for trainees, some programs 

assign outside reading, especially The Crime victim's Book.~/ 

Training Volunteers as Paraprofessional Counselors 

Training for older volunteers who will function as indepen

dent paraprofessional counselors for crime victims should include 

all of the topics listed above and a great deal more. Some of the 

other topics are: 

- -----------, - -. :" 
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o the general stages of IIcrisis" following a victimization; 

o the "second injury" to crime victims by friends and 
service providers; . 

o interviewing techniques, especially "active listening ll
; 

o local criminal justice and social service resources; 

o making referr~ls to other agencies. 

Almost all programs emphasized the importance of training 

volunteer counselors in active listening, where one concentrates 

totally on what the victim is saying and feeds back to him or her 

what one is hearing. This skill is not a IIna.tural a form of com

municating, and is difficult for many older voluntE~ers to learn. 

One project director commented, 

"Volunteers need to be trained in how not to 
give advice, which can be very difficult for 
elderly people . Advice-giving is, a lot easier 
to do than active listening, which takes real 
skill and a lot of energy .... It takes under
standing and training to be able to withhold 
personal opinions and judgements, and to still 
pay full attention and relate to what the victims 
are saying, especially when they go into great 
detail and are repetitious. II 

Because learning how to counsel victims without imposing 

one's wishes and advice on them involves breaking old habits and 

trying out new behavior, the training techniques used with volun

teer counselors should involve the participants actively at the 

"feeling" level rather than at the intellectual level. II It 

should include role plays, dramatizations of particular si tua

tions the vplunteers will encount;,,~r, group discussions of special 

topics, "case study" analyses of actual situations, obse~ations 

of real world activities, and audiovisual presentations. One 

mediation program director we spoke to also uses videotaping of 

their volunteers as a train,ing tool since that is the most ef

fectixe way they'have found for volunteers to be able to critique 

their own communication skills as mediators. 

A new publication which was developed by NIMH to train coun

selors and other service providers who treat victims of natural 
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disasters, should be especially hel,pful in training volunteers 

who deal with people in crisis after a victimization. Entitled 

Helping Skills: A Basic Training Program (Second Edition), it 

consists of a leader's manual and trainee's workbook which pro

vide a range of opportunities to practice active listening in 

the classroom; these skills can later be put to use in under~ 

standing what victims who are their clients are experiencing.~1 

Another potentially valuable tool for training counselors is 

the Crisis Center Discrimination Index, developed to rate various 

hypothetical responses of telephone counselors on how helpful 

they are, along the dimensions of accurate empathy, non-posses

sive warmth, and genuineness . .2/ And for counselors dealing mainly 

with older victims, a new award-winning training syllabus by the 

American Personnel and Guidance Association entitled Counseling 

the Aged is available.!Q/ Two of the 11 modules in the text are 

particularly appropriate for would-be victim assistance workers: 

"Counseling Older Adults: Suggested Approaches" and "The Role of 

Paraprofessional Peer Counselors in Working with Older People." 

The need to train prospective victim counselors in active 

listening and other counseling techniques can be overdone, 

however, one program director touched on this when she said, 

"Sometimes volunteers who do victim assistance work have been 

overtrained. They can get too analytical or clinical for the 

victim, and turn a counseling interview into too much of a 

therapy session. This can turn victims off if all they want is 

to ta.lk with a 'nice person' who is empathetic." 

Other Types of Specialized Training 

Two other types of training for older volunteers appear to 

be worth considering for certain types of older volunteers who 

might want or-need them. One is aimed directly at correcting the 

negative self-iffiage which many seniors have, either because they 

accept the stereotyped image which society paints of them, or as 

a result of the repeated losses they are faced with in their old

er years. To rebuild self-confidence and self-esteem, the train

ing addresses their self-image directly, showing how stereotypes 
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are wrong and what positive aspects of their lives they can be 

proud of. One such course is provided to volunteers through a 

local university, and they are awarded university credit for it. 

As the director of the program said, "The key is that we do not 

assume that the basic information on how to do the job is enough; 

attention must be given first to the person doing the job and to 

making him or her feel competent to do it." 

A second type of specialized training for persons who work 

as victim advocates in the court system is paralegal training, 

sometimes especially tailored for senior citizens and service 

providers and available through local universities and community 

colleges. Not only will this training give the volunteer a much 

better understanding of the intricacies of the court system, but 

it can provide valuable advice on ways to assist clients with 

consumer and other legal problems which can ari.se or be exacer

bated following a victimization. 

Supervising the Older Volunteer Corps 

Our study and others on managing older volunteers have led 

us to one overall conclusion: that the ability of a program to 

keep its volunteers whiJ.e at the same time maintaining the quality 

and level of its services is directly related to the program's 

abili ty to provide adequate supervision and suppo:r::t for these 

volunteers. What i~3 more, as several of the programs in our 

study demonstrated, recruiting and training new volunteers be

comes much less oner·ous and time consuming when turnover in a 

volunteer corps is kept to a minimum. 

But almost without exception, we found that adequate super

vision and support for volunteers only occur in host agencies 

where standards are high in every respect. One volunteer clear

inghouse director ",e interviewed in the District of Columbia 

provided us with a list Qf ~tandards an agency should a~~ere to 

in order to have a successful volunteer-based program. 11/ They 

include: 

o Has a volunteer coordinator or director (staff 
position or volunteer). 
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Fully informs all paid staff about the volunteer 
program and individual staff responsibilities to 
volunteers. 

Defines volunteer jobs as to time, skills, age, 
duties to be performed, etc. 

Interviews each prospective volunteer. 

Does not discriminate in recruitment or assignment 
of volunteers' because of race, creed, socio
economic status, or age. 

Makes assignments individually suitable and 
with minimal delay after initial contact. 

Does not replace a paid position with a volun
teer employee, but utilizes volunteers to sup
plement, extend, or reinforce services. 

Gives the prospective volunteer the same care
ful placement, attention, and supervisi.on as a 
paid employee. 

Provides orientation, training and evaluation 
and recognition. 

Makes provisions for upgrading volunteer re
sponsibilities as desired by the volunteer 
and appropriate to the organization. 

Has clearly defined lines of supervision so 
that volunteers will know to whom they are 
responsible. 

Maintains records of individual volunteer 
services with appropriate safe9~ards for 
confidentiality. 

Gives consideration to the agency insurance 
program, reimbursement for out-of-pocket 
expenses, uniforms, working conditions, etc., 
for volunteers. 

Periodically evaluates the volunteer program 
performance in the attainment of goals and 
objectives and adherence to guidelines. 

To make it very clear exactly what the agency expects of 

a volunteer I and what that volunteer promises to deliver I most 

volunteer programs sign a contract with the volunteer I either 

.~~ ___ ~_''''''_o_'_ co, 
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immediately after the pre-service training or after several 

months of a probationary period on the job. This contract, usual

ly fo.r a period of six months, can then be used by the program as 

the basis for evaluating a volunteer I s performance; it can be 

used by the volunteer to determine whether an agency is living up 

to its promises to him or her. 

Administrators of most successful programs believe that 

even more important than formal evaluations of older volunteers, 

though, is immediate feedback to older volunteers about their 

work. Many do this on either a daily or weekly basis, discussing 

what the volunteer's work has covered and offering advice and 

tactful criticism on other ways of dealing with various si tua

tions. This approach is especially important with olde~ volun

teers who counsel crime victims, since such counseling can be 

emotionally trying and fraught with potential problems. When 

carried out in an informal, helpful manner, volunteer supervision 

becomes an opportunity for a volunteer to learn and grow in the 

job, rather than to be measured and found lacking. 

The form of volunteer supervision is always a reflection of 

a program's opinions about its volunteers and their importance, 

and volunteers are quick to pick up on this. If a program has a 

qualified volunteer coordinator who is available to the volun

teers, provides volunteer$ with the opportunity to interact with 

each other and to generally feel a part of a team, it is a sign 

to the volunteers that the program has a sincere commitment to 

them and relies on their services. Conversely, if a program 

tries to let the volunteers "run themselves" or does not provide 

any daily supervision, the volunteers' motivation can decline as 

they realize the program is not particularly concerned with their 

satisfaction or work. 

Most successful volunteer-based programs give their older 

volunteers the same status wi thin the program as younger volun

teers and paid staff, and hold both paid and volunteer staff to 

the same J.evels of performance. Thus, sorne programs employ 

management by objective with volunteers, others utilize detailed 
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job descriptions, while others have regular, mandatory staff 

meetings. There is neve~ a mystique for volunteers about what 

the limits of their authority are, who is in charge and their 

availability, or what the grounds for dismissal from the program 

are. To discriminate among staff and volunteers by holding some 

to these standards and excusing others is to invite dissent and 

eventual disenchantment in the ranks. 

While good techniques for managing volunteers do not differ 

in any substantive ways from those used with paid staff, managing 

volunteers is more difficult because of the problems encountered 

in providing a consistent level of services using part-time 

workers. compounding this problem is the nature of victim assis

tance work, which is unpredictable in its demands on staff time; 

it is impossible, for example, to predict which day of the week 

will produce the greatest number of referrals, or which court 

cases will be postponed or held as scheduled. 

The programs we studies had all responded to these facts of 

life with different approaches and varying levels of success . 

contrary to a common sterotype, though, we did not find that 

programs using older volunteers had any greater difficulties in 

dealing with these scheduling problems because of a purportedly 

greater inflexibility among their volunteers. On the contrary, 

we found no consistent differences among younger and older volun

teers in their flexibility on the job. Those who were inflexible, 

whether younger or older, were so because of personality charac

teristics unrelated to their age, or because of other demands or 

pressure in their lives. Some wanted or needed set schedules, 

while others were willing to receive and carry out assignments as 

the need arose. Once again, then, a management problem is solved 

by matching the different types of volunteers of every age with 

the assignments which suit them. 

The impnrta.nce which matching plays in successful volunteer 

management .has been given added emphasis 'by an expert on older 

volunteers, who has pointed out the need to deal with the chang

ing energy levels which many older volunteers, as a result of 
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both external and internal factors, bring to their work. She con

cludes that in order to respond to these changin9 energy levels, 

volunteer managers must prov.ide a variety of options wi thin a 

single program into which a volunT_eer can move to find satis

faction and growth. And only whf;n volunteers are gi ven the 

opportuni ty to make horizontal or vertical movement.s to other 

assignments within the program to match their changing needs will 

the program be successful in retaining them.
12

/ 

supporting and Rewa~ding Old~r Volunteers 

The subject of appropriate volunteer placement is closely 

connected with the subject cfrewarding volunteers because it is 

usually a volunteer I s assignment per ~ that i~ his or her most 

important source. of satisfaction. To understand how this is so, 

one must return to the reasons why older persons want to volun

teer in th~ first place: to exp~ess themselves, maintain their 

status and independence, find new r@lationships, use their tal

ents or learn new ones, influence others, and contribute to their 

own and younger generations. 

since these and similar benefits can be derived from assign

ments in victim assistance work, the assigrunents 'themselves are 

usually the main reason that older volunteers remain motivated 

and satisfied with their work. One volunteer director confirmed 

what many others Were sayi.ng when she listed the main rewards 

her victim couns~lars received in their work: "the satisfaction 

they are doing a .1,':esponsible, professional job very well; the 

chance to learn about their community, how the local agencies 

work, and what kinds of services are available; personal growth; 

increased knQwledg~ about new subj ect matter; personal reassur

ance thrQugh their connection with law enforcement; and increased 

self-esteem~'l1 

There was unanimous agreement among volunteer managers, 

though, that the kind of reward which comes naturally from the 

work needs to be reinforced by otheL" types of support to campen". 

sate volunteers for the absence of a paycheck. The types of 

support which can be provided are staff support, 

physical support, and community support. 

peer support, 
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Staff support can come first and foremost from the kind of 

close, compassionate, and flexible supervision which was described 

in the preceding section. A second important form of staff 

support is regular in-service training offered to volunteers to 

upgrade their skills and increase their competence. In addition 

to helping volunteers to improve their performance, though, it is 

important to keep them up to date on what is going on in the 

program and the agency, to allow them to express their cone·erns 

and complain'ts, and to involve them regularly in any decisions 

about program direction, through staff meetings, working commit

tees and th~ like. providing opportunities for job development 

for volunteers through a regular cycle of evaluation and planning 

is another important way in which staff can support Volunteers. 

Equally important, according to many experts, are the oppor

tuni ties provided the volunteers to have stimulating relation

ships with paid staff and clients of the program, and whether or 

:not the volunteers are publicly identified as program staff. 

Simple symbols of this identify, like ba.dges which allow volun

teers to come and go with the same ease as paid staff, or busi

ness cards for volunteers which legi t.imize to outsiders their 

affiliation with the program, are important ways to support vol

unteers by paying them the same respect which is due to paid 

staff. 

Gainirlg peer. support is a maj or reason Tt/hy older persons 

volunteer, and allowing opportunities for such support to develop 

is an important way to provide job satisfaction. For many older 

persons who arC seeking companionship, working in teams or in a 

group is an essential requirement to their job. Where this, is 

not possible, regular volunteer meetings which provide an oppor

tunity to talk about their personal lives and concerns can be an 

important outlet, and can contribute to the overall effectiveness 

of the workers. As one program director explained, "We address 

personal concerns of the volunteers--anything they want to talk 

about--at our weekly training sessions . Dealing \4'i th their own 

and each other I s needs make them more 'sensitive to the needs of 

the victims and. thus is very valuable to them and the program." 
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Physical support is of special importance to older persons 

who may have difficulty in volunteering because of the burden 

which it puts on an already strained, fixed income, and for 

volunteers with special needs from age-related handicaps. For 

these volunteers, support in the form of transportation and 

reimbursement for out-·of-pocket expenses is not merely a nicety 

but is a prerequisite to their ability to volunteer. 

community support, whether spontaneous or artifically stimu

lated by p'rogram staff, can be important to older persons who are 

using volunteering as one means to fight against their lowered 

status in society. A whole range of II symbolic rituals II which 

publicize through events and the media the specific accomplish

ments of the volunteers serve to acknowledge publicly the impor

tant role vlhich the volunteers are playing. They are important 

in r~affii~ing to volunteers that their work makes a difference 

and has meaning to the community. 

Clearly, there are numerous ways older volunteers can· be 

rewarded for their work. A volunteer services consultant in 

Minnesota put together a list of 101 such ways, and it is in

cluded as an appendix. While some of this support requires the 

investment of money and time, the return of this investment in 

terms of increased motivation and satisfaction among volunteers 

is sufficient to warrant its inclusion as a critical part of 

managing a senior victim/witness volunteer corps. 
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CHAPTER FOUR. 
A CATALOGUE OF PROGRAM MODELS FOR A SENIOR VICTIM/ 

WITNESS VOLUNTEER CORPS 

Introduction 

The preceding two chapters on how to plan and manage a se

nior victim/witness volunteer corps have been extracted from the 

experiences of those who have set up and are managing victim/ 

witness service programs which use older volunteers. While they 

may be useful as general guidelines 1 Jchey are lacking the kind of 

detail ~hich is important to someone who wants to set up a spe

cific type of service in a specific type of agency_ This chapter 

is an attempt to provide that kind of detail through a catalogue 

of fifteen programs which have already, through trial and error, 

come up with a number of different ways to organize and manage 

a senior victim/witness volunteer corps. 

The fifteen programs included in this catalogue have been 

selected for two reasons. First, they are meant to illustrate 

the wide range of approaches, for example, in the sponsors and 

funding for such programs, the services which volunteers provide, 

and the division of labor among staff and volunteers. This di

versity should demonstrate beyond a doubt that there is no one 

"rightll model, and that each program must have a very individual 

fi t with local condi tions , opportunities, and needs. And it 

should provide the opportunity for someone who is interested in 

one specific approach to organization or service delivery to 

contact someone who has direct working experience with such an 

approach. (For that reason, each program description is followed 

by the name, address, and telephone number of the program's di

rector. ) 

The second reason for this large pot-pourri of programs is 

to convince the reader, simply by the cumulat;ive weight of the 

evidence they provide,· that a se::'lior victim/witness volunteer 

corps is both feasible and valuable. 'for despite the differences 

which are evident among the programs, we found that two common 

themes underlie all of them: that older persons are especially 
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effective and useful in providing information and friendly sup

port to victims following a crime; and that the senior volunteers 

themselves gain great satisfaction from providing those services. 

Finding these common' themes in program after program lent con

siderable evidence to their validity. Our hope is that the fif

teen programs, all of which illustrate different facets of the 

two themes, will serve to convince even the most skeptical among 

our readers that a senior victim/witness volunteer corps might be 

worth a try. 

