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Dedication
The University of Texas at Austin and the Institute on Domestic Violence and Sexual Assault dedicate this handbook to the twelve pilot sites and the
resiliency coaches who were engaged in the development of an organizational model for resiliency. The “Gecko Guide” captures their experiences as
they took this journey to learn how to build resiliency in staff and volunteers working with children who have been abused. All of us on the project team
have been inspired by their courage and willingness to take on something new in an already busy day and work with us to forge a new model that would
help child abuse organizations and the child welfare field.
It is our hope that this handbook will help our pilot sites as they continue to make their resiliency programs a source of strength and renewal for their
colleagues, the many passionate and hard-working men and women who make such a big difference in children’s lives.
By making their strategies and lessons learned available, we hope others will be inspired by what our first resiliency coaches are doing, and begin the
journey to organizational resiliency themselves.
Noël Busch-Armendariz
Principal Investigator

Karen Irene Kalergis
Project Director
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Laurie Cook Heffron
Research Manager
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Background
This handbook was developed as part of a two-year training and technical assistance grant awarded by the Office for Victims of Crime (OVC), Office of Justice Programs,
U.S. Department of Justice to The University of Texas at Austin. The OVC Resiliency Project was managed by the Institute on Domestic Violence and Sexual Assault
(IDVSA) in the Center for Social Work Research, School of Social Work.
The Resiliency Project engaged researchers, educators, and practitioners from the child abuse field in a collaborative effort to develop, implement, and evaluate an
organizationally based program to build resiliency in staff and volunteers.
Key to the project were the pilot resiliency coaches who evaluated all training and technical assistance products related to the organizational program model.
The Resiliency Coach Teams
After a national call for applications from children’s advocacy centers (CAC), court appointed special advocates (CASA) programs, and child welfare programs, IDVSA
selected 12 sites to serve as pilots. These sites were selected due to their commitment to the concept that the organization can take steps to help build resiliency in its
staff and volunteers. Two people from each site were designated as resiliency coaches to reflect their leadership and active participation in this innovative effort to create
an organizational model for child abuse programs to build resiliency.


Adams County Children’s Advocacy Center, Joddie Walker and Jamison Entwistle



CALICO Center, Alameda County CAC, Kristy Brodeur and Karen Meredith



CASA of Lane County, Louise Vanderford and Patrick Schrieber



CASA of St. Louis County, Shamele Hill and Veronica Neuhoff



Child Advocates of Fort Bend, Fiona Remko and Metoyer Ellis



Childhelp Children’s Center of Phoenix, Maureen Basenberg and Mary Ducharme



Florida Department of Children and Families, Emerald Coast Child Advocacy Center and Santa Rosa Kids’ House, Debbie Hollis, Tammy Burton, and Tina Cain



Project Harmony Child Protection Center, Debra Anderson and Ronda Newman



Pulaski County CASA, Michelle Trulsrud, Marquita Rogers, and Darryl Capps



Richland County CASA, Paige Greene and Lela Allen-Haines



Safe Shores, the D.C. Children’s Advocacy Center, Diamond Vann-Scott, Robert Tate, and Abyssinia Washington



Synergy Services, Inc., Children’s Advocacy Center, Jill Hazel and Jennifer Vernon
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The Organizational Model
The IDVSA project team based its organizational program model on research used to develop a resiliency module for the National Victim Assistance Academy’s (NVAA)
foundation- level training. The NVAA resiliency module forwarded the idea of five core elements of resiliency that have been found consistently in the research and practice
wisdom as strengths present in people who are resilient. Those core elements - self-knowledge and insight, sense of hope, healthy coping, strong relationships, and
personal perspective and meaning – provide the foundation for the organizational program model. The project team developed a program implementation plan that
recognizes what is within an organization’s power, and forwarded strategies that could be used to build strengths in the five core elements through policy, supervisory
techniques, and competency-based training.
Though some of the strategies were drawn from the NVAA resiliency module, they needed to be retooled to focus on what organizations could do to build resiliency in staff
and volunteers rather than what individuals could do to build resiliency in themselves. The task of testing out the strategies, refining them, and creating new ones fell to the
resiliency coaches from the twelve pilot sites that were a major part of this project. Since this was a new program model, the resiliency coaches had a lot of room for
creativity as they adapted the strategies for their own organizational setting, whether it was a CAC, a CASA program, or a child welfare agency. The resiliency coaches,
who represent a collective 379 years of work in children’s services, brought their expertise and passion to this task.

Using the Guide
As the resiliency coaches implemented the organizational model, one of the comments heard most often was that building resiliency is a journey, an ongoing process of
exploration, learning, and practice. Resiliency coaches found that the journey needed to start with them; it is difficult to teach others how to be resilient until you “get it
yourself.” Like most people who return from a journey, the resiliency coaches wanted to share their experiences and encourage others to take the trip.
This guide then represents what the pioneers of this organizational resiliency model brought back from their journey. The guide begins with profiles of each pilot site, and
demonstrates that each organization started with a commitment to help their workers. The profiles describe their organizations and why they wanted to take this journey,
and end with a description of what impact the journey had on that organization, and travel tips to those choosing to take this journey themselves.
The five core elements—the basis for the organizational resiliency model— represent stops along the way. People who are resilient have strengths in each of these five
core elements, so these are places one would need to visit as part of the journey to organizational resilience. The handbook uses a different color border for each core
element, so you can quickly find the section you might be most interested in visiting.
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Using the Guide

1. Self-Knowledge and Insight are strengthened by self-esteem, sense of control, independence, and self-compassion.
2. Sense of Hope is strengthened by sense of humor, ability to have fun, and optimism.
3. Healthy Coping is strengthened by planning, using skills and abilities to address secondary traumatic stress in the workplace.
4. Strong Relationships are strengthened by attachment to others, seeking and giving support, and speaking up for a change.
5. Personal Perspective and Meaning are strengthened by morality and integrity, spirituality, and coherent life meaning.
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Using the Guide
Each of the five core elements has its own section and opens with reflections from the resiliency coaches about what it was like to work on that element, and what they
want to pass on about using the strategies. Reflections are followed by charts that list the strategies developed and/or tested by the resiliency coaches. The pilot sites
were able to select the element(s) they wanted to focus on within their organization, so the pilot sites listed will only be those that tried out a strategy for that particular
element.
Strategies are listed on the charts as a policy, supervisory technique, and/or competency-based training. (Some large group events or activities are also included under
competency-based training.)
The resiliency coaches were able to use any or all of these modes of implementation. You will see some instances where a site drew on all three implementation modes,
and others where just one approach, a policy change, for example, fit the organization’s needs.
Several pilot sites created new policies to bolster a strategy, or drew on an activity from the pilot training to share the knowledge with their staff and volunteers. Sample
activities and resources such as policies are provided within the color-coded pages for that element.

Identifying resources in the handbook:
This gecko symbol indicates that a sample activity or resource developed by the pilot sites is in the handbook. Why a gecko? In the Mayan totem, the gecko is a
symbol of intuition. The gecko recognizes when it may be in trouble and takes steps to address the danger, from camouflaging itself to growing back a lost tail.
The Resiliency Project encouraged organizations to be geckos— to use their intuition and ability to change to protect their own well-being as well as that of their
staff and volunteers. The gecko became a symbol of the project, and the resiliency coaches were often referred to as “geckos” or “gecko pilots.”
The gecko also appears when an activity related to a strategy being discussed is in the handbook. The activities are drawn from the curriculum used either at
the launch or the booster training. They have been refined for use in an organizational setting and are provided with enough instruction that they can be used by
someone familiar enough with the five core elements to facilitate the activity and discussion.
IDVSA looks forward to a continued collaboration with OVC, the resiliency coaches and fellow travelers to develop more resiliency resources for the field. We wish you
well on your journey. If you’d like to tell us how it went, please drop us a postcard! Contact us at idvsa@mail.utexas.edu.
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PILOT SITES

ADAMS COUNTY CHILDREN’S ADVOCACY CENTER
Gettysburg, Pennsylvania
The Adams County Children's Advocacy Center (ACCAC) opened in 2006, after a 17-month grassroots effort led by a diverse group of
community child abuse responders. ACCAC’s goal is to continuously improve the support and services necessary to keep children safe and
healthy. ACCAC coordinates all county responses to child sexual abuse, child sexual assault, physical abuse, child witness to violence, and
child death cases where there is a criminal investigation. Active members of the multi-disciplinary team (MDT) include Children and Youth
Services, 17 law enforcement agencies, the district attorney’s victim/witness office, probation and parole, and cultural services.
ACCAC helps an average of 120 children and their families per year, offering forensic interviews, extended forensic evaluations, trauma
assessments, medical assessments, six months of mental health therapy for children, assessment and support for nonoffending parents, intake
and coordination with the MDT, and prevention education and training. All services are free and available in English and Spanish.
Supporting each other is a top priority for the close-knit team. ACCAC serves a small, rural area with limited resources for healthcare services,
child maltreatment professionals, and funding. Workers have little relief from cases, and don’t have a network of experts they can turn to for
counsel. They are challenged daily to meet the varied needs of their clients. The likelihood of client-worker interaction outside of the office is
high, because we all attend the same school or church activities. It is difficult to separate professional and personal lives in our community.
Some staff have experienced personal trauma, and the fact that all of the staff are women with young children also contributes to a high risk for
secondary stress. ACCAC had implemented some vicarious trauma prevention efforts and looked to the pilot project to learn more and help
develop better ways to address secondary traumatic stress at an organizational level. ACCAC was honored to serve as an example for other
small, rural sites with few financial or professional staff resources.
Resiliency Coaches
Joddie Walker, Executive Director, 16 years in children’s services.
Jamison Entwistle, Family Clinician, 11 years in children’s services.
Impact on Our Organization
The Resiliency Project helped us create a workplace culture of awareness and normalcy around resiliency interventions. It has had a huge
impact on our agency. Staff sees that the person at the top gets it, gets the impact that this work has on them, and they feel supported if they
need to take a break or do some of the other strategies we have implemented.
Travel Tips to Other Organizations Considering a Resiliency Program
If I were talking to a brand new administrator, I would say that of all the things to get started on, this has to be at the top of the list. Otherwise,
you will be looking for new staff or having discipline and quality-of-work issues. The more you put into this now, the less work you will do as an
administrator down the road, and the greater work product you will get out of your staff.
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PILOT SITES

CALICO
San Leandro, California

CALICO (Child Abuse Listening, Interviewing, and Coordination Center) is the children’s advocacy center serving Alameda County, California.
Each year, CALICO interviews more than 700 children, ages 2 - 17, and developmentally delayed adults who are suspected victims of abuse.
On average, 84 percent of our clients disclose sexual abuse to our interview specialists, 13 percent disclose severe physical abuse, and the
remainder discloses neglect, commercial sexual exploitation, witnessing violence in the home, and/or witnessing homicide. CALICO is cognizant
of the physical and emotional toll that working in the child abuse field has on staff. During a forensic interview, the multidisciplinary team relives
the experience of abuse with the child, often times experiencing vicarious trauma which can be extreme and devastating. The team can have up
to 10 interviews in a day and the effects are compounded.
It had been our goal for some time to develop a deliberate strategy to help each of us access both the internal and external resources needed to
maintain a healthy equilibrium, balancing our own mental health with the needs of families we serve. In spite of these good intentions, we found
it challenging to conceptualize, much less implement, a plan to lead us there. The Resiliency Project was the perfect program for us: the
commitment was already there, it was the direction we were lacking.
CALICO is an accredited children’s advocacy center with the National Children’s Alliance and is active with the California Network of Child
Advocacy Centers.
CALICO has benefitted from what we learned in the pilot. We are now reaching out to share this valuable training with our partners, providing
them with new resiliency tools.
Resiliency Coaches
Kristy Brodeur, Senior Forensic Interview Specialist and Training Coordinator, CALICO, 16 years in children’s services.
Karen Meredith, Senior Assistant District Attorney, Alameda County District Attorney’s Office, 29 years in children’s services.
Impact on Our Organization
We talk about resiliency amongst ourselves a lot more, recognizing cause and effect and ways to keep ourselves healthy. We are kinder to
ourselves as we acknowledge the impact this work has on us personally. One interviewer recognized her own fatigue and connected it to a hard
experience she had yesterday. Another interviewer was able to communicate health difficulties she was having. These are big steps. Staff
training has opened up the dialogue between individuals, and as issues arise, we are better equipped to process them.
Travel Tips to Other Organizations Considering a Resiliency Program
We first thought the focus for our efforts was the larger multidisciplinary team, but found it was much more than we could have done. It was
difficult for us to come to terms with that and pace it, at first. Now that we went through the pilot and applied the resiliency strategies to
ourselves, and made it personal, we can spread our wings. We feel very fortunate to have this core group that helped us build a strong
foundation and now we can take this knowledge to the broader community.
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PILOT SITES

CASA OF LANE COUNTY
Springfield, Oregon

Because court appointed special advocate services are delivered by volunteers, we are very glad to have staff dedicated to support them in
these efforts. CASA of Lane County is comprised of committed, compassionate, and dedicated individuals who are willing to do what it takes to
be the best we can be for the children we serve.
For 17 years, CASA of Lane County has served abused and neglected children ages 0-18 who are under the jurisdiction of the juvenile
dependency court in Lane County. There are currently 1,417 children with open cases. In 2009, we served 282 children; 48 percent were
younger than age six, and 100 percent of these children’s families live at or below the poverty line.
Our culture is one that seeks opportunities to improve all aspects of our work, including recruitment of volunteers, fundraising efforts, writing
court reports, and supporting volunteers. Staff support, on the other hand, has not been a primary focus other than to provide a workplace that is
truly family friendly and acknowledges that we all have lives and responsibilities outside of work. We are beginning to see the symptoms of
vicarious trauma in staff because we do not know how to take care of ourselves. The Resiliency Project aligns with one of the primary initiatives
in our strategic plan: implement effective staff and volunteer retention strategies. Being part of the pilot matched our belief that, to effectively
advocate for a child, you must have an organizational culture that values and cares for the people responsible for delivering that service.
Resiliency Coaches
Louise Vanderford, Program Manager, CASA of Lane County, 32 years in children’s services.
Patrick Schrieber, Training Coordinator, 5 years in children’s services.
Impact on Our Organization
“Participating in the Resiliency Project was a great professional experience for both Louise and Patrick and a “game changer” for the
organization. This project helped us examine the culture of our work environment, see how it affects each of us on a personal level, and
understand the price we pay if we don’t change. Incorporating the strategies gleaned from the Resiliency Project is like going on a diet - you eat
the “right” foods for a few weeks, and then slowly fall back into your old eating habits. CASA of Lane County has made an organizational
commitment to embed these resiliency strategies into our work culture. We have a plan and we are sticking to it!”
Megan Shultz, Executive Director, CASA of Lane County
Travel Tips to Other Organizations Considering a Resiliency Program
Be open from the beginning and have a clear plan of how you want to implement a resiliency program. Let staff know it is going to be allencompassing. Tell them, “We think we are already doing some of these things, and we want to bring them out more.” It needs to start right
away and not be an add-on. Make it part of what all new staff and volunteers get, day one.
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PILOT SITES

