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CRISTS INTERVENTION: A POLICE MODEL FOR DISPUTE SETTLEMENT

I, Introdustion

Definition ofﬁCrisis Intorvention

Crisis Intervankioﬁ is not a totally new approach in police work:; it
is essentially a definition of the methods and technigues that pesce officers
have been employing on the sireeis vwhen atltempling to quell disturhance
calls, Sinees thess =matheds amd technigues have been proven in the field,
Crisis Intervention is an attempt at systemetizing the procedures involved
in disturbance ¢alls and thereby enhznce the security as well as succons
of the respording officers.

The innovative approach employed In crisis intervention revolves
arounl the specific procedures for hardling the "4i5-Disturbance' call
nrﬁAdecieasing the pessibility of returning to the same scene ard we-involve
the police, This is not to imply that all situations can be hardled or
resolved by the police; the point is that many disturbance calls can he
settled 1f handled properly. If the officers recognize that the situation
cannot be handled by them, then either a referral to a more speciazlized
agency (i.e., family counseling, drg programs, etc,) can be made ox, as
a last resort, the disputants cdn be separated and/or arrested. This latter
procedure of arresting is a final altermative that does not solve the probvlen
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but merely forestalls the possibility of violence,

II. The Concept Of Crisils

What Ts a Crigis?

A crisis ls a state:

. . . nroveked when a person faces an ohstacle
to imnoritant life gnals that is, for a tirme,
insurrountatle throush the utilization of cus~
tomary methods of problem-solving, A period

. of disvrganization 2nsues, & period of upset,
during which many different abortive attenpils
at solution are made, Eventually some kind of
adantation is zchieved which may or may not be
in the best interest of thal person ard his
fellows (Caplan 1961, in Parker and Meier 3975:185).

s essentially 7 pericd of dis-eguilibrium that arrises vwhen

Sein

A crisis
an individual is confronted with a problem thal caonnot be solved by that
1rdividual®s normal range of problem soiving mechanisms (Parad and Caplan
1960),

Parker and Meier (1975:186) point out that a crisis is an individual's
response to & precipitating event and not the event itself, Frustration.
arrises when the individual is unable to provide a means by which a probtlem -
wan be resolved, Caplan (1964) has fourd that irdividuals facing a particular
crisis will initially employ traditioral mechanisms to cope with a problem.
These traditional mechanisms may range from psychologically rationalizing
the cause and effeet of a problem to subconsciously ignoring the existance
of o problem.

If the traditicral defenses and response mechanisms are ineflfectual,

then the $rdlvidual will enter s phase of genuine emotional upset (Caplan 1,964),



Schuaxrtz (1970, 1n Parker and Meiex 1975:188) proposes specific pro-
cedural principles that will enmadle a mediator (such as a police officer
responding to a disturbance eall) to properly‘b&ndle a c¢risls situation:

1. Help the individual to face the crisis,

2. Assist the individual fto face the crisis in

mamageanle doses,

3, Asslst fnet finding ~ help the irdividual
exanine the problem in a reality-based frame
of reference,

b, Avoid false reassurance - everything may not
turn out all right, Reassurance in the irdiv-
dunlts ability to hardle the crisls is of value,

5. Discourage projection - blaming of others is not
of tharapeutic value to the individual.

6, Help the individval to accept help; use of
family or other soclal resources can asslish in
restoring equilitoium,

7. Asslst with everyday tasks: arvange for habysit-
ting, cleaning, a homemaker. etc,

Communicatiaon Theory

The tasis of crisls Intervention theory is the means by which a
mediator is able to communicate with a disputant, With respects to
training criminal Justice personnel in crisis intervention, the focus is
on the ", . , interpersona) nature of communication, rather than on the
psycho-soclal development or other aspects of the irdividual's behavicor"
(Parker ard Meler 1975:25).