This catalogue of programs is not intended to be exhaustive, 

merely illustrative. Given the limitations of our survey, there 

are undoubtedly many excellent programs which were omitted, and 

for that we are sorry. The more detailed treatment which some 

programs receive is due not only to access to more information 

about these programs, but also to our judgement that their ac

tivities were unusual or instructive enough to merit that amount 

of detail. As a guide to the reader, Figure 4.1 provides a sum

mary of the main characteristics of each of the programs in the 

catalogue. 
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Figure 4.1 

GUIDE TO PROGRAMS IN THE CATALOGUE 

Program 

Crim,e Resistance Involvement 
Council 

Pasadena, California 

Special Needs Project 
Ka.nsas city, Missouri 

Senior Safety Project 
Media, Pennsylvania 

Senior Victim Assistance 
Team 

Colorado Springs, Colorado 

Victims of Crime Assistance 
League 

Orlando, Florida 

Senior Victim Aide Program 
Ft. Lauderdale, Florida 

Victim/Witness Assistance Center 
Syracuse, New York 

Characteristics 

integrated crime prevention/victim as
sistance project; based in an education
al/mental health organization; close 
ties with police department; crisis re
sponse capability; emergency and follow
up peer counseling for older victims; 
part of city budget 

part of a community-based non-profit 
crime prevention organization; crisis 
response capability; crime prevention/ 
victim assistance services for older 
persons; peer counseling and referral; 
Title XX funds; telephone assurance 

private, non-profit organization; foun
dation funding; emergency and follow
up--cdUtiseling and referral for older 
victims; Hotline; court accompaniment; 
limited budget 

part of a police department; crisis re
sponse capability; volunteers of all 
ages serving older victims; emergency 
counseling and referral; services for 
seniors in hardship or involved in traf
fic accidents; limited budget 

integrated crime prevention/victim as
sistance program; part of a sheriff's 
department; victim assistance for older 
victims, connected with services for 
victims of all ages; emergency peer 
counseling and referral 

part of a police department; services 
for older victims, connected with a pro
ject serving victims of all ages; crisis 
response capability; emergency peer coun
se~ing and referral; very limited budget 

based in a prosecutor's office; formal 
arrangement with volunteer clearing
house and rape crisis center; services 
by volunteers of all ages for victims 
of all ages; emergency telephone coun
seling and referral (24-hour); Hotline; 
complaint centers for witnesses; waiting 
room for witnesses; mediation 

, 
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Program 

suffolk County Community Mediation 
Center 

Coram, New York 

Operation senior security 
\' Peoria, Illinois 
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Elderly Victim Assistance Program 
Philadelphia, Pennsylvania 

Safety and security Unit 
Yonkers, New York 

Elderly Crime Victims Assistance 
Program 

Jamaica, New York 

COURT WATCH 
Milwaukee, Wisconsin 

Juvenile Court Volunteer Project 
Baltimore, Maryland 

Crime Prevention/victim Assistance 
Program for the Elderly 

Las Vegas, Nevada 

.-

Characteristics 

non-profi t community organization; 
part of county budget; volunteers 
of all ages serve disputants of 
all ages; close ties with police, 
prosecutor, Legal Aid 

non-profit community agency; in
tegrated crime prevention/victim 
assistance program; neighborhood
based peer counseling for older • 
victims; very limited budget 

operated by a non-profit senior 
ci tizen organization; foundation 
funding; neighborhood-based peer 
support and court-based services 
for older victims and witnesses; 
close ties with prosecutor's office 

sponsored by an office on aging; 
part of a comprehensive crime pre
vention program; close ties with 
law enforcement; Court Watch; cri
sis response capability; emergency 
peer counseling and referral for 
older victims; peer group Counsel
ing; training for police 

operated by a community-based sen
ior citizen organization; part of .. 
a comprehensive crime preventio:n 
program; emergency counseling anJ. 
referral for older victims; peer 
group counseling 

based in prosecutor's office, ,con
nected with a proj ect for victims 
and witnesses of all ages; sponsor
ed by an office on aging; court
based services by older volunteers 
for older 'victims and witnesses; 
Court watch 

RsVP-initiated and sponsored; based 
in juvenile court administrator's 
office; serves victims of all ages; 
older volunteer staff waiting room ~ 
for witnesses and offenders; very 
limi ted b'udget 

based in RSVP; part of a comprehen
sive crime prevention program; 
counseling and referral for older 
victims; home repair 

, . 
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COLLABORATION BETWEEN THE PUBLIC 
AND PRIVATE SECTORS IN ANTI-CRIME 

SERVICES FOR THE ELDERLY: 
CRIME RESISTANCE INVOLVEMENT COUNCIL 

FULLER THEOLOGICAL SEMINARY 
PASADENA, California 

Origin of the Program 

Crime against the elderly has been 'a problem of long-stand-

ing concern for the police in Pasadena, California, where nearly 

50 percent of all street crimes are committed against the 22 per-

cent of their citizens over 65 years old. This concern led the 

Department in 1975 to begin a cooperative program with the Crime 

Resistance Involvement Council (CRIC )to train older persons in 

crime prevention techniques so that they-±rr-i:urIr'-'could educate 

other older persons how to reduce their chances of criminal at-

tack. Soon after this program was underway, the Department was 

approached by representatives of the National Conference of 

Christians and Jews about getting involved in providing assis

tance to older victims of crime. The police and CRIC immediately 

saw the logic of adding victim services to the existing crime 

prevention services offered by their older volunteers, and began 

to train their volunteers in counseling and resource identifica

t~,on for older victims. 

The integrated crime prevention and victim assistance pro

gram for senior adults became operational in 1976, and has been 

jointly sponsored since that time by the Police Department and 

the Fuller Theological Seminary's Graduate School of Psychology, 

which took on the administration of CRIC. During its first year 

of operation, CRIC was funded by the Jameson Foundation and 

Fuller. For the next two years, it was funded by Jameson and by 

a national discretionary grant from the Law Enforcement Assis

tance Administrat:ion (LEAA). Curr~ntly, CRIC' s annual budget of 

$47,700 is provided by the city o£pasadena, through the operat

ing budget of the Police Department. 
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In its five yea,rs of existence, then, CRIC has been able to 

achieve what many other victim assistance programs have not: in

sti tutionalization in {~/the community by becoming a part of the 

ci ty' s operating budget. Of equal note is their achievement of 

a long-term cooperative working relationship between the Pasadena 

police department and a pri vate educational facility. wri ting 

about the program in 1977 (Police Chief, February, 1977), Police , 
Chief Robert McGowan attributed police acceptance of the program 

to the feeling of j~eassurance it provides t.o police officers, 

that someone in the. social service agencies will help the victim 

after they return to duty, that "now there is a continuity of 

service in a system that used to be laden with gaps." 'Iihe program 

was rec;:ognized early on as a model for other programs across the 

nation~ It has reGeived a great deal of praise and attention 

nationally and within California, and was chosen by Governor 

Jerry Brown in 1977 as one of four model programs in the areas 

of crime prevention and victim/witness assistance. 

Program Organizat1on and Services 

CRIC is essentially a program operated by senior adults for 

senior adults. (For CRIC, "senior adult" means anyone over 50 

years old.) While the program is administered by part-time paid 

students of the Fuller Graduat.>School of Psychology, most of the 

planning and decision-making about the program is carried out by 

the 20 older volunteers who provide the direct services the pro

gram offers. Ten of the volunteers have be'en wi tP. the program 

from the beginning. Several devote more time to CRIC business 

than do the paid coordinators--about 10 to 15 hours a w~ek. 

The paid part-time staff of the program consists of a co

ordinator, Tim Tennyson, an assistant coordinator, and a media 

and awareness leader. Their jobs are to supervise and facilitate 

the work of the volunteers and to prov;ide their training. They 

are presently coordinating. 20 older volunteers--12· who',. a::-e" as

signed to the Victim Assistance Team, and 8 who are part of the 

Awareness Team or who work in the CRIC offices. Together, these 

volunteers provide three types of services: 

---:--...,..,'J7.......,.7-----....---~------.-.---=-'~-:;::!-q-""'::c4--~" " ............. .,.~IJ'-~-----.----~--~~~~!;';.~.;;t ..;--~ 
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o Home security assistance. Volunteers check the homes 
of older persons for any security risks that are 
present and, if needed, supply and/or install new 
security devices in the home. 

o Crime prevention awareness. Volunteers make presen
tations on crime prevention for groups of 50 or more 
and are involved in getting residents organized in 
Neighborhood Watch, Postal Alert, and anti-con game 
programs. They also reach the public through radio, 
TV, and the press. 

o Victim assistance. Volunteers calIon victims with
in 24 to 48 hours of the crime to offer whatever 

,type of assistance they require. 

-- '';,;,L 

The secret of being able to contact victims so quickly after 

a crime is CRIC's close cooperation with the police department. 

After each shift, police of,ficers place all of their reports on 

crimes against senior adults into a, central box at the-station..;

house. These names are provided d.aily to the CRIC Coordinator 

who then telephones the volun·teers on the victim assistance 

team to give them the names of the victims they should contact 

that day. (This has to be done early in the morning, or the 

coordinator is likely to miss a volunteer who has gone off for 

the day.) 

The first contact with a victim is a telephone call from a 

volunteer, unless CRIC is notified by a police officer that there 

is an emergency, 

home immediately. 

in which case a counselor goes to the victim's 

(One CRIC member, usually the coordinator, is 

available 24 hours a day to the police department by a beeper for 

such emergencies.) About 80 older victims are contacted each 

month by telephone, and they are subsequently mailed a crime pre

vention information packet. Of this number, about 15-25 victims 

per month request further services and are seen face-to-face by 

the counselors. Those tending to request the most services are 

single adults over 70 years of age, who live alone and have no 

family mernbers nearby. . 'J'he vol,unteer is responsible for com

'pl'eting a report on each :of the victims 'contacted. It is reviewed 

by the coordinator, who suggests possible follow-up techniques 

to the counselor if he feels they are needed. 
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The overall goal of the services provided by the volunteers 

is to, help the victim overcome the trauma and loss which result 

from ~Tictimization. More specifically, the volunteers' roles are 

to: assure the victims that someone is concerned about them; 

allow the victim to talk through the incidents, expressing the 

common reactions of fear, anger, and/or helplessness; assess the 

victimp' physical and psychological states; and suggest ways in 

which specific problems might be solved. 

'ro perform this last function, CRIC volunteers become ex

perts at "networking," i. e., making referrals to other social 

service agencies that can provide needed help. Their work is 

facilitated by a 70-page, looseleaf Resource Manual which volun

teers carry to the victim's home with them, and which they are 

very adept at using. The manual lists all agencies in Pasadena 

and s;ome in Los Angeles, and is cross-referenced by the type of 

service they provide. It is updated re~ularly and has been ac

quired by a number of other social service agencies in Pasadena 

for their own use. In addition to these referrals, volunteers 

can provide direct services such'as emergency loans or help with 

victim compensation applications, 

court trial. Long-term counseling 

Fuller Gerontology Clinic. 

and accompany a victim to' a 

is available from 9taff of the 

Recruj!ting, Screening, Training and supervising 

Volunteer turnover in this program has been so low that re

cruiting new volunteers has not presented much of a problem. 

Their best source of new recruits has been through current volun

teers' activities in the community. Many of the volunteers are 

former victims themselves. In fact, an opposite problem presents 

itself: that of sifting through the large number of persons who 

express an interest in the program to come up with those few who 

are willing to make a real commitment to the program in time and 

effort and who are able to work well with victims. Coordinato~ 

Tennyson estimates that only about>ten percent of those who make 

inquiries to the program would qualify in both of these c,ata

gories. Those ,recruits whose personalities are unsuited to victim 
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counseling are channeled into office work and other ongoing pro

jects. 

P:r:e-service training for volunteers in victim assistance is 

provided by staff from the Fuller Psychological Center. Training 

in crime prevention education and home security is provided by 

the Pasadena police department. The in-service training for vic

tim counselors is conducted at weekly meetings of CRIC volunteers 

which are open to the public. The meetings accomplish several 

purposes. They document what has occurred with clients during 

the past week and permit staff and volunteers to make suggestions 

about the handling of various cases. The meetings also focus on 

the personal problems and concerns of the volunteers, who often 

work alone, and serve to develop a sense of group comraderie. 

Finally, the weekly sessions are often used for formal training 

on the counseling techniques for victims. 

The philosophy behind this ongoing training is, according to 

Tennyson, that "we need to train lay counselors to 'be as profes

sional as possible, simply because the money isn't there for 

professionals. " Volunteers, he believes, who liave been on the 

job for a long time may experience some burn-out and can begin 

to see their relationship "lith victims as strictly business. 

others, including new volunteers, may tend to get too involved 

and make their clients very dependent on them. The ongoing 

training serves as a reminder to volunteers about what kind of 

therapy appears to work best for victims. 

For more information on CRIC, contact: 

Tim Tennyson, coordinator 
Crime Resistance Involvement council 
447 North El rrlolino 
Pasadena, California 91101 
(213) 577-8480 
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SENIOR VOLUNTEERS IN A COMMUNITY-BASED 
ANTI-CRIME PROGRAM: 

THE SPECIAL NEEDS PROJECT' 
KANSAS crTY COUNCIL ON CRIME PREVENTION 

KANSAS CITY, MISSOURI 
Program Organization and, Funding 

Since 1974, the Kansas City C '1 ' ouncl. on Cr~me Prevention, a 
community-based, non f't 
, , -Pl:'O l. organization has been instrumental 
~n deVe~oPl.ng and operating a whole range of grass-roots commun-
l.ty proJects to combat crime. In 1980 th' , 

, el.r operatl.ng budget 
Of, $400,000, sU~Plied by the City of Kansas City, I.EM, alld th~' 
Unl.ted Way went to support ten different Crl.'ID-e' 

related programs. 
One of these is th S 'I 

, e, pecl.a Needs Project, set up in 1978 with a 
Ti tIe XX grant from the state of Mis"'ourl.', 
services to Id ' 

,.. to proyide special 
o er and handicapped persons who are victims of 

crime or. who fear 
becoming victims of crime. The goals of the 

project are to all 't ' 
eVl.a e unreasonable fears about crime and to 

provide senior citizens with crime preventiOl'iskills that will 
enable them t 1 ' 

o l.ve more comfortable, independent lives. The 
staff of the project includes one fUl~\,I-time proJ'ect 0 t"-: ,pera tlr, one 
counselor and one assistant all 'd\ d ' 

, pal. " an three older volunteers. 
Program SerVices 

According to the Council's "Program ' Dl.rector, Karen Curls 
the Special Needs Project is now very w~ll-known among older Kan~ 
sas" Citians; at times, 01, der crl.'me 

victims have called the pro-
gram before they call the police. th 

,0 er referrals are received 
from the police after they complete ' 

an~~ffense report back at,~be 
precinct, or from friend.~~' or SOCl.' al .. service" agencies. 

When a referral is received, a paid profess_1onal counselor, 
on calIon a 24-hour basis, imm~dl.'ately goes out to' the victim,'l s 
home to interview him 0 h 

r er and to do a needs assessment. At 
this home visi,t, one of the most crucial servl.' ces iS,to let vic~ 
tiukn~~rt,,' ' 

" eommunl. ty resources a,l:,,"e available, t ,", ., o them and to 
en"courage them to, get in touch with members of ,) 

their 1/ support 
network,1/ especially relatives th' ' 0; el.r church i to ask for their ' 
help. 
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At this point, the elderly volunteers' work begins. First 

the volunteers may do any follow-up work with the crime victims 

that i,e needed. Another service by the vQ,+u.nteers is the Call 

an Elderly Person (CAEP) , which provides!J telephone assurance 

services for" ,prior victims and other isolated older andhandi

capped individuals in the community. CAEP volunteers call their 

clients twice a week to check up on them and see if they need 

anyth.ing. The calls are used just to socialize, to pass on health 

or crime prevention tips, and to make the clients aware of exist-

ing programs and. services. Volunteers made over 200 calls in 

1980 to handicapped and elderly citizens. 

Recruiting, Screening, and Training 

Volunteers are recruited through local clubs, churches, and 

agencies and receive about 40 hours of pre-service training. It 

includes an orientation to the criminal justice system, crisis 

intervention, crime prev"'ention education, and available local 

resources. Weekly in...;service training is also provided. The 

most important qualities looked for in volunteers are openness, a 

liking of other people, and a willingness to share experiences 

and feelings. In fact, according to Ms, Curls, the program has 

had the most sucCess with volunteers from the disadvantaged, low-

income backgrounds; these kinds of people have shown great common 

sense skills in handling their clients who often come from back-

grounds similar to their o~m. Volunteer applicants who have these 

quali ties are easily trained in t.he n~cessary counseling skills 
I 

and what resources are avaiJable locally. 

In addition to victim .assistance, the Special Needs Project 

also has a crime prevention component, which the senior volun

teers also participate in. They a$sist in cond'Rcting crime pre-
'-..... ' 

venti on education sessions, home security survey, and operation 

Identification. 

.F')r further information on the project, cQntact: 

Karen Curls., Program Director 
Kansas City Council on Crime Prevention 
3200 .Wayne 
Kansas city, Missouri 64109 
(816) 923-1499 

,'r- +-1< 

, 

{ 

\.' 

, 



i 
" 

I 
.' '1 

'-\ 

(. 

-<, ..... -:::..... ___ ~s ___ 4 -

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

-66-

Related Programs 

Other programs in this catalo~e which also provide an inte

grated crime prevention and victim, assistance services ar~: 

i "" 

. .' 

Crime Resistance Involvement Project 
Q Pasadena, Califo;rnia 

Victims of Crime Assistance League 
Orla.ndo, Florida 

Operation senior Security 
Peoria, Illinois 

Safety and Security Unit"! 
Yonkers, New York 

. Elderly Crime victims Assistance League 
Jamaica, New York ... 

. .{/ 

Retired Senior Volunteer Program 
Las Vegas, Nevada 
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FUNDING CRISES AS A WAY OF LIFE: 
SENIOR SAFETY PROJECT, INC. 

OF DELAWARE COUNTY 
MEDIA, PEN,NSYLVANIA 

Organization and Services 

Over the five years that it has been'in existence, the Senior 

Safety Project, a private, non-profit age:l1cy in Media, Pennsyl

vania which aids crime victims over the age of 55, has found that 

lack of long-term funding for their efforts has been their most 

pressing concern. Funding for the'program's $45,000 annual budget 

has come, with several stops and starts, from a large number of 

sources, including Older Americans Act funds, grants from founda

tionsand corporations, project fund raising, and private dona

tions. The funds are used to support a paid project staff which 

consists of a part-time director, Patricia Johnstone, a full-time 

assistant director, a full-time senior staff aide, and a part

time staff aide. Volunteers, both young, and old, have also been 

an important .. part of the program--once numbering nearly 50--in 

staffing special projects when sufficient monies were available. 

