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Module 7: Direct Services 
Time Required

2 hours
Purpose

This module explores three core services victim service providers deliver to help victims recover from a criminal act and to empower them as they move through the criminal justice system process. These core services are crisis intervention, advocacy, and the identification of resources and services needed by the client.

Pre-Academy Assignment 
Locate and bring a copy of your state victim compensation form with you to the NVAA. This form will be used in Lesson 3.

Lessons

1. Crisis Intervention (1 hour, 20 minutes)

2. Advocacy (15 minutes)

3. Identification of Client Needs and Provision of Resources and Services (25 minutes)

Learning Objectives

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

· Demonstrate the use of key steps in providing effective crisis intervention services.
· Identify three services that victim service providers provide during the phases of the justice system process. 
· Discuss strategies to identify resources and services to meet victim needs.
Participant Worksheets
· Worksheet 7.1, Crisis Role Plays
· Worksheet 7.2, Advocacy Tasks and the Justice System

Equipment and Materials

No special equipment or materials are required.
Preparation

· Read Chapter 7, “Direct Services,” in the Participant Text.

· Prepare three tear sheet pads for the brainstorming activity by labeling one with “Safety/Security,” another with “Ventilate/Validate,” and one with “Predict/Prepare.”

· Prepare five tear sheets with the following headings and post around the room: 
· After a Crime is Reported 
· After-Arrest 
· Pre-Court; 

· Court

· Post-Conviction.
(
Show Visual 7-1. 
(
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Review the purpose and objectives for this module. 
This module explores three core services victim service providers deliver to help victims recover from a criminal act and to empower them as they move through the criminal justice system process. These core services are crisis intervention, advocacy, and the identification of resources and services needed by the client.

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

· Demonstrate the use of key steps in providing effective crisis intervention services.
· Identify three services that victim service providers provide during the phases of the justice system process. 
· Discuss strategies to identify resources and services to meet victim needs.
(
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Explain that this module will cover three main services from a “mechanical” perspective; that is, it will provide an overview of the direct services landscape by describing the services and the main activities involved with providing them. The module will refer to some of the skills/knowledge necessary to provide these core services (e.g., how to conduct a needs assessment). 

Explain that there is natural overlap between and among the services and the activities involved, but that for the purpose of this module, they are organized in the following relatively chronological way. Similarly, it is very difficult to capture all the small things victim service providers do every day to help victims.

The main focus of this module:

Core Services = The Victim Service Provider’s “List of Things I Do.”

· Provide crisis intervention services: Assistance in the immediate aftermath of a trauma, including establishing rapport, helping to create safety, allowing the 
victim to experience trauma, educating the victim about processes and procedures that may occur as a result of the crime, and assisting the victim in regaining control of their life.
· Provide advocacy: Active problem-solving and action to support victims and ensure victims’ rights, including serving as the bridge between the victim and the justice system.
· Identify client resources: Identifying victims’ needs and the appropriate resources to address them.

1. Crisis Intervention (1 hour, 20 minutes)
(
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Introduce the lesson.
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Provide basic definitions for crisis intervention.

Crisis: An unexpected event that calls for the mobilization of additional resources beyond those necessary for everyday life.
It is important to stress that what constitutes a crisis for one person may not be considered a crisis for another.

Crisis intervention: Assistance in the immediate aftermath of a trauma.
· Establish rapport with those affected by the crime, including the victim, family members, and/or friends.
· Predict reactions, based on knowledge of how people tend to respond to crises and trauma.

· Identify and address as many physical, psychological, cognitive, emotional, and spiritual needs as possible by listening and asking questions and conducting a needs assessment.

Tell participants that crisis intervention assistance helps victims deal with immediate needs and begin to plan for the future. 
Emphasize the difference between crisis intervention and trauma response. Crisis intervention assistance is provided in the immediate aftermath of a trauma. The victim could be reacting to trauma at any time following the trauma.
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Explain some of the reasons crisis intervention is so important. Ask participants for other examples.