This "Interpersonal. nature of communicatlon" revelves around the
ability of the mediator:(i.e., the police officer) to facilitate communica-
tion by way of empathlzing with the disputant., Empsthizing does not

necessarily glve insight intc the nature of a particular problem but

rather, Lt encourages . ., . the exploration of feeling so that the reclpient

can better urderstand his own choices" (Parker and Meler 1975:31).
Carikhalf and Berenson (1967) have proposed a continuum of empathic

responses that are employsd by mediators; this continuvum ranges from
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“High ¥mpathy”, whereby the communicator (i.e., the police officer) shows sensitivity
to nderlying feeling, as well as to surface expressed emotion, to "Low Empathy"

vhere the communicator ignores or grossly misurderstands the [eelings of the other:

1. Tow Frmmthy - The communicator shows little or no under-
starding of the moest btasic part of what the other has
communicated,. He seems out of Lourh with what the other
has said, and responds only from his own frame of reference,
In "Tow Pmpathy" the first person subiracts Trom the inter-
personal encounter,

2. Moderate Fmprthy -~ The communicator shows that he has grasped
at least the essential part of the message., His message fits
well with what the other le saying ard 1o esserntially inter-
chareeable, The commaricator shares with the other his undex-
standing of at least the surface feelines ard main content of
the message. He has rnot completely Ymissed the point" as in
Tow Empzathy, where there may not he even the slightest acknowl-
edement of what the person has communicated.

J
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3. High FEmpathy ~ In deep capathy there is a2 consistent com-
municabion on the part of the communicator thet indicates

that he not only heavrs the surface message, but is alle to

sense the urderlying feelings and concerns which are tavely

hinted at in the overt conmunication of the second person,

Tn High Y¥mpathy, the communinator's responses are additive or
expand on what the person has started, and thus allow him to
explore his feelings. In deep cnpathy, the recipient hag a

feeling of being able to elaborate on his discussiony he feels
truly understood and communication is opened up; there is an

air of execitement about reslly being heard by the other, This .
is most important when the police officer or correcitions counselor
must communicate with distressed persons, as they are most

often reguired to do in their daily work (Parker and Melev 1975:27).

An example of this contimyrm of empathic responses would be: |

Wife: "My hraraed Sugth site arournd all day and gets drunk,"

P

Low Empathy: "How much dozs he dripk?”
Yodarate Empathy: ""Ferhans your ushand needs help,”

High Empathy: "T can see that you arve frustrated, so how can you

o

nelp te aclve this problem’

Commuricating with these types of empathic responses may not necessarily
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solve a problem but it may reduce hostility among disputants and provide

a more cordial atmosphere for @iscussing a problem (Parker ard Meicr 1975).

Carkhuff (1969, in Parker and Meier 1975:32) proposeés the following

guidlines for formulating empathic responses:
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The helper will find that he is most effective

in communicating an empathic understanding when

he conecentrates with intensity upon the helpee's
erxperiences, both veral ard non-voarial,

The helpsr will find that initially he is most
effective in communicating empaihic understarding
when he concentrates upon responses that are inter-
changeable withithose of the helpee,

The halper will find that he 1s most effective in
communicating emprthic umnierstanding when he forme-
ulntes his responses in language that is most
attuned to the helpse,

The helper will fird that he is most effective in
communicating emmathic understanding when he responds
in o feeling tone similaxr to that commuricated hy
the helypee.

The helper will find that he is most effecgtive din
communicating empeithic urderstanding whoo he is
most responsive,

The helper will find thet he is most effective in
communicatling empathic uwderstanding when, having
established an interchiangeable btase of communica-
tion, he moves tentatively toward expanding ard
clarifying the helpee‘s experisnces at higher levels,
The helper will find that he is most effective in
comnunicating smpathic urderstanding when he con-
centrates upon what is not bheing expressed by the
helpee,

The helper will find that he is most effective in
compmunicating cmpathic urderstanding when he employs
the helpee's behavior as the best guldeline in
assessing the effectiveness of his responses,

ITTI, The Bard Crisis Intervention iModel

During the esrly 1970's, Dr, Morton Baxd, in conjunction with the New

York Police Department, conducted an experimentsl program in crisis inter-

vention training for police officers (Bard 1970, 1975).




police~relevant material in the otchavioral and so

Bard's methodology in training consisted of classroon instruction in

human conflict and management lechniques (7acker and Baxd 19?3).

