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Module 6: Communication With Victims and Survivors

Time Required  
4 hours, 15 minutes
Purpose

This module introduces basic communication skills that are necessary for victim service providers to successfully advocate for victims in the aftermath of a crime and throughout their involvement in the criminal or juvenile justice system. 
Lessons

1. Key Communication Skills: Active Listening and Paraphrasing (2 hours)

2. Key Communication Skills: Reflective Listening, Affirmation, and Open-Ended and Closed-Ended Questioning (2 hours)

3. Using Key Communication Skills (15 minutes)

Learning Objectives

By the end of this module, participants will be able to:

· Demonstrate their use of active listening techniques.

· Differentiate between open-ended and closed-ended questions.

· Demonstrate their use of five communication skills (i.e., active listening, paraphrasing, reflective listening, affirmation, and open-ended and closed-ended questioning) to establish trust with a victim.
Participant Worksheets

· Worksheet 6.1, Case Scenarios – Open- and Closed-Ended Questions

· Worksheet 6.2, Communication Self-Assessment

Equipment and Materials

· DVD player and external speakers

· Listen to My Story: Communicating with Victims of Crime DVD 
Preparation

· Read Chapter 6, “Communication with Victims and Survivors,” in the Participant Text.
· Preview Listen to My Story: Communicating with Victims of Crime DVD. 
· Test the DVD player and set up the DVD.
(
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Show Visual 6-2.
Review the purpose and learning objectives for this module.

By the end of this module, participants will be able to:

· Demonstrate their use of active listening techniques.

· Differentiate between open-ended and closed-ended questions.

· Demonstrate their use of five communication skills (i.e., active listening, paraphrasing, reflective listening, affirmation, and open-ended and closed-ended questioning) to establish trust with a victim.
1. Key Communication Skills: Active Listening and Paraphrasing (2 hours)
(
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Introduce the lesson.
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Introduce the activity.

· Activity: Listen to My Story DVD (25 minutes)

1. Introduce the video. It contains five segments: Helping Victims Gain Control; Listening with Compassion; Understanding the Impact of Trauma; Building Trust; and Becoming Aware of Communication Barriers.

2. After showing the DVD, hold a brief discussion on the topics. What did you learn? What surprised you? What would you like to learn more about? How do the topics apply to your job?

Review and discuss the basic services that victim service providers offer to victims. 
· Provide crisis intervention services.

· Provide advocacy (e.g., active problem-solving and action to support and ensure victims’ rights).

· Conduct basic victim needs assessment.

· Provide liaison activities between the victim and the justice system.
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Paraphrase:

To provide these services effectively, victim service providers must be able to use five key communication skills with their clients. These skills form the foundation for effective communication. They are:  

· Active listening

· Paraphrasing

· Reflective listening

· Affirming
· Open- and closed-ended questioning

These communication skills are the building blocks to establish rapport and build trust between victim service providers and victims. Acknowledge that many participants may already be practicing effective communication. This is an opportunity to finetune these important skills.
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Discuss the following definition:
In effective communication, one person conveys information or a message to another, and they both agree on the meaning.
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Define active listening and differentiate between marginal listening (e.g., the listener is not listening carefully; mind is wandering) and evaluative listening (e.g., the listener is assessing the speaker’s remarks and planning what to say in response).

Tell participants that active listening is:

· Listening carefully to what the speaker is saying, without judgment or evaluation.

· Listening to both the content of the message as well as the feelings that are being expressed.

· Attempting to “stand in the other’s shoes” to understand and relate to another’s situation and feelings.
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Ask participants what they do to actively listen to victims. Write responses on a tear sheet. Review any responses that have not been covered.

Techniques to practice active listening:

· Be attentive; maintain eye contact, if appropriate.

· Take time to listen to the full story without interrupting the victim.

· Allow the client to be silent. Silence allows victims time to think.

· Ask for clarification or repetition of statements to understand the victim.

· Listen without judgment.

· Set your reactions aside and focus on the victim’s feelings.
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Paraphrase:

You are going to see a film clip from the movie, Little Miss Sunshine. The movie is about Olive Hoover, a little girl who dreams of winning the Little Miss Sunshine beauty contest. Her entire dysfunctional family piles into their Volkswagen mini-bus to go to Redondo Beach, where Olive is able to participate in the contest.  

