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ABSTRACT 

T h e  e f f e c t s  a n d  e f f e c t i v e n e s s  of t h r e e  d i f f e r e n t  t r a i n i n g  

p r o g r a m s  f o r  v o l u n t e e r  crisis i n t e r v e n t i o n  t e l e p h o n e  c o u ~ s e l o r s  

were e x a m i n e d ,  Three g r o u p s  o f  1 2  t r a i n e e s  arid a n  e q u a l  s i z e d  

g r o u p  o f  p r o s p e c t i v e  v o l u n t e e r s  who d i d  n o t  go t h r o u g h  t r a i n i n g  

were t h e  subjects- A 1 1  f o u r  g r o u p s  u e r e  a d m i n i s t e r e d  t h e  s a n e  

m e a s u r e s  o v e r  e q u i v a l e n t  tiltle p e r i o d s -  Y e a s u r e s  i n c l u d e d  pre -  

a n d  p o s t -  t r a i n i n g  m e a s u r e m e n t s  of local  r e s o u r c e  k n o w l e d g e  and 

a b i l i t y  t o  d i s c r i m i n a t e  f a c i l i t a t i v e  c o n d i t i o n s  f o r  c l i e n t  

c h a o g e ,  S t a n d a r d i z e d ,  role- p l a  yed crisis i n t e r v e c t i o n  c a l l s  were 

a u d i o t a p e d  a n d  r a t e d  fo r  b o t h  T e c h n i c a l  E f f e c t i v e n e s s  a n d  

E m ~ a t h i c  U n d e r s t a n d i n g  i n  I n t e r p e r s o n a l  P r o c e s s e s -  An a d d i t i o n a l  

c o n t r i b u t i o n  of t h i s  s t u d y  was the d e v e l o g m n t  of a p a r a l l e l  

f o r m  of the A b i X t y  t o  D i s c r i m i n a t e  ~ a c i l i t a t i v e  C o n d i t i o n s  

m e a s u r e ,  T h e  f o u r  g r o u p s  were n o t  i n i t i a l l y  equivalent o n  

p r e - t r a i n i n g  i n e a s u r e s  a n d  + h e s e  d i f f e r e n c e s  were t a k e n  i n t o  

a c c o u l l t  u s i n g  a n  a n a l y s i s  o f  c o - v a r i a n c e  p r o c e d n r e ,  D i f f e r e n t i a l  

effects a n d  effectiveness of t h e  t h r e e  t r a i n i n g  p r o g r a m s  were 

d i s c u s s e d  a n d  recrlmrnendatioas were made t o  t h e  p a r t i c i p a t i n g  

cr is is  c e n t r e s ,  
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I, Chapter 1 : Introduction 

The e x t e n s i v e  use o f  v o l u n t e e r  n o n p r o f e s s i o n a l  h e l p e r s  i n  

t h e  d i r e c t  d e l i v e r y  of modern m e n t a l  h e a l t h  s e r v i c e s  h d s  been  

one o f  t h e  major c o ~ t r i b u t i o n s  of t h e  c o m a u n i t y  p s y c h o l o g y  

movernertt i n  g e n e r a l ,  a n d  crisis i n t e r v e n t i o n  i n  p a r t i c u l a r  

( E a p p a p o r t  1977,  Z a x  a n d  S p e c t o r  1974 ,  a n d  flcGee 1 3 7 4 ) -  Ie o o e  

of t h e  most c o m p r e h e n s i v e  r e v i e w s  o f  t h e  e m e r g i n g  f i e l d s  o f  

c o w n u n i t p  p s y c h o l o g y  a n d  c o n m u n i t y  m e n t a l  h e a l t h ,  Rappa p o r t  

(1977, P a g e  15) c o n t e n d s  t h a t  the r e - i n t r o d u c t i o n  of 

n o n p r o f e s s i o n a l s  t o  s o c i a l  w e l f a r e  jobs  has been of c e n t r a l  

i r s p o r t a n c e ,  Zax a n d  S p e c t o r  (1974)  p o i n t  t o  s h o r t a g e s  of 

p r o f e s s i o n a l  manpower a s  o n e  o f  t h e  waia f a c t o r s  i n v o l v e d  i n  

o p e n i n g  u p  h e l p i n g  roles t o  n o n p r o f e s s i o n a l s  i n  b o t h  v o l u n t e e r  

and s a l a r i e d  p o s i t i o n s ,  Emory C o w e ~ s ,  a r e c e n t  r e c i p i e n t  o f  the 

A a e r i c a n  P s y c h o l o g i c a l  Associations* D i s t i n g u i s h e d  C o n t r i b u t i o 3  

Award for D i v i s i o n  27, s u m s  u p  some of t h e  ear l ier  r e s e a r c h  da ta  

i n  t h i s  area f i n  Xscoe and S p i e l b e r g e r  ,1970, Page 103) ;  

It is a l r e a d y  clear p r i m a r i l y  t h r o u g h  A l b e e ' s  w o r k  
(1959, 1963, a n d  1967) t h a t  t h e  m e n t a l  health f i e l d s  are  
g r o s s l y  l a c k i n g  i n  q u a l i f i e d  personnel --- 
e x t r a p l a t i o n s  b a s e d  on e s t i ~ a t e s  of f u t u r e  demand and 
f u t u r e  t r a i n i n g  p o t e n t i a l  i n d i c a t e  t h a t  t h e  present 
unhappy  s i t u a t i o n  w i l l  become more acute v i t h  time- 



H c G e e  (1974)  h a s  w r i t t e n  a c o m p r e h e n s i v e  h i s t o r y  o f  t h e  

f i e l d  o f  crisis i n t e r v e n t i o n  a s  well a s  a i d i n g  i n  t h e  

d e v e f  c ~ m e n t  o f  t h e  field, PlcGee a n d  h i s  s t u d e n t s  a n d  co-  workers 

h a v e  c o n d u c t e d  a l a r g e  number o f  e v a l u a t i o n  s t u d i e s  a n d  

sacasurement  d e v e l o p m e n t  r e s e a r c h  i n  t h i s  area (HcGee, R i c h a r d ,  

a n d  Bercun 1973, K n i c k e r b o c k e r  a n d  HcGee 1373, F o w l e r  a n d  i4cGee 

1973, R c G e e  a n d  J e n n i n g s  1973, K n i c k e r b o c k e r  1972, a n d  A n s e l  

1972)-  T h e s e  s t u d i e s  w i l l  a l l  be d i s c u s s e d  i n  d e t a i l  i n  later 

s e c t i o n s  of t h i s  t h e s i s .  t4cGee (1974) a r g u e d  t h a t  crisis 

i n t e r v e n t i o o  c e n t e r s  c o u l d  n o t  o p e r a t e  o n  a 24-hour  b a s i s  

w i t h o u t  u t i l i z i n g  n o n p r o f e s s i o n a l  v o l u n t e e r s  as t h e i r  p r i a a r y  

s t a f f  r e s o u r c e ,  Norman P a r b e r o v  ( i n  #cGeees 1974 i n y r o d u c t i o n  o n  

p a g e  v i i i )  r e p o r t s  t h a t  o v e r  e i g h t y  percent of the a p p r o x i m a t e l y  

two h u n d r e d  crisis c e n t e r s  t h e n  o p e r a t i n g  i n  t h e  U,S, A,  were 

using v o l u n t e e r  n o n p r o f e s s i o n a l s  a s  t h e i r  ra j o r  s t a f f  r e s o u r c e .  