CASA OF ST. LOUIS COUNTY
St. Louis, Missouri

CASA of St. Louis County advocates for abused and neglected children in need of safe, permanent homes through highly trained volunteers
appointed by the family court. Our vision is to provide a CASA volunteer to every child in need under the jurisdiction of the family court.
Currently, only the most difficult cases are referred to the agency—the cases in which the family court needs the additional support and strong
advocacy that the CASA can provide. Therefore, our staff and volunteers quite often see the worst of the cases, often directly dealing with
children traumatized by physical abuse, sexual abuse, and chronic neglect at the hands of their parents or custodians.
By being part of the Resiliency Project, the organization wanted to provide staff and volunteers with the support they need to work productively
and passionately—with motivation and commitment—to affect better outcomes for these children in foster care. Every staff member at CASA of
St. Louis County has a passion for the welfare of the children in our community. The organization is privileged to have staff with a wealth and
breadth of experience in the child welfare system. Within the eight-member advocacy services team, there is almost 100 years of combined
experience in the field. This experience spans nearly all areas of the child welfare system, from prevention efforts to intensive-in-home
interventions, and includes investigations, case management, the court system, and family reunification services. Half of the team has advanced
degrees in the field. The entire team believes in the power of advocacy to change children’s lives, both on an individual case level and a
systemic level.
Resiliency Coaches
Shamele Hill, Case Advocacy Supervisor, 11 years in children’s services.
Veronica Neuhoff, Case Advocacy Supervisor, 8 years in children’s services.
Impact on Our Organization
Being part of the Resiliency Project increased our awareness of strategies we already had in place. We became more aware of the concept of
resiliency and what it can do in our agency; this has been very positive. Staff members have been very open to some of the strategies we’ve
worked to implement. Everyone appears to be open to working on this project and to making it something that is continuous within the agency.
We’ve had positive feedback from everyone. Now, it is just a matter of keeping it going and developing more strategies. The next step is sticking
to it.
Travel Tips to Other Organizations Considering a Resiliency Program
Be prepared, because this is going to take you on a journey that you probably wouldn’t expect. It might get a little messy, but there’s a lot of
growth. Go in with an open mind and be open to changes: personal and organizational. Don’t have a strict agenda. Be spontaneous.
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PILOT SITES

CHILD ADVOCATES OF FORT BEND
Rosenberg, Texas
Child Advocates of Fort Bend is one of the few umbrella agencies with both a children’s advocacy center (CAC) and a court appointed special
advocates (CASA) program. Through these programs, Child Advocates of Fort Bend serves abused children from ages 0 - 18 and some
developmentally disabled adults. The CAC serves primarily victims of sexual and serious physical abuse, and witnesses to violence including
domestic violence and homicide. The CASA program serves children with all backgrounds of abuse, with most clients falling into the neglect
category. Our community is made up of suburban areas and some remaining rural areas. The ethnicity of the children we serve is almost equally
divided between white, black, and Hispanic.
Although both programs deal with child abuse victims, the CAC is primarily staff driven and the CASA program is volunteer driven. The stressors
experienced can affect those doing the work in different ways. Child Advocates of Fort Bend provided an opportunity to capture both programs
and address their unique needs for building resiliency and reducing staff turnover. In addition, strategies were shared with child protective
services, the county attorney’s office, and the district attorney’s office, which are also co-located with us.
Child Advocates of Fort Bend had come through a time when we struggled with turnover, and we recognized the emotional and financial cost of
“burnout” on staff morale. The need for a resiliency program came to light after a particularly difficult case involving young witnesses to homicide
that took a huge emotional toll on the staff and volunteers. We wanted to find better ways to support those doing the daily work with child victims
and their families. It was important for us to retain the staff and volunteers whose longevity and experience aid their work with children. Child
Advocates of Fort Bend is committed to providing a healthy environment for its workers and saw the Resiliency Project as an opportunity to
establish a more formal program.
Resiliency Coaches
Fiona Remko, Children’s Advocacy Center Program Director, 20 years in children’s services.
Metoyer Ellis, CASA Program Director, 8 years in children’s services.
Impact on Our Organization
Being part of the Resiliency Project has made a difference. Decision-makers are more aware of what can be done and are very supportive. We
can advocate for specific strategies to benefit staff and connect them to resiliency. It has helped us be more proactive in doing things for staff.
We knew about secondary traumatic stress before, but being part of the pilot gave us more strategies to address it.
Travel Tips to Other Organizations Considering a Resiliency Program
Set aside time to work on it. Start with strategies that are more achievable so you don’t get overwhelmed by trying to do it all at once. We found
it easier to first work on the supervision pieces, and we created a committee to look at more of the policy-related strategies, because that was
more than we could do on our own.
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PILOT SITES

CHILDHELP CHILDREN’S CENTER OF PHOENIX
Phoenix, Arizona

Childhelp Children’s Center of Phoenix serves primarily the city of Phoenix reaching approximately 4,500 children and families annually. Our
onsite partners are the Phoenix Police Department Child Crimes Unit (30 detectives, 4 sergeants, 1 lieutenant, and civilian staff), St. Joseph’s
Hospital Child Abuse Assessment Center (3 forensic pediatricians, 2 nurse practitioners, 1 forensic interviewer, 2 medical assistants), and a
Child Protective Services Investigation Unit (7 investigators, 1 supervisor, 2 assistants).
The Childhelp staff includes a director, office manager, receptionist, victim advocate, children’s justice coordinator, two forensic interviewers, a
volunteer coordinator, and 11 mental health clinicians. We have approximately 40 active volunteers who staff our playroom.
Our interest in being a pilot site for the Resiliency Project was based on the understanding that stress and secondary trauma impact all of our
staff and volunteers on a daily basis. Learning ways to address these conditions is vital to the continuance of a strong program. Addressing it is
the only way we can ensure that we are truly serving children and families to the best of our ability.
This center deals with many high profile and complex cases of child abuse. Additionally, the mental health component of the program means
staff are involved with the clients’ lives for years. There is a great opportunity to strengthen this program through staff and volunteer resiliency.
Resiliency Coaches
Maureen Basenberg, Director, 10 years in children’s services.
Mary Ducharme, Clinical Lead, 11 years in children’s services.
Impact on Our Organization
We were already mindful of resiliency. Participating in the pilot took us to another level, and gave us an authority or permission to more directly
tackle resiliency and add more layers. It resonated here within leadership and with partner agencies that are co-located, and so there has been
more effort to address and further resiliency in each other. It opened the door for what came and what is continuing.
Travel Tips to Other Organizations Considering a Resiliency Program
Have the commitment of boards, supervisors, and on-the-ground leadership in charge of implementation. People can be cynical about this topic,
if you are not careful. If you have an environment that is a little rocky and you have half-hearted efforts, it could sink things further. This is
ultimately a personal commitment and it could cause damage if not handled well. Understand the commitment that you are making, and
understand the importance of having an organizational approach to resiliency. Otherwise, you will lose employees. Teach more of the reasons
behind it and you will motivate people to participate more in whatever you set up.
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PILOT SITES

FLORIDA DEPARTMENT OF CHILDREN AND FAMILIES
Pensacola, Florida

The Department of Children and Families (DCF) provides child protective investigations for the First Judicial Circuit of Florida. For this project,
DCF served as a pilot site in partnership with the Emerald Coast Child Advocacy Center and the Santa Rosa Kids’ House. In 2009, we
conducted 4,575 investigations in three counties, with most being domestic violence and substance abuse related.
Budget cuts and declines in funding for nonprofit organizations have caused local child abuse professionals to experience higher workload
demands and growing limits on training opportunities that would inspire and rejuvenate them. In the Resiliency Project, we saw an opportunity to
increase the active engagement of staff and volunteers in the mission, reduce turnover among team members, and mitigate the impact of
vicarious trauma on workers in three of the four counties of our judicial circuit.
This circuit has been identified as one of three innovation sites in the state. The project was consistent with our emerging program initiatives that
shift the culture from a risk-based to a strength-based approach to child welfare services. Being part of the pilot furthered our investment in the
retention and continued development of our child welfare professionals.
Resiliency Coaches
Debbie Hollis, Clinical Supervisor, Emerald Coast Child Advocacy Center, 17 years in children’s services.
Tammy Burton, Executive Director, Santa Rosa Kids’ House, Inc., 15 years in children’s services.
Tina Cain, Operation Program Administrator, 16 years in children’s services.
Impact on Our Organization
“What started as a collaboration of DCF and two of our CAC’s ended as an inclusive project that extended to the units in our four counties and
included community partners such as law enforcement, the state attorney’s office, and the child protection team. Resiliency is now part of the
adult protective services program and our trauma informed care group. The focus on resiliency is not just at the field level, but is a focus among
leadership as well. We have a resiliency roundtable where we work in partnership with other community organizations, and discuss how this
work affects all our frontline workers—not just in child welfare, but those who assist the homeless population as well. There is a focus now
across our whole circuit. This project has helped us build some ideas, concepts, and processes that are being generated down through our
community partners with a continued focus on the environment in which our staff and community partners work.”
Patricia B. Franklin, Circuit 1 Operations Manager, Florida Department of Children and Families
Travel Tips to Other Organizations Considering a Resiliency Program
Collaboration among organizations is critical. You are building a resiliency system with and for child protective services, children’s advocacy
center staff, the multi-disciplinary team, and law enforcement. It’s not you alone. You really do have partners. Look at your systems so that
resiliency becomes the norm, not an add-on. We are now creating a new CAC, and we are building in the resources and capacity as part of the
foundation, so an organizational approach to resiliency will be part of their operations.
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PILOT SITES

PROJECT HARMONY CHILD PROTECTION CENTER
Omaha, Nebraska

Project Harmony is a nonprofit organization that has become a national model of public and private collaboration. The program is a co-located
child advocacy center with child protective service workers, law enforcement, and medical and mental health professionals working together to
protect children. The Center also houses domestic violence and short-term triage services. In 2009, Project Harmony served 2,200 children and
their protective family members in two Nebraska counties and 16 Iowa counties. Children brought to Project Harmony include those who have
suffered physical abuse, sexual abuse, neglect, exposure to domestic violence or drugs, and children who may have witnessed a homicide or
other type of violence.
Project Harmony and our collaborative partners recognize that the key to successful, effective work within child and family welfare is getting and
keeping quality staff, as high turnover renders any effort to maintain quality work practically impossible.
At the start of the Resiliency Project, Project Harmony was about to move to a new facility and co-locate with partners. There was concern that
given the high workloads and constant changes in child protection, some staff would see the move as too much to handle. Recent privatization
and restructuring within the state’s human services department had also affected morale and turnover. Project Harmony saw the pilot as an
opportunity to strengthen relationships among agency partners within the building, help address issues resulting from the statewide child welfare
reform, and prevent a further decline in morale.
Resiliency Coaches
Debra Anderson, Director of Training and Education, Project Harmony, 22 years in children’s services.
Ronda Newman, Children and Families Administrator, Nebraska Department of Health and Human Services, 25 years in children’s services.
Impact on Our Organization
“Project Harmony enjoyed positive relationships with agency partners before the Resiliency Project began. Now, we believe that individual
employees feel more valued and appreciated, and we know that agency relationships are stronger. Absenteeism and turnover are low, and we
continue to receive unsolicited applications for volunteer work or employment prefaced with comments such as, “Project Harmony has a good
reputation and I would like to work there.” While numerous strategies have been implemented, most have been added seamlessly, typically with
little fanfare, but with positive and lasting results. We believe the strategies will continue to support the resiliency of our employees and agency
partners.”
Gene Klein, LCSW, Executive Director, Project Harmony
Travel Tips to Other Organizations Considering a Resiliency Program
Begin with your managers. Things are so contingent on the messages that the supervisors give every day to their staff. Start there and
recognize that what managers need to be resilient may be different than what their staff needs to be resilient.
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PILOT SITES

PULASKI COUNTY CASA
Little Rock, Arkansas

Pulaski County CASA serves Pulaski and Perry counties where there are approximately 361,474 residents. More than one thousand children
from these counties are in the foster care system and subsequently are involved in a dependency and/or neglect court case. In 2009, our
funding resources allowed us to serve 258 foster children. Our program has grown tremendously in the past 8 years. Pulaski County CASA
finished 2004 with only nine volunteer advocates serving 32 children. We ended 2009 with 93 active volunteers serving 256 children.
With our program growing to meet the demand from the counties we serve, it is important that we support our volunteers. They are the ones who
are seeing the children on a regular basis and know the most about the cases.
We wanted to be a part of this pilot program because we understand the value of building resiliency in our volunteers as well as staff. With the
kind of program we run, it is important to have a low turnover rate. The children we deal with need a stable and steady adult figure in their lives,
and the CASA is that person while that child is in the foster care and judicial system.
We hope to create a future job position dedicated to implementing this program and supporting volunteer retention. Once we finish this program,
we would also like to present the program to CASA programs statewide at our annual Children in the Courts Conference.
Resiliency Coaches
Michelle Trulsrud, Executive Director, 14 years in children’s services.
Darryl Capps, Advocate Supervisor, 25 years in children’s services.
Marquita Rogers, Development and Marketing Director, 3 years in children’s services.
Impact on Our Organization
“I always knew that staff got burned out, but I didn’t know about secondary traumatic stress and all these other things. Being part of the pilot
gave us a new insight as to how we look at our volunteers. We have a high expectation on volunteers, because the work we do is life-changing
for families. On the front end of their training, we are now able to address some of the trauma issues. And we can help them understand what
the case managers go through in terms of burnout and secondary traumatic stress. That is a huge positive that we have seen. It has also
allowed us to maintain more of our volunteers this year than we ever have. Obviously it is working.”
Michelle Trulsrud, CVM, Executive Director
Travel Tips to Other Organizations Considering a Resiliency Program
You need to have buy-in from all of the staff who will help implement it. It goes back to CASA work - you have to have buy-in to the mission. Get
a solid game plan down before rolling this out to everyone else. Get staff excited first, and then include everyone else.
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RICHLAND COUNTY CASA
Columbia, South Carolina

Richland County CASA (RCCASA) is a mature organization that has been in existence for more than 27 years. In 2009, RCCASA volunteers
served a total of 1,173 maltreated children in Richland County. Of these children, 51.6 percent were male and 48.4 percent were female; 10.6
percent were white and 89.4 percent were people of color. Over 85 percent of all children and families served in our urban community are
indigent. The number of RCCASA volunteers has doubled over the past 5 years, with 420 active advocates.
The timing for RCCASA’s participation in the Resiliency Project could not have been better. Effective July 1, 2010, two months before the pilot
began, RCCASA was statutorily required to accept 100 percent of the child maltreatment cases before the family court. Historically, the
organization has been able to serve approximately 85 percent of these cases with CASA volunteers. While RCCASA embraced the new
legislation, it was mission critical for us to retain current staff and volunteers to meet this unprecedented challenge.
The CASA is the only constant, caring adult in the life of a child seeking a loving, nurturing, and permanent home. Resiliency skills are critical for
CASA volunteers to be able to sustain the level of advocacy that is required over time. RCCASA saw the Resiliency Project as an opportunity to
embrace organizational growth and learn initiatives that will keep our volunteers healthy so they can be there for the children who count on them.
The RCCASA team has been recognized locally, regionally, and nationally for our commitment and dedication to volunteer management. We
had devoted extensive resources and time toward resiliency and hoped the pilot would help us formalize these processes.
Resiliency Coaches
J. Paige Greene, Executive Director, 27 years in children’s services.
Lela Allen-Haines, Volunteer Manager, 17 years in children’s services.
Impact on Our Organization
“Being part of the Resiliency Project far exceeded our expectations. For the third consecutive year, RCCASA staff had not received any pay
increase for cost of living or performance. At the same time, the cost of living soared for all of us. One tenured CASA employee has a 45 mile
commute to work - each way! Although this employee planned to retire with RCCASA, she was giving serious thought to the reality of her
situation. Most RCCASA employees began working second jobs just to survive. Thus far, we have weathered the economic storm together and
our workforce remains intact. I sincerely do not believe this would be the case if we had not participated in the Resiliency Project.”
Paige Greene, Executive Director
Travel Tips to Other Organizations Considering a Resiliency Program
Buy-in from the top is what is the most important. You need to have the drive and energy to do new things. Be open minded and interested in
trying new things.
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SAFE SHORES, THE D.C. CHILDREN’S ADVOCACY CENTER
Washington, D.C.