:aut now that funding is once again at the bare-bones level, the, 

pl:"ogram has reverted to using its staff and only a few volunteers 

to provide its "core" functions: emergency services to older 

crime victims wi thin five days of the victimization; and any 

"follow-up that is needed to .bring them back to a normal state of 

functioning. 
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St';nior Safety uses its volunteers in much the sal"@: '..'lay thCi.t r'~'·'.l';'" 
the Special Needs Project in Kansas city does. Initial contact t'l 

Ll . 
and needs assessment with victims, including crisis counseling, !l 
is carried Ou.t by proj ect staff. Once this has been accomplished, .~ .•. ...::.:~:::-,~ 
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volunteers working out of the proj ect office are assigned a""'ritirn:- !1 
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.-::\:, A very successful project run by Senior Safety, which ended 

i",-

\-~,:when i tsfunding en,q.ed, was .a 24-hour emergency hotline which was 
\ ~"\,., , . Ii 

st,affed by senior volunteers. The I' volunteers were recruited in 
~ ~ 

grou~~, and these groups worked tog.ether to respond to all types 

of em'~1;"~~ency calls for assistance ..According to project director 

Pat Johhq~one, 1;he seniors were II ~Jreat on the telephone, II and 

were very 'empathic with people who c'~lled. 
\"0, 1~; 'I, 

For more"';information on the proc~ram, contact: 
" 

., 

Patricia Johnstone, D~~rector 
Senior Safety Project,: Inc. 

I 103 North Jackson Streiet 
Media, Pennsylvania 1,9063 
(215) 565-4518 I 

• , - -- . 

.:;0 •• __________ _ 

-69-

A POLICE-BASED VOLUNTEER RESPONSE 
TO OLDER VICTIMS OF CRIME: 

THE SENIOR VICTIM ASSISTANCE TEAM 
COLORADO SPRINGS POLICE DEPARTMENT 

COLORADO SPRINGS, COLORADO 

Origin of the Program 

citizen volunteers were already a well-accepted fact-of-life 

in the Colorado springs Police Department when the Volunteer Se,r-

vices Coordinator for the Department, Maria Taylor, came up with 

a new idea. Her experience with police operations had led her to 

cotlclude that because police officers are under a great deal of 

pressure to conduct post-crime investigations and get back into 

service as quickly as possible, victims 

little information or support following a 

were often left with 

crime. To her mind, 

this lack of attention was hardest on older victims, many of whom 

are especially frightened following a crime. 

Ms. Taylor approached her superiors in the Department with 

the idea of setting up a special team of volunteers who would be 

available to' provide back-up support for the police by offering 

"special help to older crime victims. Police Chief John Tagert 

recognized that the proj ect would be a tangible way to demon

strate their concern for the welfare and safety of senior citi

zens in. Colorado Springs, and gave hi~ approval for the project. 

Thus ,the Senior victim Assi'stance Team (SVAT) was 'born. 

Although SVAThas only operated since the spring of 1980, 

it has succeeded in that time in changing the attitudes of many 

police officers from ones of skepticism to full-fledgeq support--
? 

as demonstrated by the Department I s contribution to SVAT of two 

pagers anc;l a Gar for the use of the victim counselors. Another 

sign of the project's success is that staff of the senior-service 

agencies in town often call the SVAT volunteers for advice on 

handling crisis cas.es and oth~r emergencies. And still another 

is the' r.ecent offer 1;p SVAT,by .a nursing home.o.£ the" .use of their 

guest suite for cases. in which emergency shelter is needed for a 

victim for a day or two. 

m 
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Looking back on the intial phases of the project, though, 

Ms. Taylor does not discount the amount of effort which was 

needed to get it operating well. "This kind of volunteer effort 

shouldn't be undertaken lightly," she told us. "Planners should 

know that it takes far more skill and time to implement a project 

which uses volunteers in crisis assistance than it does to set up 

other kinds of volunteer services." But difficult or not, the 

SVAT program shows that such a service is possible. 

Program Organization and Services 

SVAT is comprised of 18 volunteers, nine who are elderly and 

nine who are under sixty. (One of the volunteers is a man over 

80 who has himself been a victim of crime.) These volunteers 

usually work in pairs, and husband and wife teams are encouraged. 

Each morning, Monday through Saturday, several volunteers report 

to the main station of the Police Department, review police re

ports of crimes which have been committed within the last 24-48 

hours, and collect the names and other pertinent information for 

all victims over 55 years of age. They then contact the victims 

by telephone to explain the functions of the SVAT and their ser

vices and to arrange for a home. visit, if the victim is interest-

ed in some assistance. The volunteers contact about 90 victims 

per month, and provide services to about 75 of these. About 20 

receive home visits. They also are available on a 24-hour emer

gency basis to respond to calls from the police where help is 

needed with a victim at the scene of a crime. 

since Ms. Taylor cannot serve as full-time coordinator of the 

SVAT, she appoints two of the volunteers to serve as volunteer 

coordinators for a specific period of tim~_. These coordinators 

have v~ry specific responsibilities. One functions as the busi

ness manager and handles all the administrative matters, includ

ingstatistics-and records on the victims receiving services, and 

an up-to-da"te file of community resources. The second coordinator 

is responsibl~ for assigning all of the cases to, the volunteers 

and assuring follow-up until the cases are terminated. Shealso 

functions as the supervisor for the period of training which each 

volunteer must complete befc::':Ce being permitted to function inde

pendently, anq plans and conducts th,e monthly in-service training. 
;,;-
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In addition to commi tting themselves to working at least 

attend this two-hour one half-day per week, volunteers must 

monthly training session, which is held for the purpose of ex

changing case information and on-going education. At that session, 

they slgn up for their volunteer schedule for the following month. 

This month-by-month scheduling provides the kind of flexibility 

which Ms. Taylor believes is essential to the operation of a vol

unteer program. They also sign up then for their turn at being 

responsible for calls on the emergency pager from patrolmen who 

would like back-up assistance from a SVAT member. 

There are two primary services which the victim assistance 

volunteers provide: reassurance and referral. The reassurance 

that the volunteers provide is described as a kind of crisis 

intervention, aimed at establishing a trusting atmosphere and 

providing some comfort to persons who have been through very 

shocking experiences. In addition, volunteers attempt to reduce 

the victims' fear of crime through educating them about crime 

prevention and encouraging them to use Operation Identification. 

Finally, through referrals, they assure that the victims are pro

vided with whatever services they need to help with the aftermath 

of the crime. Ms. Taylor describes the SVAT volunteers as being 

facili tators more than counselors. This is because every case 

is unique, and the main function of the volunteers is to assist 

victims in 'identifying the source of their problems and to help 

them to come up with some solutions--preferably ones of their 

own choosing. 

Members of the SVAT have also "earned their stripes" in the 

police Department by providing services in two non-crime-related 

areas which can consume a great deal of a, police officer's time. 

The volunteers work with older persons who have been in traffic 

accidents, --- providing reassurance if that is needed, or helping 

them to fill out the necessary forms or reports or to get ready 
~ : ., 

for court. Th'e'second service is to assist older persons who 

.turn to the Police, DepaI:~i1ent as a 'last resort when they are 

having trouble coping "lith some situation. For instance, they 

might help to find a place for an older dispossessed person to 

If ti ,,------...,,;;-----. } -~<~;~,.,-~~/~ .. ~~-:;::.:-~ ........ ' ~;..~\ 
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stay, or link an older person in need of counseling to an agency 

which provides that. 

The project has been able to'expand its services into these 

other areas because they presently have as many volunteers as 

they need, with others waiting to join the program. Ms. Taylor 

attributes this surfeit of volunteers to the fact that, although 

they are unpaid, they ~re "paid psychologically," i.e., the vol

unteers find real meaning and personal satisfaction in their 

assignments. Not only do the assignments provide volunteers with 

increased self-esteem and opportunities for personal development, 

their involvement with local law enforcement gives :)them a real 

E;ense of reassurance. One SVAT volunteer cqmmented, IIWe are all 

angry about crime, especially when it happens to us. This pro

gram is one way we as citizens can crec:.ti v~J,y deal with this an

ger and work to combat crime." 

screening and Training the Volunteers 

Instead ofa formal pre-screening of volunteer applicants, 

they are required to go through a number of different stages 

prior to ,beginning work in which they are screened out if they 

are not suitable fo,r the program. Volunteer applicants first 

read the pamphlet describing the program and the detailed de-

scriptions of the requirements for volunteers. If they are still 

interested, they are, then given a 45-minute polygraph test by 

the Department to screen out people with a prior police record, 

those with serious personality problems, or who might want to be

come associated with the Department for their own private gain. 

If the polygraph is passed, applicants must attend a 35-hour 

training program which is given in 12 classes oyer a three-mbnth 

period. 

Graduates of 'the training must sign a legal document swear

ing that they will not give legal advice, will keep all informa

tion about clients confidential, and will not accept gifts worth 

more than $10 from clients .'l'heseforms and the polygraph take 

care of any questions about police liability in case of a com

PIJ"int about a ~o1unteer. The end result of this screening pro-
1\ 

ces1~ is a corps of dedicated volunteers who exhibit a diversity 

of t:alent. 
\\ 
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The 35 hours of pre-service training is aimed at teaching 

volunteers short-term counseling skills--how to listen well and 

meet clients where they are, without forcing them to make changes. 

Training includes materials on the psychological, sociological, 

and physical aspects of aging; sensi tivi ty to the stages of an

xiety and stress following a victimization; counseling skills 

(for immediate support only, until a referral can be made); how 

to identify cases in need of more help; how and when to terminate 

a case; communication skills; community resources; and the work

ings of the Police'i)epartment. (The workings of the court are 

not covered, since there is also a victim/witness project which 

pro,~ides court-related services.) In addition, there are some 

eight hours of pre-service training devoted to a tour of all the 

soci.~l service agencies the volunteers .will be working with (men ... 

ta{lieal th, protective services, etc.). This allows them to get 

acquainted at firsthand with the persons and places they will 

need td rely on for follow-up services. 

When the volunteers have completed about half of the pre

service training, they begin a parallel period of field training, 

in which each one accompanies one 'of five volunteer "preceptors" 

during their working hours to observe the actual delivery of vic

tim services. (These five preceptors are trained and superviseq 

by one of the volunteer coordinators.) This training lasts at 

least ten hours, and is extended if the superviso'r feels the vol

unteer has need for more experience before setting out qn his 

own. Volunteers are also required to complete a minimum of two 

hours of on-the-job training once a month. 

The length of tids training is comparable to what is re

quired of volunteers by many rape crisis centers before they can 

begin to work directly with victims. While some experts on vol

unteeritlg believe that such a lengthy pre-service training pro

gram is not particularly useful, Ms. Taylor and her volunteer 

coordinators feel that 'the' extensi';e traini:tlg both attracts and 

results in the high quality of volunteers they have. What is 

more, ~y beginning the volunteers' preceptorship training halfway 

through the formal pre-training program, volunteers are able to 
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begin to understand the relevance of the information they are 

getting in the classroom. Thus, SVAT' s experienc;e and tha.t of 

t wot'iild lend some validity to the need, many rape crisis cen ers ~ 

for this in-depth training prior to service if volunteers are: 

~xpected to function as independent,paraprofessional wor~yrs in 

face-to-face situations with persons in need of competent help. 

For further information o~ the program, contact: 

Maria B. Taylor, Director 
Senior victim Assistance Team 
Colorado springs police Department 
P.o. Box 2169· 
Colorado springs, Colorado 80901 
(303) 578-6907" 

Related Programs 

;n th;s catalogue which are also sponsored Other programs..... ""-
and/or administered by a police or sheriff's department are: 

'.:. 

crime Resistance Involvement council 
Pasadena, Cal~fornia 

Victims of crime Assistance League 
Orlando, Florida " 

Senior victim Aide Program 
Ft. Lauderdale, Florida 

., 
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ADDING A SENIOR VOLUNTEER ICORPS 
TO AN EXISTING VICTIM ASSISTANCE PROGRAM: 

(1) 

TWO RECENT EXAMPLES 

VICTIMS OF CRIME ASSIS.TANCE LEAGUE 
VICTIM ADVOCATE PROGRAM 

ORANGE COUNTY SHERIFF'S DEPARTMENT 
ORLANDO, FLORIDA 

For the past six years, the Orange County Sheriff's Depart

ment has sponsored a Victim Advocate Program, staffed by three 

full-time counselors who provide emergency assistance to victims 

of violent crime. The program's director was interested in ex

panding their services tC) older crime victims, and was aware of 

various successes, in Tampa and Pasadena, fQr example, using 

older person.s to· counsel their peers who had been victimized. 

The Victim Advocate Program applied to LEAA and ;:eceived funding 

t.o set up a similar component in t~~irp:;:ogram, named the Victims 

of Crime Assistance Leagu.e (VOCAL), in which older volunteers 

would provide counseling and services to all victims~:)over 55 

years of age. 

The $21,000 award providE'rs funds for a full-time voluntee.r 

coordinator, Cathy Morrison, and a clerk typist. Working through 

RSVP, the Volunteer Service Bureau, and the local media, an ini-
..-/'--

ti al group 0 f ten volunteers was recruited and recei ved <:-17~ hours 
1.1 • 

,of training ,over a five-day period in late 1980. The training 

providea the volunteers with information on counseling, t~~ phy

siological process of aging, ahd victim advocacy. 

Eight of the volunteers are used as "senior .advocates" doing 

victim counseling, and the other two are used in crime prevention 
) 

work. The senior advocates work out· of an office where crime 

reports on older victims are received on a daily basis. The 

volunteers contact each of thes,e victims by telephone (about 70 

victims a mor,tth) and follow up by mail or telep,hone as i.s needed. 

Any home visi,ts that are required a:t:e'condu~ted by the voluntt?er .& 

coordinator .' 
(/. 

For further information on this program, contact: 

, .. " ... ....,.....-----
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cathy Mor;rison:, Volunteer Coordinator 
Victims of Cr.ime Assistance League 
Victim Advocate Program 

,Orange County Sheriff's Department 
1 North Court 
OrlandQ, Florida 32801 c" 
(305) 420-4026 

(2) SENIOR VICTIM AIDES 
VICTIM ADVOCATE UNIT 

FORT LAUDERDALE POLICE DEPARTMENT 
FORT LAUDERDALE, FLORIDA 

A second, even more recent example of a senior vol.unteer 

porps which is being used to expand the services of an existing 

victim assistance program is also in Flc>rida, where "the state':

law enforcement planning 'agency has been encouraging such a 
U " 

development. EVen before the $2,100 in .LEAA funding for the 

Senior victim Aides project had begun in october, 1981, the 

proj ect' s sponsor, the victim Advocate Unit in the'Fort Lau!"::;.~,+ 
• • " ( ,.J, j("" (-

dale Police Department, had already trained six older volunt:....;}·r. 5 
, .~ ...... r' 

to work with the unit several hours every week .. "" 
If 

The Victim Advocate l1ni t, which consists of two paid full-
,.') 

time victim advocates, has ).;erviced victims of violent crime.-

ilnce 1974 and is a perma,nent part of the police department's 

special cservices. A recent article by Mary Balus in Evaluation 
~- ,,\') 

and Change magazine, (Special Issue, 1980), 'which described" the 

24-hour emergency services of ,the Unit noted-that "their clearly 

marked ~ans have arollsed both interest and a rare positive re

sponse t'o law enforcement personnel in the high-crime" low-income / 

areas of the city." 

The unit, which has "given a high priority and "special care" 
~;- \, 

,", 1'1 

·to old~r crime victims from the start, sa.w t:he addition of a 
senior volun,teer corps as an opportunity to offer outreach and 

counseling 't.,~ a greate~ pumber of the~early 4, OOO"oldero crime 

victims s~en annually by .the police. The Unit's director, ?helley 

Schoen, has met her goal for the first year by training 11 Senior 

.. 
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.) 

. with each volunteer work-
Victim Aides to provide these servJ.ces.,. '. . 'e::; 

.' . . been able to provl.de servl.ces 
ing two hours per week, they ~ave . In addition they 

. . t' zens in a five-month perl.od. . " 
to 173 senl.or CJ. l. . I" h Senior 

1 · ' 1 help for the volunteersthroug a . 
have secured,c erl.ca. ' 

four h' ours every day for the proJect. (F~r. more 
Aide who works f 

see page 23 for adescr,iptl.on 0 
information on this re'source, 

the senior Community Service 

Department of Labor.) 

