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EOR‘%WORD

The social service system neglects victims of crime according to social
science research.I Yet it's those same crime victims that are least able to
cope with the personal and social problems their predicament.presents. They're
least able to manipulate services on their behalf. They are in no condition to
challenge procedures or unresponsive service, providers. Moreover, their plight,

as a class, is further aggravated by the callous treatment they receive from the
- criminal justice system, ‘

g,'_;Within a brief span of seven years, local jurisdictions all over the countg‘y

. have -established community service programs to help crime victims and

~ witnesses. The impetus for these programs was to respond to two separate
needs: victims need mere humane treatment and the justice system needs more
-efficient case processing from investigation to trial.

Many people hired to staff these community service programs have
professional experience in law enforcement, legal secretarial work, correctional

counseling, and-community organization. These professionals are usually chosen -

for their sensn;%j;\y to the plight of victims and witnesses and for their
knowledge about the mechanics of the criminal justice system. As a result of
this type of background, they regquire minimal training to activate social service

referral and criminal justice information services needed by crime victims and:
witnesses. E ’

However, one skill most staff are often unprepared to offer is crisis
intervention. Program advocates encounter victims enroute to court who are
emotionally traumatized by crime. They encounter witnesses by telephone who
fear retaliation. Despite the fact that a number of these advocates do not feel
proficient in handling crisis intervention situations, police officers, prosecuting
attorneys, and social workers are now, more than ever, referring victims and
witnesses to them for emergency support. "

This book provides victim/witness* program staff and volunteers with
material to sharpen their crisis intervention skills. First, the reader will find
state-of-the-art research findings and a summary of the psychological impact
of victimization. A crisis intervention model is then explained. Next, specific
counseling traits,skills, and training are discussed. The final chapter describes

- the Pima County Attorney's Office Victim/Witness Assistance Program, which
served as the model for this book. The appendices include training concepts
and exercises for both classroom and on-the-job settings. We hope this book

will help other volunteer victim/witness programs respond more capably to
those in crisis. o

s

witness." & ) .

v - . .

The authors use the term "victim/witness" as shorthand for "vig:ginﬁ}nd/or v
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CHAPTER ONE
CRIME VICTIMIZATION CAUSES CRISIS

Psychological Impact

.

From early childhood to adulthood, social institutions teach people to

respect each other and obey the law.

In return, one expects from society

respect, justice, and protection from personal harm. The message is that we,
as individuals, are primarily responsible for what happens to us, depending on
what we have or have not done to respect society's expectations. °

When, without warning or provocation, citizens are assaulted or burgled by
a stranger, they suddenly feel overcome by disbelief and disgust. After some
psychic paralysis these victims experience the incident's impact by feeling
These feelings are often compounded by a

resentful, angry, and depressed.
state of confusion and

espair where the victims question why they are the

target and what they might have done to cause or avoid victimization.

Mzny crime victims feel that their sense of order in society and control

over their life has been shattered by the experience.

Victims question their

understanding of how the world turns when the environment seems suddenly

unpredictable.

o

A chart showing the psychological impact of victimization for specific

e e

=

crimes is presented below. The chart shows that crime adversely affects one's
trust in others and one's sense of autonomy in managing personal affairs. It
also demonstrates that the more serious the crime, the more extensive the

psychological injury to the victim.2

(o2 i
i
N CRIMES AGAINST PEOPLE
Pocket Picking Robbery c
Purse Snatching Auto Theft Butglary - Robbery With Assault Sexual Assault Homicide

Violation of exten- Violation of exten-
sion of self: sion of self:
property hoeme

Loss of trust Loss of trust

Threat to autonomy Threat to autonomy

Violatisn of exten-
sion of self:
personal possessions

Violation of exten-
sion of selfs
personal possessions

Loss of teush Loss of t}'ust 0
Loss of autonomy Loss of autonomy
Threat to survival Theéat to survival

Phyéical injury to
o the external self

Source: Morton Bard and Dawn Sangrey, The Crime Victim's Book.

Violation of exten- Ultimate violation

sion of self: of self: the
clothing desteuction of the
‘ person

Loss of trust
Loss of autonomy
Threat to survival

Physical injucy to

the external self

Violation of
internal self

o
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Fear Cycle , “ .

imization- typical : tional
° i ization typically causes grave emotional as «
tqulCg;mperceiVVCdyganger. One can become .fea‘rful of the cnmmail £2Zt’ r;‘;;
ggrpetrator, and/or repeated victimization. This severe interpersona

instigate a vicious cycle of feelings and actions within a victim.

The fear of what did happen or what might happen lfadg; pod r?r:it:tUSt ’?g
others, particular surroundings, and even one's perception “an ltjgfgmi‘strixsting
combat the anxiety and discomfort which vxct:)tlms1 feel as a ;ifius t of mistrusting
X to control all activities by piacing unt : A
people, e ol & icti build a fortress around their homes, refuse
themselves and others. Victims may bu ; Lhel homes, atres

i i tunities to meet new peopic. -
to B Ut 2t e ol o « of control and security, and in fact
“fail to help victims regain a sense of €O ! : ¢
(r)xf;;nafgaglxlravate gg:eatet fear. Consequently, since their needs remain unful
filled, victims direct resentment towards everyone.

‘) . -
Once victims have attempted to x:elsolwii tzhelrt ieai v:(?rds . rfsalle\?i,ctitr‘:li

’ ' i resentmen .
ical cycle of fear, mistrust, control, an . .
Ez)é:co}rlr?}ao%;ore gritical of themselves and more impersonal with others. In this

pattern, the harder victims try, the worse it gets.

Victims in_crisis fvrequently expgriénce_ ;hii '££eatthe(izzctl>%h av'ir:E?I, ;:fti rgc;
i is cye loping in order to identity tte
A AR aghed] 0 e of being in the fear cycle, victims
and realize the adverse results. Once aware n the fear cycle ViC aut
en begin exploring rational ways of better meeting ,
gzzazzgntge$ want%~J to rgestore order to their lives immediately, they do not

take time to work through these unpleasant feelings on a conscious level with
assistance from others.

FEAR CYCLE

FEAR

RESENTMENT

//\*\\ > CONTROL |

2 \

S

distress, as does fear of

i e g T g i Rt
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i
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Crisis Theory and Symptoms

A crisis can be defined as a threatening experience which seriously
disrupts a person's psychological. and social functioning.3 The threat, which
may be real or perceived, arises from the person's failure to cope adequately
with an event that is generally outside the range of daily life experience. A
principal factor of crisis is an imbalance between the difficulty and importance
of the problem, and the resourceszimmediately available to deal with it.

Everyone reacts to a crisis differently. There is no universal law
determining the sequence of emotions one experiences as a result of a crisis.

However, crime victims have some physical and psychological reactions in
common.

At first victims feel physically dazed and numbed. They may experience
muscular weakness and chills. These reactions create a cushioning numbness

zivith which victims meet the initial shock of personal or property violation and
amage.

Then victims may begin‘k‘ to release a wave of anger expressing the hurt and
sense of injustice felt inside. Their lips are often chapped from dehydration
and their eyes may be red from tearing. In contrast, they may withdraw

immediately into themselves without showing any emotions; all thoughts and
feelings are internalized.

The victimization experience is so strong and the victim's needs are so
great that the victim in crisis typically does not take carg¢ of the body. The
victim's adrenalin accelerates, raising the blood pressure. The body begins to
lose fluids from crying, sweating, and urinating.  Without giving it much
Zhought, the victim starts drinking a lot of coffee, tea, or alcohol, which makes

chie victim more nervous. By now, the heart pulsates rapidly and the victim
feels drained. ., \ , )

. Water is one of the best liquids to consume in a time of crisis. It restores
lost body fluids and has a calming effect. A good diet is also important for
maintaining strength and equilibrium. Rest and exercise are equally important
to keep the victim's mind and blood pressure in balance. -
One of the most difficult feelings encountered by victims is self-blame.
This feeling is often tied to the belief that one is responsible-for what happens
to oneself. It's hard for people to accept the fact that \they “cannot control
everything that happens. Yet, the inability to accept this does not alter
reality; one often ?acks control and responsibility for many of life's events.
Many victims report nightmares about the traumatic event. Sleeping soundly
or concentrating. on a task for any length of time may be difficult due: to
intense emotions. Additionally, the victim may experience headaches and a loss
of appetite, which are symptoms of depression. These physical and psycho-
logical symptoms may last a day, a month, or a year. ‘

 The severity of a crisisTdepends on many intrapersonal factors: one's
upbringing; previous experiences; state of mind; and relationships with signif-
icant others. The nature of the crime and type of interpersonal intervention
that follows will also influence the victim's response to a crisis. Thus, some
people need a lot of help and some people need very little help to handle a

“traumatic event. Regardless of degree, the point remains: help is needed.

i N
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| . Safety Procedures
- ‘ “ | ' Prior to responding to a crisis call, the program advocates obtain from the
CHAPTER TWO referring agent, usually a law enforcement official, as much information about
' TION MODEL " the danger level as possible--including weapons, substance abuse, and whether
THE CRISIS INTERVEN

the problem is acute or chronic. Advocates should arrive at the scene of the
incident in pairs, park at least one house from the designated area, and observe
: what is happening for a few moments before entering the area. If there is any
: : possibility of violence, the advocate team should insist that law enforcement
A WAY TO HELP officers be present. Also, the advocates should not stand directly in front of
. the door while knocking; it makes them easy targets for those who respond to
” | their knocking. (See Appendix A for more information on safety procedures.)

i - Rationale for a Process

II. Defusing
Crime victims in crisis feel out of control and perceive chaos around them. ’ }

The security and predictability of their lives have been abruptly violated When a victim is in a state of shock, quite emotional, and/or somewhat

: . ~ i ravate the | | hostile, the advocates employ defusing techniques to get the victim's attent:
without provocation. The victim's family and friends ‘ran agg { ostie, the advocates employ defusing techniques to get the victim's attention.
L ~ . , ieti t occurred. Law First, the advocates introduce themselves and explain thei le. Then, th

n as a result of their own fears and anxieties about. wha Curre: irst, es | themselves an plain their role. en, they
::lr::fu::cl:gment officials will be somewhat l}l‘elp\fu! in defusing tgeagl;;l:ﬁécr)lrcll, lgll]l; fl'nf( out hov;\' the v:hctm% would like to ‘be adcjres}s;edl,] by first nan;e,, s}l:.rlréame, ocll-
ir primary missions are to secure the crime scene an a t pickname. Next, they focus on some items in the house or on the chi ren an

- f)lg:f-getgator. ySomeone more able must provide crisis counseling to the:victim. inquire about them. The advocates may want to get a glass of water for the

victim or ask the victim to take a couple of deep breaths for a calming effect.