T h i s  f i n d i n g  was r e p l i c a t e d  b y  F i s h e r  ( 1 9 7 3 ,  Page 46)  who 

s u r v e y e d  192 crisis c e n t e r s  on a N a t i o n a l  I n s t i t u t e  o f  H e n t a l  

H e a l t h  s t u d y  a n d  f o u n d  t h a t  t h e  o v e r u e l m i n g  m a j o r i t y  o f  c e n t e r s  

(86%) u s e d  a n d  r e l i e d  npon v o l u n t e e r s  t o  3el iver  t h e i r  h e l p i n g  

s e r v i c e s ,  RcGee, R i c h a r d ,  a n d  Bescun (1973)  f o u n d  t h a t  t h e  two 

c o n d i t i o n s  n e c e s s a r y  t o  e n s u r e  efficient s e r v i c e  by crisis 

c e n t e r s  were 24 h o u z  a d a y  d i r e c t  access by t e l e p h o n e  and  the 

use of v o l u n t e e r  crisis c o u n s e l o r s  as t h e  p r i m a r y  staff 

r e s o u r c e ,  



1 - 1  N o n p r o f e s s i o n a l s  32 E f f e c t i v e  Hi-gg - 

E a r l y  s t u d i e s  w h i c h  d e m o n s t z a  t e d  the p o t e n t i a l  

e f f e c t i v e n e s s  cf n o n p r o f e s s i o n a l s  i n  o t h e r  m e n t a l  h e a l t h  r o l e s  

(Rioch, E l k s ,  F l i n t ,  Newman, S i b l e r ,  a n d  Udansky 1963; C a r k h u f f  

a n d  T r u a x  1965, P o s e r  1966, S o b e y  1970, a n d  S i e g a l  1973) were 

c r u c i a l  t o  t h e  r a p i d  d e p l o y m e n t  o f  n o n p r o f e s s i o n a l s  ia the 

d i r e c t  s e r v i c e  f u n c t i o n  o f  crisis i n t e r v e n t i o n  by  telephone, 

Rioch et af. ( 1903 )  d e n i o n s t a t e d  t h a t  h o u s e w i v e s  c o u l d  be t r a i n e d  

t o  e f f e c t i v e l y  c o n d u c t  i n d i v i d u a l  p s y c h o t h e r a p y .  The hou,eewives  

u s e d  were c o l l e g e  g r a d u a t e s  who r e c e i v e d  t r a i n i n g  from R i o c h  and  

h e r  associates,  C a r k h u f f  a n d  T r w x  (1965)  p r o v i d e d  f u r t h e r  

e v i d e n c e  t h a t  d e n o n s t a t e d  t h e  e f f e c t i v e n e s s  o f  n o n p r o f e s s i o n a l s  

when  t h e y  f o u n d  t h a t  l a y  t h e r a p i s t s  c o u l d  l e a d  g r o u p  t h e r a p y  f o r  

h o s p i t a l i z e d  m e n t a l  p a t i e n t s  and  o b t a i n  f e s n l t s  comparable t o  

p r o f e s s i o n a l s  d o i n g  t h e  same t a s k  w i t h  s imilar p a t i e n t s .  P o s e r  

(1966)  u s e d  e l e v e n  young u n t r a i n e d  womefi u n d e r g r a d u a t e s  t o  l e a d  

g r o u p  t h e r a p y  f o r  p s y c h i a t r i c  i n p a t i e n t s ,  P s y c h o l o g i c a l  test 

c h a n g e  s c o r e s  s e r v e d  a s  t h e  d e p e n d e n t  v a r i a b l e s .  The u n t r a i n e d  

l a y  t h e r a p i s t s  were c o n p a r e d  ta f i f t e e n  p r o f e s s i o n a l s  ( 7 

p s y c h i a t r i s t s ,  6 p s y c h i a t r i c  s o c i a l  w o r k e r s ,  a n d  2 o c c u p a t i o n a l  

t h e r a ~ i s t s )  - P o s e r  (1966,  Page 283) r e p o r t s ;  

By c o m p a r i s o n  t o  a n  u n t r e a % e d  c o n t r o l  g r o u p  t h e  l a y  
t h e r a ~ i s t s  a c h i e v e d  s l i g h t l y  b e t t e r  r e s u l t s  t h a n  
p s y c h i a t r i s t s  a n d  s o c i a l  w o r k e r s  d o i n g  t h e r a p y  with 
s imi la r  patients, 



I n  s u m m a r i z i n g  t h e  s u b s e q u e n t  f l u r r y  of r e s e a r c h  t h a t  

f o l l o w e d  P o s e r ' s  c o c t r o v e r s i a l  f i n d i n g ,  R a p p a p o r t  ( 1  '377, P a g e  

380)  r e p o r t s  t h a t  Poser's f i n d i n g  h a v e  b e e n  r e p l i c a t e d  a n d  

e x t e n d e d ,  F o r  example ,  R a p p a p o r t ,  C h i n s k y ,  a n d  Cowen ( 1  '371) who 

s t u d i e d  320  c h r o n i c  p a t i e n t s  who were g i v e n  t h e r a p y  by c o l l e g e  

s t u d e n t  v o l u n t e e r s  a n d  showed s i g n i f i c a n t  g a i n s .  

Sobey  (1970) saw t h e  e n t r y  of  n o n p r o f e s s i o n a l s  i n t o  t h e  

ieeetal h e a l t h  f i e l d  a s  a r e v o l u t i o n ,  S h e  s t u d i e d  o v e r  ten 

t h o u s a n d  n o n p r o f e s s i o n a l s  i c  o n e  h u n d r e d  a n e  e i g h  t y - f i v e  

N a t i o n a l  I n s t i t u t e  of Hental  Health p r o g r a m s ,  Sobey  [ I  970)  

c o n c l u d e d  t h a t  n o a p r o f  e s s i o n a l s  were not o n l y  t a k i n g  the p l a c e  

of p r o f e s s i o n a l s  i n  o l d  j o b s  b u t  were a l s o  b e i n g  t r a i n e d  to 

p r o v i d e  rew s e r v i c e s  i r i  i n n o v a t i v e  ways- One s u c h  new r o l e  was 

i n  t h e  a r e a  of crisis i n t e r v e c t i o n  by t e l e p h o n e ,  24 h o u r s  a day ,  

a job t h a t  p r o f e s s i o n a l s  would n o t  t a k e  i n  s o a e  cases (HcGee 

1 9 7 4 ) -  S o b e y  (1970,  P a g e  159) p r o v i d e d  this sumntary; 

W o n p r o f e s s i o n a l s  h e l p e d  p r o j e c t s  s u b s t a n t i a l l  y in 
s e r v i n g  inore people offering new s e r v i c e s ,  a n d  providing 
t h e  p r o j e c t  s t a f f  w i t h  neu v i e w p o i n t s  i n  r e g a r d  t o  t h e  
p r o j e c t  p o p u l a t i o n ,  

Siegaf (1373) i n  a  r e v i e w  o f  r e s e a r c h  on the e f f e c t i v e n e s s  

of m e n t a l  health v o l u n t e e r s  c o n c l u d e d  t h a t  t h e i r  e f f e c t i v e n e s s  

h a s  b e e n  r e p e a t e d l y  demonstrated ,  Karlsruker ( 1374) i n  a 

s l i g h t l y  later l i t e r a t u r e  r e v i e w  for the same jou rna l  was 

slightly l e s s  e ~ + h u s i a a t i c  a b o u t  t h e  d e i u o c s t a t e d  e f f e c t i w x e s s  

of v o l u n t e e r  n o n p r o f e s s i o n a l s  i n  t h e  m e n t a l  health system. 



K a r h r u k e r  ( 19  7 4 )  c o ~ c l n d e d  t h a t  t h e  e f f e c t i v e r e s s  o f  v o l u n t e e r  

n o n ~ r o f e s s i o n a l s  h a s  been  c l e a r l y  d e m o n s t r a t e d  w i t h  p s y c h i a t r i c  

i n k a t i e n t s  b u t  t h e  e v i d e n c e  fo r  t h e i r  e f f e c t i v e n e s s  uith o t h e r  

g r o u p s  s u c h  a s  adolescents is mixed* 

O u r l a k  ( 1  979)  i n  a s u r v e y  of 4 2  s t u d i e s  c o n c l u d e d  t h a t  

p a r a p r o f e s s i o n a l s  a c h i e v e  c l i n i c a l  o u t c o m e s  e q u a l  t o  o r  better 

t h a n  p r o f e s s i o n a l  t h e r a p i s t s .  D u r l a k  goes on t o  add that t h e r e  

i s  a lack of k n o w l e d g e  a k o u t  t h e  u n d e r l y i n g  d y n a a i c s  of 

~ a r a p r o f e s s  i o n a l s *  e f f e c t i v e n e s s .  N e v e r t h e l e s s ,  h e  feels  t h a t  

t h e  e v i d e n c e  i s  c o n c l u s i v e  a n d  i s  b a s e d  on s o u n d  m e t h o d o l o g i c a l  

r e s u l t s .  