Safe Shores is a fully co-located child advocacy center, with members of the multidisciplinary team sharing the same building in the heart of
downtown Washington, D.C. The children’s advocacy center (CAC) serves child and adolescent victims of abuse or neglect and witnesses to
homicide. Well over 80 percent of the children served are African-American and many of the children have experienced more than one trauma.
Safe Shores has long been proactive and a pioneer in efforts to reduce or mitigate the impact of secondary trauma on members of its child
abuse multidisciplinary team. Recognizing that the quality of care given to victims and their families is affected by the overall wellness and
functioning of members of the multidisciplinary team (MDT), the organization believes that attention given to strengthening resiliency factors in
team members strengthens the overall delivery of services to victims and their families. As part of the Resiliency Project, Safe Shores wanted to
maximize the opportunities the new co-location offered to more readily engage in joint efforts to improve resilience among team members.
Resiliency Coaches
Robert Tate, Lieutenant, Washington, D.C., Police Department.
Diamond Vann-Scott, Forensic Services Director, Safe Shores, 6 years in children’s services.
Abyssinia Washington, Clinical Services Director, Safe Shores, 9 years in children’s services.
Impact on Our Organization
Having the research basis for different strategies to strengthen resilience gave us more teeth. Being a nonprofit organization, anything with fiscal
implications is carefully considered, and we were able to cast our budget in that light—that taking measures to build resilience can pay off for the
organization.
Because we had been engaged in resilience efforts already, hearing about secondary traumatic stress and the need to address it was not new
anymore. Being part of the pilot helped give our efforts a context; it was not just one voice arguing for resilience. We were able to see our efforts
as part of a movement trying to make change not only in our own organization, but in the field, and that was encouraging.
Travel Tips to Other Organizations Considering a Resiliency Program
Having buy-in at the top is critical. We were fortunate in that resilience is something the National Children’s Alliance supports and the
management team at the Washington, D.C. CAC supports. It is hard work, and resilience champions often don’t have the energy or time to fight
for this and do this. Management needs to understand that it is a process. It is not doing a training session and no one feels trauma anymore.
It’s not a silver bullet. It needs a programmatic plan like other agency initiatives, and it needs to be institutionalized like a benefits plan.
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SYNERGY SERVICES, INC., CHILDREN’S ADVOCACY CENTER
Parkville, Missouri

The children’s advocacy center (CAC) is one of many programs at Synergy Services, Inc., a well-recognized social service agency with a longstanding history in the Kansas City, Missouri metropolitan area. Housed within Synergy’s youth resiliency center, the CAC is designed to provide
a dedicated, neutral, child-friendly environment that is sensitive to the needs of children who disclose sexual abuse or severe physical abuse or
who have witnessed a homicide or abuse of another person. The CAC was formed in 2001 in collaboration with 42 community partners,
including family service agencies, medical and mental health staff, law enforcement, prosecution, and court systems.
The CAC works with a multidisciplinary team to provide a coordinated community response regarding the investigation of child abuse. By
coordinating forensic interviews, the CAC responds to the problematic trauma faced by children who would normally undergo multiple interviews
and investigations by diverse agencies at numerous sites. In addition, the CAC provides victim advocacy and referrals to services such as
counseling and medical care. Synergy is accredited by the Council on Accreditation and its CAC program is accredited by the National
Children’s Alliance.
At the start of the pilot, Synergy Services was in the process of implementing strategies to measure resiliency among the youth served at the
youth resiliency center, where CAC clients also receive services. Synergy was interested in applying strategies their CAC staff learned from the
pilot in this setting as well. We hoped that by building overall staff resiliency and reducing
turnover, there would be an increased continuity of care for children from the investigation stage through the intervention and treatment phases.
Resiliency Coaches
Jill Hazell, Children’s Advocacy Center Manager, 13 years in children’s services.
Jennifer Vernon, Lead Therapist, 16 years in children’s services.
Impact on Our Organization
The biggest impact came from trying to get every staff member involved in a conversation with us about resiliency. We trained on the five core
elements, making it common language. As we had hoped, people are now more willing to come to us with things that relate to resiliency. People
are holding conversations and the language has become more focused. They are identifying their experiences more readily and are able to
break them down in terms of the core elements of resiliency.
Travel Tips to Other Organizations Considering a Resiliency Program
Be open to looking at your policies and procedures and make changes if necessary. Be open to having conversations with your staff when there
may be disagreements and view it as a way to move forward. Really commit time to work on your organizational resiliency program. Meet every
week to review where you are.
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All Aboard
J o u r n e y t h ro u g h
the Core Elements
f i v e

S T O P S
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Self Knowledge and Insight

SELF
KNOWLEDGE
AND INSIGHT
Self Knowledge and Insight is the first of five core elements identified as strengths in people who are resilient.
The components are:
1. Self Esteem
2. Sense of Control
3. Independence
Strategies used to strengthen Self-Knowledge and Insight in workers focused on helping them identify
strengths and challenges, including recognizing how the work affects them; finding a match between their motivation for doing the work and the values and expectations of the workplace.
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REFLECTIONS FROM THE JOURNEY
Adams County Children’s Advocacy Center
This material made it a priority for me to be attentive to the seriousness of the impact this work has on folks and to make sure it is addressed and
strategies are implemented. Philosophically, how can I tell the community we care about kids and families, but then not do the same thing with my
staff? How can I sit in this chair and say I care about children and their mental health and then not give the staff the tools they need to have a
healthy work-life balance?
CALICO
It was hard to recognize secondary trauma in myself and understand it. I still find it very difficult. It’s easy to understand resiliency and teach the
strategies, but really difficulty to “do” it and make decisions and choices to implement resiliency in yourself. I can understand it intellectually and
emotionally, but you really put yourself out there when you say it to someone who doesn’t understand it. It took a lot of time and courage for me to
take that on.
CASA of Lane County
One positive change from the pilot is being able to give staff better updates on what I am seeing in the training of volunteers. I am noticing red flags
sooner in our recruitment process and bringing it to the attention of our program manager. Earlier detection of this helps the resiliency of the
supervisors which is also part of my job. I can help handle some of these issues—talking to volunteers and exploring whether there is a good fit—
before it becomes a problem a supervisor has to deal with and become stressed over.
CASA of St. Louis County
We revamped our interview tool for volunteers and now we are able to screen them to find out exactly why they are pursuing this type of volunteer
experience versus other opportunities; really, what their motivation is. The new tool is a good predictor of triggers and lets us see how they’ve dealt
with past trauma. If they have experienced trauma, we are not judging them; we want to see how they got to the other side, how they express the
experience, and how they might respond to the children here. We’re also looking at flexibility. Being a CASA is hands on and requires flexibility.
We’re also screening them to see if they can be supervised—if they are open to receiving feedback from their supervisor as well as from the team.
We need them to be able to work in a professional manner and as a team player. The change in volunteers we are letting through is rewarding for
us. We have advocates taking care of themselves from the beginning of the process. We are really able to practice having resilient volunteers
helping resilient children. It’s very exciting.
Child Advocates of Fort Bend
Before volunteers graduate from their training class, we sit down with them and ask them what they are worried about or what’s causing them
anxiety. We let them put it out on the table and we validate that what they’re worried about is normal. Then we work with them as a group to
come up with strategies to help them combat those fears or anxieties. We were prepared for the newer volunteers to like the resiliency pieces. It
was surprising that the veteran volunteers liked it as well. Some told us they wished they’d had this when they started.
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Childhelp Children's Center of Phoenix
A big thing has been to admit that sometimes we get burned out or feel the stress. One personal part for me related to really being present and listening to
colleagues after I had a tough session. I’ve gained the ability to say “No” when I really cannot do anymore, instead of always saying okay. I’m taking care
of myself a little better.
Florida Department of Children and Families
One of the biggest things was recognizing when people are having problems and the supervisors’ role in doing something about it. We sent information out
to staff on all levels—leadership and frontline—and it spurred great communication, with everyone talking about resiliency, everyone having a buy-in to it
and wanting to participate. The ongoing discussion raised the awareness about the need to focus on it with good cross-work between agencies—
specifically between child protective services and the children advocacy centers. People are actually willing to listen to ways they can take care of
themselves. A lot of people are actually doing those things—that is good to see.
Project Harmony Child Protection Center
Our new employee orientation program is for anyone on the multidisciplinary team. It is only an hour (covers parking, smoking policy), and the first
question is “Why do you do this work?” or “What brings you to this work?” It has been an invigorating, fun thing for them to hear each other talk. It is one of
the most gratifying things we are doing, putting them in touch with their own motivation.
Pulaski County CASA
The knowledge for our staff and volunteers, what this is and how we can reduce stress, had never crossed my mind until we started this project. I have
learned so much through this. This wasn’t even on our radar. We feel excited and fortunate to have been chosen. Our program is so much better now that
we have been part of this project. We can now openly acknowledge the stress that this puts on volunteers. The perspective of what happens, how some
people respond. Being able to look for it and give better attention to people who might be drowning. I really wasn’t looking for that a year ago. We have
also been offering a lot of outside trainings for volunteers. For example, they’ve seen a lot of fetal alcohol syndrome so we brought in an expert on the
subject. I want our advocates to feel like they have the tools they need and that they are having an impact.
Safe Shores, the D.C. Children’s Advocacy Center
Having our law enforcement partner as one of our resiliency coaches was critical. It was an acknowledgement of the problem and the need to do
something for officers involved with child abuse cases. Our law enforcement partners were more open to it because it came from law enforcement and not
from us, as a nonprofit. It was a shift they were willing to make. They were able to share how the work was affecting them more candidly. Another side of
them opened up when they were discussing cases. It was like the floodgate opened once their leader showed the way.
Synergy Services, Inc., Children’s Advocacy Center
When I do interviews with people, I ask why they want to do this work, their motivation behind it. We developed a better screening tool for retention. We
really worked with our human resources people to review all the interview questions and see how we could address those issues more. Now during
new employee orientation, we talk more about secondary traumatic stress, and we’ve done the five core elements training for all of our staff.
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CHART OF STRATEGIES FOR SELF KNOWLEDGE AND INSIGHT
Resiliency
Pilot Site
!dams ounty
hildren’s !dvocacy
enter,
Pennsylvania

!LIO,
alifornia

Policy

reated wellness policy/

Supervisory Technique

!nnual community conference
“Pinwheels” focused on providing
information on resiliency and skill
enhancement/

Implemented a monthly resiliency
hour for every staff meeting/
Displayed mission statement/
Exploring options for onsite weekly
or biweekly therapist for all staff/

Display !S! mission
statement in strategic areas/

!S! of Lane
ounty, Oregon

Formed resiliency committees
to host activities each quarter/
Trainer and program manager
review applications and
references during 11-week
volunteer training for possible
red flags re. fitness for the job/

Individualize supervision to help
staff and volunteers use their
personal insights into what cases are
energizing or diminishing for them/
Developed recruitment and
screening tools that explore
applicant’s motivation for working
with children/

Competency-based Training

Training for staff and another ! on
burnout, STS, and five core elements/

During monthly staff meetings, trained
on five core elements and connection
to mission/

Trained on five core elements/
Holding all-staff meeting to discuss
raising awareness about mission
statement/

Items in bold are included in this section as an activity or resource.
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Item in
Handbook

Resiliency
Pilot Site

!S! of
St/ Louis ounty,
Missouri

Policy
Revised screening tool to
better identify motivation,
healthy altruism, optimism,
and sense of control/
Updated application, reference
request form, and
informational meeting packet/

Supervisory Technique

!S! advocacy supervisors meet with
volunteer coordinator if pre-service
interview identifies any concerns that
may screen volunteer out/

hild !dvocates of
Fort end, Texas

Use “Sources of Stress” exercise to help
new volunteers identify areas of
discomfort, connect with others around
common fears, and share coping
strategies/

hildhelp hildren's
enter of Phoenix

reated resiliency puzzle to show
connection among the agencies in !.
large puzzle pieces were laid out and
everyone answered the question, “What
keeps you doing this job?” Puzzle is
displayed in training room- shows that
although agencies may work in different
areas of the !, they have same
reasons behind what keeps them going/
See “Why Do You Do This Work?”
activity/

Competency-based
Training

Training on secondary
traumatic stress and
resiliency for potential
volunteers helped inform
them about what children in
care have experienced/

Items in bold are included in this section as an activity or resource.
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CHART OF STRATEGIES FOR SELF KNOWLEDGE AND INSIGHT
Resiliency
Pilot Site

Policy

Supervisory Technique

Florida
Department of
hildren and
Families, Emerald
oast !, Santa
Rosa Kids’ House

Five core elements presented at
integration meeting/
Established monthly “lunch and
learn” to share new ideas and
knowledge/
reated self-care policy/

Pulaski ounty
!S!, !rkansas

Mission and vision statements put
in all offices and training areas as
a reminder of why we do what we
do/

Richland ounty
!S!,
South arolina

Foster open dialogue about
self-care and how it affects us all
differently/ Normalizing it
removes stereotype/

Implemented annual meeting with
shareholders, board, volunteers, and
staff to plan for coming year to
foster sense of inclusion and
connection with our work/

Workers encouraged to use
employee assistance program (E!P)/

Discussing social networking
policy re. boundaries/
Implemented new interview
protocol asking “Why do you want
to do this work?”