In this scene, the Hoovers are rushing Richard’s father to the hospital because he didn’t wake up that morning. The doctor is about to enter the scene to share the news with the family that Richard’s father has passed away.

DVD 
Show the clip of Little Miss Sunshine that is embedded in the PowerPoint presentation by clicking on the PowerPoint slide.
After the video clip, lead a brief discussion using following questions:

· What did Linda do that was appropriate? Inappropriate?

· Did Linda use active listening skills? What were they?  What was missing?
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Introduce the activity.
· Activity: It Changed My Life (25 minutes)
The purpose of this activity is to practice and receive feedback on listening skills. 
1. Ask participants to form pairs with someone they do not know. They should sit facing their partner. Ask one person from each pair to raise his or her hand. Designate that person as “A” and the other as “B.” 

2. Ask the A’s to share for 3 minutes a time when they made a decision that they knew would affect the rest of their life. 
Instructor Note: 

Participants are encouraged to talk about a decision they are comfortable in sharing with others. They do not have to choose a particularly difficult or traumatic decision. 
If participants are anxious about the risks involved in this exercise, ask how people determine what is safe to share and with whom they feel safe sharing. Ask them to put themselves in the shoes of a crime victim who tells their story to complete strangers and usually the strangers also are people who the victim views as having authority.

3. While A’s are sharing, B’s give their total attention to what A is saying and do not speak. 
4. After 3 minutes, call time. Switch roles so that B’s share and A’s listen, without speaking.

5. In the small groups, ask each participant to spend a few moments sharing their self-assessment (i.e., A’s will share how they think they did practicing this skill).
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As the speaker:

· Did you feel listened to?

· What did your partner do that contributed to feeling listened to?  

· Did you feel that your partner understood what you were saying and how you were feeling?

· Was there anything that your partner did that prevented you from feeling listened to?
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As the listener: 
· Did you feel that you could really listen without making judgments or having your attention wander?


· Did you feel that you understood what your partner was saying and feeling?

6. Provide individual feedback to participants in the small groups.
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Review and discuss the following points. 

Nonverbal communication:

· Facial expressions

· Gestures

· Position of bodies and body orientation
· Physical space

· Personal touch

Face-to-face communication is made up of:

· Verbal cues—Spoken words.
· Nonverbal cues—Facial expressions, gestures, position of body and body orientation, physical space.
In nonverbal communication, the words you use are the least important factor in communicating the message to the other person. 
Ask for examples of nonverbal cues that you noticed your partner using from the last exercise. Include the following nonverbal expressions in your examples:

· Maintain eye contact, if culturally appropriate.

· Use friendly, calm tone of voice.

· Use voice volume that is neither too loud nor too soft.

· Be still—no fidgeting or multitasking; hand gestures can be distracting or annoying.

· Use silence to provide the victim time to formulate his or her words.

· Lean forward in the chair; face the other person.

· Be aware of how close you sit or stand to the other person. If you are too close, you make the other person uncomfortable, but if you are too far away, it might appear that you do not care.

Note that different cultures have different nonverbal cues:
· Some cultures prefer more or less physical space.

· Some cultures are more comfortable with personal touch than others.

· Some cultures view direct eye contact as a way to express strong interest in what another is saying while other cultures view direct eye contact as a barrier to personal communication.

Ask participants for examples they have noticed in their work with people from cultures other than their own.
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Define paraphrasing. Ask participants the purpose and importance of paraphrasing.

· Paraphrasing: Stating back to the victim in your own words what you understood the victim to say.

· Purpose of paraphrasing: To make sure that you have heard and understood what the victim has said and is feeling. Effective paraphrasing helps avoid misunderstandings between you and the victim. Paraphrasing is effective to use before moving on to another subject.
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Ask participants how they practice paraphrasing. Write responses on a tear sheet. Review any responses that have not been covered.

Techniques to practice paraphrasing:

· Listen to the victim carefully, focusing on key words, phrases, and concepts.
· Repeat what the speaker has said, using your own words, without changing the meaning.