Uhen t h e  e f f e c t i v e n e s s  of v o l u n t e e r  n o n p r o f e s s i o n a l s  i n  t h e  

a r e a  of  c r is is  i n t e r v e n t i o n  is d i r e c t l y  e x a m i n e d  t h e  e v i d e n c e  

s u p g o s t s  t h e  c o n t e n t i o n  made by HcGee (1974)  t h a t  t r a i n e d  

v o l u n t e e r s  are a t  Least a s  e f f e c t i v e  a s  ~ r o f e s s i o n a l s ,  i f  n o t  

more s o  ( K n i c k e r b o c k e r  a n d  McGee 1 9 7 3 )  a t  crisis i n t e r v e a t i o ~  

t a s k s ,  T h i s  s t u d y  a n d  o t h e r  r e l a t e d  r e s e a r c h  w i l l  be e x a m i n e d  i n  

d e t a i l  i n  a s u b s e q n e n t  s e c t i o n ,  

N o n p r o f e s s i o n a l s  h a v e  f i l l e d  a n e e d e d  r o l e  i n  c o m m u n i t y  

p s y c h c l l o g y  p r o g r a m s  s u c h  a s  crisis i n t e r v e n t i o n  b y  t e l e p h o n e ,  

This ~ o v e m e n t  h a s  n o t  growa w i t h o u t  some d i f f i c u l t i e s  h o w e v e r -  

Zax a n d  S p e c t o r  ( 1974 )  s u r v e y e d  t h e  l i t e r a t u r e  o n  the u s e  of 

n o n p r o f e s s i o n a l  h e l p e r s  and u n c o v e r e d  a number  of p o s s i b l e  

p r o b l e m s  t h a t  may ar ise  when u s i s g  n o n p r o f e s s i o n a l  helpers, Z a x  

a n d  S p e c t p r  (1974) r e p o r t  t h a t  s o e e t i m e s  p r o f e s s i o ~ a l  h e l p e r s  



w i l l  h a v e  a  n e g a t i v e  r e a c t i o n  t o  t h e  u s e  cf n o n p r o f e s s i o n a l s  i n  

d i r e c t  s e r v i c e  h e l p i n g  role% ?lost modern crisis c e n t e r s  u t i l r z e  

p r o f e s s i o n a l s  i n  c o n s u l t a n t  c a p a c i t i e s  a n d  t h e r e b y  a l l e v i a t e  

t h i s  p rob lem,  

Zax arid S p e c t o r  ( 1974) f e l t  t h a t  n o n p r o f e s s i o n a l s  ' h e l p i n  3 

role may a l t e r  t h e i r  p a t t e r n  of i n t e r a c t i o n s  w i t h i n  t h e i r  

communi ty  u h i c h  may l e a d  t o  t o  l o s s  of c l o s e n e s s  t o  t h e  c l i e n t  

p o p u l a t i o n ,  a  factor that is  b e l i e v e d  t o  b e  a t  l e a s t  p a r t i a l l y  

r e s p o n s i b l e  for t h e  e f f e c t i v e n e s s  of n o n p r o f e s s i o n a l  h e 1  ~ e r s ,  

However i n  cr is is  i n t e r v e n t i o n  v o l u n t e e r  h e l p e r s  u s u a l l y  d o  o n 2  

f o u r - h o u r  s h i f  + p e r  week, a t h e  contmi+taent of s u f f i c i e n t  

b r e v i t y  s o  a s  t o  n o t  r a d i c a l l y  a f f e c t  t h e i r  ccmmuni ty  

i n t ~ r a c t i m  p a t t e r n s ,  

Zax a n d  S p e c t o r  (1974)  a l s o  d i s c u s s e d  fears  v o i c e d  by 

p r o f e s s i o n a l s  t h a t  n o n p r o f e s s i o n a l s  might n o t  r e s p e c t  

c o n f i d e n t i a l i t y  e n o u g h  a a d  t h a t  n o n p r o f e s s i o n a l s  m i g h t  p r o j e c t  

t h e i r  oun  p r o b l e m s  or? clieets, N o n p r o f e s s i o n a l  helpers are not 

inmune t o  t h e s e  p o s s i b l e  p r o b l e m s  b u t  c o ~ p r e h e n s i  ve  s e l e c t i o n  

a n d  t r a i n i n g  c a n  m i n i m i z e  these p o s s i b l e  d i f f i c u l t i e s  a s  with 

p r o f e s s i o n a l  h e l p e r s ,  S n p e r v i s i o r ;  b y  e x p e r i e n c e d  n o n p r o f e s s i n a l  

h e l p e r s  can b e  u s e f u l  i n  dealing w i t h  these i s s u e s -  

T h e  f i n a l  p o s s i b l e  d i f f i c u l t y  i n  t h e  u s e  of 

n o n p r o f e s s i o n a l s  d i s c u s s e d  b y  Zax a n d  S p e c t o r  (1974)  i s  the fact 

t h a t  n o n p r o f e s s i o n a l s  may "burn-ou t"  when they d o n ' t  p e r c e i v e  

r a p i d  i m p y o v e m e ~ +  i n  t h e i r  clients, w B u r n - o u t n  i n  t h e  a r e a  of 



crisis i n t e r v e ~ t i o n  by t e l e p h o n e  h a s  b e e n  e x a m i n e d  b y  Driol 

( 1 9 7 8 ) -  S h e  r e p o r t e d  t h a t  a p p r o x i m a t e l y  h a l f  o f  a  g r o u p  cf 

c r i s i s  i n t e r v e r t i o n  workers wif l h a v e  become i n a c t i v e  p r i o r  t o  

the e n d  of t h e i r  y e a r ' s  commitment,  The r e a s o n s  g i v e n  f o r  t h e  

i n a c t i v i t y  i n c l u d e d  moving o u t  of the area ,  p e r s o n a l  l i f e  

c h a n g e ,  "too b u s y  a t  s c h o o l e  cr j o b ,  and  a l s o  p e r c e i v e d  

i n e f f e c t i v e n e s s ,  

  urn-outw of crisis i n t e r v e n t i o n  v o l u n t e e r s  i n  p a r t i c u l a r  

a n d  n o n p r o f e s s i o n a l  h e l p e r s  i n  g e n e r a l ,  i s  a n  i m p o r t a n t  

phenomenon t h a t  can b e  d e a l t  wi th ,  P l a r c i a  (1977) s u g g e s t e d  t h a t  

1 s u ~ p o r t  i n  the fo rm of s u p e r v i s i o n  and c h a n c e s  f o r  upward 

I ~ l o b i l i t y  i n  t h e  h e l p i n g  p r o f e s s i o n s  n a y  r e d u c e  t h e  number o f  

1 b u r n - o u t s ,  Marcia (1977) a l s o  recommended a n  o n g o i n g  s u p p o r t  

g r o u p  for t h e  n o n p r o f e s s i o n a l  h e l p e r s  which would b e  l e d  b y  a  

p r o f e s s i o n a l  c o n s u l  +,ant,  T h e s e  r e c o r n m e n d a t i o l ? ~  h a v e  n o t  been 

d i r e c t l y  e x a m i % e d  i n  t h e  f i e l d  of c r i s i s  i n t e r v e n t i o n  b u t  