A police officer or prosecuting attorney may requést a victin]/witness i : If there are two people arguing, the advocates talk them into separating and
assistangg program advocate to help a victim by offering crisis counseling. The i encourage them to sit down. (See Appendix B for additional defusing
advocate is being asked to enter a tense situation and take control. The o | techniq_ges.)

advocate must not'compound the problem by being nervous and unsure. .
\‘ ’ . Interview
i : isi i the advocate
By learning a step-by-step process of crisis counseling, _
azpprogches a vigctim in trauma with confidence and effectiveness. A v1abée
crisis intervention process is standsrdized and easy to follow, givin ‘t:he
advocate a conceptual framework on which to rely when dealing wit e

' ane the victim is calm and seems attentive, the advocates start the
interview by asking some basic questions, such as questions about health
condition, family and friends in town, and employment status. After the

avo : ‘ d and how : 2 advocates become acquainted with the victim, th th
victim. The advocate draws upon the process to knovg hgw to procee ' | 0 € acquain i € victim, they can then concentrate on
i . In turn, the victim gainsystrength an ’ i talking about what happened and what the victim's major concern is at this
ch)sfrs:gzsé ﬁzest%lﬁ%fgeﬁit%e;gd $§slfing through’the ptoblem—solvin% process. An ) : . ti‘me.g The important li)point for advocates to tememberJ is to make sure the
untrained advocate, who responds from gut feelings and has no definitive plan, victims spell out the main problem causing their crisis state. The interview
is likely to keep the victim in a state of inertia. . 5 process will be discussed in greater detail in the upcoming section.
LETRA Model of Crisis Intervention ; - IV. Action
. : ' i isis situations A Once the principal problem is identified. the advocates are in a position to
Law enforcement in the United States has been handling crisis si i ‘ ; the p pal prob! ed, t , p n
i ; ining for over a century. About a decade: ago, police { i help the victim look at options for resolvin it. No one knows the dimensions
A g’étgﬁuieﬁvi{f [n;g%o?r::g;gﬁ that showed manyy officers were being killed and v Cd , and complexities of the problem better thangthe victim. Therefore, the victim,
i in%ted in emo’gtiOnally volatile incidents, especially domestic disputes. Con- ! R ¢ not the advocates, must ultimately choose which course of action to pursue.
se{;uently law enforcement personnel were eager to learn how to increase their - ' io The advocates can further assist victims by helping them look at the likely
safety and how to take control in potentially explosive situations without using ‘ . consequences of the plan of action. The succeeding' section discusses this step
force : : : , 4 further.
Soon thereafter Drs. Liebman, Schwartz, and Silk, who are trainers in . (I b
communication skills, §levcloped a crisis intervention model designed for law SR ‘ oL e
enforcement officials.” The LETRA Model allows police to manage a crisis ’ :
situation in a safe and efficient manner. It consists of four clt);'logologlcxz‘l ' . 4
L i H . 3 3 K3 > a Y
steps: - safety procedures, defusing techniques, interview methods, ' o
actli)on auemztive& In the following section, the LETRA Model is adapted ‘
for use by victim/witness program advocates. L :
. ‘ 5
4 g :




A chart of the Schwartz-Silk ‘Model is presen
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ABC Cirisis Counseling
The LETRA "Model emphasizes safety promotion.for law enforcement
officials who encounter domestic disputes. The most significant parts of the
model for victim/witness advocates are the interview and action steps. These
steps are adequate for law enforcement off.icj;/fs, but program advocates
“Urequire a more comprehensive interview and action planning process in order to
help victims and witnesses recover from emotional trauma..

Two noted mental health professionals developed a thorough interview step
as part of a crisis intervention process for social workers.® This crisis
“intervention interview approach is called the ABC process. The letter "A"
stands for achieving contact; the letter "B" stands for boiling down the
problem; and-, the letter "C" stands for coping with the problem. (The
authors of this book have revised the coping stage of the process to concuyr with
what has been more effective in their professional experience.) The ABC
process is a problem-solving strategy applied to people in various crisis
situations, not only crime victims and witnesses. The goal of the ABC process
is to help clients redistribute their anxiety into a constructive adaptation.

Before working with the victim on the crisis problem, advocates must
first achieve contact by opening lines of communication.  After the advo-
cates introduce themselves and explain their purpose, they should make eye
contact with the victim and say, with conviction, that the victim is safe and
protected now. Then they find out how the victim would like to be addressed.
The next step is to inquireé about the victim's health, family relations, and
employment status in order to gain background information and help the victim
calm down. The victim has a right to ask the advocates questions as well.

Then, the advocates should identify the feelings they see the victim
displaying and ask if their perceptions are correct. These questions help the
victim become oriented and gain some self-control. The dialogue now moves
from the superficial level to the real issues and concerns. -

Once feelings are correctly identified, the advocates start working with -
the victim on boiling down the problem. The advocates determine the
victim's most pressing problem by asking. They emphasize the point that only
one problem can be worked on at a time. Throughout the process, the
advocates encourage the victim to stay with the "here and now" and not wander
into discussing the past for an hour or more. The advocates are not
psychoanalysts; they are crisis interveners charged with providing .emotional

first aid and referring the victim to social service agenfies if necessary.

At this juncture the advocates and the victim begin coping with the
problem through brainstorming--defining needs and assessing resources. This
activity determines the victim's wants and what the victim is willing to do to
satisfy these “wants. Subsequently, the advocates go through\\ the possible
solutions with the victim to find the one which is most practical and satisfying
from the victim's perspective. 1If the victim is uncertain about what might
work, the advocates should @ik the victim to think of.what to recommend to
a friend in a similar situation. Lastly, the advocates and victim formulate a
plan -of action which includes a time commitment, needed resources, and
specific activities. ¥
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1 The advocates 'need to check with the victim to make sure the proposed ' ‘ . i '
“solution will alleviate the most pressing problem. A verbal commitment from Ty R | 3. Explore what #chent“ feels is the best solution,
the victim to follow through is also essential. The advocates and victim should SR | 4 Find out what the client i< i
agree to a specific time to talk again during the next day. This will allow the e : _, € client is willing to do to meet his/her need.,
advocates to determine how the victim is doing and whether any follow-up s U 5. Help client formulate plan-of acti . o o
,Vscnvice&.arg.xﬁil}!ﬁféa for improving_thesvictim's_emotional_stability and social . ....d.- o fgee e e TERRE REERER rmulate planot action: resources, activities, and time.
welfare. " o ' - = ‘ ¢
, : “\\\ : . - ; ] O 6. Arrange follow-up contact with client for the next day.
An outline of the ABC process is presented below.  (See-Appendix C for - . i . o There are three significant
T o} : ‘ significant me . ,
three case exampl\gs that use the Eroccss.) ) : | . ABC counseling procesgs: ssages for advocates to voice throucghout the o (
3\ i : : & s g . R i : . B Cood P
Pa ) 3 i . ] IR ‘ & . '/ .y
y . P S U D B B . \ ) . ; I
4 S “ . | | , , ; | I. | am sorry }hat this has happened to vou. : )
THE REVISED ABC PROCESS OF CRISIS MANAGEMENT ; , i w‘{ 3
. N V ' . 1s not your fault‘\ that the crime was committed
¢ \ ) ; ) ; E . :'l . .
F i © : o s o 1 o\ » i l i .
A. 'Achieving Contact o » v 3+ You W{U be able to rgchet from this tragedy in time.
. T S ' - : % Obviously, ad ' . S )
. 1f: name, role, and purpose. - Y, advocates should not articulate. t ints i -
o Ineroduce youre o , PP 0 ) " they are true in a particular case. - these points if they do not believe
2. Tell the client s/he is safe and protected now. : . It is i : -
' : : : t is important for all advocates tg " crisi L
. , ; : _ : . , 0 learn a crisis intervention
3. Ask client how s/he would like to be addressed: first name, surname, - , o l‘:’ r?:‘:?:(; éhgg’ t?]fe paraprofessionals, volunteers, or professional staffgtocg)ssé N
or nickname. : 4 ' crisis 1 ngt  roent: gﬁi[;ioces(s) d?es r;:ot aéjtomatically make someone a competent ))
) L - | | i oo 5 Aattitude, personality, and skill potenti
- ‘ " 3 3 2 - il r a - . 13 . ] 3 M -4 . ' . R al
4. Collect client data: residency, family relations, health condition and | fr? utahlilg ‘Lmlpqr.tant aera in det‘?rfm"""g whether an zindividual'car?ot)e eflfect?\l;:
employment. 8° . | ’ R pri‘hci;ilE??iExl%gc: lgirl?g%e\fiscl:i%s A%dltl_tznally,;there are some essential counseling \
e . _ o : : v T - . S} S and witnesses meet their-needs. By learnine the %
’s. Ask client if s/he has a counselor and if s/he is taking any : . i fﬁ:ncsggggogﬁfhsgﬁ?ss ‘l‘)"‘z experimenting with the crisis interveg’tion PIO%E:::SC?ﬁ
medication. . 5 : ’ S : 3 e . i g berore using it in the field a .
' : . ! ) YlCtlm In crisis with confidence and effectivenes’s. " advvocate can approach a
6. Identify client's feelings and ask for perception check. X ° -0 : i ‘ ; . .
. : ¥4
B. Boiling Down the Problem
. e N ™ : } : & k ) . ) ) ) 3
1.  Ask client to describe briefly what has just happened. - / ‘ : ' R
. 2. Encourage client to<talk about the here and now. y ‘ ix / @
@ N . ’j s, .
3. Ask client what is the most pressing problem (one at a time). ( , A N
4. Ask client if it were not for said problem would s/he feel better right . i
now. ’ . v ° R & ' y
5. Ask client if s/he ‘has been confronted with a similar type of ,p;dble’f{l S R o 7
before, and if so, how did s/he handle it ‘tl@\,\en. \ o EEEE R L
6.  Review with client what- you heard. is the’ primary problem. e . \ D o ! -
C. Coping With the Prcblem o , © .
1. What does the client want to happen? (Give othér options.) RO I : .
PR o L, ' . : ’ : \3 ° 7
2.  What is the most important need--the bottom line? - ‘ : :
: < . R , B &= ' i i
& ’ : : Qe s SO : e
AN PN g : . 4 .
- ﬁbu_ : 8 ) ) © © o )
K‘*":"L.Sl i i ) ‘ 9
- .%“”"""3“"“‘4 . . o o
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CHAPTER THREE R R
ON BECOMING A CRISIS COUNSELOR "

Traits of a Counselor

The crisis intervention staff of the Pima County Attorney's Victim/Witness . o
Program work on the humanistic assumption that people deserve to be treated d
.with respect. Program personnel show the victim/witness respect, warmth
and empathy by their words, tone, and actions. '

To achieve significant Contact, the advocate listens to the internal feeling
level of the victim/witness so that both parties can work effectively together. @
In expressing sympathy, the advocate identifies with what the client is feeling
and can communicate it back. Warmth is shown through the expression of
concern and affection, as well as non-verbal gestures of understanding.

