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Effective communication and human relations provide an essential foundation for all subsequent protective service intervention efforts.  The interview requires knowledge of techniques that insure the receipt of important and reliable assessment information.  

Techniques contained in this policy are generally useful during non-hostile interviewing.  Adversarial interviewing techniques should be reviewed for use during interviews of alleged perpetrators (Policy 1703.54).  

Conducting an interview involves the skillful use of attending behavior.  This encourages appropriate responses to what is being said.  Attention should be given to the effect of physical proximity in conducting an interview.  The greater the distance between the case manager and the subject, the more difficult it is for communication to occur.  Likewise, sitting or standing too close to the subject can distract or cause discomfort which negatively impacts the interview.  Additional nonverbal attending skills include:

	Attentive body language
	Sit facing the subject using erect but relaxed posture with an occasional forward lean

	Eye contact
	Spontaneously look at the subject

	Gestures
	Make occasional spontaneous head nod and hand/arm movements

	Facial expression
	Be congruent with what the subject is communicating

	Voice quality
	Use appropriate volume, emphasis and inflection


I.    Communication Techniques

Subjects can be encouraged to discuss problems and concerns openly and candidly by using the following techniques:  

A.     General Statements

These are statements that enable or encourage the subject being interviewed to talk about his concerns.  For example, "Please tell me how," or "I need to know how your mother hurt herself."

B.      Prompts

Prompts may be verbal or nonverbal and encourage the subject to continue talking.  They also reflect attentiveness and interest.  For example, "umm, uh-huh, yes, go on, tell me more", head nodding, leaning forward, etc.

C.     Listening

Listen not only to what is said but what is not said.  For example, uncertainty or sudden confusion may point to a sensitive area under discussion.  When this occurs, it would be prudent to review the sequence of topics preceding the memory loss.  It should be remembered that when this sudden confusion or loss of memory occurs while interviewing an eligible adult, it may be indicative of a physical or mental impairment and not an effort to hide or distort information.

Listening may well be the most important element of personal communication.  Most people remember only half of what they hear and hear only half of what is said.  Good listening habits should be developed.  While hearing is inborn, listening is a sensory experience that can be learned and improved.  The three major types of listening are:

1. Selective;  Listening for facts.

2. Active; Listening for feelings.

3. Visual; Watching for nonverbals.

Listening should be timed.  Good timing allows the speaker to speak and explain rather than having either person monopolizing the conversation.  Good timing requires the listener to exert energy, be attentive, and employ appropriate reactions.  This will allow for an opportunity to analyze, evaluate, and probe for information.  Proper listening skills allow for a check of the situation and increases the total comprehension.

D.     Reading Nonverbal Cues

Some types of nonverbal cues which may indicate an attempt to conceal information are: 

	Body Position

Eyes

Body Movement

Body Posture

Mouth

Facial Expression

Voice
	Tense, leaning away.

Closed, excessive blinking, twitching, avoiding 

eye contact, looking at another person before answering 

your question.

Fidgeting.

Rigid, wooden.

Lip biting, licking lips.

Blank, frowning, grimacing.

Jerky, high pitched, whisper, hesitant speech pattern.


E.      Use of Questions

Questioning helps to clarify information by drawing attention to certain points, establishing facts and clearing up discrepancies.  When used properly, it can also break long responses into short, more logical parts.  Questions can also serve to probe, explore a point further, request further definition and reduce confusion by organizing events in chronological order.  It also serves as an avenue for stimulating the memory of the subject regarding events, times and places.  

Questioning skills serve as the main tool for obtaining information and clarifying or verifying information you already have.  An effective way to assure thoroughness in an interview is to ask the following types of questions:  Who, What, When, Where, How and Why.

Questions should be carefully thought out and judiciously used.  Questions coupled with reflection, direction and self-disclosure also encourage subjects to say more about the topics they are talking about.

When questions are necessary, they should be asked in a concerned manner expressed through good eye contact, voice tone and appropriate facial expressions.  Varied use of types of questions with use of other skills can help create an atmosphere in which the subject is able to share necessary information regarding problem situations.

II.   Interviewing Adults

A.     Full Expression of Ideas and Feelings

Encourage subjects to express their sides of the situation without leading them.  Listen while they convey the facts and their impressions.  This will establish impartiality and will demonstrate respect for the viewpoint of the subject.  After the subject has described what happened, follow up to clarify with "who, what, where, when, why and how" questions.  