Employm~nt program ~}lnde(i by tpe 

, . -4-he "program,< contact: 
l.' nformatl.on on,,For more 

Shelley BaUI1'.an sch<;>en, ,Director 
Victim D Advoca~e Unl.t .. ' 
police Department . 
1300 West Brdw~rd B0';11evard 
Ft;: _Lauderdale, Florl.da 33312 
{305} 761-2143 
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o VOLUNTEERS OF ALL AGES SERVING 
" VICTIMS .A'ND.WITNESSES OF .ALL AGES: 
'. 1/ -" . , r-

THE VICTIM-WITNESS ASSISTANCE 'CENTER: 
I Ol~ONDAGA COUNTY DISTRICT ATTORNEY'S OFFICE 

SYRACUSE, NEW YORK 

structur~ and ~~taffing of the;~)Pro9ram 

'S~rving ,fictims a.ndwi tne,sses of crime has b~en a col1.abora

tb;e~:Cfive-'year effort by several different agencies in Syraquss, 

New York, all of which, are funded under the um1:lrella pf the 
\ ,"j 

VictiIn-Witness Assistance Center (WAC) ~ponsored by th~, District 

Attorney's office in Onondaga County ..WAC, which was supported 

from 1976 to i 979 by grants fr~m the Law Enforce~ent Assistance 
I ').:~ " ,', 

Administration, i~ is somewhat unusual among court-based programs 

because it is not"onl:Y concerned'with those victims and witnesses 

who become involved 'in the, court system after an arrest has been 

made in their case. In additiO'n to the comprehensive services 

which are supplied to this type of cliel1.t t · WAC subcop.'tractswi th 

the Rape crisis Center of syracti~e and with the volunteer Center, 

Incorporated to provide emergency counseling and referral ser-
(; " 

vic.es to victims who '. might not ot.~erwise find the help they re-
" 

quir~. This innovative cooperati'"ie approach to assuring th~t all 

ages and types of vi.ctims recei ve the seI;Vices they need was 

recognized in 1979 by ~~e National Association of Counties which 

,p~esent;~d Onondaga COUrl'ty with an award for excellence for" the 

pro,grarn. But perhaps a, mor~ important' permanent indicator of 

VWAC's success is ,that the $115,000 annual. budget for'tp.e program 

is now included as part ~,f that county's operating budget. 
.-. c./ ~ , ~ . C) 

The core' staff of WAC consi,sts of three full-i:!ime paid) 

st~ff-...:;a coordinator ,. a law servides coordinator (the Assistant 
- r; /j ,.) c:; 

District Attor~ey)" and a secr'etary-:and' one part-ti~e law clerk. 

"overall, VW~C provides services each month to about 350 vict~ms, 
'). - .-; - ,...,.;........ ~) .. ,' 
or w:ltnes~es by.! !flail and ,by tdeiephone and about., 400-450 clients ~c . 

vare, seen in \oi;}~ori:.·· Fot: most of,' these' services ~.", VWAC relies 
~ .. ~\ . : '~-.' I:;) - • ,., "1 ,. () (" "; 

'" ~eavily on volu~,t~ers, and has "accomp}}cs'J.led,1thJ.s through a sub-., . ,'" 

contract!{ to the'volunteer c.1eax'irighouse, t,:he yolun~e~r Center, 
.:' . O. " " , (_ ' "_"".,;, l~' ,~" "" ~} . - '. • " 

Incorporated, which also adminj.sters the local RetJ.red s;nJ.or 
o 
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Volunteer Program (RSVP).,. The. subcontract provides for two part-

tiIile paid volunteer coordinators who recruit, train, Place; and I. 

supervise the 34 volunteer staff for the program, six of whom are 

over 60 years old. The subcontract to Volunteer Center also pro

videsfora 24-hour-a-day, seven-day-a-week telephone information 

.and referral service for victims in need of .counseling or other 
social service~.c,. 1\ 

:' 

Another subcontract from VWAC is with ~e Rape Crisis Center 

of . Syracuse, l.nc. It helps to support their crisis intervention 

services and hotline 'for rape and sexual abuse victims. The Rape 

Center,! which does its own recruiting and training of its vol

unteers (not included in the numbers given abo~e) uses older vol

untee~s right alongside its younger ones as counselors and in 

public speaking engagements. 

Program Services 

About 2,500 - 3,000 persons come to the VWAC each year to 

file a complaint which can, result ill a f'o~~l:a.l cx-iminal charge 

against an individual. Most of the younger volunteers at the 

centerCfwork as "comp],aint receptionists" or intake workers. Their 

duties are to assist victims in filing a criminal complaint, 

assess their needs and provide referrals where those are needed, 

give information on the court process, an4 notify victims of the 

status of their case. other volunteers work as administrative 

aides or legal interns to assist in thi.s process. )i 
" 

c ' P 
Four of the six older volunteers are not attached' to these 

complaint centers but work at'· witness reception centers which 
c 

have been set up to provide victims and,witnesses whose cases are 

to be heard in court with safe and private waiting areas. usi~Q 

senior volunteers a,s witness receptionists evolved naturally, at 

the beginning of the p~ogram.' All volu:nteers"were, given their 

choice of jobs, and most [{of the older volunteers chose the wit-. . " ' 

ness reception job totak~e advantage' of the morniY{g hours (most 

court cases are '"s'che,du!l'edd:nthe 'morning:),! !:'tobe -in the company 

of other. older volunteers, . and to make contact' with, victims and 

witnesses in an at;.mosp(heI:ewhichis less pr~ssured. than in the 
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complaint center. The"\.assignment involves greeting the victims 
l.,,,"_) . ., 

and witnesses when they come to court, answering general questions' 

about the process, verifying peoples' names and. addresses for .the 

witness fee, and providing whatever services they need in the 

courthouse or in the ,Grand Jury area. 

One of the six older volunteers for VWAChas \gained~ a nation

al reputation'because of his success as, a mediator for complaints. 

.that can be handled outside of the court. Robert Taggart was a 
,\ . 

retired· business executive who had been to law school and had 

work~d previously as ,a volunteer arbitrator in small claims court. 

When Taggart applied to the RSVP for a challellging vo,Tunteer 

posi tion, RSVP director Mary smith thought immediately of VWAC. 

'~~ For some time, they had wanted to set up an experimental media

tion/arbi tration service to handle some ,of, the complaints--like 

family and neighborhood disputes and vandalism--which were inap

propriate for the ~Qurts. The match appeared to be perfect, 'i and 

in, October 1978, Mr. Taggart began as .VWAC' s Mediation Officer. 
J. ... 

~-. 

,As his caSe load skyrocketed, two' part-time stu.~ent interns were 

added to help him. In less than two years," they handled over 

1,000 cases with a 90 percent success rate, earning Mr. Taggart 

the County Bar Association's 1980 Liberty Bell Award for' "fur

thering understanding of the American system of justice under 

law. " 

Recruiting, Screening, and Training Volunteers 
t\ 

Recruiting for VWAC is conducted tnrough the Volunteer Cen

ter, 'Incorporated and its" RSv""P affiliate. Maintaining the needed 

number of volunteers has not proven to be a problem for the Vol-
• ", ;:J • 

unteer Center, since the turnover of volunteer.s has been very 

low, ab.out 70-80 percent of 1:J."e applicants for the job are suit

able. In addi ti6n to the orienta,tion provided by the Volunteer 
w U , . 

Center, VWAC conducts its own two-day volunteer training program 

two or three times a year ~ Using local speakers and resources, 
~ "., I" . {) 

voluntee!:,s are tralnedab.out the' criminal justice' system, victim 

compensation and,re"stitution,and what social" .and other community 

resources 'are available to victims. In addition, monthly in

service training sessions arehel4 for volunteers. 

',. 
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Elizabeth Morgan, Co-ordinator 
Victim Witness Assistance Center 
412 Montgomery st~eet- 12th Floor 
Syracuse, New York 13202 
Telephone: (315) 425-2470 

Mary Smith, Director 
Retired Senior Volunteer Program 
103 East Water Street 
Syracuse, New York 13202 
Telephone: (315) 474-7011 

Teresa M. Secreti, Outreach, supervisor 
Rape crisis Center of Syracuse 
423 West Onondaga Street 
Syracuse, New York 13202 
Telephone: (315) 422-7273 

Related Programs 

Another program in the catalogue which has successfully used 

older volun,teers (in this case younger volunteers too) in mediat

ing disputes and complaints 'is the Suffol~County Community Medi
C' 

ation Center, described below. 

Program which uses volunteers of all ages is the Senior 

Victim Assistance Team in Colorado Springs, Colorado. 

A progr~ which usee older volunteers with victims of all 

ages is the Juvenile Court volunteer Project in Baltimore, 

Maryland. 
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OLD AND YOUNG'VOLUNTEEits As MED-IATORS ;' .. 
Tlfr; SUFFOLK COUNTY COMM',(JNITY MEDIATION CENT~R .'., 

CORAM, ~E:W YORK 
/1 >, 

In 1976, under a grant fr~,m LEAA, Suffolk County began an 

___ 7~perimental prog~am aimed at ~iandling 'the large number of com

plaln:tsr-'- and- ,disputes which are! not sui table for handling via the 
--~ _'-. I, 

formal court" process. o=-That=~jucceS$fulexperiment, the Suffolk 

County f{(ediation Program, is n/ow permanently funded by the county. 

usinq t..'I1e IIlabor relations mo/del" of teams of two mediators who . ~. 

delve into the underlyipg caufaes of a dispute to reach a mutually 
I 

acceptable resolution, the P?:ogram handles domestic and neighbor-

hood disputes and non-criminal complaints referred to it by the 

police, thE: district attorney, and'judges. 

The program relies heavily on volu!l-teers, and has tried to 

recrui t a complete cross section of the community to work as 

volunteer mediators, largely using the media and public pres-
-

entations . Many of the people who serve as mediator-volunteers 

are senior citizens. Seniors have found the task so enj oyable 

;'that their word-of-mouth advertising. led to an inundation of 

applications by their friends, so that the program now has more 

applicants than it can u~e. 

The program has found that characteristics like age, back-

. ground, or education a~e not good predictors of how good a metlia

tor a volunteer applicant will be. Success depends more on the 

personali.ty and skills of the volunteer, with t.he most important':.~~ 
" 

quali ties being good communication skills, and the ability to . ] 

emphathize and to be nen-judgemental with disputants. 

All prospective mediator-velunteers undergo a 42-hour train

ing program which incl11.des materials on all forms .of communica-
" I, 

\\ 

tion--including body language and other forms .of non-verbal 

cemmunication, techniques fer defusingconfli~t, active lis.ten-
,-

ing,;, and obj .. ectivity. Both role playing and videotaping' of 

practioe=mediation sessions are used because ,j .cri ticism of an 
'J 

individual's style of communication is an important part of 

learning the new, sometimes foreign communication technique whicfr 

I 

" 

o • 
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can make mediation successful. 

pecially valuable because while 

persons 30 or 40 years one's 

videotapes have proven to be es

criticism from others (especially 

junior) can be disturbing, with 

videotapes, most persons become their own worst critics. 

While the training provides the volunteers with an alter

native style. of communication, it,.is 9ften not until the volun

teers . ,are involved inactuf.,l heari'~gs that they are able to learn 

from trial and error that it is. best to discard customary ways of 

dealing with people in favor' of the techn.iques learned in the 

training. To reinforce the training after every case, the media-
'.' 

ting team meets with program staff to discuss the case and to 

critize themselves and their partner. 

, "t' I I tance to c' ritize Once they overcome the1.r 1.n1. 1.a re uc 

others and to accept criticism, older volunteers get a great deal 

of satisfaction from this assignment. The nrogram has found that 
I 

they are generally more stable volunteers and that their more 

extensive life and family experiences can be especially useful 

in mediating domestic disputes. A former program director said 

that he believed that the "grandparent" image which the older 

volunteer had in the eyes of younger disputants meant that some

times ~hey could "get away with things" that younger mediators 

couldn't and that they were especiallY effective as a result in 

those cases. 

For further information on the program, contact: 

Ernie Odom, Director 
Suffolk County Community Mediation Center 
356 Middle County Road 
Coram, New York 11727 
Telephone (516) .736~2626 

Related Programs 

Another. program in this catalogue which prqvides med:iation 

using. a f;>enior volunteer .is -the Victim/Witness Assistance, Cente-F 

in SyracUise"NewYo.rk . 
. j/ 
1/ 

, 
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PEER COUNSELING FOR OLDER NEIGHBORS 
WHO ARE VICTIMS: TWO MODELS 

(1) OPERATION SENIOR SECURITY 
PEORIA, ILLINOIS 

To yictim service practioners, Peoria is a well-k.??wn n~e, 

i·t is the Iodation of the witness Information Serv~ce, 

:~~:: was named by r.EAA as a national Exemplary Project, to be 

d 1 for other victim/witness court-based programs. used as a mo e \\ b' f 
1 11 known but equally vi tal to th, e well·· e~ng, 0 Somewhat esa we " . . 

. .. .. the proj ect "Operat~cm SenIor older crime v~ct~ms ~n Peor~a, ~s _ . 

annual budget of only $9, ouO _, ~n federal Securi ty" which on an 

~ , . t' in Peoria following the fundsrprci}ides services to older v~c ~ms 

crime, most of whom would not receIve a . ny services because an 

arrest is never made in their case. 

Operation Senior Security began under the sponsorship ~f a 

. 'f~t organization called Senior Ci~izen ~oundatIon, prIvate non-pro ... '..,. . L 
'ted It received federal funds through the IllInoIs, aw Incorpora . 

. 7 78 nd 79 Presently, the pro-Enforcement Commission In 197, ,a., . 
. .. 1 Justice Com-ject is sponsored by the Cent~ral IllinoIs CrImIna 

and the Central Illinois Agency on Aging. mission 

. t of one part-time paid coThe staff of the program conSIS s 

.' . h' If a senior citizen, and ordinator, Virgil Boucher, who IS Imse' 

h are two facets to the 40 volunteers "over the age of 60. T ere . 

. t f a crime preventIon . t An "awareness" component conSIS s 0 pro]ec . , . t t . 
mposed of sessions on ten dIfferen OPICS education program co", t 

'presented to groups of senior citizens. The" suppor 
which are ~ . ", I . d other 

'consists of peer neighborhood counse Ing an, component" 

forms of assistance to victims over 60 years of age. 

. t d from senior The volunteer victim counselors are recrUI e 

organ';zations and fromindustria'J.. retire. e Cl. ubs. citizen cl1,lbs and... , 

k pre service training course fo;"!" new recruits IS gIven A two~"lee r 1 

- -, "a' nd by the~·facul tyfrom thel' Department of Counse -by the police 

l 'nt,' Services at Bradley Uni versi ty . They ing and HUinan Deve opme , 

,instruct the older ". vol'u'nteers in acti ve liste"n ing skills, the 

needs of victims, and developing empathy with victims. 

" 

I: 

'-__ :d;;~ __ _ , 
- ' .... -~. - -'" --~~, 
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Only Mr. BOUCher works in the office; the volunteers work 
:,' 

out of their homes, communicating with the coordinator by tele-

phone, mail and in monthly staff meetings. The coordinator 

recei veE. names of victims from the police each day. He, screens :::: 

them, assigns them to volunteers, and mails the victims. a bro-
. , W 

chure and a letter WIth the name of the volunteer who will con-

ta(.:t them. The volunteers then call their clients to make an 

appointment for a home visit. They provide. Whatever might be 

needed--security surveys, counseling, document replacement, and 

the like. When a case is completed, they file a written report 
with the" coordinator. 

\~:{~. , 
The volunteers function mor,e as "good listeners" than as 

victim counselorspe~ J~' since their experience is that crime 
~ ';\',r , 

victims Usually need 'friends more than crisis 'assis,tance. To 

establish a trusting relation,ship with the victims,' the volun

teers give them their home telephone:, numbers t~ dill in case help 

is needed at odd hours. Once trust has been established, refer

ral services are offered--except in those emergencydases when a 

referral is required" immediately. The volunteers' are taught not 

to delve too deeply into a victim's affairs to uncover difficult 

problems ,but instead to recognize their own limitations. When 

things appear beyond" their ability to handle, they refer the 

victim to a community mental health or other counseling facility. 

One of the problems encountered by this program is the fear 

which volunteers' feel'+;;,about' venturing into high-crime areas, yet 

that is w£ie.re many of the victims live. Teams of volullteers were 

tri.ed; but then the program could not service all of the victims. 
Instead, 

tious 
the' program now relies on teaChing volunteers precau-

" 
c~j.me p:z::event!on behavior, such as where to park their 

cars, 
what time of day to conduct their ,pome visits, and taking 

along a relat.ive or friend . 

For more informatio,p on this program," contact: 

Virgil S. BOUCher, Coordinator 
operationserilorfsec;urity 
202N.E. Madison 

- Peoria,III'inios, 
Telephone: (309) 

(309) 

• ",-.1) 

61602 
672-6;338 '" 
686-9390 - after 9/30/82 
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ELDERLY VICTIM ASSISTANCE PROGRAM 
ACTION ALLIANCE OF SENIOR CITIZENS 

PHILADELPHIA, PE;NNSYLVANIA 
• • If OrJ.gujL of the Program 

II 
~he idea for a specialized program of victim assistance for 

/ 

olde~t Philadelphians originated with District Atto~ey Edward 
'. ~-"I 

Ren9,ell. . Al though his office has operated for several years a 

co~prehensi ve program for victims and witnesses I he became con-
I 

c~:tned about the number of older victims who failed to testify 

against suspects. A great number of these cases were not prose

eluted or simply dropped. 
jI 

/ Rendell, who believes tpat "successful prosecution is ethe 

only way we can begin to reduce crimes against the 
;::-

decided t!fat-~=5enior victims should get' some extra 

elderly, ". 

help and 

270 clubs ;j.:~ -,;--
// 

'support. Since he was familiaJ::-""with the network of 

of senior citizens which operat:~s through the city under - th~,·? 
'., ... ::c- ,~-

umbrella of the A9tion Alliance of Senior Citizens, he approached 
\\ 

its then-president Lillian Holliday with the idea o~using~ehior 
volunteers from the clubs to provide help to the~r neighbors who 

had been victimized. Ms. Holliday was enth,usiastic but recog

nized that funding would be needed to operate the program. with 
I 

the assistance of Rendell and Judge Leon Katz,. Action Alliance 

applied to and received funding for the ElderlYoVictirn Assistance 

program (EVAP ) from fi ve foundations: the. Dol finger-McMahon! 

William~~nn, T. S. Harrison, the Philadelphia Foundations, and 

the Pew Memorial Trust. A coordinator for the program, Judith 

Wohl, was hired in late 1980. oBy the end of February, 1981, she 

had trained some 60 volunteers and the proc,;Jram was officially 

underway. 