. An advocate who demonstrates the personal qualities of maturity,
; honesty, and genuineness can handle crisis situations with objectivity and con-
fidence, interacting successfully with others without the need to dominate ,
conversation or to manipulate actions. Advocates must serve the client's B
needs, not their own. : ]

Most victims are very resourceful in resolving their problems. © They have ' ‘ ' o
more inner strength and insight into what will work best than anyone else. : :
Accordingly, a good advocate fosters independence, rather than dependence. : '
The victim/witness in crisis needs support and guidance but does not need to ‘ =

~_be led around like a child. : ' : 5\ - }

An individual who is very judgmental and likes to give advice will make a :
poor counselor. A judgmental person does not take the time to understand a
client's problem, but rather tells the client what to do or not to do. In a
successful counselor-client interaction, the advocate understands and supports
the fact that clients have the power to affect the outcome and draw on their .
own resources and skills to resolve their problems. : R : . ' :

Communication Skills B | | - .

A contemporary research study on interpersonal communications found that
" the words transmitted in a conversation make up a small percentage of the
. , message received by the listener. Non-verbal communication has the greatest
impact on the listener.” Facial expressions, hand gestures, and body language
¥ are what people see and hear more than actual words. Even tone has more o

impact than words do on how a message is interpreted. These findings have S ‘ e
far-reaching implications for anyone interested in providing professional . 2 e , ‘ , e

counseling services. ‘ ' S B , S, B '

’ SR . ; ‘ ' e : b N
Active listenirfy is one of the most important communication skills. o SR : v ; B ,
o Sitting back and staring into space is not active listening. Active listeners - N T ; o ' ‘ G &
' ~ show the speaker, by the expression on their face, the forward lean of their L : PR S o : B
torso, and eye-to-eye contact, that they are interested in what is being said. '
) . .

i
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 conversation from a superficial level to a personal level.

The speaker knows that the listener is concentrating on the message. Without:

seeming to interrupt the speaker, active listeners encourage the spcake_r to
continue talking by nodding their head and by asking the speaker to explain in
more detail.

Observation of non-verbal cues is another essential communication skill.
Often, a victim/witness says that everything is all right but the facial
expression, skin color, or body posture says something different. Also, the
immediate surroundings of the victim/witness may indicate that the individual
is in a state of disarray. Their physical appearance and home environment can
provide a wealth of information about their values, interests, and personality.

In a crisis intervention session, it is important for the advocate to ask the
victim/witness to stop talking for a moment and openly reflect upon what
has been said so far. Advocates also take this opportunity to reflect on what
they see going on with the client. This communication allows both parties to
crystallize and organize concerns and ideas that are presented verbally and non-
verbally. It also has a calming effect and ensures that both individuals are
hearing and seeing the same thing. ‘~ :

Sometimes a victim/witness has difficulty expressing a thought. An
advocate ‘can help the client clarify thoughts by. paraphrasing what was said
and then asking if that was the point the client was trying to make. Even if
the advocate is off target about what the client is saying, the client will
appreciate _the advocate's attempt to understand.  Paraphrasing helps an
advocate avoid making assumptions about what was heard and allows con-,
firmation through client feedback. Paraphrasing can also facilitate moving a
(See Appendix D for
a paraphrasing exercise.) :

Like paraphrasing, good questioning skills also reduce the likelihood of
the advocate misunderstanding the client. The advocate helps the client expand
on a thought, consider other ideas, and move toward a decision by asking open-
ended and non-threatening questions. (See Appendix E for examples of “useful
question categories and a question framing exercise.) There is less confusion
and more encouragement for a client to talk through the problem when-an
advocate uses both paraphrasing and questioning. skills. ‘

0o

Response Styles

There are five main helpful response styles in a helper/help-seeker
relationship: - evaluative; teaching; = supportive; probing; and understanding.®
Each of these responses has a different intent and is, therefore, appropriate in
different situations. - S

fycas}

The intent of the evaluative response style is to judge the help-seeker's
behavior and is used in a critical situation.
take a lethal dose of drugs or about to hatm someone, the helper has.little time
to intercede, so acts judgmentally by physically stopping the help-seeker or by
telling the client how bad the behavior is.. Children frequently see the
evaluative response style displayed by their parents. Ll

12

et 5 Bt St o et D e AR o e o e e

jes]

When the help-seeker is about to
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-resolving the conflict, the helper will em

. seeker.

The intent of the teaching stlyle is to lecture the help-seeker in what to

think about the-problem. The he

per fears that the help-seeker is neglecting

to consider all of the facts or options available, so the helper wants to give the

help-seeker more information b ision it
‘ ore . efore a decision i5 made. Stud
exposed to this response style in the school system. ens are usually
Help-seekers who feel de unsure
. pressed or unsure about whether they can pass a
E:;g;culaih tﬁsti, need support. - The intent of the supportiveystyle %s to
rea hu;e ek elp-seeker with positive comments. The helper tries to encourage
he | (la p-seeker to act on the problem by using verbal strokes. This is the most
prevalent response style taught in universities to counseling students.

To assist help-seekers draw upon their personal strengths and resources in

: \ ploy the probing and understand-
gllg ‘liesgonse styles. ~The intent of probing is to get gle help-seeke(:'nto
ity issues, and the intent of understanding is to listen earnestly to the help-

Both response styles allow the helper to achieve better contact with

| the help-seeker while treating the help-seeker with the utmost respect and

~each one's intent are compared below.

Response Style

dignity.

Dr. Carl Rogers, in his ' '
» , in research for the Center for the Stud of
’ a Pe
fcfng{!ﬁgcihﬁ rlr?r?]itn E:Zczgle us;: tt::h?1 eva;luative and teaching respyonse styltraioinr;
- nmur 1ons, but that the probing and understanding res
are more effective in working with the help-seeker. The five catggorigg n:rf\:s

Intent
Evaluative o
| ging
Teachin
| g Lecturing
Supportiv
. ’ e Reassuring
Probing ~
B Clarifying
' Understanding Ll N Listeni
| . - - lf‘» ening

R
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L
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11 the response styles are helpful; it is a matter of det:e:m:p,mg W , H ; , o CHAPTER FOQUR
styleAis rncfst:r e\fpfective )f;iven the dynan;ics of the particular situation. | , B

Community citizens can learn thesé basic counseling skills and crisis : -’”S’ETTING UlévA PRGGRAM ’FOR TR;AINING,VOLUNTEERS

i intervention strategies and learning what it takeﬁswtobe, a hi‘g’h—fu‘ncti}oning Cr;lms : o
I ~ counselor is the important first step. Practicing the skllls and approaches | Recritmien
i | under supervision of a qualified trainer is the next step in becoming a ; : ) :

b competent crisis intervener or trainer. , : e

. 5 Few communities can afford a paid full-time professional staff to provide
; i . ‘ crisis intervention services around the clock, 365 days a year. Local
’ 1% ~ government policymakers are more likely to allocate monies for a small

¥

professional staff to train and supervise volunteers in providing these services.
i Government jurisdictions and private foundations like to see a human service
%“* program be cost efficient by employing volunteers. Funding sources are also
teceptive to the community's education in crime issues that training sessions
provide. o e :

Sob
i

o . et

g A g

The Pima County Attorney's Office Victim/Witness Program has .been
; : successful in ob7t:aining community. resources for volunteer recruitment. The
il staff began recruitment efforts by working with the Tucson Volunteer Bureau
_ - and the Correctional Volunteer Center to identify and refer potential volunteers
) . ' - " to the program. Additional recruitment techniques have maintained the

' / o v R 1 | é} ‘ - recruitment campaign.

; , The staff use the media to broadcast public service announcements and to

publish articles on the program. Whenever the staff are invited to speak to

college classes and civic groups about the program, they stress the need for

volunteers. Police officers, prosecuting attorneys, and social workers have

; : e been referring relatives and friends to the program for volunteer work in the
i : S { office or in the field. _ '

©

PR N AT

] - Both - the community college and the university encourage students to
o = 4 volunteer by giving class credit for their-program work. <As a result, the

program receives undergraduate and graduate students every semester. The
statf make sure that the students experience all aspects of the program. The
special attention staff give to students has given the program a good reputation
among the academic faculty, which has led to students wanting to do their
course field placement requirements in the program.

a7

3

E{{ The staff have spent additional time recruiting minority volunteers by
; . o i i SR giving presentations to minority church congregations and conducting training
5 . o _— T | i N | v classes in minority - neighborhoods. -~ Furthermore, staff have asked minority
L ' ' ‘ o SRR { " . community leaders to assist them in recruitment efforts. Consequently, the
i -staff have been somewhat successful in recruiting minority volunteers.
i _ .

o B - * There are. also career benefits that help to:attract program volunteers.
. : ’ < T - : The volunteers receive training in new skills that they can include in their
' S o : yfesumes. They establish working relationships with many professionals from
\\B) : L - “different agencies in which there might be job openings later. Frequently, the

===

e full-time staff advocates were program volunteers before they were hired.
: « o o SR N : Many volunteers can rely on staff for reference letters when they pursue
o [ R ‘ S . ‘ e b S - employment, . e o
; . R . SRy o . : - k‘: o . ‘ i
o e . = i

I
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The program staff have never experiincedh mLc‘iCh dif_ficul(;cg/, i?lete‘v;vrgrllggg:
' ignifi iob,- the dynamics
volunteers.  The significance of the job,. t yoamics of the O
i wth attained through learning
environment, and the personal growth attained e s
i i situations on nights and w
volunteers. The duties of responding to Crisis ns on nights ane re. allow
ering court-related services to witnesses g :
?/g?unﬁr;:cls t:og work closely with law enforcement, the court system, and the

social service network. Consequently, most volunteers hear of opportunities by
word-of-mouth.