D r i o l g s  ( 1  9 78)  r e s u l t s  p r o v i d e  p a r t i a l  s u p p o r t ,  She f o u n d  

v o l u n t e e r s  who were s t i l l  a c t i v e  a t  t h e  end  of their o n e  y e a r  

cornmi t w e n t ,  r e s p o n d e d  more ? o s i t  i v e l y  t o  q u e s t i o n s  r e g a r d i n g  

their t r a i n i n g  p rogram a n d  r e l a t i o n s  w i t h  crisis c e n t r e  t r a i n e r s  

and  o t h e r  s a l a r i e d  s t a f f  t h a n  d i d  n b u r n - o u t s m -  S h e  s u g g e s t e d  

t h a t  t h i s  is o n e  of a number  o f  c o m p l e x  f a c t o r s  i n v o l v e d  i n  

crisis i n t e r v e n t i o r ,  "b urn-out",  

A f i n a l  c a u t i o n  i n  t h e  u s e  o f  n o n p r o f e s s i o n a l s  i n  h e l p i n g  

r o l e s  is g i v e n  by D u r l a k  ( 1 9 7 9 ) -  A f t e r  c o n c l u d i n g  t h a t  



n o n - p r o f e s s  i o n a l  h e l p e r s  h a v e  had t h e i r  e f f e c t i v e n e s s  r e p e a  t e d l y  

d e m o n s t r a t e d ,  h e  c a u t i c n e d  t h a t  the p r o c e s s  by  which 

n o n p r o f e s s i o n a l s  h e l p  is  n o t  well e n o u g h  a n d e r s t o o d  and much 

more r e s e a r c h  is n e c e s s a r y ,  

1 - 2  a e c i a l  Probleag E v a l u a t i o n  of N o n ~ r o f e s s i o g . q &  2~ - 
C r i s i s  Z n t e r v e n t i o n  

T h e  e v a l u a t i o n  o f  t h e  e f f e c t i v e n e s s  of crisis i n t e r v e n t i o n  

w o r k e r s  a n d  crisis i n t e r v e n t i o n  p r o g r a m s  poses s p e c i a l  p r o b l e m s  

d u e  t o  t h e  n a t n r e  o f  t h e  s e r v i c e  a n d  t h e  c h a r a c t e r i s t i c s  of t h e  

c l i e n t  p o p u l a t i o n  ( B l e a c h  1973, Spector a n d  C l a i b o r n e  1'373, a n d  

Lester 1973)- S p e c t o r  and C l a i b o r n e  (1973, P a g e  107) r e p o r t  t h a t  

t h e r e  are s p e c i a l  dangers and r i s k s  i n  s t u d y i n g  a program which 

r e l i e s  on con2 i d e n t  i a l i t y  o f  client i n f o r m a t i o n  for c r e d i b i l i t y -  

Lester (1973) sees t h e  a n o n y m i t y  of c l i e n t s  a s  o n e  of t h e  unique 

f e a + u r e s  o f  crisis i n t e r v e n t i o n  b y  t e l e p h o n e  a n d  v i e w s  this 

i n n o v a t i o n  a s  a c e n t r a l  aspect o f  t h e  crisis i n t e r v e n t i o n  model ,  

o n e  t h a t  allows i t  t o  r e a c h  a much larger c l i e n t  g o p u l a t i o n  t h a n  

t r a d i t i o n a l  h e l p i n g  s e r v i c e s ,  H e  warns t h a t  e v a l u a t o r s  o f  this 

t y p e  o f  s e r v i c e  mus t  b e  aware o f  the i l a g o r t a n c e  o f  t h i s  

a n o n y m i t y  and d e s i g n  research a c c o r d i n g l y ,  B l e a c h  ( 1  973 , Page  

109) e c h o e s  t h e s e  s e n t i m e n t s  and  sums u p  t h e  i s s u e  well; 

R e s e a r c h  o n  t h e  e f f e c t i v e a e s s  o f  t h e s e  s e r v i c e s  p o s e s  
s p e c i a l  p roblems,  a l l  c e n t e r i n g  a r o u n d  t h e  i s s u e  o f  how 
t h e  w ~ s t  i n f o r m a t i v e ,  w e l l  c o n t r o l l e d  r e s e a r c h  c a n  be  



d o n e  w i t h  t h e  l e a s t  d i s r u ~ t i o n  of t h e  crisis  s e r v i c e ,  

It h a s  b e e n  s u g g e s t e d  i n  t h i s  b r i e f  i n t r o d u c t i o n  t h a t  

v o l u n t e e r  n o n p r c f e s s i o n a l s  h a v e  been of cen t r a l  i m p o r t a n c e  i r* 

t h e  r e c e n t  d e v e l o p m e n t  of  the fields of c o m m u n i t y  i u e n t a l  h e a l t h  

a n d  c c m m u n i t y  ~ s y c h o l o g y ,  T h i s  i m p o r t a n c e  is e s p e c i a l l y  e v i d e a t  

i n  s e r v i c e s  wh ich  o f f e r  crisis i n t e r v e n t i o n  by t e l e p h o n e ,  w h e r e  

s p e c i a l l y  t r a i a e d  n o n p r o f e s s i o n a l s  a r e  t h e  p r i m a r y  staff 

r e s o u r c e .  R a p p a ~ o r t  (1 977) h a s  o u t l i n e d  such of t h i s  d e v e l o p m e n t  

a n d  s u g g e s t s  t h a t  there is an  i a p o r t a n t  tole + h a t  ~ s y c h o l o g y  

g r a d u a t e  s t u d e n t s  can  p l a y  i n  t h i s  development, R a p p a p o r t  feels 

t h a t  g r a d u a t e  s t u d e i i t s  i n  the role of p r o g r a m  e v a l u a t o r s  c a n  

p r o v i d e  i m p o r t a n t  d a t a  a n d  s c i e n t i f i c  r i g o r  i n  p r o g r a m  

e v a u l n a t i o r ,  r e s e a r c h ,  As F r a n c e  (1975) m a i n t a i n s  , and a s  t h e  

a u t h o r  b e i i e v e s ,  i t  is t h e  r e s p o o s i b i l t y  of  t h e  c e n t e r s  who 

o f f e r  t h e m s e l v e s  t o  t h e  p u b l i c  a s  p o t e n t i a l  h e l p i n g  a g e n c i e s ,  t o  

select and t r a i r ,  t h e  workers who o f f e r  service i n  t h e i r  name. 

C r i s i s  i n t e r v e n t i o n  centres d r a w  their v c l u n t e e r  w o r k e r s  f r o m  

t h e  g e n e r a l  p o p u l a t i o n  of t h e  area t tef  s e r v i c e -  MGee ( 1 9 7 4 )  

a n d  o t h e r s  h a v e  f o u n d  that n o t  a l l  v o l u n t e e r  a p p l i c a n t s  make 

e f f e c t i v e  crisis i n t e r v e n t i o n  w o r k e r s ;  the i n t e r v e n t i o n  may be 

f o r  better o r  worse a s  w i t h  p s y c h o t h e r a p y -  T h e  cr i ter ia  that 

h a v e  b e e n  pse3 and p r o p o s e d  i n  t h e  s e l e c t i o n  of crisis  



i n t e r v e n t i o n  v o l u n t e r s  w i l l  be d i s c u s s e d  i c  d e t a i l  i n  a l a t e r  

s e c t i o n  o f  t h i s  t h e s i s ,  B r i e f l y ,  v o l u n t e e r  a p p l i c a n t s  whc a r e  

n o t  a c c e p t e d  a r e  t y p i c a l l y  t h c s e  nho  are  j u d g e d  b y  c r i s is  c e n t r e  

staff a3  b e i n g  too j u d g m e n t a l ,  u n r e l i a b l e  ( c a n n o t  commit 

t h e m s e l v e s  t o  r e g u l a r  shifts), t oo  u n s t a b l e  p s y c h o l o g i c a l l y ,  or 

a r e  c f i a r a c t e r i z e d  b y  o t h e r  drawbacks .  U n s u i t a b l e  h e l p e r s  may 

h a v e  a d e t r i m e n t a l  i n f l u e n c e  upon c l i e n t s ,  O f  t h o s e  v o l u n t e e r  

a p p l i c a n t s  who a r e  a c c e p t e d  i n t o  t r a i n i n g ,  a  f u r t h u r  g r o u F  w i l l  

select t h e n s e l v e s  o u t ,  and  o t h e r s  w i l l  be a s k e d  t o  d i s c o n t i n u e  

by t r a i n e r s  d u r i ~ g  t h e  e x p e r i e n t i a l  a s p e c t s  of t r a i n i n g ,  