Program Organization and Services 

Most olCler crime victims . (some 95%) are referred· to the 

proc,;Jrams from the District Attorney's office. "The staff of the 

program, in addition to the full-time paid· coordinator, consists 

of one professional 'and one half-time clericCilworker. Five vol

unteers also serve as intak~ wor.kers in the main office. As soon 

""""'_._-----
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as a referral is received, one .of the program staff contacts the 

victim by telephone to determine what help they might need. Vic

tims who are in need of aid are assigned to one of the 100 older 

volunteers who work out of their own neighborhoods. That volun

teer is telephoned and given the name of the new client. He or 

she then telephones the victim to arrange for a horne visit. The 

program maintains an active monthly caseload of some 500 victims. 

The main object of a home visit is to provide support for 
.' 

the victim and to encourage him or her to testify against the 
I~ 

accused in court. If volunteers believe that a victim requires 

further service, they alert the project staff who arrange for 

this help. Volunteers can also provide follow-up help at their 

own discretion. Following 'a home visit, volunteers mail a writ

ten report to the staff. Whether or not a home visit has been 

made, staff and office volunteersckeep the victim informed of the 

status of their case and offer to provide accompaniment to the 

court. The main function of the senior volunteers, then, is to 

offer the friendship and·, support of someone from the victim's own 

background in the 'aifficul t and confusing period when the crimi

nal case is being processed in the courts. 

Recruiting, screening, and Training 

Recrui ting for volunteers has been mainly done through the 

network of 270 clubs affiliated with the Action Alliance, and 

through RSVP and the media. Because many Action Alliance' clubs 

are in low-income· neighborhoods, many of the older voluntees are 

also minorities and low-income. Attracting these volunteers has 

not been dificult, since, according to Ms. Wohl, "the poorer the 

, neighborhoods are, the more volunteers we get because the elderly 

crime problem is most real in these poor neighborhoods. II 

To accommodate those seniors who have difficulty with trans

portation, pre-service training is kept to two days in length. 

. It includes information on peer counseling, empathy, the stages 

'. of' cri>si~fo'liowing a ,victimization and how to 'use- "active list
b· 

ening. II Role plays are' used to test the trainees '5 development 

of.' these skills. In addition, a representative of the District 

f .. -' 
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Attorney's office provides an orientation to the criminal jus,tice 

system. Anyone who is interested in volunteering is invited to 

attend the training sessions. screening takes place after the 

training, and only those volunteers who are best suited for the 

peer counseling are selected to provide the services in their 

neighborhoods. In-service training consists of a monthly "support 

group" meeting held to address common concerns and problems of 

the volunteers. The training has proved to be very popular with 

the volunteers, who fill the program's office space at the down

town District Attorney's office to ~verflowing. 

The Elderly Victim Assistance Program is an interesting 

model of a coop.erati ve effort between a poli tically-acti ve, in

dependently funded senior citizen organization and a major city 

prosecutor's office. This cooperation works to the advantage 
... "--'-~f 'b'~~ groups: by easing the hardships faced by older witnesses; 

and by improving witness cooperation with the prosecution of the 

case. 

For further information on the program contact: 

. " 

Judith Wohl, Coordinator 
Elderly Victim Assist~~fe Program 
Action Alliance of seni~~r. Citizens 
401 North Broad Street 
Philadelphia, Pennsylvania 19108 
Telephone: (215) 574-0404 
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ELDERLY ANTI-CRIME SERVICES 
THROUGH AN AGENCY ON AGING: 

SAFETY AND SECURITY UNIT; 
YONKERS OFfICE FOR THE AGING 

YONKERS, NEW YORK 

The City of Yonkers, located within Westchester County about 

ten, miles north of mid-Manhattan, is considered by some to be one 

of the affluent bedroom communities to which New Yorkers commute 

daily to escape the many big-city problems like pollution and 

crime. But Yonkers is no longer a small suburban comm'uni ty; as 

the fourth largest city in New York,State, it has a wide range of 

big-city problems of its own. One of these problems is its., large 

population of older persons, who make up about 20 per cent of 

Yonkers total population, but who constitute almost 30 per cent 

of Yonkers residents whose incolnes are below the official poverty 

level. 

To deal with the problems of this large older poor popula

tion, Yonkers established a city Office for the Aging (OFA) in 

1974, whose goal was "the development of a supportive environment 

for Yonkers' older residents in which they can .function in good 

health and dignity within t..he mainstream of community life." It 

soon became clear that one of the problems which OFA had to 

address Wel.S criminal victimization of the elderly. This need 

first became apparent when a volunteer operation Identification 

progralll began in ,1:977 bl.'ought an overwhelming response from the 

older adult community. 

As a result, a Safety and Security unit was set up in OFA, 

and funding at $28,000 per year was secured from LEAA and the 

City of Yonkers. Despite this small budget, the Safety and Se

curi ty unit managed to provide a comprehensi ve range of crime 

prevention and victim assistance s(;rvices to Yonkers! older resi-
, '. 

dents. f in gr:.eat.part bec.aus.e it ,has .been s.uccessful in involving 

both the police department and a growing number of older volun

teers .in the services they provide. This year, the unit is 

________ --~, •• - -;.cO',,;. 
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operating on a $55,000 grant from the New York state Crime Com-

pensation Board. 

ni tion when' OFA 

;::,-

{Their work recently received national recog-

director Sally Robinson WclS invi ted to testify 

before the Senate Special Committee on Aging. Typical of the 

program, Ms. Robinson was accompanied and assisted by one of the 

unit's volunteers--an 83-year-old-former-crime-victim-turned 

counselor, who urged the committee to support more programs like 
theirs. 

, 
I 

Program Organization ,Ii~md Services 

The Safety and Security Unit 'consists of three components: 

public education; direct services (Operation Identification, 

security surveys, lock installation, Postal Alert, and the Vial 

of Life); and victim/witness apsistance. .The program is staffed 

by one--f:ul-l--t-ime---paid director, Debby Matystik, two halj':-time 

program assistants, one fu.ll-time social worker, a part-time 

typist, and a part-time receptionist funded through the Senior 

Communi~y Service Employment Program (SCSEP). In addition, four 

other SCSEP-funded workers provide crime prevention and victim 

assistance services in a local crime-plagued housing complex. 

The unit is also able to borrow the services of a police officer, 

on an as-ne.eded basis I especially for crime prevention lectures 

to local groups. 

The unit's older volunteers are called its "CARE Team." (The 
, 

acronym CARE $tands for community Advocacy Resources for the 

Elderly.) The CARE Team grew ou~q~ a series of meetings between 

project director Debby Matystik and six older crime victims which 

were held to discuss constructive ways in which the seniors could 

deal with the aftereffects of their victimizations.' These six 

volurtteers formed the core of what is now some 50 CARE Team 

members I about half of whom are active volunteers wi th the pro.

gram. One third .of these are former crime victims. 

The initial meetings of the six· CARE Team members resul:t.ed 
I.; _I 

in the' ·'formation of a court monitoring group to try to have an 

impaGt~on ceurt case~ which involved senier citizens as victims. 

With the help of the District Atterney's Office and the Municipal 

Court a-udges, the volunteers were trained in the criminal justice , . 

:::::::::::::=====- ,~. - ,-.-. ..-,-~~-----
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process and began to monitor the courts regularly and report back 

On their observations. From this beginning, the volunteers' ser

vices were expanded to making contact with older victims immedi

ately after a crime to provide peer support and to IIbring them 

out of their fear and back into t..he mainstream of life. 1I 

The referral system for older crime victims allows the unit 

usually to contact an older victim within one day of his or her 

victimization. Copies of the police reports on cases involving 

older crime victims are forwarded to the uni tfrom the Yonkers 

Police Department. Project staff and volunteers then contact the 

victims by telephone to ask if they need any help and if someone 

frem the unit can make a home visit. Callers follow a 13-point 

primer reminding them among other things lito be patient if the 

client sounds skeptical or angryll and to lI explain that you were 

trained. II A follow-up letter is also mailed. For victims who 

initially refuse help, .one .or two follow-up calls are made. 

As a result, almost all of the victims finally agree to a 

home visit., In an average month, about 100 new t:lients are 

serviced by proj ect staff and volunteers on the telephone, by 

mail, and in home visits. In addition, several hundred follow-up 

calls are made to fermer victims. Initial home visits are per-

formed by the social worker who talks to the victim and offers 

the unit's escort services and registration in the crime preven

tion program. She inquires into the victim's desire for further 

assistance from a volunteer. If the response is in the affirma-

tive, the social worker and volunteer make a second visit te 

conduct with the victim an assessment of his or her needs. Fol-

lowing the visit,the social worker and volunteer divide up the 

tasks. which are needed for the follow-up. 

Another important service of the staff and volunteers has 

been the delivery of a police in-service training program' te 

sensitize them to the needs of the, .older victim and make them 

aware of the ~Iervices ,av.ail,able through the Of-A. 
1\ ,h' 

A .two-hour 

training sessic~ was initially 

400 Yonkers police officers in 

provided in late 1980 to almcst· 

Qroups of from 10 tc 30 officers. 

. The Department videotaped the training and condensed it into a 
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45-minute $~Ssion which is new used fer all new recruits. This 

/,pelice training was requested by the department and is .only .one 

'example .of a truly remarkable werking relatienship between the 

twe agencies. In addi tien te the, .officer assigned part time te 

the preject, the pelice have denate:d. a car fer the use .of the 

preject and have requested that the unit expand its services se 

that they are availaole as en-scene back up cri.sis assistance fer 
victims en a 24-heur basis. Plans are alse d 

un erway fer the unit 
te train police dispatchers and ethers in the pel ice cemmunica-
'~iens unit en hew te respend te .old ' h 

er persens w .0 call the pelice 
with a nen-criminal 

emergency. Once the training is cemplete, 

these callers te the OFA which will centact 
pel ice will refer 

them the next day. 

Several ether eX9~~~~yp~s .of training pre grams are in the 

planning stages as well. The unit will begin te send its seniers 

inte the scheels te educate students en the crime preblem and 

techniques .of crim~ preventien and victim. assistance.' They are 

alse planning te expand the cencept .of their Pestal Alert pregram 

by cenducting werksheps fer pestal werkers en hew te deal with 

the "preblems .of elder persens in their neighberheeds, including 

criminal victimization. As with the pelice, they intend te make 

pestal werkers aware .of the types .of services that are available 

te elder persens and hew te refer them te these services. 

Anether new serv;ce eTf d b th 
.... - ere y . e CARE Team is "Victims 

Ceffee Heurs II held .once a menth fer elder crime victims;.>:md their 
families. At thes . " 

" e sess~ens, v~ct~ms are given 'an eppertunity te 
talk abeut their experience, and a representative of the cemmun

ity mental health center describes cemmenreactiens te the crisis 

.of victimizatien. ,The idea is that this sessien sheuld preve 

therapeutic to these Who attend, and that these whe weuld like 
fellew-up ceunseling can be identified and serviced. 

Recruiting; Screening, and Training 

Apparently because .of the high Visibility maintained by the 

Safety and Security Unit in the cemmuni ty threugh its crime pre

ventien activities, and the larg~ number .of centacts made-with 

seniors who have been victimized, the unit has had ne ~~difficul ty 
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in finding applicants te be'ceme members .of the CARE Team. Many .of 

the active velunteers are fermer victims. Velunteering with the 

CARE Team is attractive to seniers, accerding te Sally Rebinson, 

director .of the OFA, because it gives them "a feeling .of contrel 

over their lives. They feel they understand what the precess 

is, II she said, "and feel they can be .of help 1:;0 semeone else 

who has been victimized,," Volunteer applicants are also feund 

threugh the pelice department and the 1.rolunteer .office of OFA. 

Unlike a number of ether pregrams,;'ihich use older velunteers 

te provide emergency assistance to elder victims, the unit dees 

net screen volunteer applicants heavily: about 80 pe~. cent of 

the applicants are used as CARE support ceunselers. In practice, 

hewever, velunteers received assignments frem preject staff ac

cerding te their greatest strengths, se that where ceunseling is 

net a velunteer's natural inclinatien, he .or she is given ether 

werk, such as public speaking .or transporting victims .or velun

teers. (One husband and wife teqrn .operates with the husband as 

the driver and the wife as the suppert ceuns~l9r.) 

Training fer the ceunselers is 

training their telephene centacts with 

monitered. Vclunteers receive as many 

• i 

intertslve, and fellewing 

recent victims are clesely 

a,s 40 heurs .of pre-service 

training and attend cn-geing training sessiens .once .or 'twice a 

mcnth. In fact, the extensive ame'tmt .of training is used in re

crui ting as .one .of the main benefits te be gained frem beceming 

a CARE Team member. Training is previded .on the criminal justice 

precess, advecacy techniques, entitlements fer elde:: persens, the 

legal rights .of victims, crime preventien educatien, and emergency 

ccunseling techniques. The police cecperates heavily in this 

d the Westche'ster Legal Services Training . training, as ces _ 

Operating cna tight budget and with the full suppert .of beth 

the Office fer the Aging and the pelice department, Yenkers' Safe

·,.ty and security Unit .appears te be accemplishing what many skep-

,tics ,T,v..ould ,s,a¥ is not .possible. 

preject, centact: 

Fer more inf.ermation en the 
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Deborah Matystik, Director 
Safety and Security trhit 
Yonkers Office for the Aging 
21 Alexander Street 
Yonkers, New York 10701 

Related Programs 

Another program in this catalogue which is sponsored by a 

local office on aging and which conducts court monitoring is the 

Co:urt Watch Program in Milwaukee. 

A program which uses g:;:-oup counseling techniques to aid 

older crime victims is the Eiderly Crime victim Assistance Pro

gram in Jamaica, New York, described below. 

(,. 
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ANTI-CRIME SERVICE.S 
THROUGH A COMMUNITY-BASED 

SENIOR CITIZEN CENTER: 
THE ELDERLY CRIME VICTIMS ASSISTANCE 

JAMAICA SERVICE PROGRAM FOR OLDER 
JAMAICA, NEW YORK 

Origin of the Program 

PROGRAM 
ADULTS 

For the nearly 100;000 older persons who live in southeast 

Jamaica in the New York city borough of Queens, the Jamaica 

Service Program for Older Adults (JSPOA), an independent, non

profit agency, is a lifeline to important services, like low-cost 

housing, health care, in-home services, and transportation. In 

1976, in response to a clear need to improve safety fOf its 

clients, JSPOA set up a Coalition for Senior Citizen Safety. The 

community anti-crime activities set up and operated by members of 

this coalition received a real boost, when in 1978 JSPOA received 

a $238,000 grant from LEAA to operate a comprehensive community 

anti-crime program. This grant, which was supplemented by 

port from the, Community Service Society, the Fund for the 

of New York, and the Ford and Burden Foundations, allowed 

not .pnly to expand its activities in crime prevention, 

sup

City 

JSPOA 

like 
~, 

youth patrols, escort services and education, but also to begin 

pr()viding emergency services to older crime victims through the 

Elderly Crime Victims Assistance Program .( ECVAP ) . Currently, 

ECVAP is funded for one year at $58,000 from the New York Crime 

Victim compensation Board. 

The need for ECVAP's services was immediately obvious. 

Wor!ting with four police precints in and around Jamaica, ECVAP 

provided direct services to over 1200 victims over the age of 60 

in i"!;;,s first sixteen months of operations. To police officers in 

the four precinctI'> , the proj ect is .. a god-send, pro1iiding one 

central location' to which all older victims can be referred for 
.:,:. 

help with the problems. resulting from a victimization. As such, 

it: was one o.f the .fi·rst and .a kind ·of model for the ,one-number 

referr.al system for older victims which was subsequently set up 

in each t'few York city police precinct by the Department for the 

Aging through the viftim Services Agency. 
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Progrc;un Organization and services, 

ECVAP is similar to other emergency programs for older 

victims, in that it is geared to pr~vide the help that is needed 

immediately after a crime--overnight shelter, replacement of 

broken locks, transportation, temporary homemaker services, and 

the like. Clients with needs for the other long-term services, 

(who are common, since one-third of older persons in Jamaica are 

officially classified as poor) are referred to JSPOA or to other 

social service agencies. One important difference, though, is 

ab t th older victims who that ECVAP is especially concerned ou ose 

, 'that they' have difficulty in become so fearful followJ.ng a crJ.me 

resuming a norma J. e. 1 l 'f Fo~~ these, ECVAP. offers the opportunity. 

, 1J.' no sessJ.' ons with the staff and to participate J.n group counse ~ 

volunteer case aides. 

of ECVAP consist o.f a director, Fran Seward, The paid staff 

a social wor er, a k case aJ.' de, and an administrati".;-e assistant. 

In addition, 10 -to 16 older volunteers are. used as case aides, 

to assist staff in providing direct services to victims, and to 

,function as co-facilitators with the staff in the group therapy 

sess.ions for victJ.ms. ese , Th vo'lunteers also conduct safety edu-

for senJ.' o"r citizens. Most of these volunteer cation programs 

counselors have been former victims themselves, and the help they 

are able to give new victims comes not only from the training 

b d with the victim they have recei ved, but from the common on·, ,; 

which their age and prior victimization provides. 

The names of all victims 0 over 60 years of age are called 

into ECVAP, and mo~t, are received wi thin one or two d,ays or when 

the complaint is filed with the police. In a·typJ.cal month, 

II ECVAP received about 3qO referrals, and contacts each of these by 

't' . s Those victims who '~ mail' to inform them of the pro] ec s servJ.ce . 

\ respond to the mailing are offered help with their needs, in-

cluding the opportunity to join a' peer counseling group. About 

;, 125 clients are served each month by the telephone, and about 35 
II 
II 
~are seen face-to-face. 