B.     Re-enactment of the Incident

At times, using a demonstration may assist in gathering the facts.  Find out how the reported adult received a particular injury by having the caregiver or alleged perpetrator show you where and how the accident occurred.  The reenactment allows specific observation about the scene of injury and simultaneously allows a discussion of the specifics of the subject's account of the injury.  

This technique is particularly helpful when discussing injuries that a caregiver or alleged perpetrator recount as accidental.  For example, the condition of the floor and carpet and the position and the movement of the victim may pinpoint discrepancies which can be explored by additional questioning.  When faced with the impracticality or implausibility of the explanation, the subject may be prompted to provide a more accurate account of the incident.

1. Discrepancies in Information

Discrepancies in the information provided during the investigation are inevitable.  It is safe to assume this will occur and the case manager should be prepared to acknowledge inconsistencies.  The subject must be confronted with discrepancies and afforded an opportunity to clarify, restate and possibly negate information provided earlier.  

Confrontation is most effective when done in a calm, matter-of-fact, and non-threatening manner.  For example, "I'm confused by the information that you have provided me.  You first said that your mother burned herself while cooking but later you mentioned that you fix all her meals."  Clarifications phrased in this manner do not come across as accusations that the subject is lying.  

Accusations also have their place in hostile type interviews.  When a lie is detected, it is essential to be accusatory to "break" the subject and get to the truth of the information.  

2. Behavioral Manifestations of Feelings

People who are uncomfortable or inexperienced with directly expressing feelings are more apt to express them indirectly through their behavior.  Subjects may show feelings of anger, hostility, rejection or fear by refusal to allow entrance into the home (Policy 1703.40), keeping you waiting at the door, being preoccupied with a television or radio program or being late for appointments.

3.
Silence

When used appropriately by the case manager, silence can be a very effective way to stimulate conversation.  Many people are uncomfortable with long pauses and are inclined to begin talking to break the silence.  An added benefit is that the pause provides a break from the intensity of the emotionally laden topics being discussed.  Be careful not to break the subject's silence in an attempt to reduce your own discomfort.

During hostile interviews, silence can prove to be a very effective tool to raise tension levels, encouraging the subject to "break".  This may lead to a more truthful explanation of the circumstances.  

III.  Threats and Hostility

On occasion, you may encounter individuals who threaten your physical safety.  NO THREAT SHOULD EVER BE IGNORED.  Response to each threat should depend on the context and expression of the threat.  Observations regarding the individual's behavior, communication and physical appearance are critical to gauging the likelihood that the individual will carry out a threat.  The following cues may assist you to identify potentially threatening situations.

- A subject who is feeling under attack or that his territory is being invaded may physically distance himself from you in an effort to defend himself from the perceived threat.

- The subject who is experiencing a high degree of emotional stress (such as rage or feeling threatened) may increase his body movements, accelerate his speech, or change his tone and pitch of voice.

- The subject's facial expressions may be a signal of anger that is likely to become uncontrolled.  You may observe tense muscles, dilated pupils, a fixed stare, clenched teeth, reddened face, etc.

- The communication of the subject may become abbreviated.  This may alert you that the individual is losing control.  A common observation will be when the subject changes from narrative explanations and answers to abrupt, abbreviated speech (such as yes, no, so what, leave, etc.)

If a situation should become threatening, the case manager should stay calm, composed and in control.  Aggressive, hostile behavior may be a response to personal fear, representing a defense mechanism.  The threat might be diminished if the subject is reassured of the concern for the safety of the reported adult.  A restatement of the role and responsibility of the case manager in a non-threatening way may help diffuse the situation.

Being prepared to assess potential danger of the situation is CRITICAL.  Subjects who remain enraged after assurance or seem unaware that their behavior is threatening, should be taken seriously.  As a last resort, the subject should be informed that his unwillingness or inability to cooperate may necessitate involving law enforcement officials.  The subject may become even more aggressive and hostile, or possibly attack.  It is not advisable to ignore any cue that physical safety is in danger, nor should a case manager ever hesitate to obtain the assistance of law enforcement or other appropriate department personnel.

A.      Handling Difficult Interviews

Some interviews will be more difficult than others.  Some strategies you can employ when handling those interviews are presented in the following table.  Use of these approaches should generally be in a nonjudgmental, calm and professional manner.  Display of a condescending attitude toward a subject should be used only during hostile type interviews.

	THIS STRATEGY . . . 
	IS USEFUL FOR…

	Broken Record - repeat key questions or requests for needed information several times.  Leave other issues for later in the interview.  
	ο Subjects who are vague or avoid issues;

ο Subjects who are very talkative or constantly ramble;

ο Subjects who appear disoriented or may be mentally ill;

	Selective Ignoring - not replying to defensive or provocative statements; choosing to reply to only constructive statements.
	ο Subjects who are abrupt or defensive;

ο Subjects who are very talkative or constantly ramble.