The Bard study outlined the following precedurszl steps in crisis

intervention:

-

Prevent violence by separating the disputants.

Allow only one poxson to talk at a time,

Take the disputants into separate rooms.

Suiteh offleers so thait the stories can be

checked out,

In listening to the stories, try to find

out in each case what cach imdividual contri-

buted to the conflilct,

6, If one of the disputanls hold himself to
Yiame, Tind oul in what ways the other share:
the blame,

7. Ask questions so as 19 get the deballs as cleax
as possible,

8, Find out if there has been a previcus history of
this kind of behavior,

9., Sse if the history goes back to before the marriage
to other relationships or similar relatlonships in
the present,

10, Give sach rerson the opportunity to spsak in detsil,

11i. Bring the couple togeather to tell thelr storiles
‘o each other, Again, make sure only one person
speaks at a tinme,

12, Polnt out similarities and discrepancles in the

stories,
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13, Point out the psrt that each is playing.
14, Get a resction from hoth about what the officers

say they sce is going on,
15, Ask what the couple vrlan to do in response to what
has transpizred arnd to the officers’ reactlons,
If {they seem to understand awd say they want to try
to work it oul, accept it,
16, If you disagree with their response, suggest that
they seek other help, If necessary, make the referral,
17, While noting that there will be further difficulties,
assure them that i they sit down and talk at least
they can come out in the open ard try to resolve Lt,
18, If neot in the beginning, then before you leave, make
sure that they know your name (Bard 1970:19),

In applying the Bard model to actual domestic disturbance calls, this

author has Tound some minor points of disagreement,

cial sclences and. specific




In step number 3, Baxd suggests that the disputants should bve placed
in separate rooms., The disadvantage in this procedure is that hoth dis-
putants bzcome mors amrious to know what the other disputant is saying. In
egsence, a problem cannot be solved or even discussed unless both disputants
confront cachother and relate their version of the problem, Also, the
officers’ safety and security is compromlsed if the two officers ave
separated; both officers must be present in case of mutual assistance,

In step number 4, it is not necessary to switch the interviewing
officers, especially when one officer has already established rapport with
the disputants, Tt is only neceszary te switch officers when one officerxr

15 having difficulbty with communicating with one or both of the dispuiunts.

IV. Role Perceptions

The methods employed by police officers when confronted with a
disturbance czll are ultimately reflected in the officers’™ rerception of
his or her role as & law enforcement officer,

One type of officer may perceive his or her role as a asic "keeper
of the peace and thermb& consider disturbance calls as a violation of the
law, regardless of the circumstances surrounding the naturs of the distur-
bance, This type of officer does not perceive his or her role as a "social
worker" and is not concerned with solving the particular problem, A typlcal
response by this type of officer would be 1o enter the disturbance scene

(1.e., 2 home in a family dispute), separate the disputants and then advise

the disputants that they are in viclation of the law ard must cease,




otherwise, they will b arrested, The officer will usuvally warn the dis-
putants that 1f he or she must return to the secene that an arrest will
be made., This type of officer is atiempting Yo "solve the problem" y
the use of fear and authority. Since the reasons for the argument have
not been resolved then it is probable that the officer will have to return,
A secord type of officer will wespond to the scene and, as an exanmple,
in the case of a druken husband, become somewhat envolved by escourting
the husbhard to a motel or home of a friend of the husbard, This offinar's
reimary concern is to svert violence, Since the husband is perceivid as
the antagonist *hen, the officer merely removes the husbird from the scene,
Again, the mature of the problem may not be discussed and the use of fear

and authoxity may b

B

employed by the officer,

A third type of officer, in the same situvation, may employ the crisis
interventlion model in the hopes of achieving a rescolution to the probvlem,
This type of officer perceives his or her ro®R as a mediator (but not a
"secial worker") performing, in essence, a service, This officer will sperd
more time at the scene and will have to become envolved as a mediatoxn,