Training Format

Anyone interested in participating in the crisis intervention tlrilal:?sg
sessions may attend. The program staff dois noi. pri;‘s?lcztree;;r;laaigg lg rounci
ivi i i ini t information
Individuals interested in the training are sen ns groun
dix F). Some enrollees are prolessional
rules, goalss A iee. ag yeded ly interested in enhancing their
from social service agencies who are only 1 :  Shelr
i i teer. Enrollees interes
i ersonal skills and do not intend to volun S |
lvr:)tl‘;tnpteering are considered candidates at the end of the training, thus the

i i i . The
training sessions serve as a screening mechanism for selecting volunteers

training allows the staff to assess the capabilities of the pros%ecti:t? vo:::gt:es:irﬁ
and, in turn, the: prospective \volunteers can determine whether they
interested in becoming volunteers.

The training. sessions consist of three-hour t‘lcme b[}‘ocl:lsr t(z: lgarlr:t t::hgo rglg;g;
' i ight! tive weeks. p -
one evening a week for eighti consecu 1 ar' T e s
rening is inelj te the training. e training
more than one evening is ineligible to comple > f ain
limited to so participants, with each participant paying $10 in the beginning to
cover the cost of materials. ,

i
i
i

‘ |
Model and Goals \,k , \}
| - ith 2 Do
) ima County Program staff structure the volunteer training Wi R
Look'lgenf IL“e‘::rn (ﬁod‘él. ?égee Appendix G for further detail.) The rationale for
the model is the educational théory that:
\v‘ “‘ - 3 - -
. 1If one only hears a ptesentation (via lecture), the individual soon
forgets most of what was taught.

2 i\‘"‘slf one hears and also seé‘;§ a presentation (via adding visual aids), the
individual remembers mo§§\: of what was taught.

3. Ifione hears, sees, and even experiences a presentation (via adding
active participation), the individual learns what was taught.
\}Q& | . .\“' . . - y
Thus, the trair\if;\rlg staff have designed courses that »1nvolve participants from

start to finish in action-oriented exerc@}_\\lses.

Y ’ .
| ir certai jvities, and, after completing
The staff asks trainees to perform gertain activitics, , !
these tasks, to look at what they've done and to discuss what they've learned
from it. The staff ask participants four questions:
1.  What did you see?

’ 2 3 - 7
2. What did you learn about yourself, others, and/or the situation?

16 "
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3. How could you use what was presented?
4. How would you change what was presented?

The staff encourage participants to respond to each question verbally and
to answer the questions in sequence. This Do, Look, and Learn Model teaches
the trainees how to understand and apply their activities to themselves and to
other trainees. This educational process promotes self-appraisals and inter-
personal feedback, helping participants improve their skills by identifying what

- they did effectively and what they did that needs correcting.

The program staff uses the Do, Look, and Learn Model to accomplish five
goals in training volunteers: The first goal is to teach the LETRA Model,
the ABC Revised Process, and the Conflict Resolution Mediation Model. (The
first two crisis intervention strategies were presented in Chapter Two. The
Conflict Resolution Mediation Model is a strategy for domestic and neighbor-
hood feuds. See Appendix H for detailed information on this model.) The
second goal is to- teach the required counseling traits and skills, discussed
in the previous chapter, for volunteers to use in implementing the first goal.
The third goal is to educate volunteers about specific crisis situations: vio-
lent crimes; property crimes; mentally ill patients; death notifications; and
domestic disputes. The fourth goal is to inform the volunteers about avail-
able community resources and about how to make an effective referral.

Thle fifth goal is to give volunteers an opportunity to learn about them-
selves. ,

Synergistic Approach - ?
Each step of the training b/uj{'fd/S/(/)n the previous step and all steps overlap.
Every training exercise is proesséd by the trainees with the Do, Look, and
Learn Model. As the trainees move from one exercise to the next, they
become more at ease with the group and take more risks. There is a positive
correlation between increasing the risk factor in training and increasing the
learning, skill building, and personal growth of the trainees. This development

pattern translates into three training stages: trust building, skill building, and
problem solving.

The first series of exercises builds trust among trainees. The exercises
encourage trainees to get to know each other and to feel comfortable with the
group. -The get-acquainted exercises legitimize the trainees moving around the
room to meet each other (see Appendix 1 for example) and legitimize the

trainees dividing themselves into small groups to discuss personal items (see
Appendix D for example).

The trainees are now ready to take some risks and develop skills. First,
the trainees work on communication skills in two's and three's, practicing these
skills with their partners by talking about themselves. Next, they learn about
helpful response styles and use them on each other in a structured format.

Trainees are also given the opportunity to draw on their intuition in order to
check its accuracy and reliability. ‘ ' '

After learning these communication skills, the trainees are exposed to

problem-solving strategies. Staff presentations explain the philosophy, purpose,
and benefits of the problem-solving strategies. The staff demonstrate the crisis

5]
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intervention processes by role playing. = Then the trainees role-play the i “ |
problem-solving exercises in small groups and learn about and role-play specific \
crime victim situations: sexual assault, domestic violence, burglary, robbery, CHAPTER FIVE
homicide. ,
@ and homicid IT WORKS IN PIMA COUNTY
There are other important topics ‘covered in the training which use both | i
‘ lectures and exercises. They are the following: % .
: i One of the most comprehensive victim/witness crisis intervention programs
1.  cultural values and differences; 1 in the country serves about 450,000 residents in the metropolitan area of
, : ’ ‘ Tucson, Arizona. The Victim/Witness Assistance Program of the Pima County
2.  comparing and contrasting values, inferences, and facts; Attorney's Office started with a Law Enforcement Assistance Administration
‘ I ; (LEAA) grant in Gctober 1975. The program has the following three goals:
3. mechanics of the criminal justice system; and 4 , ' ,
y . , i : I.  To enhance the quality of justice by satisfying the emotional, social,
4. needs of and services for victims and witnesses. i and informational needs of victims and witnesses.
Many visual aids and a few training films are used in the sessions to 2.  To increase the willingness of victims and witnesses to cooperate
augment the experiential procedures. Also participants give the staff feedback < with police and prosecutors after they have reported a crime.
on the structured exercises in front of the group and on evaluation forms. 1 ~
o . K‘% 3. To save time for the county attorney and law enforcement officers
About 80 percent of crisis intervention cases are referted to community 1t by reducing their social work functions.
service agencies for follow-up assistance, s6 the final part of the training v , 5 o
covers the eligibility requirements, working hours, and services of community : i Organizational Framework
referral agencies. The staff instruct the participants to contact the referral - : ] - o ) .
; agency first to make sure it is the place to send the client. Staff encourage To accomplish these goals, the staff help victims and witnesses recover
participants to become acquainted with the staff of the main referring agencies ) : 1 from the trauma of crime, and alleviate their primary difficulties in the
i and maintain contact with them, especially after referring a client. ; ~ judicial process.” They provide emergency and follow-up supportive services 24
e < i hours a day, seven days a week, in the following:
: - During the training session, the participants are scheduled to accompany : )
- the staff in the field as observers of the Crisis Unit. At the end of the session; : . On-site Crisis Intervention
i ~ those participants who are interested in volunteering are encouraged to sign up . ‘
i to observe law enforeement during an eight-hour shift. Afterwards, they are . Social Service Referrals
; interviewed individually by staff. If the staff accepts them, they begin working { :
in teams with seaseried volunteers for a two-month apprenticeship. Once the ; , \ . Witness Notification and Assistance
g initial training is completed, the volunteers are expected to attend month.ly:in~ R . v . :
service meetings to discuss program issues and to receive additional infor- . Community Education about Victimology
mation on duty-related subjects. & - @
; o . Family and Neighborhood Dispute Mediation ’

The Tucson Police Department and the Pima County Shéf'iff’s Department
worked with the Pima County Attorney's Office to develop the program. All
. three law enforcement agencies prepared the grant application, hired the staff,
v ~and created the referral process that brought clients to the program. An
i administrator, five advocates, one social service .aide, and two clerk-typists
were hired full-time. ‘

5
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Emergency Services ‘ C §

o ~ , ool . From the oriset, law enforcement insisted that the program be capable of
! ) - . tendering crisis intervention services to crime Victims and witnesses. Police
' * ~ officers and prosecuting attorneys identified the following primary needs of
| i victims and witnesses who experience trauma as a result of a criminal incident:

o
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short-term counseling; companionship for support and protection; alternative

temporary housing; and financial assistance. The law enforcement cases
designated for priority referral to the program for crisis intervention are the
following: crime victims/witnesses; domestic disputes; and sudden deaths.

First, staff trained law enforcement personnel in identifying people in
crisis, and then educated police and prosecutors about the appropriate methods
for making referrals to the program. The information gained from these

. liaisons played an important role in helping the program managers prepare

organizational policies and operating procedures. ‘

When a commissioned officer or prosecuting attorney determines that a
victim/witness requires either emotional or social first aid, the referring agent
instructs the city or county communication dispatcher to summon the program

staff to the scene by means of a pagecom system. This is a beeper, worn by

the person on call, that signals the user to phone in for information on where
crisis assistance is needed. The referring agent stays with the victim/witness,

~ providing protection and comfort until the staff arrive to assume this function.
The staff in turn, always give the referring agent feedback about the welfare

status of the victim/witness within a’ couple of days.

With a professional team. of seven, the staff realized from the beginning
that they would have to rely on community volunteers to assist in handling the
crisis client case load. To recruit volunteers, the staff publicized the need
using electronic and print media. They also requested help from colleg% classes
and civic organizations. After the recruitment period, the volunteers received
both classroom and on-the-job training in crisis management. After success-
fully completing this training, they were permitted to handle cases on their
own. (S()ee Chapter Four for a fuller explanation of volunteer recruitment and
training.

To ensure selfeprotection and enhance learning, the volunteers always
respond to a crisis referral in pairs. There are about 40 active crisis
intervention volunteers, each contributing 20 hours a month to the program.
The volunteers receive in-service training once a month, during which a specific
topic is addressed by staff or outside experts.

For the first 18 months of the program, most commissioned personnel and
trial attorneys were hesitant to call upon the program staff to intervene in
crisis situations. But once the staft established a track record of being
reliable, helpful, and cooperative, the program's rate of crisis phone calls
increased substantially. Moreover, the patrol officers encouraged the staff to
take crisis referrals of all types: attempted suicides; car accidents with
injuries; .and public welfare problems.