· Paraphrasing often begins with:
· “So what I hear you saying is …” 
· “In other words …” 
· “What I understand you to say is …” 
· “If I hear you correctly …”

Tell participants that when you paraphrase, you want to listen to how the victim responds. The response will indicate if you have accurately paraphrased what was said.
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Introduce the activity.
· Activity: Paraphrasing (20 minutes)
The purpose of this activity is to practice and receive feedback on paraphrasing skills. 
1. Ask participants to form pairs with someone at their table whom they know the least. They should sit facing their partner. Ask one person from each pair to raise their hand. Designate that person as “A” and the other as “B.” 

2. Ask “B’s” to go first and tell “A’s” the same story that they told their partner in the first activity. A’s are to paraphrase what they heard the B’s say.

3. After 5 minutes, call time and ask participants to switch roles.

4. After 5 minutes call time. 
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5. In the small group, ask:

· Did you feel listened to?

· What kinds of things did your partner say that helped you feel heard?
· Were there any things that were said that made you feel that you were not being heard?

· What do you think it would be like to be traumatized and to feel listened to?

6. Provide individual feedback to participants in the small groups.
2. Key Communication Skills: Reflective Listening, Affirmation, and Open-Ended and Closed-Ended Questioning
(2 hours)
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Introduce the lesson.
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Define reflective listening and identify why this is an important communication tool for victim service providers.

· Reflective listening: Reflecting the victim’s feelings back to the victim. The feelings may or may not have been verbalized by the victim.

· Purpose of reflective listening: To make sure that you have understood what the victim is feeling, even though the victim may not have expressed the feelings. This skill also lets victims know that they have been heard.

Tell participants that the difference between paraphrasing and reflective listening is that in paraphrasing you are only summarizing what the victim has said. With reflective listening, you are going beyond summarizing to identifying feelings that the victim may not have identified, but their words and attitudes point to such feelings.

Provide an example or ask for examples that illustrate the difference between paraphrasing and reflective listening (e.g., “You sound angry about your friend's response. Is that so?”). 
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Review the following techniques and examples of reflective listening:

· Listen to the victim carefully.

· Make a mental note of key points.

· Notice how you are feeling.

· Ask yourself how you would feel if you were the victim as you listen to the victim share the experience. 
· Listen for what is not being said.
Explain that reflective listening often begins with:

· “That must make you feel …”

· “It sounds like you were really feeling …”

· “If I were in your shoes, I might have concerns about that also.”

· “I can see why you’re feeling …”

Note that reflective listening is not therapy.

· Show Visual 6-21.
Introduce the activity.
· Activity: It Changed My Life–Reflective Listening (30 minutes)
1. Ask each participant to find a person at their table to practice reflective listening skills. Ask the person with the longest hair to be “A” and to go first. A’s are to share the same story of a decision they made that changed their life. If they prefer, A can tell B a new story. They should pick a story about something they did that they have strong feelings about, either negative or positive. B’s are to respond using reflective listening skills.

2. After 5 minutes, call time and ask participants to switch roles. This time, ask the pairs to turn their chairs around so they are facing away from each other.
3. After 5 minutes, call time.
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4. In the small group, ask:
· What did it feel like to be understood on a feeling level? 

· What did your partner say that made you feel understood? 
· What changed when you could not see your partner, either as the speaker or the listener? Note that a lot of work that victim advocates do is often done by phone or even e-mail. We are often in situations where we cannot see (or even hear) the victim or survivor.
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· What can we do to prevent misunderstandings when we cannot see or hear the victim? 

· Are there any situations in listening to crime victims where you might need to use caution in reflecting their feelings?

· Did anyone have any trouble staying focused on what your partner was saying?

· How do you stay present and focused while listening to a crime victim when you know that you have deadlines to meet and many other work priorities?

5. Provide individual feedback to participants in the small groups.
Instructor Note: 
Participants should stay with their partner as they listen to the short presentation on affirmations and do the “Affirmation” activity with their same partner.
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Define affirmation and explain why it is a key communication tool for victim service providers.