Resilience snapshot exercise puts
workers in touch with existing
strengths/

onvened staff to discuss what
would make them more resilient/

Mission statement in waiting area
and each office/

Synergy Services,
Inc/, hildren’s
!dvocacy enter,
Missouri

Competency-based Training

Implemented E!P- support asking
for help/

ompiled list and after review by
board of directors, implemented
policy changes, training, and
supervision/

Items in bold are included in this section as an activity or resource.
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Sources of Stress (15 minutes)
This activity identifies sources or causes of stress to aid participants in determining which ones are within their control and the best
way to address them.
Materials: A worksheet for every participant; pens or pencils.
Instruct participants to think about their work and their lives.
Ask participants to use the worksheet to list the 10 things that caused them the most stress in the last 10 days.
Give them 3 to 5 minutes to work on their lists.
Present the following:
Understanding what causes us stress makes us better able to determine if we can do anything about it and to identify what that
action is.
Ask participants to identify their stressors by category, marking each with a letter as follows:
 Administrative - functions of the work. (Mark “A”)
 Traumatic - encounters with traumatic material. (Mark “T)
 Personal life - related to family, friends, pets, home, and so forth. (Mark “P”)
 Everything else - bad weather, car breaks down, and so forth. (Mark “E”)
Ask participants to identify the category where the majority of their stress takes place.
Ask them if they would like to respond to any of the following questions:
 How many of these do you have control over?
 What control do you have?
 What can you do to gain more control?
 What triggers do you have?
Ask if they see a pattern. Is there one issue or event that seems to be the most stressful?
Tell them now that they have insight into the source of the stress, they’ll be able to think about the best way to address it.
NOTE: The Resilience Snapshot activity is a good companion to the Sources of Stress activity as it puts participants in touch
with existing resources they have to handle stress.
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Create Your Resilience Snapshot (10 minutes)
This activity introduces a “sense-of-control” component by enabling participants to tap into skills they already have for practicing
resilience.
Materials: None.
Note that participants will be taking a resilience snapshot.
Share that visualization is a powerful tool that can move us from a negative mental state to a positive mental state. Remind them that
we can choose thoughts or pictures that can actually energize us.
Ask the participants to think about their work and try to remember a specific time when they overcame an obstacle, faced some
adversity and showed resilience, or handled a particularly difficult challenge.
Ask them to visualize this time with as much sensory memory as possible.
 What did they feel like?
 How did they do it?
 What happened when they were strong and capable in the face of adversity?
Invite participants to share their snapshot with the group.
Allow time for a brief discussion.
Summarize by sharing that our resilience snapshots remind us of times we have succeeded in the face of adversity. The snapshot
helps us shift from a state of negativity to a state of positivity and more quickly enter a solution-focused problem-solving mode.
Ask participants to consider these questions:
 What did you do that made you successful in a difficult situation last time?
 Did self-esteem or self-compassion figure in?
 What did your experience with adversity teach you about your own personal strengths?

Source: Farrington, E.L., 2009. Tips for cultivating resiliency in the workplace. Women in Higher Education 18(12): 29–30.
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Why Do You Do This Work? (5 minutes)
This activity enables participants to reflect on their own motivation for doing this work and its connection to their values.
Materials: Paper; pens or pencils.
Ask participants to take a piece of paper and write down the answer to the question, “Why do you do this work?”
Have participants share with one another, identifying similarities and differences.
Invite participants to put the paper some place where they can see it in their workplace, and remind them of why they do this work.
This exercise can also be done as a resiliency puzzle as described in the Childhelp strategy in this section or as a t-shirt exercise,
which appears in the Sense of Hope section.
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ADAMS COUNTY CHILDREN’S ADVOCACY CENTER
Employee Wellness Policy
The Adams County Children’s Advocacy Center (ACCAC) supports and is committed to the overall health and well-being of its employees. A healthy workforce
results in a more productive workforce with less absenteeism, fewer accidents, lower health care demands, greater employee retention, and greater overall savings
by reducing the incidence of employee turnover.
Purpose
Through the ACCAC Employee Wellness Program and partnerships with community businesses and agency health care providers, employees are able to access
initiatives that aid in identifying and managing health issues and preventable illnesses, including work-related traumatic stress.
Guidelines for Employee Wellness
ACCAC encourages healthy lifestyles by—
A. Promoting wellness programs through accessing local gym memberships, holistic center services, and nutrition consultants.
B. Encouraging the inclusion of healthy food options at meetings, potlucks, and special events.
C. Encouraging employees to use breaks for walking, stretching, or other physical activities.
D. Promoting the use of walking paths on lunch breaks.
E. Providing educational resources/classes that promote exercise, good nutrition, and healthy lifestyles within and outside the workplace.
F. Promoting access to counseling services for employees affected by direct service work, including secondary traumatic stress.
G. Allowing flex time for counseling or exercise access, provided direct services of ACCAC are not affected.
H. Promoting the value of continued education.
Procedure
The ACCAC executive director, in collaboration with the employee, provides options for the employee to select. Employees eligible for the enhanced benefit program
must have completed a 9-month probationary period with ACCAC. Each of the following options is designed to provide the employee with benefits for overall job
satisfaction, resiliency, reduction of traumatic stress, and improved quality of ACCAC service delivery:
 Clinical supervision.
 Personal counseling.
 Gym memberships: Percentage of cost.
 Holistic services: Percentage of services.
 Professional development/enhanced education: Percentage of cost.
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PULASKI COUNTY CASA
Self-Care Policy


Pulaski County CASA staff will recognize that our volunteers are “whole” people and not just CASA volunteers. During our fiscal year, Pulaski
County CASA will provide training regarding health, eating, stress management, and exercise along with training that will provide additional
information that will help in their CASA work.



Pulaski County CASA will strive to form partnerships within our community to help with discounts at local gyms, yoga studio’s, and so forth.
This will help our volunteers with money management as well as help with stress reduction.



Pulaski County CASA will provide training regarding secondary traumatic stress (STS). Pulaski County CASA will strive to inform our
volunteers of this potential stress and will give our volunteers training regarding how to recognize the symptoms of STS and how to help cope
with STS.



Pulaski County CASA will strive to form partnerships within the community to find a licensed therapist or psychologist that would be available to
volunteers either individually or in a group setting.



Pulaski County CASA will form a crisis response team that will be led by a seasoned volunteer. This will be a team approach that will work on
cases that show signs of crisis. The team will work toward positive responses to the crisis and will help the volunteer in the case cope with the
crisis at hand and offer solutions to those crises.

Developed by Pulaski County CASA
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COURT APPOINTED SPECIAL ADVOCATES OF ST. LOUIS COUNTY
Pre-training Volunteer Interview
Applicant:

______________________

Date:

______________________

Interviewer:

______________________

Review the following with the applicant before beginning the interview:
1. Explain the mutual screening process.
2. Explain confidentiality.
3. Get a copy of the applicant’s driver’s license.
4. Give the applicant three reference forms.

1. Tell us why you’re interested in volunteering as a child advocate? What is it about this opportunity that appeals to you the most?
1.
2. Have you ever worked with children in foster care? Have you worked for or volunteered with an agency that provides services to families
who may have children in care (e.g., children’s department, residential homes, family court, social service agency)? Do you have any
family members who work in this area? (If yes, or if there is a potential conflict: Tell me more about what you (or they) do/did for that
organization. Is this a current association? If not, how long ago? Do you interact directly with children who are in foster care? With parents who may
have children in care? Is there a specific age range? We like to protect our volunteers from potential conflicts of interest so they don’t ever have to
choose loyalties.)
1.
3. Based on what you know about the role of a CASA volunteer, what qualities or attributes do you have that would make you a good
advocate for abused children?

(Page 1 of 7)
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1.
4. Describe your current occupation. (If a student: What are your career goals?)
1.
5. What do you enjoy the most about your job? What do you enjoy the least?
1.
6. Have you ever been involuntarily terminated from a job? If yes, explain.
1.
7. A lot of the work you will be doing as a CASA volunteer can be done on your own time. Do you feel comfortable working independently?
1.
8. From what you know about the role of a CASA volunteer, how much interaction with the children are you expecting? Are you anticipating
working with other volunteers? (Explain: As a CASA volunteer, you are working directly with your case advocacy supervisor, but you are not
working with other volunteers. Also, while the time you spend with the children is important, you will spend more of your time working for children by
advocating for them in court and at meetings, making phone calls, collecting information, and ensuring they receive the services they need.)
1.
9. How flexible is your schedule to attend meetings, court hearings, and visits with your CASA child?
1. What do you hope to gain from your experience as a CASA volunteer?
10.
1. Tell us about your experience working with children either personally or professionally. What do you enjoy the most about working with
11.
kids? What do you enjoy the least?
1. The children we speak for may have been subjected to horrible instances of abuse and neglect. Have you had any contact with children who
12.
have been abused or neglected? Have you had to interact with abusive or neglectful parents? (If yes: Tell us a little more about that. How did
that experience make you feel? How did you handle the emotions that came with those feelings?)

(Page 2 of 7)
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1. Why do you think some parents abuse their children?
13.
1. Many of the children we represent have been physically and/or sexually abused; so it’s important that we understand the dynamics
14.
surrounding this type of abuse. We do need to ask—have you ever been physically or sexually abused? Are you aware of any such incidents in
your family? (If yes: Can you tell us a little bit about the situation? How did you handle the pain and emotions that stemmed from the abuse? Did you
receive any type of therapy or counseling to deal with the issue? How do you see this experience affecting your work as a CASA volunteer?)
1. Another common factor in the lives of the children we represent is drug and alcohol abuse. Do you have personal experience with alcoholism
15.
or substance abuse (e.g., family member, close friend)? (If yes: Do you think you have a problem? What substance? When was the last time you
used? Are you currently or did you ever receive any type of counseling to deal with the issue or have you attended a support group? How do you see this
experience affecting you work as a CASA volunteer?)
1. Have you or anyone close to you had personal experience dealing with domestic violence? (If yes: How did you handle the pain and emotions that
16.
stemmed from the abuse? Did you receive any type of therapy or counseling to deal with the issue? How do you see this experience affecting your work
as a CASA volunteer?)
17.
1. Another common factor in the lives of the children we represent is depression and mental health issues. Do you have personal experience with
depression or mental health issues (e.g., family member, close friend)? (If yes: Are you currently or did you ever receive any type of counseling to
deal with the issue? How do you see this experience affecting your work as a CASA volunteer?)
2.
Now we’d like to get your thoughts on a few possible scenarios that may arise in your work as a volunteer advocate.
1. How comfortable would you be working with children or parents who are HIV positive or have AIDS or HEPATITIS C?
18.
1. Do you believe it is in a child’s best interest to be placed in a foster home of a different race? How do you feel about interracial adoptions?
19.

(Page 3 of 7)
36

1. Assuming the home is safe and loving, would you be willing to advocate for the adoption of a child by a gay and/or lesbian
20.
couple?
1. How comfortable are you working with people who are different from you racially, culturally, and financially? Can you think of an
21.
example that shows your ability to work well with people who are different from you?
1. Can you think of a time when you took a stance that was unpopular or different from the opinion of everyone around you? What
22.
was the situation? How did you handle it? How did you feel after you did it?
1. Can you think of a time when you voiced a concern to a supervisor or other person in authority? What was the situation? What
23.
did you say to the other person? What was his or her reaction? What was the outcome?
1. Tell us about a time when you could not fulfill a commitment. What were the circumstances? How did you handle the situation?
24.
How did it make you feel?
1. How well do you take direction from others? (How do you prefer to be supervised?)
25.
1. How do you handle multiple priorities and deadlines? How do you balance your personal obligations with your professional
26.
duties?
1. How do you take care of yourself when you feel overwhelmed?
27.

(Page 4 of 7)
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28.
1. We all bring our own background, culture, and family to the work we do because they affect how we see the world and interact with children.
Tell us a little about your childhood and what life was like growing up for you.
 Mother and father:
 Their relationship to one another:




Their relationship to you:
Siblings:
Community of origin:

1. What values were important to your family growing up?
29.
1. What were your parent’s expectations of you as a child? What happened when you didn’t meet those expectations?
30.
1. Were you ever spanked? How do you feel about parents who spank?
31.
1. How does your background compare to your current family structure? Who lives at home with you?
32.
1. How do/did you discipline your own children? Given the opportunity, would you change anything about your discipline style?
33.
1. Where do you think the line is between spanking and abuse?
34.
1. Do you have any physical issues we should be aware of that may affect your ability to drive, use stairs, walk small distances, or work directly
35.
with children?
1. Have you or any of your family members ever been charged with or convicted of child abuse? (If yes: Who is/was involved? What are/were the
36.
circumstances? Has the case been resolved? How? What is your current relationship with this person?)
(Page 5 of 7)
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37.
1. What is your form of transportation?
1. Do you currently possess and maintain full-coverage car insurance?
38.
1. Have you ever been arrested or charged with any crime, including motor vehicle citations such as speeding, driving while intoxicated or
39.
driving under the influence? Please explain.
1. Have you ever been the victim of a crime? Please explain.
40.
1. Are you comfortable having to drive in unfamiliar areas to visit your CASA child?
41.
1. Do you use e-mail and do you have access to a computer?
42.
1. Do you speak a second language? (If yes: Which language(s) do you speak?)
43.
1. Many people will come into children’s lives during their time in foster care, so we ask our volunteers to make at least a 1-year commitment,
44.
preferably until permanency, to the child they represent. Having heard the time commitment involved, will you be able to fit this opportunity
into your life?
1. Have we forgotten anything? Is there anything else you’d like to share about you or your background that you feel is important or relevant to
45.
you volunteering with us?