T h e  c o n c e r s s  v o i c e d  earlier by  Zax  and S p e c t o r  ( 1 9 7 4 )  about 

n o n - p r o f e s s  i o n a l  h e l p e r s  r e q u i r e  t h a t  crisis i n t e r v e n t i o n  

v o l u n t e e r s  be  s p e c i a l l y  p r e p a r f d  f o r  t h e i r  a r d u o u s  a n d  o f t e n  

t h a n k l e s s  task with s p e c i a l i z e d  t r a i n i n g  p r o g r a m s ,  T r a i n i n g  can 

i n c l u d e  c o m p o n e n t s  s u c h  a s  Ron- j u d g a e n t a l  l i s t e n i n g  p r a c t i c e ,  

i n f o r a a * . i o n  on l o c a l  r e s o u r c e s ,  d e t e r a i n a + . i o n  of the s e r i o u s n e s s  

o f  s u i c i d e  c a l l s ,  a n d  c ther  a s p e c t s .  

L i t t l e  d i s a g r e e w e ~ t  e x i s t s  b e t w e e n  a  wide  r a n g e  of s o u r c e s  

on the c o n t e n t i o n  t h a t  c r i s i s  i n t e r v e n t i o n  workers r e q u i r e  

s p e c i a l  t r a i n i n g  d u e  t o  t h e  u n i q u e  f e a t u r e s  of t h e  s e r v i c e  

(Delwort 'h  e t  al, 1372,  Berman 1973,  Lester a n d  Brockopp  1973, 

B l e a c h  and C l a i b o r n e  1 9 7 4 ,  G e n t h e r  1 9 7 4 ,  PlcGee 1974,  P r a n c e  1375 

a n d  many o + h e r s ) ,  Bleach a n d  C l a i b o r n e  (1974)  a n d  cthers h a v e  

d e m o n s t r a t e d  a p o s i t i v e  r e l a t i o r i s h i p  b e t w e e n  p e r f  o r ~ a n c e  

v a r i a b l e s  , a n d  training, F i s h e r  (1  373) r e p o r t e d  t h a t  somewhere  



be5ueen  15 a n d  20 h o u r s  of  p r e - s e r v i c e  t r a i n i n g  i s  the norm for 

crisis i n t e r v e c + i o n  workers .  The t r a i n k g  l i t e r a t u r e  i s  n o t  i n  

a g r e e m e n t  however ,  on how much o r  what t y p e  of t r a i n i n g  is  best- 

Dixor! and B u r n s  (1975) s u r v e y e d  s e v e n  a r t i c l e s  on c r i s i s  

i n t e r v e n t i o c  t r a i n i n g  and  f o u n d  l i t t l e  o r  no  a g r e e m e n t  o n  w h a t  

type o r  w h a t  length of t r a i n i n g  i s  most e f f e c t i v e ,  T h i s  is a n  

e x t r e m e l y  i m p o r t a r t  f i r d i n g  a n d  i t  r e p r e s e n t s  one  of the m a j o r  

m o t i v a t i o n s  for t h e  c u r r e n t  s tudy, .  T h e  l i t e r a t u r e  cn t r a i n i n g  

w i l l  b e  d i s c u s s e d  i n  d e t a i l  i n  a l a t e r  section of t h i s  t h e s i s ,  

Berman (1973,  Page  95) p r o v i d e s  a good s u a m a t i v e  s t a t e m e n t  on 

the r e c e n t  h i s t o r y  o f  n o n - p r o f e s s i o n a l  t r a i n i n g ;  

I n  t h e  r u s h  t o  t r a i n  t h e  neu manpower t h e  p r o f e s s i o n a l  
ccmtaun i ty  h a s  b e h a v e d  much l i k e  a c l i e n t  i n  crisis, 
i,e,, b y  f a l l i n g  b a c k  on old,  well t r i e d ,  b u t  p r e s e n t l y  
i n a p p l i c a b l e  modes o f  c o p i n g  a n d  a d a p t a t i o n -  

The c o ~ t r i k u ? i o n s  t h a t  t h i s  study h o p e s  t o  make a re  

m u l t i p l e ,  T " i r s t , t h e  c u r r e n t  s t u d y  h o p e s  t o  p r o v i d e  a  

w e l l - c o n t r o l l e d  e x a m i n a t i o n  of t h e  effects of d i f f e r e n t  a m o u n t s  

a n d  t y ~ e s  o f  crisis i n t e r v e o t i o n  t r a i n i n g  on a v a r i e t y  o f  

p e r f o r m a c c e  c r i t e r i a ,  b o t h  w r i t t e n  a n d  b e h a v i o r a l *  S e c o n d l y ,  

this s t u d y  h o p e s  t o  c o n t r i b u t e  t o  the d e v e l o p m e n t  o f  cr is is  

i n t e r v e n t i o n  by  d e v e l o p i n g  p a r a l l e l  forms of a m e a s u r e  t h a t  can 

be  u s e d  e i t h e r  a s  a s e l e c t i o n  i n s t u m e n t  ( D e l w o r t h ,  Rndow, a n d  

Taub 1972)  or  a s  a ~ r e / ~ o s t  m e a s u r e  of training e f f e c t i v e n e s s  

[ B o r g a n  a n d  K i c g  19751. T h i r d ,  t h e  c u r r e n t  study hopes  t o  

p r o v i d e  research e x p e r t i s e  ac3 r e s o u r c e s  which are n o t  u s u a l l y  



a v a i l a b l e  t o  o o n - p r o f i ?  coramunity s e r v i c e s  c u r r e n t l y  functioning 

i n  the c o m m u n i t y  m e n t a l  h e a l t h  area- Bs R a p p a p o r t  11377) 

c o n t e n d s ,  t h e s e  cecters can b e n e f i t  i n  terms of i n c r e a s e d  

program e f f e c t i v e n e s s  + h r o u g h  the use of e v a l u a t i o n  r e s e a r c h ,  

And f i n a l l y ,  this s t u d y  a l s o  assesses the crisis t e l e p h o n e  

w o r k e r  in h i s / h e r  r o l e  a s  r e f e r r a l  a g e c t .  T h e  e f f e c t i v e n e s s  o f  

t h i s  role h a s  no-been a d e q u a t e l y  a s s e s s e d  p r e v i o u s l y  ( F r a n c e  

1375 a n d  A u e r b a c h  and K e l l e r m a n n  1977). 