· Victims in crisis are not thinking clearly.

· They may be experiencing shock; fear; physical, emotional, and/or spiritual pain; and a host of other emotions at once.

· They often have difficulty mobilizing their resources to meet the challenges of the trauma.
· As a result, victims are extremely vulnerable to additional danger and traumatization.
· You could be saving a life!
Remind participants that immediately following trauma, a victim may be experiencing the “flight or fight” trauma response covered in Module 4 (e.g., shock, terror, helplessness, high levels of anxiety, etc.).
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Explain that there are several useful models of crisis intervention that can guide victim service providers in their crisis intervention work. We will explore one of the most widely used models in more detail: Young’s Three-phase Model (1993).
· Safety and security: Focuses on ensuring that victims feel they are safe from additional harm, and includes establishing rapport.
· Ventilate and validate: Focuses on allowing victims to tell their victimization story and helping them understand that their reactions are normal reactions to trauma—a normal reaction to an abnormal event.
· Predict and prepare: Focuses on preparing victims for the unfamiliar experiences they will encounter in the law enforcement, medical, justice, and other environments. 
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Introduce the activity.
· Activity: Brainstorm Crisis Intervention Activities for Safety/Security,
            Ventilate/Validate, and Predict/Prepare Phases (15 minutes)
The object of this activity is to get as many ideas recorded as possible in the 3-minute time allotment for each phase. Follow the rules of brainstorming and ask for any clarifications after all ideas are recorded. Validate/comment, as appropriate, and acknowledge that many other possible activities exist, depending on the crisis.

1. Set up the brainstorming activity by explaining that the group will spend 3 minutes brainstorming intervention activities for each of the phases in Young’s crisis intervention model, 9 minutes total. 
2. Brainstorm the activities for each phase below (3 minutes each):

· Safety and security: Focuses on ensuring that victims feel they are safe from additional harm. What can victim advocates do?
· Ventilate and validate: Focuses on allowing victims to tell their victimization story and helping them understand that their reactions are part of a normal process. What can victim advocates do?
· Predict and prepare: Focuses on preparing victims for the unfamiliar experiences they will encounter in the law enforcement, medical, justice, and other environments. What can victim advocates do?
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Introduce the activity.
· Activity: Crisis Role Play (45 minutes)
The purpose of this activity is to highlight those behaviors essential to responding to a victim in crisis. Refer to this chart to clarify the participant’s role in each of the role plays.
	Participant
	Role Play #1
Safety and Security
	Role Play #2
Ventilate and Validate
	Role Play #3
Predict and Prepare

	A
	Victim
	Advocate
	Coach

	B
	Advocate
	Coach
	Victim

	C
	Coach
	Victim
	Advocate


1. Ask participants to form groups of three; Participant A will play the victim, Participant B will play the advocate, and Participant C will play the coach. Refer participants to Worksheet 7.1, Crisis Role Play. Each small group completes Role Play #1 (3 minutes). Call time and ask the following questions.
(
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· Participant A (Victim): How did the advocate do?
· Participant B (Advocate): What did you do to establish rapport? What did you do to help the victim feel safe from additional harm?
· Participant C (Coach): What did you see that made you believe the advocate established rapport? What did you see that made you believe the advocate helped the victim feel safe from additional harm?
2. Ask participants to switch positions: The coach is now the victim; the victim is now the advocate; and the advocate is now the coach. Each small group completes Role Play #2 (3 minutes). Call time and ask the following questions.
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· Participant C (Victim): How did the advocate do?

· Participant A (Advocate): What did you do to allow the victim to ventilate and how did you validate?
· Participant B (Coach): What did you see that made you believe the person from law enforcement allowed the victim to ventilate? How did the advocate validate the victim?
3. Ask participants to switch positions: The coach is now the victim; the victim is now the advocate; and the advocate is now the coach. Each small group completes Role Play #3 (3 minutes). Call time and ask the following questions.
(
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· Participant B (Victim): How did the advocate do?
· Participant C (Advocate): What did you do to predict and prepare the victim?
· Participant A (Coach): What did you see that made you believe the advocate focused on predicting and preparing the victim?
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4. In small groups, facilitate a discussion about the activity.