(Page 6 of 7)
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SOME THINGS APPLICANTS SHOULD KNOW (REVIEW WITH APPLICANT)
Training
*Successful completion of the training class is the final step in our mutual screening process.
*We ask that you attend every class. Attendance is mandatory.
*Review the training schedule with the applicant and register the applicant for training if appropriate.
Assessment (Please assess on a 1–5 scale, with 5 being the highest.)
Please base your assessment on the application materials (including the autobiography), timeliness, interaction with the interviewer, and the interview.
Verbal communication skills
1...2...3...4...5
Written communication skills
1...2...3...4...5
Level of professionalism
1...2...3...4...5
Level of commitment and passion
1...2...3...4...5
Level of flexibility and adaptability
1...2...3...4...5
Ability to relate to others
1...2...3...4...5
ADDITIONAL COMMENTS, CONCERNS, AND/OR RECOMMENDATIONS: _________________________________________________________________
_____________________________________________________________________________________________________________________________
Developed by CASA of St. Louis County, St. Louis, Missouri
40

(Page 7 of 7)

SECOND STOP
Sense of Hope

SENSE OF
HOPE

A Sense of Hope is the second core elements identified as a strength in people who are resilient.
The components are:
1. Sense of Humor
2. Ability to Have Fun
3. Optimism
Strategies used to strengthen a Sense of Hope in workers focused on helping them practice looking for the
good, showing gratitude, and making the work site a place where the negative aspects of the work is balanced
by humor and lighter, fun activities.
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REFLECTIONS FROM THE JOURNEY
Adams County Children’s Advocacy Center
Staff who had done child protective services (CPS) work prior to coming to our children’s advocacy center are telling us what we are doing really does make
a difference for them and the energy they have for the work—they are happy doing the work. They had considered leaving the work when they were at CPS,
and now they are not considering leaving it. It was a bit surprising that it really was that effective, but it gives us hope that we can still reach some of our
other partners where there may be some resistance.
Child Advocates of Fort Bend
We’ve always been good about having outings and making sure we are doing fun things for staff, such as a pseudo-ropes course or fun painting activities.
The pilot got us thinking about how we can show that we appreciate our staff and volunteers. When we had some items left over from our silent auction, we
thought, “Let’s make those fun gifts for staff and volunteers.” Now, we hold a raffle at Friday staff meetings. It was easy and a good example of trying to
“think resiliency” with everything we do.
Childhelp Children's Center of Phoenix
The Childhelp All Stars recognition program helps keep awareness and action related to awareness at the forefront. Something is always happening related
to this program. People are always able to nominate someone, and quarterly awards offer that reinforcement and recognition. It works from the broad level
of an e-mail reminder to nominate someone for this quarter all the way to department meetings when we talk about how to use all-stars as a strategy to build
partner relationships. We’re being purposeful in how we employ these strategies. There is good discussion about the reasons people are nominated. We
have seen more positive response from partners than anticipated.
Florida Department of Children and Families
Exercising was resiliency for some people. Some of the staff made a game out of it and had awards for fitness challenges. It was great because the line
workers came up with that and did it on their own. It was great to see them being creative within the limits we have. We made root beer floats every once in
a while or held breakfast events—there was always something fun going on. That increased our sense of humor, and we communicated better. The project
helped lower the risk of turnover.
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REFLECTIONS FROM THE JOURNEY
Project Harmony Child Protection Center
People are hungry for this and they don’t even know it. They want to reconnect and find ways to be resilient. They want help with it. When we open up a
meeting with a question or two from the training, it is amazing what answers we get. The tone of a meeting can flip, just turn on a dime.

Richland County CASA
For several years, we have tried to implement resiliency strategies but just didn’t know quite what to call it. The pilot gave us the language and tools to
support what we were already doing. We were ahead of the curve in implementing creative things. Having a fun and healthy work environment has
always been number one for me and our managers. As soon as we returned, we put what we learned into practice. We could see that it’s more than just
training. You have to be able to live and breathe it—to get to a point where it comes out automatically and you don’t have to struggle to try to define it or
defend it. When you believe it in your soul, the importance of it, you internalize it and it guides your actions. It has affected how we planned recruitment
and diversity initiatives for 2011. It has helped in talking to funders—I have used this package in the last five grant applications. You can’t sell anybody on
contents or ideas if you don’t believe it yourself.
Synergy Services, Inc., Children’s Advocacy Center
I was pleasantly surprised at how open the staff was when we had meetings about implementing the resiliency program. Participation was good. Everyone
is on board. We’re looking at starting a sports team as a way for people to have fun and get exercise.
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Pulaski County CASA
It was encouraging to see how easily people accept change. They say people don’t like to change, but I disagree with that now. Our volunteers have been
very receptive to what we have brought to them and how we want to move forward. They are very willing to jump on the train and come with us. I have
younger and older volunteers (ages 21–83), and they’re all on board.

CHART OF STRATEGIES FOR SENSE OF HOPE
SENSE OF HOPE

Resiliency
Pilot Site

Policy

Supervisory Technique

!dams ounty
hildren’s
!dvocacy enter,
Pennsylvania

!LIO,
alifornia

Send personal thank you notes to staff and
the multidisciplinary team periodically and
when case is completed/

Executive director applied for
innovations grant for funding/
Not awarded but looking at other
options/

Held taco truck appreciation luncheon for
partners/
Personal e-mail invite increased RSVPs
from 20 to 108/

Discussed resiliency and bouncing
back as part of a fun event/

Shared ideas on laughter to relieve
stress and become more resilient
and stepping away from the desk
to take a break/

!S! of Lane
ounty, Oregon

Displayed mission statement and boosted
morale of staff who had worked so hard to
develop the values part of it earlier this
year/

!S! of St/ Louis
ounty, Missouri

hildhelp
hildren's enter
of Phoenix,
!rizona

Competency-based Training

reated hildhelp !ll-Stars. Staff
from all agencies nominate
people who go above and
beyond for fellow staff and
families/

Incorporated findings from Emmy
Werner research on resilient
children into !S! training/

Supervisors select winners quarterly, and
announce why they were nominated/
Winners get a reserved parking space for a
week and are entered into a $100 annual
drawing/

Items in bold are included in this section as an activity or resource.
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CHART OF STRATEGIES FOR SENSE OF HOPE
Resiliency
Pilot Site

Policy

Supervisory Technique

Project Harmony
hild Protection
enter,
Nebraska

Richland ounty
!S!,
South arolina

Synergy Services,
Inc/, hildren’s
!dvocacy enter,
Missouri

!ctivities for fun and optimism. Staff
helped with large fundraiserfour of the seven agencies participated
in a football-themed door decorating
contest and pot luck lunch/

Expanded building newsletter
to include all agency partners/
Staff were identified and
profiled so that all building
partners could celebrate their
accomplishments, whether it
was 30 years of service or being
recognized as a “shining star”
by a supervisor/

Engaged everyone in the pilot
effort/

Held a fitness challenge competition
that was well-received by child
protection investigators/
Held bowling staff meetings in
partnership with legal and
community-based provider staff/

Have a designated parking spot for
employee of the month, selected from
all MDT members/

Implemented a “snack and swap”
event—management brought food and
staff brought in unwanted items to
swap with each other/ The food and
swap items were put into a meeting
room and staff could come and go all
day/

Use humor and a sense of fun to
support staff/ (Songs of Hope activity.)

Did the “Make a T-Shirt” activity as
part of resiliency retreat with
OV-TT! speaker/

Praise staff at every opportunity/

Three Blessings and Gratitude
exercises.

Items in bold are included in this section as an activity or resource.
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Florida
Department of
hildren and
Families,
Emerald oast
!, Santa Rosa
Kids’ House

Competency-based Training

?

ACTIVITIES FOR SENSE OF HOPE
Songs of Hope (5 minutes)

SENSE OF HOPE

This activity helps participants begin exploring the first component of hope (sense of humor) by doing something that makes people
laugh.
Materials: Flipchart; markers.
Ask participants to come up with songs that speak of hope.
Ask them to “sing a few bars” until people recognize the song and “name that tune.”
Write the song titles and artists on a flipchart.
Suggest that participants create a CD or IPOD shuffle of song titles they generated.
TIP: This exercise can be done during training on the five core elements as a way of reinforcing each of the components. The CD
can then be created with all of the songs, and serve as a resiliency mix tape for the organization.
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ACTIVITIES FOR SENSE OF HOPE
Make a T-Shirt (20 minutes)
This activity allows participants to have fun, tap their sense of humor and creativity, and reflect on what gives them hope.

Distribute one half of a flipchart to each participant.
Ask them to design a T-shirt that answers the question, “What gives you hope?” It can be a word, a phrase, a picture. It can be playful
or humorous.
Have participants present their T-shirts, perhaps creating a clothesline for them to hang theirs on as they present them.
To close the activity, stimulate a discussion by asking the following:
 What can the organization do to help sustain this hope?
 What can you do as an individual to sustain hope within yourself?
 What can you do for others?
Consider hanging the t-shirts in the lobby or other public space to generate smiles and inspiration.
This exercise can also be adapted for the question: Why do you do this work?
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SENSE OF HOPE

Materials: Flipchart paper; markers and other art supplies; clothesline; clothes pins.

ACTIVITIES FOR SENSE OF HOPE
Three Blessings or “Hunting the Good” (5 minutes)

SENSE OF HOPE

This activity enables participants to generate positive emotions and explore how this activity can be used to offset work stress.
Materials: Paper; pens or pencils.
Ask participants to write down three things that went well today.
Next to each positive thing, ask them to write down the answer to the question:
 Why did this happen?
Ask a few participants to share their responses and discuss their response to the activity.
How can this activity be used in the workplace? Suggestions include staff meetings, case debriefings, etc.
Tell them the exercise is drawn from the book Flourish, by Martin Seligman and is one of the exercises being used in the army resiliency program.
Seligman recommends that the three blessings exercise be done every night for a week.

Source: Seligman, M. 2011. Flourish: A Visionary New Understanding of Happiness and Wellbeing. New York, NY: Free Press.
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ACTIVITIES FOR SENSE OF HOPE
Gratitude Exercise (5 minutes class time/3 minutes daily)
This activity enables participants to continue to generate positive emotions and hope over a period of time.

Invite participants to practice the following exercise in gratitude.
 Every morning for two weeks, write down three things for which you are grateful. Each day, you have to name three
different things.
 Use a journal or notebook just for this purpose.
Discuss how this exercise might strengthen a sense of hope.
Discuss how this exercise might build on the Three Blessings exercise.
Share that the practice of identifying things to be grateful for is similar to a philosophy called Naikan, an eastern practice that stems
from the belief that we are who we are because of gifts we’ve received from others. The practice of Naikan asks you to be attentive to
the gifts coming your way and be grateful for them.
Ask how might the practice of naming things we are grateful for every day help us be more attentive to positive things in our
workplace?
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Materials: Journal or notebook, pen.

THIRD STOP
Healthy Coping

HEALTHY COPING
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HEALTHY
COPING

Healthy Coping is the third core element identified as a strength in people who are resilient.
The components are ones that develop one’s capacity to cope in crisis:
1. Recognizing and Addressing Negative Aspects of Work
2. Planning
3. Using Skills and Abilities
4. Creativity
Strategies used to strengthen Healthy Coping involve paying attention to how the work impacts one in mind,
body and spirit, and taking steps to address those consequences through exercise, debriefings, and reflection.
Using skills such as time management helps distribute more stressful tasks and build in respite. Being creative
opens the door for new ways of problem-solving and creates opportunities to develop new skills for healthy
coping.
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REFLECTIONS FROM THE JOURNEY
Adams County Children’s Advocacy Center
Within my own CAC, the only limitation is money. I would love to be able to pay for gym memberships or give staff a stipend for gym costs but we can’t.
So, we contacted an area gym to request membership discounts and developed a policy that gives staff flextime when it’s used for physical exercise. The
policy also allows staff to go to personal counseling on work time. We also started doing two supervisory meetings, so during one, we check on how the
employee is doing with this work, and we separate that discussion from meeting with the worker to discuss performance or measures. We also
implemented quarterly debriefings to help connect staff with one another and help them talk about the hard cases.
CALICO
Some staff have been doing this work for a very long time and have come up with their own strategies to survive it, so it was a challenge to re-route them
and to create new neural pathways. It was difficult for them to bring the wall down and talk about it, because it’s scary to drop the wall. We had to approach
this in a gentle way and now people are getting more comfortable with the language and talking about it. We found that in this line of work, it helps to have
a professional on board or have a professional therapist available for staff.

Child Advocates of Fort Bend
We have been trying to use some of the skills and techniques in our daily practice, with the new awareness that those are resiliency building. We may
have done some of these things before, but being able to be intentional and focused on them as resiliency building helps us.
Childhelp Children’s Center of Phoenix
People were generally eager and ready to talk about resiliency. I get the sense that anything we put forward would be entertained, considered, and
embraced. Feeling out the different cultures in the building is part of it. We have the most direct influence over Childhelp, but the other groups have all
rolled with it and been fairly engaged as well. One of our partners in particular has taken the fact that we have this focus to do things in their own
organization, such as looking into other trainings, adding treadmills. There is a new openness and awareness. The law enforcement partners have really
seized on it. The change in attitude and awareness has been helpful. Now that this topic is on the table, the dialogue exists and changes how people
express their needs for self-care. That openness has gained us a safety net that has had a positive impact on keeping people here.
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HEALTHY COPING

CASA of Lane County
One of our goals was not to have turnover, and we had three highly experienced people leave in the last nine months. Their reasons for leaving were not
related to stress, but rather to life changes, retirement, and a spouse’s job change. We also had a shift in staff structure. So not only are we trying to build
resiliency and keep staff, but we’re trying to change the way we do the work. We’ve had people here for so long. As people get tired, our director is right
there supporting the program, seeing these as things we can address from a resiliency standpoint. She recently brought on a new human resources
manager, and asked that these strategies be built into our hiring policies and procedures, so it’s become all encompassing. Our supervisors have also
been receptive. They like learning how to take care of themselves. If you have supervisors taking care of themselves, working well and building strong
relationships, then it trickles down to volunteers. We’re getting positive feedback from experienced CASAs who comment on the increased communication
and support from supervisors.

REFLECTIONS FROM THE JOURNEY
Florida Department of Children and Families
This project came when things began to get much tougher, especially in Santa Rosa. From a management perspective, it allowed us to give more focus to
building the capacity for frontline staff to bounce back. That helped level out some of the staff frustration. Given the dynamics, people would be more apt to
look elsewhere, and the turnover would have been worse without the project.

HEALTHY COPING

Project Harmony Child Protection Center
Since we are government, the flexibility or ability to do anything with policy was a little more challenging. I was able to get out in writing to everybody that in
fact flexibility is the one thing that we have to offer. I told every supervisory team that they are to entertain any and all work schedules that employees
come forward with, as long as we are getting the work done and meeting expectations. That has been very successful.
Richland County CASA
It was important to understand how secondary trauma can affect us as a workforce, and our 400 volunteers. We are charged with representing 100 percent
of the children. We are under more stress today than we were this time last year. There are fewer caseworkers, and every day the children go without the
services that the court ordered and they deserve. Court dockets are overcrowded. The stresses are still here and in fact are greater. They are the highest
in my tenure in this business. There is no question in my mind that turnover would be worse without the Resiliency Project.
Safe Shores, the D.C. Children’s Advocacy Center
Our new building has a meditation room and a gym, but for some, a paradigm shift was needed to use them and embrace wellness as part of their
professional development. As part of our “Take Care to Give Care,” campaign, one of our resiliency coaches set her own personal goals and it was
contagious. A social committee was established, and it brought in others to carry the torch, spreading the message that it was not just up to management
or the team captain— everyone is responsible for moving this initiative forward. The activities helped interpersonal tensions. We use the “Take Care to
Give Care” approach now in every training. Something is interwoven every time.
Synergy Services, Inc., Children’s Advocacy Center
This information helped me as a supervisor. When I hired two new people, I talked to them about specific stressors of their jobs and how I want them to
think about things. It made it more of a conversation in supervision. The project has helped me hone in on this piece. Sometimes staff struggles with
shelter kids turning over every couple of weeks and their not being able to build long-term relationships with them. I was able to let new hires know coming
in that it is going to be that way, so they can have that in mind from the start. I’ve taken one new person around to all of the different programs, talked to
her about the different types of cases each program sees, and explained that not every case will be prosecuted. We can only handle what we can handle.
It’s really helped to let new hires know what to expect.