	Disarming Anger - a contract or agreement between you and the interviewee that the interview will continue only after the interviewee calms down, stops the behavior, gives the necessary information, etc.  
	ο Subjects who use obscene language;

ο Subjects who are verbally threatening you;

ο Subjects who refuse to follow your directions.  


B.     Handling Difficult Subjects  

In attempting to handle difficult or indecisive subjects, it may be helpful use specific, direct questions.  Rephrase questions and follow-up on inconsistencies.  

If the subject appears:
                It may be helpful to:


- unresponsive

                    - ask open-ended questions 


- extremely agreeable                    - avoid putting words in their mouth



- complaining
                             - use brief empathy statements followed by                        


- hostile or aggressive                       functional questions







                             - use assertion techniques to diffuse anger                                                

IV.     ELICITING COOPERATION

A.     Genuineness

To demonstrate genuineness, be honest with yourself.  Genuineness is not established in an interview by simply telling the subject that you care and "want to help".  Demonstrate sincerity in the approach and tone of voice.  Genuine sincerity will not be demonstrated if a real interest in helping does not exist, as in "this is just another report" and "I'm doing my job".  If there is not a feeling that the intervention is justified or that the reported adult can be helped; or primary concern at the time of interview is on unrelated or personal matters, the efforts will be unsuccessful.

False sincerity may be very evident to the subject.  If there is a sense of "phoniness" in the approach, trustworthiness is in jeopardy.  The subject will be unwilling to disclose sensitive information, and may carry this feeling over to anyone else involved in subsequent efforts to intervene.

B.     Respect

Respect is earned.  To get respect, you must give respect.  The basic foundation of respect is your recognition of the rights and dignity of the caregiver and alleged perpetrator.  There is nothing automatic about respect based on clothing or legal authority.  In fact, they often work in just the opposite way because of the threat represented to the subject.  It may be appropriate to soften your image around those involved in the care of a reported adult.  

It will be extremely difficult to gain respect if you:

1. Feel that the opinion of subjects about the incident or investigation are insignificant or unbelievable.

2. Focus on what the reported adult cannot do or is not allowed to do, rather than what he can do.

3. Cannot show those involved that protection of the reported adult is important to you.

4. Do not allow subjects to express their feelings.

Show respect by involving each individual in the interview process.  Actively listen, maintain good eye contact and explain each step in the process.

C.  
Honesty

Honesty is critical for effective intervention.  Use of trickery or techniques of deception to gather information must be used carefully.  

For example, you should never say to the victim that certain information is necessary in order to help the caregiver, when the information is actually only needed for purposes of gathering evidence.  

Be honest with the family about the reason you are involved and the actions which may be warranted.  Care should be taken that the confidentiality and the success of the investigation is not compromised.  

D.    Empathy

Empathy is the ability to place yourself in the victim's position.  Ask yourself:  How would I want someone to interview me if I were this person?  Where would I want someone to interview me if this were me?

Empathy trap:  Interviewer is sometimes compelled to share or engage in conversation and forgets to remain focused on the investigation.

E.    Nonpunitive Approach

During friendly interviews, maintain a nonpunitive approach.  Avoid accusing anyone.  The goal is to gather factual information.  Questions should not be to condemn but to gather information necessary to evaluate the reported problem.  Use open-ended questions.  Do not appear to take sides or draw premature conclusions.

F.
Focusing on the Here and Now

Attention should focus on the present.  Reported adults should be assured that they are not to blame for their own maltreatment nor for bringing "trouble" (in the form of authorities) to the family.  Convey understanding and reassurance when it has been determined that nothing was intentionally done to harm the reported adult.

Questions should focus on the current situation.  At this point in the investigation the subjects may be more concerned with what will happen now as opposed to past events of abuse.  

For instance, the reported adult survived the abuse but he's not at all sure what might be done to him by you or the court, and may believe the abuse won't happen again.

G.
Avoiding Detached Attitudes

Do not appear to be preoccupied with other matters.  CONCENTRATE ON THE INTERVIEW!  Subjects expect responses to their statements and actions.  Failing to acknowledge what is seen or heard may be interpreted as a lack of concern for the well-being of the reported. 

Judgmental and critical attitudes of expressed opinions should be reserved for hostile interviews.  Most friendly interviews will be conducted in a sympathetic and empathetic manner.
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