\, 
\\ Group counseling consists 

~:rictims who meet once a week for 

v~ictimization with the director 

of a closed., group of eight to ten 

eight weeks to talk about their 
u 

(a trainep social worker), and 
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one or more older volunteers. Each session of the eight is 

divided into three phases. In the first, the senior victims 

describe their victimization and their feelings about it to the 

group. In the second phase, the seniors select a partner with 

whom they can share problems, and hopefully form the beginnings 

of a friendship. The t~ird phase, for planning and so€ialization, 

lets the whole group soci,alize and plan special projec'ts, such as 

a garden Which one group planted on the grounds' of the VA hospi
tal. 

ECVAP is now in the procesEj 'of planning an expansion and 

decentralization of its operations by placing its most expert 

counselors in six senior centers affiliated with .JSPOA. The 

volunteers were carefully screened by the psychologist who func

tions as their trainer. Each one will be assigned to "work \'1i th 

the social worker based in the senior center. The full ra.nge of 

services will then be offered to seniors in the neighborhood 

where the center is located: emergency counseling following the 

victimization; and peer group counseling for those who might 
benefit from it. 

~ruiting, Screening, and Training 

ECVAP works closely with the RSVP program which also is 
located in JSPOA ,to recruit older volunteerEj as case aides in its 

program. In addition, older victims serviced by the program are 

recrui ted "to work as case aides. Only a few of these volunteers 

are selected to work as co-facilitators in the therapy sessions, 

and these are carefully screened by Ms. Seward, who is always on 

the lookout for seniors with an aptitude for counseling (prefer

ably with some education), who can be trained to work wi th the 

groups. Ms. Seward estimates that she selects only about ten 

percent of the volunteer applicants to work with the project, and 

only about two per cent for work as victim counselors. Because 

of ~he importance placed on the ability to emphathize with vic-
" , 

tims, all of the victim Courlsel"ors are former victims themselves. 

Volunteers Who do not work in the therapy groups are used in 
escort service, mediation, providing information and referrals to 

victims, conducting public relations lectures, and clerical 

assignments. While the number of volunteer applicants to ECVAP 
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was low at firs,t, the positive reaction among 'trained volunteers 

,to the work they are doing has caused a kind of "chain reaction" 

among older persons' in contact with JSPOA. As a result, plans 

are unde.rway to train a whole new cadre of volunteers so that 

services can be expanded. 

Depending on 'what kind of assignment they receive, most 

older volunteers receive about 40 hours of pre-service training, 

including information on social and criminal justice services, 

orientation to their jobs, and the how-tos of counseling. They 

also attend a weekly in-service training session. The volunteer 

peer c'ounselors receive training from a psychologist on effective 

cOlllseling techniques, including the ability to listen to people 

on various levels and to pay attention to their body language and 

other means of communication. The result of this careful· screen-

ifiq and training is a corps of strong-willed, empathetic, sensi

tive, and compassionate volunteer lay counselors. 

ECVAP has produced a videotape which describes thei~ program 

and shows a peer couns~ling therapy grOup in action. For more 

information contact: 

Fran Seward, Director 
Elderly Crime Victims Assistance Program 
Jamaica Service ,Program for Older Adults, Inc. 
163-18 Jamaica Avenue 
Jamaica, New York 11.433 
Telephone: (212) 6$7-6500 

Relatfctd Programs 

Peer counseling in groups is also offered by the Senior 

Safety and Security unit in Yonkers. 

I ~, --------~,~-.. ----
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LOOKING AFTER SENIORS 
IN THE COURTS: 

COURT WATCH ~ 
MILWAUKEE COUNTY OFFICE ON AGING 

MILWAUKEE, WISCONSIN 

Origin of the Program 

For a crime victim or witness, an encounter with the crimi

nal j,u~tice system can be a confusing, irltimidating and frustrat

ing experience. These difficulties are magnified for the older 

adult crime victim because of the generally increas~dvulnerabil

ity that often accompanies victimization. 

The COURT WATCH program was established in May, 1980, as a 

result of County Executive William F. O'Donnell's concern as to 

how older adult crime victims and witnesses were being treated 

in Milwaukee County's judicial sytem. He sought to develop a 

program that would identify and reduce the problems encountered 

by older adults as a result of their invol vemen1:. in the criminal 

justice process in Milwaukee County. 

Mr. 0' Donnell also believed that a program that was to be 

targeted toward older adults should involve significant input by 

their peers in both program development and service delivery . 

Thus the program" was to be designed to include maximum utiliza

tion of the skills, eXRertise and involvement of older adult vol-

unteers. 

As a result, he directed the Milwaukee County Office on 

Aging, which is the designated area agency ,ori aging for this 

met:copoli tan area j to establish a program that would utilize peer 

representatives to observe and monitor all criminal cases in

vOlvin'g older adults as well as prQ~ide the supportive services 

necessary to facilitate their full participation in the process. 

The Office on Aging applied for. a:pd was ay;arded a grant of 

$20,000 a year from, the LEAA state Planning 'Agency in the spring 

of 1980 and COURT WATCH w~s established shortly thereafter. Cur

. f d d through a Title IIIB grant. r.entl.y, the program 1.S un e 
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Program Organization and Services 

The COURT WATCH program has three major functions. First, 

the trained volunteer court monitors observe and document the 

results of felony case proceedings involving older adults. The 

monitors are present 

presence of an older 

tencing proceedings. 

judges, prosecutors, 

wear while in court. 

in court for all proceedings requiring the 

adult victim or witness as well as all sen

They are clearly identified to victims, 

and court personnel by a special badge they 

Cases are monitored through the disp,osi tion and results re

ported to municipal, judicial and law enforcement authorities, as 

well as the victim involved. The program has monitored over 350 

felony cases in 1981 involving 430 older adult victims and wit

nesses. 

The monitoring component has been a key factor in identify

ing problem areas wi thin the system and promoting' changes. It 

is also important to the advocacy function in that it increases 

the awareness of system participants to the special needs and 

concerns of older adults. For example, monitors consistently 

reported intimidating and adverse conditions in the area of the 

preliminary hearing courtroom where most citizen witnesses are 

subpoenaed. 

Documentation of these conditions and witness reactions has 
'. led to the recent development of a., wi tness waiting room that is 

removed from the courtroom area and allows witnesses to wait in 

secure, comfortable conditi-nns, free from intimidation. The room 

is staffed by COURT WATCH volunteers and has had a significant 

impact on the treatment of all witnesses in recent months, es

pecially older adults. 

The second function of COURT WATCH is to provide necessary 

supportive services to enable older adults to P?lrticipate fully 

in the criminal justice process. In addition to staffing the 

wai ting room, volunteers provide support and reassurance in 

<, court, transportation and escort, information about the court 
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I ' ongo~ng case information and advocacy ser-process; counse ~ng, ~ 

vices. Referrals to other community resources are provided when 

appropriate. 

Victims are contacted p'rior to a court appearance to assess 

service needs. They are informed of the bail status of the de

fendant and provided with support a.nd reassurance in addition to 

practical assistanc~. For som~ victims, these services -are crit

ical to their involvement in the system and to the restoration 

of their well-being. Assessing full service needs at the time of 

ini tial contact and coor.dinating approp.t"iate services often pre

vents lasting, effects of a victimization and further deteriora-

tion. 

The third function of COURT WATCH is -to provide older adults 

in the community with a better understanding of the workings of 

the criminal justice system and the rights and responsibilities 

of victims and witnesses. This is accomplished through presenta

tions and discussions with groups of older adults and agencies 

'serving the older population. 

The pt:'ogram is administered by the united Way's Information 

service for the Aging but is based in the courthouse with the 
. " Serv~ces Un;t, which provides services to all 

V~ct~m/W~tness ~ ~ 

. not serv;ced by COURT WATCH. The staff consists younger cl~ents ~ 

of one full-time salaried coordinator, Judy Wick, who supervises 

a corps of 15 senior volunteers. Because of the erratic nature of 

the court schedule, three of the volunteers receive their assign

ments from the coordinator on an on-call basis. The other volun

teers who operate on a fixed schedule-provide whatever services 

are needed on the day they work, and if the court schedule is 

light, they make follow-up contacts with former clients. Every 

volunteer reports tor..he coordinator at the end of his or her 

shift about the clients which were served that day, indicating 

J.
' s a need for follow-up which should be handled whether there 

by ,others. 

Recruiting, screening, and Training Volunteers 

its own merits, attracted some very COURT WATCH has, on 
well-qualified volunteers, with an unusually high proportion of 
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older men, including several retired executives and a retired 

lawyer. Many of th,e volunteers were attracted through a column 

on volunteering in the daily paper. The article described COURT 

WATCH in some detail, as well as the qualifications needed in the 

volunteers. Those responding were especially attracted to the 

di versi ty offered by the assignment, and to the idea of working 

in the area of criminal justice. 

The applicants are screened by an interview with the coordi

nator, and those who are not selected (about half) are referred 

to other programs like RSVP. The personal qualt ties which are 

sought are sound judgement skills, flexibility, individual initi

ative, and the ability to relate to individuals from a variety of 

backgrounds. 

Applicants who are accepted as volunteers receive 15 to 20 

hours of pre-service training over a two week period. The train

ing is conducted in small groups of four or five and uses a 

maximum amount of student participation and interaction. It 

includes basic information on a number of topics: the criminal 

justice system, the court process, types of crimes, legal pro

cedures, the effects of victimization, listening skills, and 

available resources for crime victims. The training also includes 

time to observe court proceedings. In addition to the pre-service 

trainihg, in-service training is held. 

with less than two years experience behind it, the Court 

Watch program is still evel ving and test.ing itself in an effort 

to deal with the problems which older persons encounter following 

victimization. It has already demonstrated the ,feasibility of 

using older volunteers in a court setting, and might be of assis

tance to others who are interested in Court watch or court-based 

services for victims and witnesses. 

contact: 

For further information, 

T ""'-~'>:-'7'-:---rr---- c., 

... .. ,.'\ 

Judy W£ck, Coordinator 
COURT WATCH Program 
821 West state street 
Milwaukee, Wisconsin 53233 
Telephon~: (414) 278-4677 
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Related Programs 

Another Court Watc,h Program operated by volunteers is part 

of the Seniol:." Safety and security Unit in Yonkers which is also 

sponsored by an office on aging. 

Other programs in this catalogu~ offering services to vic

tims and witnesses during th~ court process are the victim/ 

wi tness Assistance Program in Syracuse; ~he Juvenile Court Vol

unteer Project in Baltimore; and the Elderly victim Assistance 

Program in Philadelphia. 
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BRINGING ORDER OUT OF CHAOS 
IN A BU$Y URBAN COURT: 

THE JUVENILE COURT VOLUNTEER PROJECT; 
RETIRED SENIOR VOLUNTEER PROGRAM 

BALTIMORE, MARYLAND 

Origin of the Program 

As part of a routine search in 1978 for sites for its volun

teers, a representative of the Retired Senior Voluntee:t' Progam 

(RSVP) in BaTtimore asked the deputy administrator for the city's 

juvenile court, Willi,am Howard, if he could use any volunteer<'5. 

He immediately though't of the court's chaotic waiting room, and 

of his admini~trati~e offices which were constantly clogged ,with 

persons needing information. This juvenile court proc'!Th13seS 

between 12,000 and 13, 000 casef§ a year, and each day there are 

between 60-75 pers~ns, including witnesses, social workerm, at-

. :torneys, and defendants and their ,families, in the court ~~i ting 

room pending hearings. At that time, the only information avail

able to them was the printed, often undecipherable docket. sheets 

posted on the waiting room walls. And although all parties are 

called for either 9: 00 a.m. or 1: 00 p.m., their ·case:::.; can be 

called anytime during that morning or afternoon, res~.l ting in 

waits of from one to six hours prior to actual court: hearing. 

The idea was to use volunteers in the waiting room ''co provide 

i~f?~I:11lation on court procedures, anSwer client questions and 

(§ffer U~ome reassurance to those waiting to countlera,ct possible 

tensions. 

Looking back on the situation prior to the RS'iTP volunteers, 

Mr. Howard says that there was very little risk in backing such 

a program since, in his judgement "anything would help. II The 

juvenile court's positive response to RSVP, coupled with ACTION'S 
I 

emphasis at that time on juvenile services, resulted in a $6,000 

demonstration grant from ACTION to the Baltimore RSVP 'co start 

the Juvenile Court Volunteer Project. Since i.:t began operations 
1 I', 

.in November 1978, therf,:; h.as " be.en little disagreement that the 

project has not merely "helped. II. It has transformed the atmo

sphere in the waiting room by cutting down on the confusion, 

"'.;~ 
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noise and general disruption there, as well as reducing traffic 

considerably in the administrative offices. Th(~ project has 

become so essential to court operations, that, according to RSVP 

director Barbara Briscoe, "we could not pullout now even if 

we wanted to." 

Program organization and Servi~es 

There are. currently 18 RS't,;rP volunteers in the Juvenile Court 

Project. Ten of t..~ese are the "core" volunteers who have regular 

assignments (two each mor:.J.ing and afternoon) and D the remaining 

volunteers are used for backup. One of the RSVP staff functions 

as the volunteer coordinator, and accident and liability insur

ance coverage, as well as reimbursement for transportation are 

supplied through RSVP. The volunteers, however, are technically 

under the" supervision of the Office of the Court Administrator, 

which is responsible for training and keeping track of the vol

unteers' time. The volunteers are" treated as regular court em

ployees and have court identification cards which give them free 

access throughout the building. 

Volunteers usually work in pairs for mutual support, and a 

newer volunteer is paired with a more experienced one. They are 

stationed at a reception desk in the waiting room and are equip-
1 

ped with docket sheets for the court schedule which .list room 

number, judges' names,' and defendants' names. The volunteers 

register the names of persons who arrive in the waiting room, 

check the court docket to make sure that their case is listed, 

tell them where they will be going, answer .any questions about 

court procedures, and then ask them to wait until they are called. 

If the wait becomes long, the volunteer can find the reason for 

the delay. I f the client has to leave the· room, he won't be 

missed if his name is called. . ... Because the volunteers have a rec

ord of all people in the waiting room, prosecutors or defense 

lawyers looking for.individl,lals check w,;i.th them first. 

Whatever ini tial resistance to the volunteers there was 

among paid court staff disappeared quickly as staff. recognized 

the important difference the "motherly presence" 6f the vol

unteers (only two are males) made in reducing tensions in the 
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waiting room and in cutting the 'flow of traff"ic from the waiting 

room into the court's administrative offices. The volunteers, 

for their part, say that the assignment makes them feel "like a 

missionary" and that it is especially satisfying "to know that 

you're needed." Thus, despite the rapid pace and tension of the 

job and the lack of the usual amenities (there is no coffee, for: 

example) a solid core of volunteers has stayed connected to the 

project since its inception. 

Recruiting, Screening, and Training Volunteers 

RSVP recruiting for volunteers for the project is done using 

their usual methods--through nutrition sites for the elderly and 

using other volunteers, for example. Experience has shown that 

the background and education of the volunteer is less important 

than his or her personality. Of greatest importance is the 

ability to be opne-minded and accepting, to be able to identify 

wi th ,and handle teenagers, and to be willing to help. Volunteers 

who began and have stay;ed with the program include a retired 

teacher and government e~ployee, as well as several volunteers 

with less education; both types have been very effective in this 

job. 

RSvP found that a formal screening process was not needed to 

weed out inappropriate volunte~rs~ and that a satisfactory self

screening process occurred during the first month. After an 

initial interview with the. RSVP director, applicants are given a 

1I1ook and see tour" of the court where they can observe the pro

ject in operation. For those who decide to tryout the assign

ment, it usually takes about a month to make a judgement about 

whether they will make a commitment to stay on. If they pass that 

initial phase, they usually stay on the project indefinitely. 

The first volunteers with the project received intense 

tr,aining by staff of the juvenile court. Since that ,time, new 

voluritee:cs have received one-onio':rie- training, which includes a 

tour of· the courthouse, and interviews with the court adminis-

trator and the public defender. 

c 
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The Juvenile' court Volunteer Project is an example of a 

IInon-traditional ll assignment for senior volunteers which provideEi 

an opportunity for learning and challenge without being extremely 

difficult to set up and operate. The evidence indicates that it 

has provided real bene:1:'i ts for the juvenile court, the clients 

who come in contact with it, and for the volunteers themselves. 

It was selected in 1979 a~ one of ten winners in the Maryland 

Volunteer Activist Awards program because of the "outstanding and 

innovative community service" rendered by its volunteers. 

For more information'contact: 

Barbara Briscoe, Director 
Retired Senior'Volunteer Program 
620 North Caroline Street 
Baltimore, Maryland 21205 
Telephone: (301) 396-8146 

Related Programs 

Another RSVP-initiated program in Las Vegas, Nevada is de

scribed below. 

The victim/Witness Assistance Progrr,Un in Syracuse also uses 

senior volunteers in a witness reception area. 
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RSVP COUNTERS CRIME'S IMP AC,]~ 
ON LAS VEGAS SENIORS: 

CRIME PREVENTION/VICTIM ASSIS'TANCE 
PROGRAM FOR THE ELDERLY; 

RETIRED SENIOR VOLUNTEER PROGRAM 
LAS VEGAS, NEVADA 

Since May 1978 "'Then RSVP received an LEAA grant to operate a 

volunteer based community anti-crime program for'senior citizens, 

Las Vegas RSVP volunteers have worked in a number of ways to 

contribute to the safety and peace of mind of their friends and 

neighbors, to make life IIless of a gamble ll in a city which boasts 

one of the highest crime rates in the country. using two paid 

part-time staff and some ten volunteers, RSVP began by providing 

a number of crime prevention services, ranging from crime pre

ven.tion education for seniors, to an Early Alert Program using 

mail carriers, and security checks accompanied by lock installa

tions in the homes of older persons vulnerable to burglary. 