52

CHART OF STRATEGIES FOR HEALTHY COPING
Resiliency
Pilot Site

Policy
reated debriefing policy/

!dams ounty
!, Pennsylvania

Wellness policy offers flextime
for counseling sessions,
physical fitness/
(See wellness policy in Self
Knowledge and Insight/)

!LIO,
alifornia

!S! of Lane
ounty,
Oregon

!S! of St/ Louis
ounty, Missouri

Outside consultant available to
meet with staff on a monthly
basis/ Sessions are an hour
long/

Offer quarterly team debriefing, which
is voluntary, with time off work to
participate/
Sent outreach letter to local businesses
and secured discounts for staff on gym
memberships, holistic health services,
etc/

Competency-based
Training

onducted five-hour training
with child welfare supervisors
and covered secondary
traumatic stress, five core
elements, and possible
strategies/

Surveyed staff on workplace safety
concerns/

Surveyed staff about the need for a
critical incident consultant available to
staff/
ounselor continues to debrief with
program staff twice monthly, which
supports staff through many difficulties
on the job/

Individualized monthly supervision with
each !S! volunteer focusing on the
case and/or the volunteer’s personal
well-being/ Supervisors appreciate
commitment to the need for them to
have time to do this/

Incorporated information
about working with
traumatized children into
!S! training and gave
volunteers an opportunity to
voice concerns and learn
coping strategies/ (See
identifying challenges and
meeting challenges
activities.)

Items in bold are included in this section as an activity or resource.
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Two different supervisory
meetings are held, one for
case review, one for worker
wellbeing/

Supervisory Technique

CHART OF STRATEGIES FOR HEALTHY COPING
Resiliency
Pilot Site

Policy
Policy revamped for more
flexibility, time off, and coverage
that is more fair to staff/

HEALTHY COPING

hild !dvocates
of Fort end, Texas

Florida Department
of hildren and
Families, Emerald
oast !, Santa
Rosa Kids’ House

Project Harmony
hild Protection
enter, Nebraska

Emergency on-call system set up
for children’s advocacy center
staff/

Drafted debriefing protocol for
critical incidents, such as a child
death/ Launched with trauma
informed care workgroup and
still finalizing/

reated policy for CPS staff
flexibility in scheduling work
hours- encouraged supervisors
to use/
Developed detailed building
protocols for dealing with
specific crises (e/g/, violence in
the workplace), providing clarity
and guidance to supervisors/

Supervisory Technique

reated “Recharge and Regroup”
session where staff and volunteers
process cases, frustrations, and
challenges- led by licensed therapist/

Introduced concept by providing a
everyone a copy of the book,
“Trauma Stewardship. !n everyday
guide to caring for self while caring
for others,” and discussing with staff/

Competency-based Training

Held partner appreciation party/
rought in outside trainer to train
board, staff, and partners on
secondary traumatic stress/

Debriefing training for supervisors/

Invited administrator to speak
frankly to employees about pending
layoffs in open dialogue/ Even if
many answers were not known, trust
and respect were built/ rought in
outside counselor to allow staff to
talk freely about changes/

Items in bold are included in this section as an activity or resource.
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CHART OF STRATEGIES FOR HEALTHY COPING
Resiliency
Pilot Site

Policy

Supervisory Technique

Richland ounty
!S!,
South arolina

Staff asked to bring a stress buster
to share with others at monthly
staff meeting/ “Stamp out stress”
or SOS is now a regular agenda
item/ Ideas so far include sharing
coupons for free yoga, and
organizing a book club and a
dinner club/

Weekly sessions scheduled just to discuss
STS with staff who need more intensive
support/

Safe Shores, the
D// hildren’s
!dvocacy enter,
Washington, D//

reated organizational resiliency
program “Take are to Give
are/”

linical and direct staff receive weekly
face-to-face supervision/
Quiet spaces for reflection/

onsistent with policy, revised
training schedule to focus on
the importance of exercise,
health, and nutrition in healthy
coping/

reated program to support
continuing education of
workers. $2,500 for staff,
$3,500 for clinical staff, and
$1,000 MDT scholarship fund/
Hold annual training/

Synergy Services,
Inc/, hildren’s
!dvocacy
enter, Missouri

Drafted a policy on the
importance of diversity among
staff and volunteers/

New employee orientation now includes
discussion of secondary traumatic stress/
Staff asked to identify healthy stress
reducers/

Trained more than 50% of staff
on secondary traumatic stress
and five core elements/
!ttended training on stress
and secondary trauma in the
workplace to increase own
knowledge/

Items in bold are included in this section as an activity or resource.
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HEALTHY COPING

Pulaski ounty
!S!, !rkansas

reated a critical response team
headed by long-time volunteer
and area pastor/

Self-care policy for agency helped
supervisors see a !S! as a whole person,
not just as a !S!, and approach
supervision with that in mind/ (See
self-care policy in Self Knowledge and
Insight/)

Competency-based
Training

ACTIVITIES FOR HEALTHY COPING
Identifying Challenges in the Agency (20 minutes)
(One of two parts) Do this exercise in conjunction with the next exercise.
This activity identifies potential areas of stress and helps organizations sort through how they can stop them from becoming a crisis, or at least
mitigate impact.
Materials: Flipchart paper; markers; sticky notes; pens or pencils.

HEALTHY COPING

Tell participants that they are going to explore the idea of crisis with some examples from their work.
Ask people to identify three things they expect will actually happen in the organization in the next year that will cause them stress.
Give each participant three sticky notes, and ask them to write one potential threat or danger on each note. Direct participants to the blank
flipcharts on the wall. (Have enough flipcharts so that a group of 4–6 people can work each flipchart in the next exercise.)
Ask participants to come up one at a time or in small groups (maybe by the month of their birthday) to put each of their three items on one of the
flipcharts, grouping those with a similar theme on the same flipchart.
Participants should be encouraged to use their discretion in grouping stressors together and moving things around to make better groupings.
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ACTIVITIES FOR HEALTHY COPING
Meeting Challenges in the Agency (25 minutes)
(Two of two parts) Do this exercise in conjunction with the previous exercise.
This activity enables participants to practice healthy coping skills while working as a group to develop strategies for addressing agency stressors.
Materials: Flipchart paper; markers.
Create groups with at least 4–6 people in each. Give each group a flipchart from the earlier exercise. Explain that the first task is for each group to
come up with a theme that connects the challenges or dangers listed on the flipchart.

Explain that the second task is for each person in the group to write a solution to the problem the theme represents on the paper, and pass it to the
next person, until everyone has written down a solution. There should be little discussion until everyone has had a chance to weigh in.
The group scribe then copies the theme and solutions on the flipchart, and the group discusses remedies among themselves, adding more ideas as
they go.
Provide time for participants to report back and recap new solutions they found.

Source: Robbins, S.L. 2008. What If: Short Stories To Spark Diversity Dialogue. Mountain View, CA: Davies-Black Publishing.
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Give each group a blank sheet of paper and ask them to write the theme at the top.

RESOURCES FOR HEALTHY COPING
ADAMS COUNTY CHILDREN’S ADVOCACY CENTER

HEALTHY COPING

Debriefing Policy
Professionals working in the child abuse field are exposed to a number of situations that increase risk for secondary trauma, burn out, or compassion fatigue. A
debriefing process occurs when a trained professional assists the child abuse professional in identifying the personal impact of exposure to graphic and
disturbing material and provides education/information on coping strategies that may assist in reducing these risks. The Adams County Children’s Advocacy
Center (CAC) is committed to providing this service to its staff to assist in maintaining health and productivity, prevent traumatic stress effects, and mitigate
stress effects in general.
CAC staff will attend voluntary individual debriefings provided by a designated mental health professional with appropriate training and background. Debriefings
will occur on a quarterly basis with the exception of the administrative assistant who will attend debriefings every six months. Staff will take one paid day of time
off for each debriefing period such that the hour-long debriefing occurs sometime within that time off. Staff will not use paid benefit days for this time but it is paid
time off.
The mental health professional(s) providing the debriefing will be selected by the executive director. Licensed mental health professionals with training and
experience appropriate for debriefing will be selected. Staff input will be sought about the quality of the service. If there are staff concerns/complaints about the
selected mental health professional, these concerns will be directed to the executive director who will work to resolve the issue(s). The executive director will
keep the board informed regarding the selection of providers and of staff satisfaction/concerns with providers.
ACCAC staff communications to the professional providing debriefings will be confidential except for the following:



Verification of debriefing attendance will be reported to the executive director.



Information that falls under mandated reporting requirements under child abuse protection statutes will not be kept confidential.



Disclosure of information that leads the professional to believe the CAC staff member is at risk of harming themselves or another person will be shared.



Illegal activities will be disclosed.



A staff person signs a release form authorizing the professional to share information.

A staff person requires counseling, time off, or modification of work duties due to stress that has become seriously debilitating and he or she is unwilling to
pursue these recommendations.
(Page 1 of 2)
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The latter circumstance is intended for situations where in the professional’s best opinion, there is clear evidence that the staff person is experiencing stress at a level
that interferes with his or her ability to safely perform work duties if treatment and/or modification of duties does not occur. The professional will attempt to have the
staff person sign a voluntary release of information before informing the CAC staff person’s program administrator.
If the staff person does not sign the release, the staff person will be informed by the mental health professional that the administrator of their program will still be
contacted per this policy. In this instance, the mental health professional will be permitted to disclose only the information that prompted the treatment/workplace
recommendations. It will be the responsibility of that administrator to review the facts of the situation and determine which recommendations or requirements will be
issued by the work place. Each administrator will be guided by the personnel policies of his or her organization.

Note: The CAC may access debriefing facilitators from the local critical incident stress management peer team. These facilitators are trained in both the debriefing
model and crisis intervention. As well, the team comprises both mental health professionals and peers (e.g., police) who intuitively know about the culture of working
within the criminal justice system and the impact that working child abuse cases has on an individual responder.

(Page 2 of 2)

Developed by Adams County Children’s Advocacy Center, Gettysburg, Pennsylvania
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The mental health professional may suggest/refer the staff person to the employee assistance program (EAP) EAP or ongoing counseling services. It will be the
responsibility of the staff person to verify that he or she has health insurance or workplace arrangements that cover the expense as these services will not be
reimbursed by the CAC as part of the debriefing program.

RESOURCES FOR HEALTHY COPING
FLORIDA DEPARTMENT OF CHILDREN AND FAMILIES
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Debriefing Protocol for Critical Incidents
The purpose of the protocol is to provide immediate support services for persons exposed to traumatic events in the workplace. The debriefing process is an
effort to mitigate the impact of the critical incident and to accelerate the recovery process, so that employees can stay emotionally healthy and motivated during
difficult and often very frustrating situations. Activities during the debriefing primarily focus on the discussion of current level of stress symptoms, validation and
normalization of the reaction to the crisis, and identifying support systems. Mandatory referrals will be completed in any case in which a client death occurs and
in all severe abuse cases. Further, mandatory referrals will also be made after any workplace violence situation. A supervisor may elect to refer an employee for
any incident that is viewed as traumatic to an individual employee.
Upon identifying a critical incident, the supervisor will contact the debriefing team facilitator within 24 hours. The supervisor will provide the facilitator a brief
case history to include details of the incident and contact information of employees traumatically affected (this includes law enforcement, case managers,
volunteers, guardians ad litem, school, child protective investigators, and other members of the multidisciplinary team).
The facilitator will contact the identified employees and will provide the date, time, and location of the debriefing. The actual debriefing must take place within 72
hours of identifying the event. A trained facilitator, from the list below, will lead the session and distribute available resource materials.
All information shared during the debriefing session will be confidential and the participants will be required to sign a confidentiality agreement.
Locations and facilitators:
Gulf Coast Kid’s House
Santa Rosa Kids’ House
Emerald Coast Children’s Advocacy Center

Nancy Hagman, Med LMHC
Detective Paul Lio
Deb Hollis, LMHC-S

850–595–5815
850–983–4464
850–833–9237, ext. 248

Form Information
CSA# ___________
Situation/history
Participants/Contact information (e.g., Detective Lio, Santa Rosa Detective, 850–983–4464, or Stacy Amaro, CPI, 850–626–3034)
Facilitator to complete: (facilitator to complete below and return to participants)
Date/time and location of debriefing:

Developed by Florida Department of Children and Families
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Violence in the Workplace: Building Policy
PURPOSE
To provide a planned response to potentially violent situations.
POLICY STATEMENT
Project Harmony Child Protection Center has “Zero-Tolerance” for any person engaging in any intentional act, either on Project Harmony property or during the
performance of work-related duties that threatens the safety, health, life, or well-being of another person or results in the damage of property.

PROCEDURE
Preparedness/Prevention
A. Project Harmony will provide employees with a workplace free from hazards likely to cause death or serious physical harm. Agency leadership will meet
periodically to discuss building issues, and any issues relating specifically to workplace safety will be addressed with this policy in mind.
B. Employees of Project Harmony and their partnering agencies should be aware of situations in which employees, clients, and/or family members may
become angry, abusive, or violent so that they can take appropriate steps to protect themselves.
i. Every employee located on the Project Harmony campus will be educated annually on any updates to the policy and their role in creating a safe
work environment.
ii. If anyone working within the building is threatened in person or over the phone, they should get as much information as possible from the
individual placing the threat and notify law enforcement. Law enforcement will keep necessary parties up to date on any information uncovered
about the threat and/or individual.
(Page 1 of 2)
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BACKGROUND
This policy has been established to outline what steps should be taken in response to a hostile intruder, or anyone visiting an agency within the building with ill intent.
These policies will be reviewed by the Project Harmony Board of Directors and building leadership annually and updated as needed.

RESOURCES FOR HEALTHY COPING
Intervention
A. Law enforcement within the building will be first to respond and to be notified when an individual‘s behavior escalates or does not cease upon request.
i. Emergency switches are located in the Children’s Services reception area and Triage Center, and should be pushed in these situations. The
switches will notify the law enforcement officers that a possible situation is occurring and they will respond immediately.
ii. If a situation is occurring in an area where one of these switches is not present, law enforcement should be contacted by calling 402–444–
5636. If law enforcement is not available within the building, contact 911 emergency services.
iii. If needed, additional law enforcement could be notified depending on the scope of the situation and how many “in house” officers are
available.