This type of officer may even find it necessary to refer the family to an
agency specializing in counselling or alcoholism, Or perhaps, the drinking
was a symptom of an even greater problem such as unemployment, The officer
may refer the husban& to a social service or employment sgency, making
sure to advise the family what costs are envolved and what procedures must
ba Tellawed. This type of officer may dlslike disturbance calls Jjust as
nuch as the first and second officexr but finds it more advantzgeous and

efficient to "solve a problem" rather than allow it to fester and possibly

end in tragedy,




V, Crisis Interventlon Training

As an instructor in crisls iIntervention at a local police academy, this
author has found that the primary problem with training recruits is that
the recruits have differing rSle perceptions of how they should pexrform
thelr law enforcement duties, As staied ‘previously, police offlicers
do not want Lo b@comé “"social workers.," Some recrults feel that in applying
the crisis model, they are losing their "detnchmenl' as profregsional officers
and are actively veeoming envolved in family problems, This author confronts
the problen by cmphasizing that over 507 of all police calls involve per-
sonal and interrersonal matters (Cumming ot. al, 1965)., By increasing
the offlicers’ ability to cope with asic interpersonal communicatlion, the
officer will become more proficient in his or her duties,

A seccond problem envolving crisis intervention fraining revolves
around the matier of officer saflety and security. If the goals of corisis
intervention training are not cleaxrly stated, then the iraineces may feel
that they are belng told what to do, even in potentially dangerous sit-
uations, As stated by one recruit: "I am nolt going to sit down and talk
to some guy if he is coming at me with @ kitchen knife." Zacker and Baxd
(1973) have found the same type of response from thelr trainces: "As it
was, communication was mainlained subsequent to a ¢ arificéﬁion of goals
and an oexplanation that there wag no intention to tell anyone what they
ought to do" (%zcker and Bard 1973:48),

This author has found thal {rainees have a tendency to feel that crisis
intervention training and metheds will compromise their own safety and

security. Once it is clearly stated that safety and security is paramount

and must always be maintained, then the trainees are more receptive to ihe prograa,
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Crisis dntervention 15 a.procedural mntred of dispnte settlerment is
gradunlly becoming accepted throughout the nation, Various police officers
have been employing many of the procedural steps as outlined by Baxd (1970)
without svan vﬁcogn{%ing that they zre following a systematic model., To
a pnlice offiecer, his or her defined, procedvres and bahaviors have sur-
vival values they change their methods of apnroach when they perceive an
rrhancement of this survivael value,

It is also = fallacy to assume that just because an officer is a
"veteran" that this officer will be resistant to change, This veteran
officer changrs his or her procedures and behaviors when the credibility
of a naw conzept, such as crisis intervention, is proven to work "in the
strects,"

Actunlly, the concept of crisls intervention training appears to be
moxe difficult when applying the training program to recruit officers,

The recrult has little or no frame of reference to Wse a judgment on

"what works® when handling o disturbance call, Many of these recrults

have been atiracted to the law enforcement profession by strongly identifying
with the more commercial (Ll.e.,, mass media) stereotype of "what is a cop,”

In some cases, the recruit is actually disillusioned when he or she Is told
that they must perform a scrvice in reéponse to the needs of the community;
this type of officer fcels that the reverse is true, vwhereby the response to
the community i3 based upon personal perceptions and not the needs of the
community,

In summary, crisis interventlon is & model to be napplied by police
officers because of its survival value to the officers and because of

itz more "nurarnlstic' approach to resolving disputes.
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