Through this crime prevention wor:k, RSVP learned that most 

elderly victims of crime were being neglected. For example; in 

a typical month about 160 older residerlts of Las Vegas were being 

victimized, and less than 20.per cent. o£these were eligible for 

any help trbm a program in the district attorney's office because 

a suspect was never caught in their case. And so the project 

began victim af3sistance program for older adults, staffed by one 

part-time paid. victim counselor with back-up assistance from 20 

senior voluntf~ers. When the federal grant supporting the paid 

staff ran out, the proj ect was continued nonetheless, using RSVI~ 

staff for volunteer coordination and ten senior volunteers to 

carry out the work. 

The victim assistance program tries to help all older vic

tims who report crime to the police or who personally contact the 

program. It receives copies of police reports on older victims 

and sends a form, ~etter and a brbchure to al~ local resident:s 1 

I; 

aski:ng tllemto call. Occasionall?t, the calls lead to visits at 

the victims 'homes where ~,i:here isa serious need of counseling or 
,~j' 
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other personal help. However 1 most of the proj ect work is done 

by telephone, tying victims into the social service network and 

helping them to replace lost documents or checks, obtain food or 

clothing, and secure medical or legal services. 
. 

At tile end of each month, the RSVP staff reviews the infor-

mation from the police reports on all crime against seniors--time 

of day 1 money involved, and type of crime.. By doing this, they 

can discern trends in victimization and include this information 

in their crime prevention education ~;essions. . 
For more information on this program contact: 

Patricia Keltner, Director 
Retired Senior Volunteer Progranl 
919 West Bonanza Road 
Las Vegas, Nevada 89106 
Telephone: (702) 385-1328 

Related Programs 

A, .great many programs, in this catalogue rely on RSVP as one 

means of recruiting their volunteers. Two other projects which 

RSVP is also involved in administering are the Juvenile Court 

Volunteer Project in Baltimore and the Victim/Witness Assistance 
Center in Syracuse. 
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APPENDIX I PAGE ONE OF TWO 

RESOURCES FOR THIS MANUAL 

In addition to the directors of the programs listed in the Catalogue, 
a number of other persons provided valuable information and advice during 
the preparation of this manual. They are: 

Ruth Archey 
Older Americans Volunteer Program 
ACTION 
Washington, D.C. 

Vicki Ashton, Director 
Senior security SeI;'Vices ~Jni t 
Department for the Aging 
New York, New York 

Sharon Camarata 
Victim services supervisor 
Rochester Police Department 
Rochester, New York 

Ellen Camerieri, Assistant Director 
Department of the Aging 
The Catholic Charities of the 

Archdiocese of New York 

Allen G. Carter, Sr. 
Executive Director 
victim/Witness Division 
Stark County Prosecuting 

Attorney's Office 
Canton, Ohio 

Debby Cohn, Research Assistant 
Woodrow Wilson School of Public 

and Internationa,lAffairs 
Princeton University 
Princeton, New Jersey 

Beverly Clark 
st. Petersburg Public Inio:rmation 

Office 
st. Petersburg, Florida 

Leslie Einhorn, Director 
Retired Senior Volunteer 'Program 
Montgomery County 
Rockville, Maryland 

Jayne Crisp, Director 
Victim/Witness Assistance Program, 
Office of the Circuit Solicitor 
Greenville, South Carolina 

-~~~-' '"-
, ------,:----

Ruth Eklund, Director 
Retired Senior Volunteer Program 
Bellingham, Washington 

Eileen M. Erickson, Director 
Retired Senior Volunteer Program 
st. James Senior Center 
San Jose, California 

Linda Fillip, Director 
Emergency Services 
Assistance to Victims of Crime 
American Red Cross, Lorain County 

Chapter 
Elyria, Ohio 

Andrew Todd Gee, Director 
Victim Assistance Unit 
Snohomish County Prosecutor's Office 
Everett, Washington 

Jan Hoffman, Project Coordinator 
New York state Network Grant 
New York state Victim Compensation 

Board 
New York, New York 

Liz Jones, Director 
Alachua County Crisis Center 
Gainesville~ Florida 

Rod Kaufman 
Betterment for United Seniors 
Prince George's County, Maryland 

Thelma Kavanagh, President 
Senior Advisory Councils 
Senior Escort-Outreach Program 
San Francisco, California 

Roger Lesserf Director 
Victim/Witness Support 

":A:uxora Ass,o'cia,ue's ' 
Washington, D.C. 

Center 
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George F. McCarthy, Coordinator 
Victim/Witness Assistance unit 
Burlington County Prosecutor's Office 
Mt. Holly, New Jersey 

Marlene Melcher 
Mayor's Office for senior ci ti;~ens 
Chicago, Illinois 

Maxine Michael 
New Age Consulting services 
st. Petersburg, Florida 

Jane A. Mostyn 
Edgewater Community Council 
Chicago, Illinois 

Charles A. Pel lor 
"Friends of Elders" 
Adult Protective services 
San Diego, California 

Ernestine Ross, Former Director 
Pasadena Community Anti-crime, Inc. 
Pasadena, California 

Robert Saperstein 
Council of Administrators and Supervisors 
Jericho, New York 

Beverly Ann Scott, Director 
T.A.C.T.I.C. 
Troy, New York 

Mary M. Seguin, Field Work Coordinator 
School of Social Welfare 
University of California 
Los Angeles, California 

Charles Shaeffer 
Criminal Justice Services 
National Retired Teachers Association/ 

American Association of Retired Persons 
Washington, D.C. 

Ruth Sloate Director 
Volunteer Clearinghouse of D.C. 
Washington, D.C. 

Roger Spring, Community School 
Specialist 

Salem community Schools 
Salem, Oregon 

------------------~.----- --------~--~--------------

Jacqueline sutton, Dirl.,:-:tor 
Volunteer Projects 
Victim Serv,';, ::es Agency 
New York, New York 

Ray Tajada 
Older American Volunteer 

Program 
ACTION 
Washington, D.C. 

Mark Tannenbaum 
Assistant Director 
American National Red Cross 
Washington, D.C. 

James W. Taylor 
Director of Development 
Brown County General Hospital 

Auxilia.ry 
Georgeto~m, Ohio 

Patricia Warner 
Project Manager 
Elderly Support project 
Franklin Hampshire Community 

Mental Health Center 
Northarr~ton, Massachusetts 

Dr. CYllthia Wedel, Consultant 
American National Red Cross 
Washington, D.C. 

StanlE~y White, Director 
Rapid city Volunteer and 

Information Center 
Rapid City, South Dakota 

Alex Whitehouse, Director 
Whatc;om County Crisig services, 

Inc. . 
Bellingham, Washington 

Marlene A. Young, President 
National Organization for 

Victim Assistance 
Washington, D.C. 

Chris Zaglifa 
crisis Intervention and Victim 

AElsistance 
Depclrtment of Human Services 
Chicago, Illinois 

Veronia Zecchini, Coordinator 
Vici:im-Wi tness Program 

Ai:torney 
SacJ::-amento, California 
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APPENDIX II 

SAMPLE JOB DESCRIPTION: VOLUNTEER COORDINATOR 

The Senior Victim Assistance Program in Colorado springs divides 
its job of Volunteer Coordinator into two separate positions, as 
described below: 

(1) TITLE: Case Coordinator & Field Training supervisor, Senior 
Victim Assistance Team. 

OBJECTIVE: Responsible for the coordination of manpower and 
assignments. Oversees the field training of new 
volunteers. 

MAJOR 
RESPONSIBILITIES: 

Case 
Coordinator: 

1. Assigns cases to volunteers for initial contact an.d 
follow-up. Prepares monthly schedules. 

2. Guides volunteers in the identification of victims' 
needs and the community resources available to meet 
those needs. 

3. Acts as the SVAT liaison to police staff, i.e., Shift 
Commanders, Communications Center. 

4. Coordinates public speaking assignments. 

Training: 
5. Plans, organizes and conducts in-service training meetings. 

6. Appoints and trains training committee .. (preceptors) 

7. Plans, coordinates and assigns preceptorship training. 

8. Assists the Director, Volunteer Services in training 
police personnel on the function of SVAT. 

Qualifications: 
1. Previous experience in working with volunteers. 

2. working knowledge of social service network. 

3. Skilled in clarifying issues and hearing and answering 
questions perceptively. 

4. Conveys enthusiasm and communicates effectively. 

5. Ability to design, plan and coordinate educational 
programs. 

Reports to: Director, Colorado springs Police Department Volunteer 
Sexvi<:::es 

commitment: One year. (May serve consecutive terms.) 

(Continued) 
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(2) TITLE: 

OBJECTIVE: 

,,-- ,-.. --~-------
(2) 

Business Mana'ger, Senior victim Assistance Team 
(SVAT) 

Responsible for all SVAT business and office manage
ment and community affairs. 

MAJOR 
RESPONSIBILITIES: 

Office: 

1. Supervises office operations: 

a. Fosters an efficient work atmosphere for team members 
b. Inventories and orders office s~pplies. 
c. Prepares printed materials, i.e~, forms, stationery 

2. Assess, process, and resolve office procedures and problems. 

3. Organizes and maintains SVAT records: 

a. ledger book 
b. files 
c. hour reports 

4. Prepares monthly and annual statistical report for 
director and team members. 

5. Develops a community resource file indexed by organiza
tion. 

6. Monitors active files with monthly updates through case 
termination. 

7. Classifies and tabulates active cases by type. 

S. Order and distribute information and ma'terials to SVAT 
members, i.e., business cards, referral books, SENIOR 
BEACON 

9. Assists director, Volunteer Services as needed. 

community: 

10. Expand community contacts by representing the Police 
Department and Senior Victim Assistance Team at: 

Area Agency on Aging 
Council of Senior Organization's 
District Attorney's Office 

and other relevant agencies and organizations. 

Qualifications: 

1. Previous business or administrative experience. 

2. Skills in organizing, filing and bookkeeping. 

3. Ability to work with numbers and perform detailed tasks . 

4. A minimum of one year experience on the SVAT Team. 

5. Enjpys working with team members as well as the community. 
-

Reports to: Director, Colorado springs Police Department Volunteer 
Services 

Length of 
:, CO.mmi tment: One year. (May serve consecutive terms.) 

-1 _____ --:-__ _ 
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VOLUNTEER JOB TITLE: 

MAJOR OBJECTIVES: 

... ,.!,..,---,.----------

APPENDIX III 

GUIDE FOR DEVELOPING A VOLUNTEER JOB DESCRIPTION 
FROM THE 

VICTIM/WITNESS ASSISTANCE PROGRAM, GREENVILLE, SC 

Give this as much prestige as possible. This will be the 
volunteer's identification. 

A short, concise statement reflecting the ultimate goal to 
be performed. 

MAJOR RESPONSIBILITIES: These are often mo~e effe~tive when enumerated. As 
specifically as posslble, llSt each duty and responsibility 

QUALIFICATIONS: 

TRAINING PROVIDED: 

TIME/PLACE/NUMBER: 

COMMITMENT: 

of the job. 

Include all things necessary for the effective perfo~~nce of 
duties, listing physical requirement~ and human.q~alltles 
desired. Be careful not to overquallfy the pos~tlon; you 
might lose some ~xcellent volun~e~rs due to strlngent 
educational requlrements. Speclflcs such as a car, proper 
insurance, uniforms, if needed, should be duly noted. 

This includes the. nature, specific content, and approximate 
hours for orientation and training, identifying persons who 
will conduct the training. 

This should include the exact duty h~urs, which days ~f the 
week, the place where the volunteer 1,S to perform thel~ 
services the number of volunteers needed, and the deslred 
~tarting'date for the service. Be specific. 

The minimum number of months yo~ ~eed from the ~o~unteer 
based on your investment in tralnlng and supervlsl~n becomes 
the length of commitment for the ~o~unteer. A maXlmum 
time commitment must also be speclflced for the volunteer. 

ON-THE-JOB SUPERVISION: Name of supervisor or the position of th~t su~ervisor. In 
most cases this will be the staff person wlth dlrect ~espon
sibility for the service~ Include schedule of supervlsory 
sessions. 
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APPENDIX IV 

SUMMARY RATING SCHEME FOR INTERVIEWS WITH POTENTIAL VOLUNTEERS 

(Adapted from Interview Findings Form, developed by Jay 
Otis, Case Western Reserve Uni versi ty. Reprinted f'rom 
Margaret E. Hartford, "The Use of Interview Skills in 
Older Volunteer Programs," Mini-iI'exts, Washington, D.C.: 
ACTION, Older Americans Volunteer Program, 1973.) 

1. Degree of rapeort or confidence gained 
a. At completion of interview, I'felt I did ngt know the 

interviewee any better than at the beginning. 
b. Gradually obtained rapport. Started out poorly, but got 

better acquainte:d as interview progressed. 
____ c. Conversation started out as though we had known each 

, other for years and remained at that level. 
d. Hac good rapport at one time, but it deteriorated. _______ e. _______________________________________ ___ 

(COmme~t) 

2. Relevancy of replies to questions 
____ a. Understood each question and gave a reply directly to the 

point. 
b. Gave mostly relevant answers, but occasionally gave an 

irrelevant answer. 
c. Understood simple questions and replied directly. Failed to 

grasp more complex questions. 
____ d. Usually missed the point of t~e question; at least, usually 

gave an irrelevant reply. ______ e. _______________________________ ___ 

(Commentl 

3. Fullness of response 
______ a. Quite uncommunicative; whenever possible answered ques· 

tions with a "yes", "no"', or "uh·huh". 
b. Mostly "yes" or "no" responses, but occasionally would 

discuss a topic at length. 
c. Gave an adequate reply to most all questions. 

____ d. Talked endlessly at every opportunity. It was necessary to 
interrupt him to change the topic. 

4. 

e. ________________________ ----------------
(Comment) 

Dear~e to which applicant tried to control topics covered in 
the intervi~ 

<>-_~_ a. Attempted to give information of his own choice, rather 
than answer questions of interviewer. 

b. Changed meaning of questions by rephrasing them before 
:' answ~,r:ing. 

_____ ."""',,, ·c. Answered questions asked by interviewer and gave addition
al unsolicited information on other topics. 

______ d. Limited answers to questions, asked by interviewer. 
~____ e. _________________________________ __ 

(Comment) 
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5. Spontaneous versus thoughtful in responses to guestion$ 
a. Completely candid; gave asnwers with no hesitation. 
b. Normal mode of repily was candid, but occasionally gave 

impression of a carefully·thought-out, rather than an im
pUlsive reply. 

c. Weighed each question carefull'/ before replying. 
d. Paused before answering questions, but appeared to be 

searching for words rather than weighing effect of his 
answers. e. ____________________________________ ~------

(Comment) 

6. Consistency, or internal agreement of answers 
- ___ ;'-At comple~~n of the interview, I felt I had a clear idea of 

his background. 
b. His story made sense with a few exceptions. 

_____ c. Many discrepancies in hi$. story. Cannot be sure what to 
believe. 

7. 

d. His answers were consistent as far as they went, but fuU 
information was not obtained. I 

.' e. 
(Comment) 

Conviction with which he gave answers 
a. His answers were more like quesdons than statements. H~ 

did not sound convincing or sure of himself. 
b. Degree of conviction apparently .varied with his knowledg~ 

of subject under discussion. 
c. Very dogmatic and opinionated. An air of finality in all his 

statements. 
d. Convincing without being dogma,tic. 
e. 

(Comment) 

8. Suggestibility . , 
_____ a. Tended to reply uncritically. It would be ~asy to put words 

in his mouth. 
b. Suggestible on some topics. 
c. Has a mind of his own. Not easily influenced. 

____ d. Openly resentful of attempts to make up or change his 

mind. e. ______________ ~ ________________ __ 

(Comment) 

9. Suitability 
a. Speech generally below the level to be .expected. 
b. Manner of speech falls within normal limits. 

____ c. Has a physical defect which affects speech. 
____ d. Speech formal and refingd. 
_____ e. 

(Comment) 

10. Poise 
____ a. See~ed nervous and tense throughout interview. 

b. Tense at first, but gradually relaxed. 
____ c. Pleasantly relaxed throughout the interview.. . 

d. Relaxed at first, but became tense before intervIew was 

completed. 
e. ______________________ ~~~----

(Comment) 

.' 
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11. Conventionality 

a. Does not conform to social conventions. (Give examples 
of breach of conventions) 

b. Meticulous to the point of being noticeable in observance 
of social conventions. 

c. Has some idiosyncrasies, but generally is conventional. 
---- d. No unusual mannerisms, 

e.~ ____ ~ ________________________ _ 

(Comment) 

12. Appearance 

---- a. Personal appearance is suitable. 
b. Personal appearance is not suitable. 
c. Poor manner of dress. 
d. Poor phv~ical features. 

----__ e. ~--------~ __ --------______________ __ 
(Comment) 

13. Judgment 

-- a. Past decisions seem sound; no evidence of "boners." 
b. Judgments show rational thinking. 

c. Some indication of poor judgment; shows a tendency to 
play "hunches". 

d. Evidence shows no basis for judgments: hence, they could 
not be evaluated. e. ~ ________________________________ ___ 

(Comment) 

14. Decisiveness 

----- a. Given necessary and available date/he apparently makes a 
decision and sticks to it until newer information indicates 
a change. 

b. Has put off decisions on the grounds that he needs more 
information. I 

---- c. ,Only makes a decision When he realizes that he i~ holding 
up another person. 

d. Prone to change his mind, even after action has been started 
on the basis of this decision. e. ~ ________________________________ ___ 

(Comment) 

15. Sense of responsibility 

---- a. Seeks responsibility; has volunteered to take on additional 
duties . 

b. Has accepted responsibility when offered to him, and dis, 
charged it satisfactorily. 

c. "Nine-to-five" attitude; no evidence of adding any little 
extras of his own. . 

d. Has been relieved of responsibility, apparently because ne 
failed to discharge it fully. . . . e. _________________________________ ___ 

(Comment) 
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Work Capacity 
a. Has been able to, carry collateral assignments wit?out 

. aliowing regular work to suffer. 
b. Evident peaks and valleys in accomplishments; requires 

time off to recuperate from unusual work loads. 
____ c. Ha~ managed to keep abreast of work load by eliminating 

deta'ils, rather than putting in extra effort.,;. 
____ d. Quality of work sufferec;f when additional duties were 

assigned. _____ e. ________________________________________ _ 

(Comment) 

17. Ability to delegate 
____ a. Cited tangible evidence of accomplis:'ling things through 

other people. 