HEALTHY COPING

B. Once the situation has been identified and law enforcement has been notified to respond, they will notify each agency within the building if necessary.
i. Necessary situations include: gunfire, bomb threats, or any other circumstances where staff outside of the escalation area are in danger.
C. Agency staff occupying areas outside of the threat zone should stay within their areas until they are notified by law enforcement that the threat has been
handled.
i. One exception to this would be in the situation of a bomb threat. In a bomb threat situation, once notified by law enforcement to do so, staff
should evacuate the building in an orderly and expedient fashion by using the established fire evacuation routes.
ii. In a situation involving gunfire, those individuals who can evacuate the building easily should do so immediately. Individuals who do not have
easy access to an exit should hide under their desks or somewhere out of site and should notify others around them to do the same until the
situation has been handled.
Confidentiality
A. Project Harmony will make every effort to ensure the safety and privacy of the individual(s) involved.
B. Information about any situation or threat will be disclosed only on a “need to know” basis so that a fair and thorough investigation can be conducted
and appropriate corrective action can be taken.
C. Employees are not to accept or address questions from the news media.
Corrective Action
A. An employee who engages in prohibited conduct will be subject to appropriate corrective action, up to and including discharge.
B. In addition, some actions may result in the employee being legally liable under local, state, and/or federal law.
(Page 2 of 2)
Developed by our building partners: Child Protective Services, the Nebraska Department of Health and Human Services, the Omaha
Police Department Child Victim/Sexual Assault Unit, Triage Center (short-term placement for children removed due to abuse), and Project
Harmony Child Advocacy Center. November 2011
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PROJECT HARMONY CHILD PROTECTION CENTER
CPS Staff Flexibility Policy
It is recognized that the work of a children and family service specialist employed in initial assessment does not occur primarily between the hours of 8:00 a.m. and
5:00 p.m., or even Monday through Friday. It is for this reason that any reasonable request for flexible hours or working at home will be approved. Factors that may
lead to denying such a request or revoking a previously approved flexible schedule are:




The hours requested do not allow for families to be served or the work to be completed in a timely manner.
Evidence has shown that the worker making the request has not been successful staying current with his or her workload with a previous flexible schedule.
The requesting worker has abused the privilege of flexible work hours.

Developed by Ronda Newman, Nebraska Department of Health and Human Services

63

HEALTHY COPING

Flexible work hours can be used to meet with families after hours or on weekends or to complete writing/dictation of assessments. In addition, if there are times
when a staff person needs to come in late or leave early for any personal reason, those requests should also be accommodated. The expectation is that a minimum
of 40 hours are worked each week and work stays current with good quality.

RESOURCES FOR HEALTHY COPING
ADAMS COUNTY CHILDREN’S ADVOCACY CENTER
Outreach Letter
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As you know, the Adams County Children’s Advocacy Center (ACCAC) is a lifeline of support for the many children and
families in our community who are struggling to cope with and heal from the trauma of abuse. At the center, children and their
families work with specially trained professionals to share their experience, navigate the investigation process and participate
in multiple services including mental health therapy focused on healing from trauma. The center is also a community resource
for training in child abuse prevention. You can imagine that the toll on staff of having to respond to children’s trauma is large.
For this reason, I am writing to you.
I am requesting a discounted service agreement between ACCAC and your business. With this agreement, ACCAC would promote the use of your
service, assist the employee in payment of such service, and even allow for compensated time off attending during the working hours.
The ACCAC is a 501(c)(3) nonprofit, operating on varied income sources. Funding to ensure services is always our priority as is retaining and caring for the
dedicated experts who provide these services. The Adams County Children’s Advocacy Center supports and is committed to the overall health and well-being
of its employees. A healthy workforce results in a more productive workplace with less absenteeism, fewer accidents, lower health care demands, greater
employee retention, and greater overall savings by reducing the incidence of employee turnover. Through the ACCAC Employee Wellness Program and
partnerships with community businesses employees, I would love to offer access to services that aid in identifying and managing health issues and preventable
illnesses, including work-related traumatic stress.
_____ Yes, I would like to offer the Adams County Children’s Advocacy Center discounted services for its Employee Wellness Program.
_____Current Rate
_____ Discount
_____ Amount Charged to ACCAC
Business Name______________________________________________________
Address_______________________________Phone________________________
City________________________________State_______ZIP__________________
Contact Person’s Name________________________________________________
E-mail_________________________________Phone________________________

Please return this form to: 450 W. Middle Street, Gettysburg, PA 17325 or fax to 717-337-9880. If you have questions, please call us at 717-337-9888,
attention: Joddie Walker, Executive Director.
Thank you for supporting the ACCAC!
Developed by Adams County Children’s Advocacy Center
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Strong Relationships is the fourth core element identified as a strength in people who are resilient.
The components of Strong Relationships are:
1. Attachment to Others
2. Seeking and Giving Support

Strategies used to strengthen strong relationships include fostering an organizational culture where people
give and receive support, and having policies and supervisory practices in place that encourage teamwork,
address conflict and channel communications to positive change.
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3. Speak Up for a Change

REFLECTIONS FROM THE JOURNEY
Adams County Children’s Advocacy Center
Personally, one of the big pieces that has stuck with me and made a big difference is thinking about the power of assumption. When we work off of our
assumptions, it spirals out of control and affects relationships. I try to pause more now and reflect—is this an assumption or a fact? I’ve been stopping and
gathering more facts before spiraling into a big, unhealthy direction.
CALICO
We did not make the inroads we wanted to with law enforcement, but we learned it needs to start small in that department, and let them work it from within. As
part of our strategies for after the pilot phase, we are looking to do more with them. We do a collaborative training every year (we are in our 14th year), where we
invite law enforcement and child abuse professionals from the whole county. We are billing this one as a resiliency collaborative with the theme “Bouncing Back.”
We are bringing in a speaker through the OVC Training and Technical Assistance Center and we are hoping we can reach people we have not been able to
reach yet.

STRONG RELATIONSHIPS

CASA of Lane County, Oregon
Seeing how the other pilot sites were doing things was similar to learning you have a life-threatening disease, and then you go to a support group and you feel
less alone. Whether you are from a CASA, a children’s advocacy center or child protective services, you are working toward the same goal. You can come
together and try to build resiliency together. Our programs here are all housed separately, so we have to work harder at those relationships. When I first started
11 years ago, the relationships were not very good with our child protective services partners or attorneys. We had to build those relationships from a distance.
For me, it was important to see how the other pilot sites work together so closely, whether they are co-located or not.
CASA of St. Louis County
The pilot helped us get back to the basics of providing one-on-one supervision to our volunteers. Being able to focus on that goal has been a positive
change. We had each supervisor schedule a time to meet in person or talk over the phone to discuss the case, and get to know the CASA on a more
personal level. Through doing that, I have gained more insight into where the volunteers are at and why they are volunteering with us. Some of them have
been experiencing secondary trauma and I hadn’t been attuned to that.
Child Advocates of Fort Bend
We work closely with our partner agencies, but we have zero control over their time or what they’re allowed to do. We could engage them in bigger things like the
partners’ party last year. We know they’re under a lot of pressure and we’re trying to find things that will work with the time we have.
Childhelp Children’s Center of Phoenix
Everyone copes in different ways. Some people have a stronger desire to connect and share and debrief than others. At one recent meeting, we shared with one
another how we deal with a hard time and what we would ask our partners to do for us (e.g., give me space, talk to me, ask me how I am doing). It helped us
understand how we each operate and what we need from one another.
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Florida Department of Children and Families
Bringing in our partners built in another level of support, and it became a system approach. It was very beneficial that the Department of Children and Families
and the two CACs worked together with the whole network, putting resources together in innovative ways. You can work outside the box with that kind of
partnership and it increased communication with each other. If something is wrong, people aren’t afraid to speak up and say what it is.
When we had our big hiccup and lost one of our coaches, I really appreciated the support from the University of Texas project team. We really didn’t realize
that we were dealing with a resiliency issue. It put a whole other perspective on how to look at things. We were feeling very supported—which made me
think—maybe we are missing opportunities to provide support to our own staff. We take a lot of things for granted that really are opportunities to build
resilience.
Project Harmony Child Protection Center
Law enforcement is socialized differently than social workers. Law enforcement might say, “If you’ve got problems with secondary traumatic stress, you
shouldn’t be in this field.” And they’re done with it. You really have to start where they are. It’s a continuing challenge that we will always have—relationships
and trust. It seems that a lot of it is based on philosophical pillars—what do you base decisions on? Sometimes our pillars are different than law enforcement’s
pillars, so it makes for a natural bumping into each other. The way the building is structured is a little problematic; we’re more isolated than we were before. It
takes real work to keep those lines of communication open.

Richland County CASA
We have a mature, bonded staff. When we bring something back to them, there is automatic credibility and buy-in. We engaged them from the beginning, and
we were abundantly blessed to be able to have an OVC Training and Technical Assistance Center speaker for our resiliency retreat. I would not have even
known about this resource had I not been participating in the pilot project. It was really so wonderful for the staff to take part in the retreat together. It helped
with cohesion. The resiliency trips were great, but having staff and volunteers able to participate in training on the five core elements—and not just get blurbs
and copies of handouts—made it an enriching experience. It truly solidified the whole message from the resiliency team. At the retreat, we did the t-shirt
exercise. Everyone was given a piece of paper and asked to reflect on their life motto—what is important to them. We got clothesline and clothes pins and
hung the t-shirts up at the office. At first people thought it was corny, but it is a daily, visual reminder of why we do the work we do.
Synergy Services, Inc., Children’s Advocacy Center
We have seen more connection between some of the different programs in our agency. People are getting together more and building strong relationships,
outside and inside the office. We had ten different meetings with staff and made it clear we were not going to reveal who said what. We never once heard
that somebody had revealed something. People held to their confidentiality and honored it, and that made people feel good about this process. We are
looking at a social networking policy to make sure boundaries are honored.
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Pulaski County CASA
The economy has affected our budget, and we lost a position. Even though we’re down a person, the morale of the program and integrity is elevated
compared to last year at this time. We’ve been able to maintain a better structure. We’ve been meticulous about making sure we have kept our volunteers
informed of the changes. We gave them training topics for the whole year, and we gave them a way to give us feedback on what they wanted to have training
on. We had our first annual meeting with volunteers, board members, and stakeholders together. We had open discussions and then broke up into smaller
sessions to talk about what is going well and what needs to be changed. We had great feedback from that.

CHART OF STRATEGIES FOR STRONG RELATIONSHIPS
Resiliency
Pilot Site

Policy

Supervisory Technique

!dams ounty
hildren’s
!dvocacy enter,
Pennsylvania

!LIO, alifornia

Training MDT and staff on five core
elements, focus on impact of the job
and reducing alienation/

!dded an MDT coordinator who
will maintain and foster
relationships with partner
agencies/

STRONG RELATIONSHIPS

Doing 5–10 handwritten thank you
notes to partners/

!S! supervisors are involved
throughout the whole 11-week
training process for volunteers,
beginning with intensive
interview/

!S! of Lane
ounty, Oregon

hildhelp
hildren's enter
of Phoenix, !rizona

Competency-based Training

Partnered with the district attorney’s
office to develop resiliency training for
police officers/

Training provided on PIN pyramid to
reinforce positive communications that
lead to better understanding of issues/
(Related activity, Tell Me More/)
Training on computers provided to use
technology in most friendly, efficient
way/

Implemented a mentorship
program to help playroom
volunteers feel more supported/
Volunteers are matched up with
therapists from the ! mental
health team so that they have
someone to connect with
regarding the work/

Items in bold are included in this section as an activity or resource.
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Item in
Handbook

CHART OF STRATEGIES FOR STRONG RELATIONSHIPS
Resiliency
Pilot Site

Policy

Supervisory Technique
Meet with new staff regularly regarding
their experiences, fears, successes, and
recommendations/

Project
Harmony
hild Protection
enter,
Nebraska

Hold “rounds” during which staff review
every case, discuss what went well, and
what they may have missed/ Great way to
debrief and improve practice/

Competency-based
Training

Item in
Handbook

onvened meeting of training
directors and coordinators
from public and private child
welfare agencies/ Share ideas,
resources, joys, and challenges/

Made phone calls rather than sending
e-mails to communicate better with
volunteers/

Pulaski ounty
!S!, !rkansas

Workers encouraged to ask for
help when needed/

Synergy Services,
Inc/, hildren’s
!dvocacy enter,
Missouri

rought in an outside facilitator to
establish a process to meet
challenges, using activity such as
addressing relationship or
teamwork challenges/

Professional culture supports informal
supervision and debriefing/

Implemented a welcoming committee and
mentoring for new employees/
E!P counselor holds regular group session
with staff to talk about the stress of the job,
the trauma with the kids, and other issues
staff want to raise/

E!P conducted training on
vicarious trauma for
approximately 40 police
officers and supervisors/

ST!R committee (staff training
and recognition) gave workers
a day out of the office to
inspire and educate them and
to do team-building exercises/
Employee awards were handed
out/

Items in bold are included in this section as an activity or resource.
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SafeShores, the
D// hildren’s
!dvocacy
enter,
Washington, D//

ACTIVITIES FOR STRONG RELATIONSHIPS
Warning Signs of Relationship or Teamwork Challenges (15 minutes)
(One of three linked exercises) Do this exercise in conjunction with the next exercise.
This activity enables participants to explore some work-culture links.
Materials: Flipcharts; markers; package of red dot stickers.
Ask participants to brainstorm aloud some of the warning signs they are aware of or have experienced that illustrate that some aspect of
performance or team collaboration is not as effective as it should be.
Record their responses on a flipchart.
Give each participant three red dots and have them go up and mark items on the flipchart they have seen within the organization.
Addressing Relationship or Teamwork Challenges (15 minutes)
(Two of three linked exercises) Do this exercise in conjunction with the previous exercise.

STRONG RELATIONSHIPS

This activity allows participants to apply a strength-based approach to address issues affecting strong relationships.
Materials: Material from the previous exercise; flipchart; markers; package of green dot stickers.
Ask participants to brainstorm aloud some of the strengths they personally possess to address the challenge points on the wall—perhaps
calling for strengths to address the “warning signs” that have the most red dots.
Ask participants to identify strengths the organization has. In other words, what do we do well when we are at our best?
Record strengths from both sets of responses on newsprint.
Give each participant three green dots and have them go up and mark strengths from both lists – individual and organizational – that they
believe should be tapped first.
Stimulate discussion:
 Where do these strengths come from?
 What are they mostly?
 How do we get from being surrounded by the warning signs to using our strengths, that is, how do we tap those strengths?
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Work Plan for Strong Relationships (10 minutes)
(Third of three linked exercises) Do this exercise after the previous two.
This activity exercise lets participants consider what they can do to foster strong relationships within the agency.
Materials: Paper; pens or pencils.
Ask participants to look at the warning signs and strengths the group identified in their agency.
Ask them to answer this question: What can I do?
Instruct participants to:
1.Identify one tangible step they can take as an individual and one they can take as a team member that uses their strengths to make
change happen.
2.Identify three tangible milestones (e.g., set up a meeting, ask clarifying questions) to make progress in meeting that challenge.
3.Identify when they will take that first step.
4.Identify which team member(s) they will work with to bring about this change.
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Source: Patterson, K., Grenny, J., McMillan, R., and Switzler, A. 2002. Crucial Conversations: Tools for Talking When the Stakes Are High. New York, NY:
McGraw-Hill; Latting, J.K., and Ramsey, V.J. 2009. Reframing Change: How To Deal With Workplace Dynamics, Influence Others, and Bring People Together to
Initiate Positive Change. Santa Barbara, CA: ABC-CLIO, LLC.