F o l l o w i n g  is a d i s c u s s i o n  of t h e  p r e v i o u s l y  p u b l i s h e d  

l i t e r a t u r e  on the history of crisis i n t e r v e n t i o n ,  o v e r a l l  

e v a l u a t i o n s  o f  crisis i n t e r v e n t i o n ' s  e f f e c t  o n  the c o m a u n i t y  and 

clients, r e s e a r c h  o n  s e l e c + i o n  a n d  t r a i n i n g  of crisis t e l e p h o n e  

w o r k e r s ,  i n p o r t a n t  m e a s u r e m e n t  d e v e l o p a e n  t r e s e a r c h ,  and  t h e  

results o f  some p i l d  r e s e a r c h  c o n d r l c t e d  by  t h e  a u t h o r ,  



11. Chapter 2: Literature Review 

2 - 1  T h e  M o d e r ~  fiistory of Crisis I n t e r v e a t i o r ,  an& S u i c i d e  -- - ---- - 
P r e v e z t i o n  ----- 

I n  1958, t h e  l i todern h i s t o r y  of i n s t i t u t i o n a l i z e d  crisis 

i n t e r v e n t i o n  a n d  s u i c i d e  p r e v e n t i o n  began w i t h  t h e  o p e n i n g  of 

the first suicide p r e v e n t i o n  c e n t r e  i n  L o s  Acgeles. The f u n d i n g  

for the Los A n g e l e s  S u i c i d e  P r e v e n t i o n  C e n t e r  ( L = A , S * P - C - )  came 

fro= a National Institute of H e ~ t a l  Health f i v e  year grant 

[ElcGee 197U), T h e r e  a re  now approxiortately 200 crisis  centres 

o p e r a t i n g  i n  ?.be U n i t e d  S t a t e s  and a n  a d d i t i o n a l  50 crisis 

cectres o p e r a t i n g  i n  C a n a d a  (Brockopp 1'373, F i s h e r  1373, H c G e e  

1974,  a n d  P o u i c k e ,  Hair sad Kremer 1976 ) .  New s t u d i e s  of c r i s i s  

i n t e r v e n t i o n  aad s u i c i d e  p r e v e n t i o n  were l a u n c h e d ,  as many o t h e r  

areas if. p s y c h o l o g y  a r e  l a u n c h e d ,  by a n  a c c i d e c t a l  d i s c o v e r y  b y  

some o b s e r v a n t  ~ s y c h o l o g i s t s ,  Norman Farberov a n d  Edward 

Shneidman a c c i d e a t a  l l y  d i s c o v e r e d  s e v e r a l  h u n d r e d  s u i c i d e  n o t 2  s 

i n  t h e  Los Angeles c o r o n e r ' s  o f f i c e ,  A c c o r d i r i g  t o  HcGee 11374)  

t h e y  t h e n  a n a l y z e d  these ootes  i n  teras of thinking p r o c e s s  

i n v o l v e d  a n d  ?Bey b e c a m e  c o n v i n c e d  t h a t  t h e y  could p r e v e n t  soiae 

of  these s u i c i d e s ,  T h e s e  c o n c l u s i o n s  lead t o  t h e i r  N a t i o n a l  



I n s t i t u t e  o f  Menta l  H e a l C h  grant a p p l i c a t i o n  a n d  t h e  b i r t h  of 

t h e  L,A,S,P,C,  

T h e  o r i g i n a l  f o c u s  of t h e  c e n t r e  was a l m o s t  e n t i r e l y  03 

s u i c i d e  p r e v e n t i o n  a n d  t h e  a c t u a l  s a v i c g  of l i v e s ,  T h i s  someuhat 

n a r r o w  f o c u s  h a s  b r o a d e n e d  t r e m e n d o u s l y  i n  t h e  f a c e  of  c l i e n t  

demands ,  a ~ d  s u i c i d e  c a l l s  now r e p r e s e n t  o n l y  a  small p e r c e n t a g e  

of t o t a l  c a l l s  ( D e l u o r t h ,  Taub, a n d  Rudow 1972;  a n d  H c G e e  1 9 7 4 ) .  

T h e  r a n g e  of p r e s e n t i n g  probleas  t h a t  crisis t e l e ~ h o r e  w o r k e r s  

d e a l t  w i t h  i n c l u d e d  l o n e l i n e s s ,  m a r i t a l  k r o b l e w ,  f a m i l y  

p r o b l e ~ s ,  d r u n k  c a l l e r s ,  a b u s i v e  callers,  s u i c i d e  a t t e m p t s  a n d  

t h r e a t s  of s u i c i d e ,  a n d  c h r o n i c  (repeat) c a l l e r s ,  B r O C k o ~ p  

(1973) d i s c u s s e s  s p e c i a l  t r e a t m e r i t  laodes f o r  s p e c i a l  t y p e s  o f  

c a l l s ,  D r i o l  ( q W 8 )  f o u n d  d i f f e r e n c e s  i n  self - r e p o r t e d  

e f f e c t i v e n e s s  f o r  crisis w o r k e r s  d e a l  i n g  w i t h  different types of 

ca l l s ,  

1 I n  d i s c u s s i o n s  of t h e  d e v e l o p m e n t  o f  crisis i n t e r v e n t i o n  

t h e o r y  L i o d e a a n n  ( 1 9 4 4 )  a n d  C a p l a n  ( 1 9 6 4 )  are c i t e d  a s  ~ i o n e e r  

t h e o r e t i c i a n s  by b o t h  Shneidman (1373) a n d  R a p p a p o r t  ( 1977 ) -  

Lindemann studied t h e  s u r v i v o r s  of t h e  f a m o u s  m C o c o o u t  Grove" 

night club fire i n  Chicago,  H e  d e t a i l e d  methods f o r  h e l 2 i n g  d e a l  

w i t h  these p e o p l e  i n  crisis a n d  a l s o  d e v e l o p e d  a f o u r  s t a g e  

t h e o r y  of r e s p o n s e  t o  crisis, C r i s e s  can b e  e i t h e r  a c c i d e n t a l  o r  

d e v e l o p m e n t a l  p e r i o d s  o f  h i g h  stress t h a t  u p s e t  p s y c h o l o g i c a l  

e q u i l i  b r i u w  a n d  p u s h  c o p i n g  s t a t e g i e s  t o  a n d  beyond  t h e i r  l i m i t s  

o f  ef f e c t i p e n e s s ,  T h e  t r ea tmen) ,  a p p r o a c h  s u g g e s + . e d  i n v o l v e d  



s u ~ p o r t  frcm e m ~ a t h i c  and  warm o u t s i d e r s  t h a t  s u p ~ l e m e n t s  

p e r s o n a l  r e s o u r c e s ,  ' I n t e r v e n t i o n  a t  t h i s  p o i n t  may a v o i d  

e x a c e r b a t  i o n  of the prob lem,  C a p I a n  v i e w e d  crisis i n t e r v e n t i o n  

a s  a l e v e l  of p r e v e n t i . c n .  I n t e r v e n t i o n  a t  cr isis  time may 

p r e v e n t  a n  i n d i v i d u a l  from l a t e z ,  c o s t l y  i n s t i t u t i o n a l i z a t i o n  or 

evEn d e a t h  by  s u i c i d e ,  I n  d i s c u s s i n g  c r is is  i n t e r v a t i o n  t h e o r y  

Shne idman  (1973)  feels t h a t  there are  twc main d i m e n s i o n s  t o  a 

crisis t h a t  mst b e  a s s e s s e d ,  T h e s e  d i m e n s i o n s  are i n t e n s i t y  of 

t h e  crisis a n d  t h e  time o f  l i f e  i n  w h i c h  t h e  c r i s is  is 

o c c u r r i n g -  S h n e i d m a n  c o n t e n d s  t h a t  crisis i n t e r v e n t i o n  i s  n o t  

the time f o r  c a ~ p l e x  p s y c h o ' l o y i c a l  i n t e r p r e t a t i o n s  a n d  t h a t  a  

crisis w o r k e r  does  n o t  therefore, n e e d  tbe same l e v e l  o f  

t r a i n i n g  t h a t  i s  . r e q u i r e 3  t o  d o  p s y c h o t h e r a p y  e f f e c t i v e l y -  

C r i s i s  i n t e r v e n t i o 3  a s  p r a c t i c e d  i n  a o s t  c e n t e r s ,  i s  a 

o n e - s h o t ,  anonymous i n t e r a c t i o n  b e t w e e n  p e r s o n s  who are 

e x p e r i e n c i n g  t h e m s e l v e s  i n  crisis a n d  a  v o l u n t e e r  h e l p e r  who i s  

armed w i t h  only a  d e s i r e  to  h e l p  a n d  m i n i ~ a l  t r a i n i n g  ( F i s h e r  