· What did you do as an advocate that worked?

· What did you do as an advocate that didn’t work?

· How difficult was it to be an advocate and have to use different skills than those required by your current job?

· What was the most important thing you learned from this role play?
5. Provide individual feedback to participants in the small groups.

2. Advocacy (15 minutes)
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Transition from crisis intervention content by explaining that once the victim’s immediate crisis needs are met, significant advocacy work often follows.
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Explain that advocacy and victim services are largely synonymous, since the entire field was created to provide quality victim services and to help ensure victims’ rights. Therefore, everything a victim service provider does falls within the general definition of advocacy. However, advocacy also is a specific activity on the “list of things to do” that requires certain skills, knowledge, and careful planning.

Tell participants that advocacy is a specific type of problem solving and planned action that is used to protect the personal, legal, and societal rights of an individual. The problem solving and actions will be different depending on what phase of the justice system the victim is in. Review Worksheet 7.2, Advocacy Tasks and the Justice System.

Ask participants if there are any other tasks that need to be added to this chart. 

Ask participants if there are  other things that they do that are not listed?
3. Identification of Client Needs To Provide Resources and Services (25 minutes)
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Introduce the lesson.
(
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Explain that we will briefly survey three key activities in providing core services to crime victims. Each of these activities could be a course by itself and each is dependent on the unique circumstances of your state, program, and the victim’s situation. 
· Assess needs.

· Identify available resources and services.

· Help obtain victim compensation. This was discussed in Module 3.
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Explain that assessing the victim’s needs is the first step in identifying which resources and/or services will be most helpful and appropriate. Most agencies have specific assessment tools, but they all serve the same purpose and rely on the victim service provider’s interactions with the victim. 
· Assessment is gathering information from the client and evaluating it with the client to decide what course of action to take. 
Tell participants that methods for assessment may include:

· Asking questions in a variety of areas.

· Listening carefully.

· Observing behavior.

· Identifying resources and services that meet the needs you and the client identify.

· Working with the client to create a plan of action.

Ask participants: How many of you use a standard assessment tool? What areas of assessment do they include? Common areas of assessment include: 
· Mental health

· Health

· Safety

· Support

· Compensation

Note that the victim will have different sets of needs depending on where they are in the phases of the criminal justice system.
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Explain that there are some general competencies for preparing for and conducting a good needs assessment. To conduct an effective needs assessment, you should know:

· Your client’s general situation.

· The type of crime and trauma experienced by your client.

· How to give information to your client and how to get information.

· The resources and services available.
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Explain that once you have completed the assessment, the next step is to identify the resources the client needs. As a victim service provider, one of the most valuable services you can offer is knowing what resources are available to address various client needs and how to access them. 
Discuss ways to identify resources:

· Start with your agency’s existing list of services and providers.

· Build your own list of resources, based on your experience.

· Ask colleagues for their recommendations in general and for specific situations.

· Do your own research (e.g., phone book, Internet searches).
· Network with other agencies and providers about what they offer.
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Introduce the activity.

· Activity: Large Group Discussion (10 minutes) 
Facilitate a large group discussion of participants’ strategies for identifying and connecting to resources and services for their clients. Remind them that they are their own best resources and can learn tremendously from each other’s experience. The purpose of the large group discussion is to provide them with an opportunity to share ideas they can use in their own states. 

(
Show Visual 7-22. 
Review the learning objectives and ask whether these were met.
At the end of this module, participants will be able to:

· Demonstrate the use of key steps in providing effective crisis intervention services.
· Identify three services that victim service providers provide during the phases of the justice system process. 
· Discuss strategies to identify resources and services to meet victim needs.
(
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Ask participants for any questions or comments before moving to the next module.
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