In accordance with this demand for increased services, the staff met with
law enforcement liaisons to restructure the crisis intervention operation so that
the program could handle the escalating referral rate. The two main law
enforcement agencies agreed to take turns furnishing. the program with a radio-
equipped unmarked car. A team comprising a staff member and volunteer (or
two volunteers) drive the vehicle every evening between 6 p.m. and .3 a.m.
Outside of these hours, the staff and volunteers still respond to crisis referrals
via the pagecom system.

&

e,
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Over the radio, the law enforcement communication dispatchers refer to
the program's unmarked vehicle as CRISIS ONE. CRISIS is an acronym for
Cor_nmumty Response Into Situations Involving Stress. As anticipated, the
majority of emergency service referrals received by the program are initiated
by patrol officers when CRISIS ONE is mobile in the field.

Research and Evaluation

~In the first six months of 1981, the program averaged 185 crisis
intervention cases per month, or six cases per day. The average crisis case
took staff about two hours to complete. The most frequent type of crisis case
referred for intervention involved domestic violence. In calendar year 1980,
the program responded, on the average, to the following crisis cases:

. 4 domestic violence cases per day

. 1 crime victim per day (excluding sexual assaults)
« 1 sexual assault every other day
. I death notification every third day

~ The Law Enforcement Assistance Administration contracted an independent
research firm to evaluate the program.” The firm determined that the staff
and volunteers did a superb job of assessing and satisfying the needs of victims
anfi witnesses served by the program. Further, the staff was credited with
doing a good job of attracting support and referrals from law enforcement and
trial attorneys. A cost analysis study revealed that the crisis intervention and
follow-up services of the program were cost beneficial to law enforcement.

The program was also evaluated by university students and a national
mental health team. The students surveyed police and trial attorneys and found
that both professional groups indicated that the program saved them work time.
The national mental health team made an on-site visit and concludlecg that the
program made the work of police and prosecutors more tolerable.

As a result of the research findings and the community support, the
program received local government funds to continue operating after the
federal grant expired. Both the Pima County Board of Supe:rvisors and the
Tucson City _Cogncil and Mayor voted to absorb the total operating cost of the
program, beginning July 1, 1978. For Fiscal Year 1981, the program received
an operating budget of approximately $230,000.

Conclusion

Law enforcement officials have been aware of the fact for many years:

victims and witnesses need crisis intervention services. They did not have the °

time or interest to provide the services, but they did want some community
agency to provide them. Since most violent crimes occur during evenings and

weekend hours, and since law enforcement officials have been unsuccessful in

persuading existing social service agencies to establish longer hours, helping
new programs develop as referrals for crisis intervention was well worth their
time and effort. The Pima County Program demonstrates that social services
staff and volunteers can provide this needed service and work effectively with
law enforcement agencies. ¢

@

21

A S g e B SR o e R SR L ke e e o+ g

=y,

=]



o

s

CERE

£

Police officers and prosecuting attorneys are pleased to be in the position
of no longer ignoring a victim's emotional or social needs.  Such crisis
Intervention programs link law enforcement with social services in order to
better serve their communities. Pima County provides this crucial response
arf)und thﬁehclock,l while many other programs have done an excellent job by
ggll?gearze?mt::.r te ephpne hotlme "Of by responding the next day after screening
~No matter how programs establish response services, they demonstrate an
Important realization in communities across the country: crime victimization
Is not a law enforcement problem--it is a community problem.,
intervention service opens the door for concerned citizens to work hand-in-hand
with law enforcement agencies in creating solutions. | -
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A crisis. *
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2. Assess Danger Before Responding

T”a.  How reliable is information source?
b. Is there a weapon in the vicinity? .
_c.  Are involved parties affected by alcohol or other drugs?
d. Is the crisis acute or chronic?
e.  What is the temperament of the involved parties? |
1. Who are the involved parties? (Is there a language barrier or
dominating male egg?) : .
g.  What is the principal problem between the involved parties? |
h. Will law enforcement be on the scene until intervefiers arrive?
3. On-Site Arrival (Neighborhood factors to consider: reputation for
danger, physical layout, and existing activities.)
a.  Respond on site with a partner. * |
b.  Park at least one house away from target location.
¢ Consider whether car should be locked.
d.  “Walk with partner toward target location at a 45 depree angle.
e.  Listen carefully to what is‘-tran}s'}piring in target locaﬁion before you |
- knock or talk. : ; ‘
f.  Attempt to talk about situation in private with law enforcement
first. . ’ SRR BRI .
S [
Yol |
23
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APPENDIX A
SAFETY PROCEDURES FOR CRISIS INTERVEMERS
;\.‘ J Dress Code (The clothes and shoes that you wear should not hinder
your mobility.)
’ a. ' Women should avoid wearing a dress. |
b.  Avoid wsaring heavy garments”or layers of garrhents_, except for
protection against weather. ' :
c.  Avoid wearing rubber thongs and sandéls; women should avoid heels.

(Obtain vital statistics; from re-
ferral source.)

N
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Enter Targe;: Location
s @articulating.) o \
a.  Knock normally and stand sideways, adjaCCn'i:'_to the doorknob. \

b. ~ Visually search hdouse-\\ interipr’ for degre ’v:vf danger (broken furni.turg,
blood, and weapons). (J/ ’

c.  Determine the whereabouts of everyone in the dwelling (especially

hostile parties). ' Y,

| d. Détermir;he whether entry door should remain open initially.

e. Remember emergency phone number of law enforcement and ask
someone where phone is located.

f. Do not allow involved parties out of your 51@ (avoid separation
unless necessary). = : _

g. - Request involved parties meet in living or family room (avoid kitchen
or bedroom).

h.  Request involved parties be seated (as soon éé%‘é*ible).

i.  Sit only aftér disputants’are seated.

v . .
j- Intervener “should sit at edge of chair in case immediate egress is
necessary.

(Mandating * conditions for a
non-threatening and meaning-
ful dialogue.) .

Ptetequisités for Effective Med,i:ation" .

7

a.  The involved parties must maintain a peaceful and calm demeanor.

b.  Only the involved ;pgrties have the power to resolve the _problem

(exclude all parties not directly involved).
c.  The mediator must control the ‘direction of the dialogue.
d.  The involved parties must converse in the present “tense.

e.  The involved parties must equally contribute to the conversation.

o

(Concentrate on listening and observing b%f‘?)re

.-
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APPENDIX B
DEFUSING A CONFLICT SITUATION

1. Approach with full safety progedures.

REMEMBER:

2. Prevent injuries:
a.  Position self between disputant and any objects that may be used as
a weapon. ‘
b. Separate disputants from each other. Keep them out of each other's
hearing and visual range. .
3. Mal-(u:,l int!:'roductions. Use full name and title and address parties as "Mr."
or "Mrs. o ' ‘
4 “Avoid “t'hre‘ats: ,'Conyey the idea that officers are here to assist in solving
: the "grob!em, not necessarily to arrest or even to decide
who is right or wrong.
5- Create atmosphere of discussion:
a.  Look directly at disputants. '
b.  Remove hat. W
¢.  Have disputants sit down. '
d.  Sit down. ~ ’
€.  Exclude outsiders (neighbors, sisters-in-law, etc.) from getting in-
volved. ’ '
6. Maintain verbal firmness, but indicate openness. Do not threaten.
'7-  Ask diversionary reality questions. _ «/j)/
8. Identify the facts.
9. Reinforce calm behavior. ) -
10. Order techniques from firm to hard. Do not overplay your hand.
11. Avoid high risk/high gain techniques such as humor, threatening jail, and
sarcasm. ' : ; L J
Words are not the most important item in defusing dangerous

situations: MANNER ‘is.

LIMITATIONS

1. Not a technique to solve disputes.
p 2. Not all situations require defusing!
3. Situations that do require it:
- " anger, threatening behavior
- upset, hysterical parties
- silence S

25
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APPENDIX C
THREE CASE EXAMPLES

The following three case examples demonstrate the ABC process and

a

represent typical crisis situations for the Pima County Program. Pseudonyms
are used for all the characters. ~

No. 1: "Victim of Domestic Violence" .

At about I1:00 p.m. on Saturday, Police Sergeant Wallet responds to a
domestic violence call. He finds a middle-aged woman and her eight children
sitting in a room of a 2-room house. Her arms and legs are bruised™

Sergeant Wallet has responded to the home several times in the past and
he knows Mrs. Duarte has beenf{beaten by her husband. He has tried to
encourage Mrs. Duarte to cooperate in prosecuting Mr. Duarte for aggravated
assault, but she has adamantly refused to give any information.
Wallet knows Mr. Duarte has vacated the premises so he decides that Mrs.
Duarte might benefit by talking with the Victim/Witness Crisis team. He
instructs the communication dispatche& to request the Crisis Unit. .

The Crisis Unit arrives 25 minutes later. Sergeant Wallet introduces
himself to Ann Lewis and John Hersey, the advocate team. He explains the
situation to them outside the house and then brings them into the house to
meet Maria Duarte. L .

Advocates Victim’

Hello Mrs. Duarte, we're counselors
with the Victiry/Witness Program and
we're_here because the policeman is
concerned about your welfare. -
May we talk with you for a while?
Sure, sit down.

Would you prefer we call you Mrs.
Duarte or Maria?

RS

Call me Maria.
Are these your children? .
Yes, I have eight.
They're good looking children!

| Thank- you.

26
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Advocates

We're sorry you're hurting. Is that
what he did to you (points to a bruise
on her arm)?

Where are you hurting most?

Maybe we should take you to the
hospital and have the doctor make
sure you're okay. We'll be glad to
take you there and back.

We'd like to get you a glass of water
and have you drink some.

What else hapkpened tonight?.

~Has this happened before?

Maria, no one has.a right to assault

another person except in.self-defense. .

What he did is a crime and against
the law. o

What did you do about the beatings in
the past? : ,

Victim

Yes, he did it. e

My head and back. When he started
beating me, I just laid down on my
stomach on the bed and put my
hands over my face. My head feels
swollen and my hands hurt.

No, I'm all right.

It's just a few
bruises. ‘

Jose, my son, can get me the water.
I can use something to drink. -

I
§

After he beat. m,l{é, he dragged me
outside and knegled me down in
front of the truck. He told me he
was going to ryn me over. My
sister-in-law can*fe out of her house
and stopped him./// Then he took off.
//

|
Yes, lots of tﬂmes. I don't” know
what I did to d/eserve it.

o

. I know, but I|don't want him arrest-

ed. I need Him!