ACTIVITIES FOR STRONG RELATIONSHIPS
Tell Me More (10 minutes)
This activity enables participants to explore issues that may be keeping them from communicating clearly, making meaning of what they’re
hearing.
Materials: None.
Ask participants to count off in groups of two.
To start, the “1s” talk for 3 minutes, telling the “2s” about a time they had a conversation that made them feel connected afterward.
The only words the “2s” can say are, “Tell me more.”

STRONG RELATIONSHIPS

After 3 minutes, the teams shift: the “2s” do the talking and the “1s” can only respond, “Tell me more.”
Stimulate discussion:
 What was it like to be the one talking?
 What was it like to be the one only saying “Tell me more?”
 What does this activity teach us about having conversations that can help us communicate more clearly, and speak up for a
change?

Source: Frances Cox
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UNIVERSITY OF TEXAS, INSTITUTE ON DOMESTIC VIOLENCE & SEXUAL ASSAULT
Skills for Communication
Positive communications, including addressing negativity pro-actively, runs through several of the core elements. Here are a few tips to consider in your efforts to
enhance your ability to address conflict, build consensus, and function in a way that keeps your integrity and sanity intact!!
Conflict Theory forwards this view of how we move through conflict with communication.

STRONG RELATIONSHIPS

Positions – getting the most out of what’s at stake.
Interests are those things that positions generally represent but that are not articulated. Interests are what are really wanted.
Needs are the most fundamental – they are what the speaker must have.
You can draw on skills you already use with victims and survivors and apply them to help you strengthen your communication skills.
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Using what you know to work through the pyramid
The Crisis Intervention Model of Safety and Security (S&S), Ventilate and Validate (V&V), and Predict or Plan and Prepare (P&P) provides a guide for us to
move from POSITIONS that stifle communication, through INTERESTS that open commonality, to NEEDS where break-through communication happens.
PIN THEORY PYRAMID

CRISIS INTERVENTION MODEL

COMMUNICATION SKILL

POSITIONS

Safety and Security – Create an environment of trust where
people can bring issues forward

I’m glad you told me; I’m glad we’re talking
about this

INTERESTS

Ventilation and Validation – Provide an opportunity for
person to move beyond explosive position to talk about
what is going on

“Tell me more about that.”
Don’t react or use emotionally charged words.
Let them talk, make sure what “it” is becomes
clearly identified.

ACTIVE LISTENING 101

“You’re angry.”
“Let me see if I understand what happened … “

STRONG RELATIONSHIPS

“Given your perspective on things, I can see
how you would be so angry.”
NEEDS

Planning and Preparation

What would be helpful here?
Set clear boundaries, do not promise what you
cannot deliver.
Set time to re-visit issue

Remember:


Seek to understand and be understood.



Do not add fuel to the fire … no matter how good it might make you feel right now.



What is your intent - maintain, change or end relationship? Maintain, change or end a situation? How does that affect conversation?



Get three YES answers before proceeding: Is it true? Can the person do anything to change it? Is it more important that what you’re saying be
heard by the person, or that you say it?
Positive communication takes practice and life gives us many opportunities for practice!
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Mentorship Program
We recognize that we serve high needs children at Childhelp Children’s Center. We also recognize that by serving abused children you may be exposed to
situations that cause you concern. In an effort to help Childhelp volunteers feel supported, we are implementing a mentorship program between Childhelp mental
health professionals and individual volunteers.
Each volunteer will be linked to one of Childhelp’s therapists. You will be provided your therapist’s e-mail address and can reach him or her through the main
Childhelp phone line. Our hope is that you will reach out to your therapist if you ever experience uncomfortable feelings/ significant unmanageable emotions as a
result of an experience in the Childhelp Playroom. You could also reach out to your mentor if you feel you are experiencing burn out from your service in the
Childhelp Playroom. On a quarterly basis, your mentor will contact you to do a quick pulse check and ensure you are still going strong.
We do not intend this program to provide Childhelp volunteers with personal therapy. Nor is it appropriate to contact your mentor if you have questions/concerns
about Playroom scheduling, procedure, etc. Those concerns are to be directed to the Volunteer Coordinator.

Sincerely,
Maureen Basenberg, MPA
Director, AZ Advocacy Programs
Mary Ducharme, MC, LPC
Clinical Lead

Kristi Murphy, LCSW RPT-S
Clinical Director, LCSW
Lisa Ciolli
Volunteer Coordinator
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STRONG RELATIONSHIPS

Our hope is that we can provide a valuable resource to you in recognition of all you do to assist children here at Childhelp.

FIFTH STOP
Personal Perspective and Meaning
SELF
KNOWLEDGE
AND INSIGHT

SENSE OF
HOPE

HEALTHY
COPING

STRONG
RELATIONSHIPS

PERSONAL
PERSPECTIVE
AND MEANING

Personal Perspective and Meaning is the fifth core element identified as a strength in people who are resilient.

PERSONAL PERSPECTIVE AND MEANING

The components are ones that support meaning making:
1. Morality and Integrity
2. Spirituality
3. Coherent Life Meaning
Strategies used to strengthen Personal Perspective and Meaning include reflective practice, journaling, and
narrative storytelling. Personal Perspective and Meaning is broader than the others but according to the
research and practice wisdom materials, it may be the most crucial in terms of the link between work fulfillment
and resilience.
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REFLECTIONS FROM THE JOURNEY
CALICO
After learning about resiliency and understanding it better, I tried to create boundaries within what I was doing to maintain my own resiliency and I couldn’t
do that, so I am moving to a different assignment outside of the CAC. Things might have been turned out differently if I had been able to implement some
things that would have helped me, for example, have another prosecutor who could rotate in, just like the forensic interviewers do. I couldn’t accomplish
that in the confines of my job. It’s hard to leave the CAC itself, but I see it as an opportunity to tweak the model and provide more flexibility in the future.
I always thought I was a very resilient person, but I’ve learned that it ebbs and flows. It’s about keeping yourself strong and healthy so that you are
resilient.
CASA of Lane County
At first, staff did not want to do the vision board activity. Then we couldn’t get them to stop!

Child Advocates of Fort Bend
It was good to meet people from around the country and learn from one another. That was a very valuable part of the experience: to feel part of something
bigger.
Childhelp Children’s Center of Phoenix
At first, we heard some “Sigh, another thing on my plate.” We worked together so staff could see we are all working toward this anyway, we are not adding
more. It got them to re-focus on the reason we are doing this work, and that’s where the resiliency puzzle really worked well.
Florida Department of Children and Families
Listening in to the monthly conference calls as part of the “Gecko Hour,” I learned that there is a lot of work going on across the nation on this issue. That
was surprising to me. You tend to get isolated in your little world, and it is nice to see that there are ideas and suggestions and a venue to share those.
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CASA of St. Louis County
For me, personally, this has been a huge growing time. I had a block initially. I couldn’t focus on it. I was having a really hard time. I was interested, but the
only time I could engage was when we were all together. I finally decided that because of the merger, I was struggling with my own secondary traumatic
stress. Once I addressed those issues, I realized that it wasn’t that I didn’t have enough time, it was that I wasn’t functioning at a high enough level. This
has been so beneficial for me because what I discovered is that you have to take care of yourself. That’s what I found. I was able to more fully engage
once I started doing some of the strategies, living resiliency.
Applying it to myself helped me be more empathetic with my own volunteers, and more understanding about what they are going through. We become
somewhat hardened in this work, and I know things don’t affect me the way they once did. Being able to pull from how I used to feel and react has helped
me be a better supervisor. Connecting secondary traumatic stress with my own professional life and some of the things I have personally gone through in
my career— and understanding what that really meant—has been important. Resiliency is not just about staying with the agency. It will remain an
important part of my work regardless of where I work. We leave pieces of it where we are and take it with us wherever we go.

REFLECTIONS FROM THE JOURNEY
Project Harmony Child Protection Center
Resiliency and the connection back to meaning and finding your philosophical base is really a message that I’ve pushed in every meeting I have. It’s a
wonderful tool and it has formed the basis of where I go and how I process and proceed in my work. It deepens my understanding of what is going on. Child
protective services is going through privatization and there is always tension and role confusion. The one common thing we can always find in every meeting is
that philosophical base. It is the touchstone. It unites us and helps us move forward. Some state employees who used to be frontline workers are doing
outcome monitoring now and no longer have contact with families. It involves higher pay, but there is so much dissatisfaction and so much stress. Nobody really
wants to do it, even for regular hours and better pay. I think it is because they don’t have their touchstone anymore. My own personal growth also comes from
the connection to finding meaning in this work. That’s why everybody came here. You can really tell the people who have lost that connection. To be able to
help people reconnect with it as a manager has been great.

PERSONAL PERSPECTIVE AND MEANING

Pulaski County CASA
Being a part of the Resiliency Project has allowed me to be a better director and a better person. I have a new and different perspective on our program. Now, I
look at volunteers more as people, holistically, not just for what they do as a CASA. They have lives and families, and we are interested in their overall well
being. It’s not just about their work as a CASA. As a result, we have retained more volunteers since we began this program. We hope the trend continues as we
sustain the programs that were put into place during the pilot.
Richland County CASA
I didn’t fully understand the impact of resiliency until we were part of the program. Ten short months later, resiliency is woven into the themes of everything I
write—presentations, grants, speeches. It has truly been instrumental in sending a message to potential funders that emphasizes our care and concern for our
community, whether that is the children or employees and volunteers. That is not something I anticipated.
Safe Shores, the D.C. Children’s Advocacy Center
I came to a better understanding about my own resiliency. Resiliency means you’re not so susceptible, but it’s not a bullet proof vest to everything. I could
bounce back, but I was still traumatized. It was like our expectations are out of sync with reality. I could see that it was okay to say that I needed support.
Seeing the changes that could happen made it apparent that things don’t have to be that way. Sometimes the vicarious trauma or the compassion fatigue is
normalized. Now I have a greater level of advocacy about the need for this that is non-negotiable. That level of enlightenment opened other options for me that
had not been on my radar. The abuse of children should not lead to the trauma of adults trying to help them.
Synergy Services, Inc., Children’s Advocacy Center
It’s been good to be part of the pilot and have the support of other people working on this, seeing where we all struggle with similar things. And it’s made me
feel part of something bigger.
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CHART OF STRATEGIES FOR PERSONAL PERSPECTIVE AND MEANING
Resiliency
Pilot Site
!LIO enter,
alifornia

Policy

Supervisory Technique

Did a “vision board” activity where
workers made a collage of pictures
representing their resilience, and
how they make meaning in this
work/
Quarterly all-staff (salad( potluck allows
staff to talk about what has been going
on in their personal lives/ ! severe
tornado had just hit our area and being
able to share concerns and talk about
what happened to colleagues was
helpful/

Did T-shirt exercise with management
staff, providing them an opportunity to
reconnect with their purpose and create
symbols of their personal philosophy and
meaning/ They also discussed hard parts
of their jobs and exchanged strategies on
how to handle them/

Developed an orientation program
for new employees to the building
(e/g/, PS, law enforcement, !),
asking them to identify why they
chose their occupations and what
meaning it brings to them/ ! second
training asks them to recall those
reasons/ Supervisors will be able to
draw on this “meaning making
activity” when working with their
employees on an ongoing basis/

Items in bold are included in this section as an activity or resource.
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T-shirt activity in
Hope/
Meaning making
in this section/

PERSONAL PERSPECTIVE AND MEANING

Project Harmony
hild Protection
enter, Nebraska

Item in
Handbook

Reflective practice

!S! of Lane
ounty, Oregon

!S! of St/ Louis
ounty, Missouri

Competency-based Training

ACTIVITIES FOR PERSONAL PERSPECTIVE AND MEANING
Reflecting on Meaning Making (15 minutes)
(One of two parts) Do this part in conjunction with the next exercise.
This activity enables participants to journal and reflect on how they develop their own personal perspective and meaning.
Materials: Paper, journal, or notebook for each participant; pens or pencils.

PERSONAL PERSPECTIVE AND MEANING

Ask participants to use their journal (or paper if journals not provided) to reflect on how each of the components figure in their own meaning
making.
Reflect on the following:
 What coherent life meaning do you draw on?
 What role does your morality and integrity play in making meaning of this work?
 What role does spirituality play in making meaning of your work?
 What specific spirituality or philosophy of life keeps you balanced and helps you make meaning of the work you do?
 Do you have a perspective on human suffering? If so, how does that help you make meaning of your work?
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ACTIVITIES FOR PERSONAL PERSPECTIVE AND MEANING
How Do You Make Meaning of This Work? (20 minutes)
(Two of two parts) Do in conjunction with the previous exercise.
This activity allows participants to share how they make meaning of this work.
Materials: Journal or writing from previous exercise.
Invite participants to share how they make meaning of their work, noting that the previous journal activity was an opportunity to practice selfreflection. This exercise is an opportunity to share those insights out loud and learn more about your colleagues’ personal perspectives. Sharing
personal perspective is a powerful tool.
Depending on who is in the group and agency dynamics, the activity could start in dyads or small groups at tables and then move on to a big
group, or it could start in the large group.
Facilitate discussion, giving people an opportunity to share. Model the importance of listening to each other’s meaning making.
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PERSONAL PERSPECTIVE AND MEANING

Summarize:
Remember the power that came from listening to each other’s stories and reflecting on your own meaning making. The process identifies a lot of
shared values and commitment to service. Being a part of this community engaged in similar work is another strength you can draw on, and it can
energize you to remain resilient.
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The mission of the Institute on Domestic Violence and Sexual Assault (IDVSA) is to advance the knowledge of domestic violence and sexual assault in an effort to end
interpersonal violence. IDVSA accomplishes this through research, education, training and technical assistance, and collaboration with university and practitioner
communities, and the community at large.
IDVSA is one of ten institutes in the Center for Social Work Research in the School of Social Work at The University of Texas at Austin. IDVSA is a collaboration of the
School of Social Work, School of Law and School of Nursing.
It is the vision of IDVSA that its multi-disciplinary, researcher-practitioner, collaborative approach will enhance the quality and relevance of research efforts and their
application in service provision. That vision has been realized in our recent research focus in the areas of human trafficking, domestic violence, sexual assault and
resiliency in service providers.
Our efforts in our first decade have been made possible through grants from the RGK Foundation, the Hogg Foundation for Mental Health, the Shield-Ayres Foundation,
Alice Kleberg Reynolds Foundation and the Office for Victims of Crime, U.S. Department of Justice, and the support of the School of Social Work and School of Law.
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