, 8. 

b. Some accomplishments as supervisor, but seems to be a 
"doer", rather than a "delegator". 

c. Has primary interest in his personal role, rather than in 
group effort. 

d.Delegates too freely; has poor accomplishment because of 
failure to retain necessary control over final results. e. ________________________________________ _ 

(Comment) 

Creativity 
a. Cited many examples of significantly creative ideas; not 

doubt that he is an "idea persoll." 
b. Has produced an' average number of. creative ideas. 
c. Has improved other people's ideas; but no evidence of pro

ducing ideas of his own. 
______ d. Little or no evidence of creativity: e. _~ _____________________________ _ 

(Comment) 

19. Drive 
_____ a. Shows a capacity for a high level of energy, well directed, 

and slJstained on and off the job. 
b. High energy, but shows some lack of perseverance with 

projects of long dUration. 
____ .., c. Adequate energy, but not always harnessed to insure proper 

job performance. 
_____ d. Inadequate energy, and/or ~oo poor self·control for an " 

assignment. 

20. 

e. _________________________________ ___ 

(Comment) 

Organization and planning 
a. Considers all known variables before taking a major action. 

Automatically reviews and revises his ideas before execu
ting them. 

b. Foresees obvious problems and makes the necessary revi
sions and adjustment. 

c. Has shown a reasonable degree of planning on past jobs. 
d. Lacks the ability to organize and plan necessary for in 

this position. e. ____________________________ _ 

(Comment) 
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APPENDIX V 

SAMPLE TRAINING AGENDA 

The following schedule of training is provided to volunteers 
with the Senior Victim Assistance Program in the Colorado Springs 
Police Department. Sessions are two-and-one~half hours in length 
and are held once a week. 

Lesson One: 

L~sson Two: 

b;~.sson Three: 

Les.son Four: 

Lesson Five: 

Lesson Six: 

Lesson Seven: 

Lesson Eight: 

Lesson Nine: 

Lesson Ten: 

Lesson Eleven: 

Lesson Twelve: 

Le::.8on Thirteen: 

Program Overview--Crime and the Elderly; 
Police Experiences with Senior Citizens 

Police Department Organization st~ucture; 
Police Department Tour 

Aging--Biological, Sociological, Psychological 
Aspects 

Crime Prevention and Personal Safety; 
Neighborhood Watch 

Police and Traffic Reports; 
Case Processing 

Psychology of Victimization and Crisis Intervention 
Techniques 

Consultation with the Victim 

communication Skills 

community Referral Resources 

All day community tour (aging agency, mental 
health center gerontology unit and crisis unit, 
adult protective services, department of social 
services,homemaker services, recreation center, 
victim services, legal service! community health 
center) 

Panel discussion/review of cases 

Termination skills 

Program mechanics 
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APPENDIX VI 

LIST OF PERSONNEL POLICIES FOR VOLUNTEERS 
USED BY THE 

VICTIM/WITNESS PROGRAM, GREENVILLE, SOUTH CAROLINA 

PAGE ONE OF TWO 

1. Dress appropriately at all times. You will find that you are treated as a 
professional if you dress as one • 

2. Always address police personnel by title, (judges too): Officer 
-=--":--.,....( city pol ice), Deputy (Sheriff's offi ce) -o-r----
Detective -----------------

3. Always be on time to work. If some catastrophic event prevents you from 
appearing at your appointed time and you are going to be more than 15 minutes 
late, CALL. Take home list of home numbers of other staff and the program's 
office. Call the switchboard and leave a message. If you are going to be 
absent, contact another volunteer and arrange to switch dates with someone 
if poss i b 1 e. Pl easel et our' off; ce know if you are maki ng these arrangements. 
If you cannot switch, let us know that also and we will schedule a makeup date. 

4. Treat all people with whom you come into contact with the courtesty and respect 
you expect for yourself. 

5. ALWAYS ask questions if something is unclear to you. You ar~ not expected to 
know everythi ng, ... yet. 

6. Check the Procedure Manual for update on information and new procedures. Every
thing you need to know in the area of office management is in the Manual. 

7. Keep your records up to date, ~.g. time logs, client files, staff activity sheet. 

8. Sign your initials to any case work or logs you~have completed in case we have 
questtons about follow-up on a client. 

9. Leave the staff desk orderly and organized for the next persons and fill out 
the activities sheet--be as brief as possible. ' 

10. REMEMBER THAT ALL INFORMATION CONCERNING VICTIMS AND WITNESSES' CASES IS 
CONSIDERED CONFIDENTIAL. We want to be a trusted and respected program and 
we must maintain strict confidentiality on all matters. Contact the Solicitor's 
Office before notifying clients, about pleas. This information could affect 
the strategy of the Solicitor working on the case. 

TELEPHONE CONTACTS: All contacts, in person or on the phone, with the Law 
Enforcement Center~ other agencies, and clients should be in a professional 
manner. Clearly identify yourse1f--name, agency, and Solicitor's Office. 
Much information shared with us is confidential in nature and other law 
'enforcement agencies must know who we are. 

1. If you are not absolutely sure of how ~o spell the name of a person, ASK THEM 
TO SPELL IT AND YOU WRITE IT DOWN. 

2. Make sure messages you take for others are CLEAR. 

;""""'-, -_ ............ . 
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- ---
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3. Make sure there is a good understanding at the end of the conversation with 
referral agencies, WHOSE responsibility it is to do WHAT. 

4. Review how t~ use our phone system. 

5. Important follow-up: Go through Pre-Trial and Trial File each ~ to 
determine necessary follow-up. 

REFERRALS: 

1. 

2. 

3. 

Everyone can read and should' take down information relating to a specific 
ref~rral, clearly, toncisely; and completely. 

Noone should promise to do anything they are not positive the program is 
capable of doing (that is what we're supposed to do.) 

If you promise to get back to someone, makd sure you do it. 

4. Always do your best to let the.referr~l source kryow t~a~ you have made 
contact with the client, and, If posslble, the dlSposltlon of the case. 

5. Check the Manual and the file cabinet for procedures in making correct referrals 
to agencies such as Mental Healt~, Women in Crisis/Family Counseling, etc. 

6. Familiarize yourself with resource agencies in the community and the Law 
Enforcement Center that we commonly use. 

DON'T'S: 

1. Never represent yourself as a police office, solicitor, investigator, etc. 

2. Never represent the V/W program at an outside gathering, group meeting, or 
to an individual without prior approval. 

3. Never mail out any letter representing the V/W program of the Solicitor's 
Office without prior approval. 
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APPENDI X VII 

SAMPLE FORM FOR CASE REOJRDKEEPING 
USED BY 

THE CRIME RESISTANCE INVOLVEMENT COUNCTI., PASADENA CALIFORNIA 

(This cover sheet is filed with the police report and other fODlE 
for specific services, by case n1.lIt'ber.) 

I 

1\ 
\ I 

it 
I;. 
Ii 
! ~ 
1\ 

;.{ 
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" I j 
: I 
~ i 
; 1 

--------------------------------'.l 
• Case # Date Assigned: _______ _ Date of Contact :1 ._--_ .. -.\ --------

Last Middle First 
Vi ctim' s Name : _________________ _ Age __ Sex, __ (M) __ ~_( F) 

Address:~-_______________________________ __ Living Alone? __ Yes __ No 

Phone: ________________ __ Witnesses? Yes __ No 

Date of Crime: ------------- Pena 1 Code # ______ _ 

Time: Crime Classification: 

H 
[I 

il 
fj 
!I L 
i! 
fj 
1!1 

tl 
if 
II 
n 
5 
~ 

Residential Burglary (yellow) 
--Crimes against Person and Grand Theft (red) 

Method of Entry:________ --Sexual Crime (white) ,I 

LOSS: ___________________________ O_t_he_r __ a_nd_N_o_n_-C_r_i_m_e_a_n_d_A_ut_o __ T_he_f_t __ (_gr_e_en) f ! 

Injury: ___ ~ ___________ _ 

# -------------------------~------------------------------------

Service 
Desired 

Action 
Taken 

Servi ce : 
Desired 

Action 
Taken 

1 

I 
Telephone call 
Home/hasp. visit 
Security check 
Installation of locks 
Marking valuables 
Transporation 

Referral to agency 
CRIC brochure (sent) 
Letter or note sent 
Neighborhood Watch 
Desires whistle 

I! 
(1 eft) ~ 

Accompany to court 
Contact relative/friend 
Financial aid 

Direct Deposit 
Counseling 
Report of finacial/credit 

loss 
Other _______ _ 

jj 
n 
11 ' 
Ii 
II 
lj 
!j 

I I 
Is there a relative/friend for support? _______________________________ I 

I, 
Is prosecution in court anticipated? ________________________ _ 

Conversation between volunteer and victim: I 
--------------------------------------------------~----------I 

---------------------------------------------------------1 
--:::::::::=::=:::::=:==:==:=:=:==::=:==:==:==:::::=1, II 
Volunteer's Name -------------------- Date: ---- Time spent on case: _____ _ 

\,IoJun...t.e_~e.port Form-Victim Assjstance Team- CR,...;I..;;.C ____________ .. ~_ " H 
d , .~ 
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APPENDIX VII I PAGE ONE OF TWO 

SAMPLE FORM FOR CRIME VICTIMS REA.SSURANCE TELEPHONE CALL 

The following form is used by volunteers on the "CARE Team" 
in the Safety and Security Unit in Yonkers, New York. I 

Volunteers use the checklist to 'insure that they cover all 
of the most important points du:r:ing their initial contact 
with ,the crime victim • 

CARE Volunteer _____ r ____ i ___ "'- Date --------
CLIENT 
NAME. __________ ~ADDP!ESS ___________ _ 

____________ TELEPHONE. ___________ , 

INSTRUCTIONS: STUDY THIS LIST CAREFULLY. IT WILL HELP YOU WHEN SPEAKING 
WITH OLDER ADULT CRIME VICTIMS . CHECK OFF AS YOU GO ALONG. 

(1) Introduce yourself as a member of the CARE team, explain what 
"CARE" is and how the person's name was referred 

(2) Speak slowly and clearly. 

(3) Be patient if the client sounds skeptical or angry. DO NOT 
HANG UP. Be reassurin9. 

(4) -Listen carefully. 

(5) Encourage the client to exercise his or her rights by 
pursuing the case in court. 

(6) Explain that you were trained and will assist him/her 
through the courts. This would include transportation and 
other seniors in the courtroom when the case in on the calendar. 

(7) Encourage the client to discuss the crime with you. Allow 
him/her to vent his/her feelings. 

(8) Ask the client how he/she feels we may be of assistance. 

(9) Describe the programs you feel he may benefit from, i.e. 
if a burglary victim, Operation 10, etc . 

(10) Refer all clients who seem to be having adjustment problems 
to the director or the social worker. 

" (11) Even if the client does not seem to be interested in 
receiving assistance, follow up one week later and again if 
you feel necessary with a reassurance call. 

(Continued) 
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( 12) 
Team. 

Ask the client if he/she would like to join the CARE 
(CIRCLE) YES NO 

(13) Ask the t1ient if he/she would like individual or group 
counseling. (CIRCLE) INDIVIDUAL GROUP NO 

;'\ 

ADDITIONAL COMMENTS~\Return this sheet with comments if applicable 
to the client you are serving. 

CHECK THE SERVICES THE CLIENT IS INTERESTED IN RECEIVING: 

Court assistance 
Early Alert 
Operation 1.0. 
Victims Compensation 
Vial of Life 
Deadbolt lock 

Replacement of stolen 1.0. cards 
Reassurance visits/phone calls 
Escort service 
Victims counseling 
Public education presentations 
Film program 
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By 
Vern Lake 
Volunteer Services 
Consultant, 
Minnesota 
Department 
of Public Welfare 
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101 W'AYS TO GIVE 

RECOGNITION 
TO ,VOLUNTEERS' 

Continuously, but always inconclusively, the subject of recognition is dis
cussed by directors and coordinators of volunteer programs. There is great 
agreement as to its importance but great diversity in its implementation. 

Listed below are 101 possibilities gathered from hither and yon. The duplica
tion at 1 and 101 is for emphasis. The blank at 102 is tor the beginning of your 
own list. 

I think is it important to remember that recognition is not so much something 
you do as it is something you are. It is a sensitivity to others as persons, not a 
strategy for discharging obligations. 

1. Smile. 

2. Put up a volunteer 
suggestion box. 

3. Treat to a soda. 

4. Reimburse a$signment-
related e~penses. 

5. Ask for a report. 

6. Send a birthday card. 

7. Arrange for discounts. 

a. Give service stripes. 

9. Maintain a coffee bar. 

10. Plan annual ceremonial 
occasions. 

11. Invite to staff meeting. 

12. Recognize personal needs . 
and problems. 

13. Accommodate personal needs 
and problems. 

14. Be pleasant. 

15. Use in an em€~rgency 
situation. 

16. Provide a baby sitter. 

17. Post Honor Roll in 
reception area. 

18. Respect their wishes. 

19. Give informal teas. 

20. Keep challenging them . 

21. Send a Thanksgiving Day card 
to the volunteer's family. 

22. Provide a nursery. 

23. Say "Good Morning." 

24. Greet by name. 

25. Provide good pre-service 
training. 

26. Help develop self-confidence. 

27. Award plaques to 
sponsoring group. ' 

28. Take time to explain 
fully. 

29. Be verbal. 

30. Motivate agency VIP's to 
converse with them. 

31. Hold rap sessions. 

, 
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32. Give additional responsibility. ' 

33. Afford participation in 
team planning. 

34. Respect sensitivities. 

35. Enable to grow on ,the job. 

36. Enable t~ grow out of the job. 

37. Send newsworthy information 
to the media. 

38. Have wine and cheese 
tasting parties. 

39. Ask client':patient to evaluate 
their work-service. 

40. Say "Good Afternoon. ", 

41. Honor their preferences. 

42. Creat,e pleasant surroundings. 

43. Welcome to staff 
coffee breaks. 

44. Enlist to train other 
volunteers. 

45. Have a public reception. 

46. Take time to ta'ik. 

47. Defend against hostile or 
negative staff. 

48. Make good plans 

49. Commend to supervisory staff. 

50. Send a valentine. 

51. Make thorough 
. , pr~arrangements. 

52. Persuade "personnel" to 
equate volunteer experience 
with work experience. 

53. Admit to partnership 
with paid staff. 

54. Recommend to 
prospective employer. 

55. Provide scholarships to 
volunteer conferences or 
workshops. 

56. Offer advocacy roles, 

57. Utilize as consultants. 

58. wr~te the~ ~hank you note&;1' ,I . 
59. InVite participation in Ilh 111 

policy formuk.tion. etlA...(., \~\ ~"~'(:'li~~-'-
60. Surprise with coffee and cake. 

61. Cel,ebr~te outstanding 
projects and achievements. 

, 62. Nominate for 
volunteer awards. 

63. Have a "Presidents Day" for 
new presidents of sponsoring 
groups. 

64. Carefully match volunteer 
with job. 

65 .. Praise them to their friends. 

66. Provide substantive 
in-service training. 

67. Provide usefui tools in good 
working condition. 

68. Say "Good Night." 

69. Plan staff and volunteer 
social events. 

70. 8e a real person. 

71. Rent billboard space for 
public laudation. 

72. Accept their individuality. ' 
, J 

73. Provide opportunities for 
conferences and evaluation. 

74. Identify age groups. , 

82. Plan a "Recognition Edition" 
of the agency newsletter." 

83. Color code name tags to' 
. indicate particular 

achievements (hours. years, 
unit, etc.). 

84. Send'commendatory letters to 
prominent public figures . 

. 85. Say "we missed you." 

86. Prais,e the sponsoring 
group or club. . 

87, Promote staff smiles .. 

88: Facilitate personal 
maturation. ' 
, -

" , 

89. Distinguish be~e~n g'roups 
and individu~ls in the' group. 

90. Maintain safe working 
conditions. 

91: Adequately.orientate. 

92. f\ward special citations for 
extraordinary achievements. 

93. Fully indoctrinate regarding 
1 • the agency. 

. ,94. Send Christmas cards. 

95. 8e familiar with the details 
, .. of assignments. ' 

96. Conduct community-wide, 
cooperative. in~ar .. agency 
recognition events. 

75. Maintain~eaningf~1 file (' '}\'\' ., ..... 
97. Plan a theater party. 

r~ . 

., 

76. Send impromptu fun ca~ds. .' ~ 7'.~':'. ~':"" 
,..,~. S 
' "1-ilff~ 98. Attend a sports event. 

77. Plan occasional 
extravaganzas. 

78. Instigate client 
planned surprises. 

79. Utilize purchased 
newspaper space. 

80. Promote a "Volunteer.
of-the-Month" program. 

81. Send letter of appreciation 

VOl.u ' / 
~-

to employer. 102. 

99. Have a picnic. 

100. Say "Thank You." w, 

101. Smile 
4' 
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