Nothing! /e comes home the next
day and tells me how sorry he is. He
says | get him mad. '

/



=

rimsrmms L

i

Advocates

Does he drink a lot of alcohol?

o
o

Let's talk about what you want to
happen now. What would be most

helpful to you?

So, you don't want him arrested, but

you riged to know where he is at with
you. What he wants from you.

Are you safe tonight?

How about tomorrow?

Are you sure you want to stay here

tonight? We can take you and the
kids to a safe place that's pretty nice.

You really want to know what he
wants from you?

How would you feel about us arrang-
ing a meeting with you and him to
talk about what is going on and what
eg)ch of you are willing to do about
it? ,

First of all, are you willing to meet?

, ’28

Victim

He does drink a lot, but he s not an
alcohohc

I don't want to see him arrested. 1 -

don't know what he wants. | sure
would like to know what I'm doing
that makes him hit me.

That's right, and I wish he would not
hit me. I don't do anything wrong.

Oh yes, he won't come back tonight.

" He's usually fine by then.

)

No, all my. kids are here and this is
my house. I want to stay here.

Yes, 1 do.

Well, T don't Iv know if he would be

~willing to do that.

' Yes I am.

[

A nane it R

£

"L‘Bf“\ i,

,7

officer..

Advocates Victim

Then we are leaving our card with

you, your sister-in-law, and the

‘We want Mr. Duarte to call

us at the office tomorrow. We're not

policemen, but we do want to talk

with him. .

| Il give. him your card, but I don't
know if he'll call.

You tell him that we're going to be
back in touch with you and he must

~ call us tomorrow.

Okay, I'll tell him.

You call ijs tomorrow afternoon if he
doesn't. "~ I want you to promise us N
you'll call. ‘

Il call you.

Again, we're sorry you're hurt. It's
not okay for him to hit you.

Thank you for talking to me. I hope
a he calls you. Good-bye.
0
© g ? o
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" No, he's been

No. 2: "Witness of a Burglary"

Barbara Crates;.a deputy county attorney who prosecutes defendants _with

~prior felony convictions, talks with Clara Nathan, the advocate assigned to her

trial team, in the program office. Ms. Crates is concerned about her key
witness, Elma Jones, an elderly widow who observed the defendant enter the
neighbor's window and come out'witi a television and stereo. Mrs. Jon@s has
been calling Ms. Crates for the past two days indicating she is scared.“ Mrs.
Jones learned that the defendant lives only a few blocks away and is afraid he
will come to her house and retaliate because she identified him to police. Ms.
Crates needs Mrs. Jones to testify in this case. Ms. Nathan asks Ms. Crates
some questions about the case and then tells Ms. Crates she will call Mrs. Jones
immediately. '

Advocates Witness
Mrs. Jones, my name is Clara Nathan.

I work with Barbara Crates in the

County Attorney's Office. Ms. Crates

asked me to call you to see if I can

be helpful. Do you have a few ~
minutes to talk with me? ‘ N
I'm glad you called because I'm real
frightened that Mr. Stray (the
defendant) will find out that I re-
ported him and he'll kill me. Is he in
jail now? -

&

released while he /
awaits trial. A worker from the court /
is supervising him while he's out. . /

Oh no! He's going to come after
me! '

W

Mrs. Jones, he knows the police are /

» watching him and that he could be /

charged with, another crime by con- ;
tacting you. That's why most defen- i
dants released from jail before trial !
don't bother the victim or witnesses. / (////

i

But he fiivcs voniys; few blocks away.

If you'd like, I'll -:ask’ the police to . {{

2

el

patrol your area more frequently and

someone from our.program can stop &
by to see you, or call you. '

g .

‘Would you? I'd sure appreciate it.

Q.-

Advocates

Mrs. Jones, I know you're scared but
I'm here to help you. I'll tell the
police today to watch out for-you and
someone from this office will stop by
tonight to see you.

He'll be in court and Ms. Crates told
me that you'll need to testify. But, |
can drive you to court and stay in the
courtroom with you.

- Mr. Stray knows that you'll be sub-

o

poenaed to court, so you must appear.
He knows you don't have a choice.

I'll be glad to pick you up and stay
with you. Also, you might like to
hear that Mr. Stray has never been
arrested before, to my knowledge, for
a violent crime. Ms. Crates does not
see him as violent.

&

Sure. (Gives number.) [I'll also be
calling to tell you what's happening.
Please call me whenever you want.

ff

No, it's uﬁderst:andable how you felt.
You have a good day.

31
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Witness

Thanks, that makes me feel better.
Will 1 have to testify in court and
will he be there?

=]

If 1 testify, he'll really be angry. I
don't want to come tp court.

Will you really come and get' me and
stay with me in court?

[

Oh, that's good to hear. Can I have
your phone number Clara? I'd like
to keep in touch with you.

Thanks, 1 feel better. I guess I was
acting childish. '

Good-bye Clara.

Vi




No. 3: "Spouse of Vehicalar Manslaughter"

One Thursday evening, there was a head-on collision on the freeway. Lois
Salki had been drinking and seemingly lost control of ‘her car at about 75 miles
per hour. She received minor injuries but the driver of the other vehicle,
George Laso, died enroute to the hospital. :

Officer Nelson learned from the identification cards in Mr. Laso's wallet
where he resided and who was his next-of-kin. At that point, the officer
instructed the communication dispatcher to request the Crisis Unit to come to
the scene of the accident. Thirty minutes later, the advocates arrived to meet
the officer. Officer Nelson explained what happened and that Mr. Laso was
probably unconscious upon impact. Officer Nelson said that the wife, Susan, is
the one who needs to be notified and that they have two young children.

One of the advocates volunteered to give the death notification. The
officer agreed to accompany them to the house and stay a little while to make
sure everything was all right. The advocates would not have made the
notification without the officer, knowing that his uniform legitimatizes their
official entry.

Survivor
4

Advocates

Hello Mrs. Laso. We care from the
County  Attorney's Victim/Witness
Program and this is Officer Nelson.
May we come in to talk to you.

Is something wrong? - Why do you
want to talk with®me?

We have some important information
but we would rather tell you  inside
the house.

Well, okay. Come on in but please
keep it down because I just put Ann
and Theresa to sleep. :

Can we sit down together?

Sure, sit down (and she sits down:as
well). ~

Mrs. Laso, we have some serious
information to share with you about
your husband.

Where's George? ~What's wrong?

He was in a very serious car accident.
Ancther: car ran into his on the
freeway. :

o
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(Advocates

We're sorry Mrs. Laso, but George
died errroute to the hospital. He was
unconscious on impact. We don't
think he felt any pain. We're terribly
sorry to have to tell you.

(Officer Nelson) I'm sorry Mrs. Laso,
but they're telling you the facts. The
L.D. in his wallet and our own follow-
up investigation confirms that it is
Mr. Laso who died.

Mrs. Laso, we're very sorry. There's
nothing you have to say. We're here
to help you.

Mr. Laso's body is at the Office of
the Medical Examiner. You can

choose a funeral home and see him .-

there. Is there anything we can do
for you?. Is there someone who you
want to call to come over...family,
minister, or friends?

We'll help you with the children. Do
you want to wake them up and tell
them or call your in-laws?

33

Survivor /o

Oh my God! How bad ishe.
Is he all right? :

Oh no! You must be mistaken.
Officer, please check again, I'm
sure it's not George. 1 just talked
with him over the phone about
coming home late for dinner.

]

&
(Mrs. Laso begins to sob heavily and

-the advocates move to sit beside

her.) God, why George!

Where's George now? When can I
see him?

that happened.

. Yes, I better call his parents. They

live on the north side of town.

I can't believe it. What am I going
to tell Ann and Teresa?

Al

I want to call his parents first.
What happened to the man who
killed George? N

lease tell me everything



Advocates

; The police arrested her, so she's in
i jail.

You could not

. It's not your” fault.
/ would happen.

‘thave known this
George didn't suffer.

D gy

We know you'll miss him. He was a
big part of your life and it must be

very painful. A
let yyopu know that you'll be okay and

we're here to help you. ¢

We'll be glad to stay as long as you
want and we'll continue to work with

you.

o ° . &
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However, we want to -

Survivor

o

" 1 should have never allowed Georg

to stay at work late. :
ﬂ o

a

Well I'm glad he didn't suffer. How
can he be gone?

o

I love him more than anything. It's
so hard to accept this. Please stay
until his parents come over. I'm
glad you're here to help me.

Y

i
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APPENDIX D
EXERCISE: PARAPHRASING STRATEGY

Instructions:

I. - Ask participants to find two people that they know least and sit in groups

of three.
2. Tell them to number themselves 1, 2, and 3.

3. Explanation:
Q

a.  Psychologists say that you really are not showing undcrstanding unless
you can do two things:

. Repeat ‘back what it is that someone is saying to you.
S \33

oo Receive an okay that they are saying this.

b.  Observing is really impprtant in listening and doing. Longfellow's
research from Prescott College indicates thaty

55% of what is said is said with the face.

v e

ggZé of what is said is said with the tone of your. voice and witﬁ the
y. v

Only 7% of what is s\ald is said with words. If there is a difference
i_n what your face says and what the words say, people believe the
ace. 5 Q

| 55% I

1 7% |
Facial

Words

37%
Tope

going to focus on the response style of
Here are the instructions for each member of ‘the trio:

4. In ‘this stratégy we are
L'understanding."”
Materials:’

A

9 RN

a.  Some appropriate set of "open ended" statements.
b.  Paraphrasing Rules:

» In c)i'o,ur own words, try to repeat back to the person what they
- said. ‘ :

. Get their okay that they said this! Use a question iike, "I hear
you saying...." or "Are you saying...." or "Is this what you're
' saying...” :

ot gyt

2

¢

@




RY

R Y T e T RO IS T

o . S Round Two
Grouping: Trios numbered 1, 2, and 3, sitting in 4 small citcle. . | C —_— .

\‘; Round O | N ” . | N Participants f:l1_ange roles; give instructions to roles. Number 1 observes and
. ound One | . : ] Eggoﬁtzs,_#z %llmfsheis statt::ement;, atncg’ l#&paraphrases and checks. New sentence
5 L - o : . ‘ 1s: 71 teel most co > in a ees..”