· Affirmation: Statements that recognize and validate a victim’s strengths and acknowledge that the victim has been harmed. 
· Purpose of affirmation: To help build the victim’s confidence in his or her ability to persist.
Review techniques to practice affirmation:

· Listen carefully to the victim’s experience and identify points that indicate the victim’s strength.

· Validate the strength based on what you heard; affirmations must be congruent with what the victim has shared.

· Affirmations must be genuine; they are not effective if they are not believed by you.

· Affirmations often begin with:

· “I think it is great that you want to do something about this situation.”

· “I appreciate how hard it must have been for you to decide to …”

· “You are certainly a resourceful person to have been able to …”

· “You took a big step.”

· “You certainly are coping with a lot of problems right now.”
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Introduce the activity.
· Activity: Affirmation (15 minutes)
The purpose of this activity is to provide participants with an experience of being affirmed.

1. Participants remain with the same partner they were with for the previous activity. Ask each pair to decide who is “A” and who is “B.” Ask the A’s to take 1 minute to honestly affirm B, based on the experience that B shared in the previous activity.
2. After 1 minute, call time and switch roles. After 1 minute call time.
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3. In the small group, ask:

· How many felt good when you were affirmed by your partner? How many felt embarrassed or another strong emotion when you were affirmed?

· How do you think a crime victim might feel when they are affirmed as they are telling their story?

4. Ask the large group to consider the four exercises they just completed with others in the room. Ask participants: 
· How many feel that you know your partners better than when we began this module?

· How many feel a connection with your partners?

· What did you have to do to create the connection?

5. Provide individual feedback to participants in the small groups.
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Ask participants for definitions of open-ended and closed-ended questions.

· Open-ended questions cannot be answered by “yes” or “no.” They elicit information and explanations and expand the discussion. Examples: Questions that begin with “where,” “what,” “how,” “why,” or “Tell me about …” 
· Closed-ended questions can be answered by either “yes” or “no.” They are useful to find out a specific piece of information or clarify a specific point of discussion. Examples: “Do you want me to call anyone for you?” or “Would you like help filling out the application for victim compensation?”
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Review the following points about the appropriate use of questions.

· Before you ask a question, ask yourself what information you need to get. Do not ask questions based on your interest; ask questions that will help you provide effective services to the victim. 
· Ask questions one at a time. Multiple questions can easily confuse or put off the other person.
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Introduce the activity.
· Activity: Open- and Closed-Ended Questions (30 minutes)
1. Assign each table one case scenario from Worksheet 6.1, Case Scenarios - Open-and Closed-Ended Questions.
2. Ask each table to read the scenarios and decide as a group:
· What do you need to know?
· What are the questions you need to ask?
· Which of the questions are open-ended? Which are closed-ended?

3. Call time after 10 minutes. Ask one person from each table to briefly summarize the scenario, identify what kinds of information they needed to know, list the questions they would ask, and identify which questions are open-ended and which are closed-ended.
In the small group, ask:

· What is the usefulness of open-ended questions? What is the usefulness of closed-ended questions?

· What did you learn from this exercise?

4. Provide individual feedback to participants in the small groups.
3. Using Key Communication Skills (15 minutes)
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Introduce the lesson.
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Instructor Note:

Following the activity, collect Worksheet 6.2 and give to the room monitor.
Introduce the activity.
(

Activity: Communication Self-Assessment (10 minutes)
1. Refer participants to Worksheet 6.2, Communication Self-Assessment, found in the participant Manual. Ask participants to put their Unique ID# on their worksheets. 
2. Ask participants to complete Worksheet 6.2, Communication Self-Assessment, based on their participation in the activities in this module that required a partner. Tell participants they will not be sharing their self-assessments with anyone except their instructors. 
3. Remind participants to put their Unique ID# on their worksheets. Collect worksheets and give to the room monitor.
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Review the learning objectives and ask whether these were met.
At the end of this module, participants will be able to:

· Demonstrate their use of active listening techniques.

· Differentiate between open-ended and closed-ended questions.
· Demonstrate their use of five communication skills (i.e., active listening, paraphrasing, reflective listening, affirmation, and open-ended and closed-ended questioning) to establish trust with a victim.
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Ask participants for any questions or comments before moving to the next module.
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