1973 r e p o r t s  t h a t  b e t w e e n  10-20 h o u r s  is u s u a l )  - The s e r v i c e s  

o f f e r e d  b y  crisis c e n t e r s  a re  n s u a l l y  o n  a 2 4 - h o u r  basis and  are 

a s  a c c e s s i b l e  a s  a t e l e p h o n e ,  T h e s e  s e r v i c e s  c o u l d  n o t  a c h i e v e  

t h i s  l e v e l  of a c c e s s i b i l i t y  w i t h o u t  v o l u ~ t e e r  poa-prof e s s i o n a l s  

(Fisher 1973 ,  F a r b e r o w  1974; PlcGee, R i c h a r d  a n d  B e r c u n  1973 a n d  

F o u i c k e ,  Hair a n d  Kreoaer 1976). P a r b e r o w  11974) r e ~ o r t s  t h a t  80% 

of t h e  c r i s is  c e n t e r s  i n  t h e  U n i t e d  S t a t e s  u s e  v o l u n t e e r s  a s  

their primaqy s t a f f  poo l ,  RcGee, R i c h a r d ,  and  B e r c u n  ( 1 9 7 3 )  



c o n c l u d e d  t h a t  t h e  o n l y  way t o  e n s u r e  direct s e r v i c e  t o  p e o p l e  

i o  crisis was t o  u s e  v o l u n t e e r  w o r k e r s  a n d  to o p e s a t e  a 24 h o u r  

d i r e c t  t e l e p h o n e  s e r v i c e .  Fisher ( 1973)  surveyed 192 s u i c i d e  

p r e v e n t i o n  and cr is is  i n t e r v e n t i o n  c e n t e r s  and r e p o r t e d  t h a t  86% 

u t i l i z e  a n d  r e l y  o n  v o l u n t e e r s  i n  some capacity, 

C u r r e n t  S t a t u s  of && Z i e l d  of C r i s i s  I n t e r v e n t i o g  

The f i e l d s  of crisis i n t e r v e n t i o n  and  suicide p r e v e n t i o n  

h a v e  u n d e r g o n e  t r e m e n d o u s  e x p a n s i o n  since the d a y s  of their 

m o d e s t  b e g i c n i n g  less t h a n  t w e n t y - f i v e  years ago, T h e  N a t i o n a l  

I n s t i t u t e  o f  Rental H e a l t h  i n  t h e  United States now h a s  a 

p e r m a n e n t  s u b s e c t i o n  c a l l e d  t h e  Nat ional  I n s t i t u t e  of 

S u i c i d o l o g y  which  p u b l i s h e s  t h e  B u l l e t i n  of  S u i c i d o l o g y -  

E r o c k o p p  a n d  h i s  c o - w o r k e r s  h a v e  established t h e  Erie County 

S u i c i d e  P r e v e n t i o n  and cr is is  I n t e r v e n t i o n  S e r v i c e ,  w h i c h  

p u b l i s h e s  a j o u r n a l  t i t l e d  mag rntervent ion  { B r o c k o p p  1 9 7 3 ) -  

R -  K, McGee a n d  h i s  c o - w o r k e r s  and d o c t o r a l  s t n d e n  ts a t  t h e  

U n i v e r s i t y  of F l o r i d a  h a v e  contributed s i g n i f i c a n t l y  i n  

measu remen t  d e v e l o p w e n t  f o r  e v a l u a t i o n  research, h a v e  p r o d u c e d  a 

number  of d o c t o r a l .  d i s s e r t a t i o n s  o n  various a s ~ e c t s  of crisis 

i n t e r v e n t i o n  t h e o r y  a n d  p r a c t i c e  ( K n i c k e r b o c k e r  1 9 7 2 ,  A n s e l  1972 

a n d  o t h e r s ) ,  a n d  h a v e  e s t a b l i s h e d  t h e  Crisis Worker Data Bank i n  

G a i n e s v i l l e ,  F l o r i d a  ( B c G e e  1974) - D e l v o r t h ,  Taub,  a n d  K xdo w 

(1 9 7 2 )  a t  C o l o r a d o  S t a t e  U n i v e r s i t y  h a v e  p r o v i d e d  a n  instrument 

for t h e  s e l e c t i o n  o f  c r i s i s  telephone workers and h a v e  a l so  



deve loped  a t r a i n i n g  program s p e c  if i c a l l y  d e s i g n e d  f o r  c r i s i s  

phone workers ,  I n  Canada,  t h e  crisis  c e n t e r s  now have a N a t i o n a l  

D i r e c t o r y  ( P o v i c k e ,  Hair, arid Kremer 1976) and  t h e i r  

r e p r e s e n t a t i v e s  meet r e g u l a z i l y  a t  l o c a l ,  r e g i o n a l ,  n a t i o n a l ,  

and i n t e r ~ a t i o f i a l  c o n f e r e n c e s  l i m e ,  R e s n i k  and  Hawthorne 1 3 7 1 )  , 

k,3 &era11 E v a l u a t i o n s  of Crisis I n t e r v e n t i o n  2nd S g i ~ j d e  

P r e  vent ion  S e r v i c e s  
__I--- ----- 

As ment ioned  ea r l i e r ,  Rappapor t  ( 1  977) c o n t e n d s  t h a t  the 

p s y c h o l o g i s t  c a n  a i d  i n  the deve lopmen t  of community psychology 

prog rams  by p r o v i d i n g  c o n s u l t a t i o n  i n  the a r e a s  o f  program 

e v a l u a t i o n ,  p l a n n i n g ,  a n d  change ,  I n  e v a l u a t i n g  the i m p a c t  of 

community p s y c h o l o g y  programs  t h a t  offer crisis i n t e r v e n t i o n  

s e r v i c e r  r e s e a r c h e r s  have u sed  many d i f f e r e n t  d e p e n d e n t  

v a r i a b l e s  a s  t h e  c r i t e r i a  of s u c c e s s .  S t u d i e s  of t h e  o v e r a l l  

e f f e c t i v e n e s s  of  crisis i n t e r v e n t i o n  s e r v i c e s  have  o t i l i z e d  such 

wide r a n g i n g  cri teria a s :  sub j e c t i v e l y - r a t e d  e v a l u a t i o n s  

p r o v i d e d  anooymous2y b y  f o r m e r  c l i e n t s  (Slem and  Cotler 1973, 

King 1977)  ; r a t i n g s  laade b y  non-anonymous c l i e n t s  ( S l a i k e u  

1979) ; r a t e  o f  r e u s e  o f  t h e  s e r v i c e  b y  f o r s e r  c l i e n t s  {Aps lez  

and  Hoople  1976);  t h e  c l i e n t  showing  or  not-showing a t  a 

s u b s e q u e n t l y  s c h e d u l e d  f a c e - t o - f a c e  c o u n s e l i n g  s e s s i o n  (Yal f  i s h ,  

Tapp, T u l k i n ,  S l a i k e u ,  and  R u s s e l l  1 9 1 5  and others) ; 

s u b  j e c t i v d y  r a t e d  i n t e r v i e w s  made w i t h  s u i c i d a l  c l i e n t s  o n e  



month after making a c a l l  t o  a crisis c e n t r e  (HcKenna, Nelson,  

C h a t t e r s o n ,  Koperno a n d  Brown 1 9 7 5 ) :  l e v e l  o f  f a c i l i t a t i v e  

c o n d i t i o n s  f o r  t h e r a p u e t i c  c n a 3 g e  f C a r k h u f  f 1969) a n d  others 

o f f e r e d  b y  crisis w o r k e r s  t o  s i m u l a t e d  calls ( K n i c k e n b o c k e r  

1972,  K n i c k e r b o c t e r  a n d  M c G e e  1973, B l e a c h  and C l a i b o r n e  1974,  

G e n t h e r  1 9 7 4 ,  C a r o t h e r s  and I n s l e e  1975,  Jaxuieson and  J o h n s o n  

1375,  Libow a n d  D o t y  1 9 7 6 ,  a n d  K a f a f a t ,  E o r o t o ,  and F r a n c e  

1979)  ; a n d  workersg p e r f  c r m a n c e  a s  measured by two d i f f e r e n t  

r a t i n g  scales t h a t  ra te  t h e  t e c h n i c a l  a s ~ e c t s  of crisis worker  

p e r f o r m a n c e  ( f o w l e r  a n d  R c G e e  1973,  Morgan and King  3975 a n d  