Number 1 finishés the statements’given by the trainer. "When I first came into L 1 nost comiortablc in a group whe\&@
this group, L..." to #2.. Number 2 repeats back to #1 what,#1 says and asks: ‘ J_ ‘

s, this what -you said?" If #1 says yes, then #2 says, "\Iell me- more about =
that." . = o ‘ ‘ \ - | @
- If #1 says no, then #2 should say, "Tell me again what you said."
Numbeér 3 stays out of the discussion to observe the’ following: o ‘ . " , ©
= < . o ) . “‘h’ ’ : S o o,
&Whethet #2 rdally understands. | o =
; ( . Whether #2 paraphra‘s’es and checks it Qut. e o e ) Observe and report.
o - ! v . . s v / ‘“,
\ [N . Body movements of #1 and #2. - 7 ¢ F
Number 3 reports observations when'time is called. s = i
N )
. : - w ‘ N G\
“When 1 first. Paraphrase and RS T R
. enter a group, - check. Get #1 | Timing: Three minutes of interaction between #2 and #3. Observer reports
.. to say' more. : : for two minutes.
57 e ' s & 8 o o e ® e @ ® e 8 6 o & 6 o ® e ® o e o o
Round Three - ) " e
G i y ) . L _ ) l a
1 } Change lfoles; review instructions. Number 3 finishes statement, #1 para-
Lo . : Eflrases and checks, and #2 observes and reports. New sentence for #3 is:
] When people first meet me, they...." i
e . P ) \\ . ‘ - e ' E ‘
Stay out of _ . o
. discussioﬂ./ b
. Observe—Report \
wha§ you see. W s é \
: ‘ ; #3 .
¢ < ‘ ,': L . ) ‘ o ) N ‘ ‘ » ‘ ° : D : 50‘
“Trainer: “Asks the trios to repeéat in their trios what they heard the ‘
S ~ instructions to be. ~ ' o
¢ . . “Trainer: Makes open ended statement "Wher-1 first came into this group, 1...," A ‘ o
. T Tells #1 to start. X , CeS ; v ' ‘ | TN ) ’
Timing: Three minutes of interaction between #1 and #2. Three minutes of B & i
' feedback from observer. ; R T BRI »
j , | , 36 5 AR k el ‘ ' , ERaS i ’
: a ) e . s . v i B ER e e i o R R RS A s ke e e O e )
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G S 7 : APPENDIX E
. - S o | EXERCISE: FRAMING QUESTIONS
s. Explanation: | 90 Minutes
‘Three types of pagaphtasin% are possible: ; , o | Objectives: | -
. e eating WAr v Sometimes I I o
. Parroting: Repeating word-for-word what someone says. | . N ‘
appro! rigte soF:'net:imes: insulting, sometimes impossible. (N a.  Get better acquainted
pprop » % ( ! b..  Discover personal resources
ing: Using ve wn words to summarize what someone is ‘ | . ~ o ¢.  Frame information eliciting questions
. S:;;Pghf»asmg' Using your own’ | | i s d.  Discover categories of questions
«  Listening to the music behind the words: Giving back to th"% SP(els‘k‘;: , ~ Matetials:
ings on some deeper issue they are trying t9 present. o i . . 9,
g?fefiiimag:d sometimes [r)isky because the speaker 1s;1‘t really ready | . Paper, Pencils, Handout on Question Categories
; : esn't want you to hear it. -} . :
_for this to be heard or do y . v “ Procedure:
° . . ,l%. ] [ ] [ [ ° o @ . [ [ L) . . L] L] E‘{)* ' ki ' '. . . . . .
¢ st ‘ ; : s Minutes Ask each participant to write down three questions _w?lch
‘ : ~ . set of rounds is usually necessary for : will “stimulate another to reveal as much personal infor-
At the fnd of thrge rounds 32?322, ° ’ ' mation as possible.
Break up trios and renumber trios 7, 2, and 3. ; _ B 10 Minutes‘ Form dyads--each asks questions of the other in turn.
® r -/ ) ) E L PO :; . v ‘ . ‘
& o . nd. ‘ 4 “ 15 Minutes Form quartets--evaluate the questions used in terms of the
« Use new sentences with' each rou , L ‘information revealed. Classify the questions.
: - o . g s Minutes - Distribute handout on question categories and discuss with
o 2 ' Cg - entire group.
. ‘ © o ‘10 Minutes Ask each participant to frame a specific question in each
: ‘ : ‘ o4 s category. SR
IS Minutes = Designate Questioner, Answerer, and Observer. Ques-
: o tioner asks. questions and gets answers.  Qbserver gives
feedback on value of questions in "eliciting response (s
) By minutes). Repeat so that each member of the Triad plays
) SR ) § , each role. o
. ‘ , R 20 Minutes . Form groups of nine by combining Triads. Each person is
‘~ oA introduced in turn by previous "Questioner" who shares
il information gained in responses from preceding activity.
5 % 10 Minutes Summarize and process the entire exercise including such
“ ‘ ' questions as: ’
0 ' o 2. How do you feel when asked open-ended questions?
| b. How do the questions affect the conversation? v
’ ) y c.  How do the kinds of questions help elicit infor-
— ; 5 S S mation? : '
: : d.  What does "getting acquainted" mean?
SR R e.  What kinds of questions are you willing to answer?

. " feress : . : ) [
BN . . )
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| RIS ! e - CRISIS INTERVENTION TRAINING
QUESTION CATEGORIES / | : ' . Sample Flyer
| PP . . b - Logistics:
Too often conversations drag and we fail to eliclit hdesizted lr:]fé)t _{at':Il‘clzn : i
beacuse we are unable to frame questions to accomplish these ends. e : _ 1. Dates: TUESDAY: June 16, 22, / \
answers gained are merely variations of, if not explicitly, "yes" or "no." | Some : ' : N ’ ne .9, 16, 23, 30, July 7, 14, 21, 28
kinds of questioris stimulate people to reveal more of themselves and of; their 2. Time; 7 p.m. to 10 p.m. =2
experiences. Awareness of such categories can help an individual become a i@ ;
more successful conversationalist, get better acquainted, and gain desired 3. Location: Pima County Superior Courts Building, 2nd Floor, 111 West pL
information. o : o Congress, Jury Assembly Room ‘ o | .
These inclide the following question categories: / 4. - Parking: Underground garage of the County complex, A level. ONLY
e ‘ ‘ entrance afte m. i - : D, .
1. Descriptive - “ -, What is it like? What kind of a situation h}S it? £ s p.m. is A level--sce attached map.
. o { i
RTINS | . , ‘ s. Fee: = $10 to include i inti
2. Comparative - Héw are two or more things different or alike? certificates. Ple(:s(gerrl::lie fgaegcit%r:;;isl;lepttg{gm%irﬁgsscslgu?nzg
| L § IR Attorney's Office. o o
3. Historical - How did things get the way they are? = | , : , y 1ce
Historical , ;o © 6. Trainers: Victim/Witness Staff
4. Causal - What is the reason for such a thing? Wh;’y? : R R . a |
| " How does this happen to be? ; 7. Who May Enroll: ~ Potential Victim/Witness Volunteers, as well as lay or
_ o ¢ professional i ¥ isi -
6. Predictive - What will it be like 10 years from now? , » : 8. Major Goal: To teach Crisis Intervention skills to volunteérs and
o ; y L : interested . IR
7. Value - What is good, better, best? What do you like about ; persons ~
—_— it? : ; | 9. If you are interested in this training, please detach the bottom portion of
o o S : L this page ‘and send to: : '
8. Application - How is this relevant to your situation? How can this.- - ,
y T be changed to fit your situation? . ;) ' ‘ Victim/Witness Program
= ‘ ’ L , ' ‘ Pima County Superior ilding
9. Methodological - How can I find out? How can I do this? . % 111 Wes}; éjgrlegt:zgs%(;gztest Building
| - | | Tucson, Arizona 857r
10. Creative - How can this be improved? How can it be changed? L ron, »;‘rlzona‘ 857H
s o ) $\ _ % | | Apdiqtim for Crisis ?lntctventi'on Training
‘ . ‘ ¢ A Name: ‘ L ' ' = ‘ ‘
S | o 8 - Address: | | C Phone:
,~ | 1 it,g_la.n to la}t}ten‘d lthe: Vi(it'imc/iWitnessf Ptog?m’s Crisis Intervention
. G ‘ L : ook o raining. | have also enclosed a check for $10 made payab
- . : R | Pima County Attorney's Office. h payable:to th
Dgte L T Signéture/Agency’ Lo
v Please return as soon as possible. Participants will be~limjtéd to so persons.

o Ittt
B
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| o VICTIM/WITNESS Goals of Training: '
¥ - o , 4 : Present a simple, but effective model in Crisis Intervention.
! 0 CRISIS INTERVENTION TRAINING Present skills and theory to implement models more effectively,
; Sample Flyer ‘ ; : L . ~ Provide simulated, experiences to practice models. N
: s : i _ Present an opportunity to participants for personal growth and potential !
‘?} Training Model: ,‘ R ‘o 1 candidacy as a volunteer for the Victim/ Witness Program.
; | . o ‘ B Make this an exciting learning experience that will have a positive impact
Ninety percent of the training will follow an experiential based model: Do- on your own professional career or personal life.
: Look-Learn Processing; ten percent will be lecturettes on the theory and : | o _
application of Crisis Intervention. = : Expectations of Training:
Fia ) . .
Assumptions: , : - To start on time--7 p.m., and leave on time--10 p.-m.
‘ L - . = Attendance at 7 of the 8 sessions
Building trust and increasing skills are necessary to problem solving. ; Full participation by all trainees, in both large and small groups
People can communicate, but need to increase skills. “ ] Respect for others' different levels of learning
People come to training with varying skill levels. , ‘ Helping others participate
f People come to training to give as well as to receive. ‘ : ' ~ Following sign-in procedures ' ‘
A major purpose of training is to facilitate the identification of strengths, = . Take risks—try new behavior, "When your stomach's churning, your're
. ) not to rehabilitate. (This is not a therapy group.) ‘ V . - learning." ‘
@ - We can have fun while we learn. . To learn.and practice skills of Crisis Intervention
; ~ ’ , . To read weekly hand-outs
Contents Will Include: o ; ‘ , {4 To assess your future involvement as we go along
| | SRR C Submit weekly evaluation--in class, use our version or yours
Getting acquainted | , — Observe once in Crisis Unit
Developing/increasing: : BT E A personal interview with volunteer candidates
Self-awareness , A i 7 ‘ Volunteers should expect a Lriminal History records check, including
Skills in 'helping styles: ) o ] : ; firgerprinting ‘ ~
‘ (r) Listening : : . B a o : :
o 42) © Observing ' ' g
3)  Questioning ' S 5 »
(4)  Paraphrasing B S 3 ST ° ;
i (s) .Feedback o S ' o : ’
4 ; (6) Summary ; : o ' '
i Energisers : : o 3
i Presentation of Edwards & Jones ABC Model of Crisis Intervention: ' /i " |
: ‘ i . Step-by-step procedure: : ‘ ' ‘ L
i (1) A = Achieve contact - \ Gy B S
2) B= Boiling down the problem : - o ' :
; a (3) C = Coping with the problem .
i ~Safety procedures - R | SRR Py
LETRA Procedures and demonstration for conflict situations _ ‘ , SO | = :
4 . Cirisis Theory , o : ; . ‘ g e
Personal assessment of skill acquisition ‘ ? . ~ : ’
= Practice in the models through role play in small groups . S i ‘
Application of models, i.e., sexual assaults, domestic violence, suicide ° S g . ‘ ‘
Observation of Crisis Unit e T ' S gl ‘ ,
Processing of experiences ~ R 3 I L : " ,
Weekly evaluation of self and training * ‘ R 5 R - ' E ) | ‘
Brainstorming R : : o : B . B o : ~ ‘ ' - e
Demonstration of models ' o S ‘ S ° s : Coe ) ; . Tt
- Peypsonal interviews and assessment for potential. volunteers TS R TR ) B o ' ' : 4 =
Certification : ; , o ; S . ; ;
- Witness and Court services i
v , : : o 42 ‘ ' ) ' ) e T g : ' , : 43# i '
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APPENDIX G ‘
TRAINING MODEL " | b
Do  omething’
LOOK , at whés ‘we do | ;’
LEARN | " from what we do [
~ Strategies are presented in a synergistic sense.S
- 1. Build trust. S ' ,’ | v .
. Buld skills. e

3. Solve problems. ©

. N i . . f{ v‘ )
Participants are asked to do things without a big explanatlol%\\as to why. After
the strategy, processing the' strategy 1s as follows:

1. What did you see going on with.... " o
al ~you? 7 )
b. others? ,

C. situation?

d.  trainer?

o

: A\ 2. What did you learn about....
’: | 2. youkself? ’
b. -others? ] :
a ’ v c. situat;ions? | | b
5 3.~ . What can you use from whaf you learned? 'How’.i }
o
4. What would you change about.... T
: ;. . your® behavior?
b. -others' response? “ |
| ' c. the_sit_uatior;? o SR T T, e &

(sing ici learn ’ d others, to, .
P : o ooals helps participants learn to observe themselves an ers, to, -
» zsrl?cfosslgieggack, ar?d ll::ar'n from doing and talking about what ;_they did.

o

D
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APPENDIX H
CONFLICT RESOLUTION MEDIATION MODEL

Purpose: To facilitate agreement on specific problems between disputing
parties. This is not a counseling model, but could be modi-
fied for counseling specific problems or to work out a contract

for the counseling process.

Process:

a

I. Briefly explain model to the client, and discuss ground rules to be
followed during the process.

‘Ground Rules:

a.

63

Clients should not interrupt each other; the session is for reaching
agreement, not for arguing. '

It is not okay to use name-calling, which also easily erupts into
argument.

2. Determine wants and concessions. Use newsprint on the wall to write
~ down each client's wants and concessions. Having this information written
clearly for both to see facilitates the process and particularly helps them

to focus on the real problems and clarify issues, rather than to fight and
argue about peripheral issues. ~

a.

&
Check with each client on their commitment to working on the
problem through the mediation process.’

Ask the first client to define the problem as s/he sees it, as con-
cisely as possible. This can be a general or a specific statement (i.e.,
“I'm unhappy with my marriage," or "My husband drinks too much").

Continue with this client, and find out what s/he wants and needs
in relation to the problem (e.g., "I want my husband to get a job, to
stop drinking, and to stop Rjtting me. I want to feel safe at home").

It is important to write dédwn on the newsprint all the wants that

~are stated, and to pull out \‘\mplicit wants from what the client says,

‘lthem. Help the client be specific: if
one of the wants is vague, luch as "to be respected," you will have
a hard time building this int ,} a concrete contract later on. Do some
probing to determine what the person really .means by "being

respected," (e.g., "I want.my parents to let me choose my own
hours").

even if you don't agree wi;

! ]

Then find out what the client is willing to do to. work out this
problem. Most clients haven't thought about this at all; they have
only been complaining, arguing and feeling helpless. It can be an
enlightening experience for a client to look at his/her responsibility

- and control in the situation (e.g., "l am willing to go to counseling

with my husband").

as
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e.  Ask the client to look over the newsprint to make sure everything
is there, and that the information is correct.

f.  Go through the same process with the second client following
steps b. through e. Try to help this client come up with his/her own
wants and concessions, rather than to simply react to what s/he has
heard from the first client.

Reaching agreement and forming a contract.

a. Check with each client on what his/her reaction is to the other
person's wants and concessions. This could easily fall into more
bickering and it's advisable not to let this happen in this model even
though you might allow this or encourage it in a counseling process.s
(Unlike counseling, the focus in mediation is in the specific content
of the problem and in reaching an eventual agreement, rather than to
focus on the process of a relationship and the improvement of the
quality of the relationship.)

)

\(X’hen bickering does occur, it is helpful to take control of the

discussion and point out where there is already agreement, however

small it may seem. Then you can point out exactly where the
disagreement lies; this process helps two angry people focus on

specifics rather than feeling overwhelmed with a mass of unresolved

3

feelings. AN

b.  When you have reached agreement on the various issues raise};(write
this in the form of a contract. The contract should be as specific
as possible, including dates by which particular tasks will be
completed. Set a process, or a specific time, for meeting again to
review together how the contract is going. Success is not guaranteed *
or particularly expected at first. It may be helpful to make this
explicit to the clients so they don't give up at the first failure. The
mediation process can be defined to the clients as a developmental
process, i.e., something which requires working out bugs along the
way. The contract might also include specifics as to what each
pﬁrsgn cl:an do if the other party is not going along with their part of
the deal. *

c. Notes to the mediator: It is extremely important in this model
for the mediator to remain neutral by not taking sides or making
judgments. In addition, most clients will place a condition on their
concessions ("I will, if he will...."). Do not write down concessions
which Have a condition. Ask the client to restate what s/he is willing
to w6 without a condition. If s/he can't, don't write it.

Dealing with an impasse.

a.  State explicitly that there is an impasse occurring.

46
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Review where the impasse lies more specifically, i.e., again make
clear where agreement is and where disagreement is. One method
for doing this is to draw a horizontal line on the newsprint
representing the distance between the positions of the clients--show
where they started and how far they have come by marking spots
along the line. You can continue to use this line as you proceed to
show who is compromising and who isn't, or to show progress. )This

puts- some tadjt pressure on the participants to try harder to
compromise.

- -.Check again the commitment each person has to resolve the issue

through mediation.  One or both of them may have actually
discovered that they are not willing to mediate.

If they both want to continue, one of the followi i
path to take: ¢ tollowing might be a helpful

(1)  Give them information they could use to decide. (Example:
Two people who have a civil dispute might need to know that
if they don't settle with mediation, then one of them will have
to pay court costs, and the judge makes the decision, not them.)

(2)  State clearly what you see as the benefits of agreement and the
consequences of non-agreement.

(3) Sugggst_ that coming to an agreement might take some
creativity or some route for compromise that is unconventional.
Give an example unrelated to their particular problem.

If none of these works, the following procedatérni‘:ﬂs»uggested:

(1) Ask tgle first client to submit a proposal for resolution to the
second.

(2)  Find out if #2 ungier§tands the proposal, trying to make sure the
response is a clarifying one, not an argument with the proposal.

(3)  When #1 agrees that #2 understands the proposal correctly. a
sk
#2 to state any problems s/he has with pit'po &

(4) Make sure #1 understands the pfoblems clearly.

(s)  Follow the same procedure with #2 submitting a proposal to #1.

,,,W.!.Lﬁx§hl§r:!2£9g§;§§;;,yn"~~—ase&p!asiﬂg:~%h”'ﬂiﬁﬁﬁs‘“ﬁf‘"‘*‘é@fﬁng to an

agreement, and coming up with alternatives, on them.

David A. Lowenberg and Paul Foreach P'ma' County At .
Victim/Witness Program. ° gach, 1 ounty Attorney's
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' APPENDIX 1|
EXERCISE: PERSON-TO-PERSON RESOURCE HUNT

Goals:

1. To immediately legitir;vize trainees approaching and getting to know each
other.

2. To become aware of one's patterns in approaching people. (Dj)d you see
yourself going to people or waiting for people to come to you?

Procedure: " |

1. As people register for class, hand out a resource hunt sheet to trainees and
tellpthepm to go around the room and find people who fit these°de§cr1pthns.
Tell trainees to record names, feel free to talk, but attempt to fill out the
sheet. |

- | : TP k

2. After 20-25 minutes, stop the process, ask people to sit down, and as
questions Slsjch as, "H’ow many found §omFone with the same Zodiac sign?
What dates? Who else? Who found somtone that has been to the bottom
of the Grand Canyon?" etc.

3. Process with Do, Look, and Learn Model. (See Appendix G.)

i

T ot R

I0.
. II.
12,

13.
14.
15.°
16,

: 17.

H e e e e st o A it Rty s = N R St s s -2 -
7 e TSy S P SEEmis 058  o ssn, SREIT (R SV 3 HE2 L e e

RESOURCE HUNT SHEET
d

Who was born under the same zodiac sign as you?

Who was born in Tucson?

7N
Who is left-handed? ¢

Who has been burglarized?

Who has never been to Disneyland?

[

Who comes closest to your age by year, month, and day?

>

Who has participated in a court trial?

Who has the same make car as you?

i

Who is afraid to "fly"?

AV

Who has been to the bottom of the Grand Canyon?

i\

Who has a”last name of more than seven letters?

Who plays a musfcal instrument? - :

What?

Who has written a letter to the editor?

Who wears seat belts when riding in a car?

Who knows a police officet as a friend? -

Who has run away from home?

N

Who plays backgammon?

A A B R L R

48
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18.
I9.

20.

Who has served on a jury?

Who has called the police to report a crifhe?

Who has been in Atizona longer than you have?

O
3]
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