B a r t  ard King 1 9 7 9 ) -  

Slem a n d  C o t l e r  (1973)  and a l s o  King (1977) u s e d  r a t i n g s  of  

e f f e c t i v e n e s s  by foraer crisis centre clients a s  a c r i t e r i o n  of 

o v e r a l l  crisis c e n t r e  p e r f o r m a a c e ,  T h i s  nrrtthod of d a t a  

c o l l e c t i o n  i s  extremely i n e f f i c i e n t  d u e  t o  t h e  fact t h a t  most 

c l i e n t s  o f  crisis c e n t e r s  are anonymous- S u b j e c t s  were o t t a i n e d  

by s e n d i n g  o u t  a l a r g e  a u n b e r  o f  q u e s t i o n a i r e s  to p o t e n t i a l  

crisis c e n t r e  c l i e n t s  o b t a i n e d  from randoa s a m p l i n g  of t h e  

p o p u l a t i o n ,  K i n g  (1977) s e n t  o u t  t h r e e  t h o u s a n d  q u e s t i o n a i r e s  

a n d  r e c i e v e d  o z l y  sixty-sir r e p l i e s ,  T h i s  f i g u r e  r e p r e s e n t s  o n l y  

a 2.2% r e p l y  r a t e  f o r  a l l  subjects t o  which t h e  q u e s t i o n a i m  was 

m a i l e d ,  T h e  p e r c e n t a g e  of subjects who were former crisis celntre 

users was not known, S i x t y - s e v e n  p e r c e n t  of male S s  r a t e d  t h e  

crisis centre a s  at l e a s t  somewhat h e l p f u l -  E i g h t y  p e r c e n t  of  

f e m a l e  S s  ,,gave f a v o r a b l e  r a t i n g s  o f  +he e f f e c t i v e ~ e s s  o f  t h e  



crisis c e n t e r s '  p e r  for inance ,  

I n  a f o l l o w - u p  s t u d y  of non-anonymous f o r m e r  crisis c e n t r e  

clients S l a i k e u  ( 1 9 7 3 )  f o u n d  t h a t  80% o f  cal lers  r a t e d  t h e  c a l l  

a s  a f o u r  o r  a f i v e  on a f i v e - p o i n t  h e l p f u l n e s s  s c a l e ,  S l a i k e u  

a l s o  r e p o r t e d  that f o r t y - t h r e e  p e r c e n t  of t h e  cal lers  a t t r i b u t e d  

p o s i t i v e  c h a n g e  i n  t h e  problem t o  t h e  ca l l .  S l a i k e u ' s  study d o e s  

n o t  s u f f e r  f r o m  t h e  w a s t e d  e x p e r i m e n t a l  e f f o r t s  of King  (1977) .  

Ratin ss of crisis centre perforinance by non-anonymous former 

ca l le r s  a re  much more  e f f i c i e n t l y  o b t a i n e d ,  However most crisis 

ceriters, ( i n c l u a i n g  t h e  t h r e e  t h a t  are  t h e  s u b j e c t  of t h i s  

s t u d y ) ,  u t i l i z e  a  method  of crisis i n t e r v e n t i o n  i n  which most 

callers r e m a i n  anonymous, It h a s  b e e n  a r g u e d  e a r l i e r  t h a t  t h e  

a n o n y m i t y  o f  c l i e n t s  i s  a c r u c i a l  f a c t o r  i n  crisis i o t e r v e n t i o n  

a n d  t h a t  c h a n g e s  i n  t h i s  factor may l e a d  t o  r e d u c e d  u s e  by some 

wearbers o f  t h e  p o t e n t i a l  t a r g e t  p o p u l a t i o n  (Lester 1973 and 

B c G e e  1974)- 

T h e  rate of r e - u s e  of crisis centre s e r v i c e s  was u t i l i z e d  

a s  a n  e f f e c t i v e ~ e s s  c r i t e r i o n  by  A p s l e r  and Roopfe ( 1 9 7 6 ) -  T h i s  

is a l s o  a n  i n a d e g u a t e  p e r f o r m a n c e  c r i t e r i o n  a s  t h e  re-use o f  a 

crisis c e n t r e  by a caller may n o t  a l w a y s  b e  v iewed  a s  p o s i t i v e  

by crisis c e n t e r s ,  F o r  e x a m p l e ,  B r o c k o p p  (1973) d i s c u s s e s  t h e  

phenomenom of  t h e  n c h r o n i c  caller", t h i s  t y p e  of caller is very 

r e s i s t a n t  t o  c h a n g e  a n d  makes r e p e a t e d ,  i n a p p r o p r i a t e  u s e  of t h e  

h o t f i n e ,  p r e s e n t i n g  t h e  same d i f f i c u l t i e s  over a n d  o v e r -  Bith 

l i m i t e d  phone  lines a n d  l i ~ i t e d  numbers  of a v a i l a b l e  p h o n e  



v o l u n t e e r s  t h e s e  c h r o n i c  c a l l e r s  t i e  u p  s e r v i c e s  t h a t  o t h e r s  

c o u l d  u s e  n o r e  a p p r o p r i a t e l y  w i t h  more a c u t e  p r o b l e m s -  C h r o n i c  

c a l l e r s  s e r i o u s l y  confound u s i n g  t h e  r e - u s e  r a t e  a s  a n  

e f f e c t i v e n e s s  measure -  F u r t h e r m o r e ,  D r i o l  (1978,  Page  6 6 )  i n  a 

survey of crisis c e n t r e  v o l u n t e e r s  i n  t h e  Greater Vancouver  

a r e a ,  r e p o r t s  t h a t  t h e  m a j o r i t y  of v o l u n t e e r s  r a t e d  t h e m s e l v e s  

i n e f f e c t i v e  w i t h  c h r o n i c  o r  repeat callers, 

K, A, S l a i k e u  a n d  c o l l e a g e s  h a v e  c o m p l e t e d  a series of 

s t u d i e s  w h i c h  h a v e  u s e d  t h e  d i c h o t o m o u s  v a r i a b l e  of a t t e n d a n c e  

o r  n o n - a t t e n d a n c e  a t  a s u b s e q u e n t l y  s c h e d u l e d  f a c e - t o - f a c e  

c o u c s e l  i n  g  s e s s i o n  a s  a  c r i t e r i o n  of cr is is  c e n t r e  e f f e c t i v e n e s s  

(Ralf i s h ,  Tapp ,  T u l k i n ,  S l a i k e u ,  a n d  R u s s e l l  1975; R u s s e l l ,  

S l a i k e u ,  Tapp,  T u l k i n ,  a n d  a a l f i s h  1978;  and  s l a i k e u  1 9 7 s ) -  

These s t u d i e s  were c o n d u c t e d  a t  c r i s is  c e n t e r s  which  a a k e  a 

p o i n t  o f  o b t a i n i a g  i d e n t i f y i n g  i n f o r m a t i o n  f rom c l i e n t s  a n d  

w h i c h  a l s c  employ  f a c e - t o - f a c e  c o u n s e l i n g  s e r v i c e s  a s  well as 

t e l e p h o n e  cr is is  i n t e r v e n t i o n ,  Slaikeu (1979)  found t h a t  c a l l s  

on which more s i l e n c e  uccured were more l i k e l y  t o  b e  "no showsw, 

F u s s e l l  e t  a l ,  (1978) found  t h a t  t h e  t e c h n i c a l - e f  f e c t i v e n e s s  

r a t i n g  of  w o r k e r  p e r f o r m a n c e  d e v e l o p e d  by  F o w l e r  and  McGee 

(1973) was p o s i t i v e l y  r e l a t e d  t o  qeshowsm, w h i l e  W a l f i s h  e t  al, 

(1 975) c o n c l u d f d  t h a t  s p e c i f i c  crisis w o r k e r  b e h a v i o r s  s u c h  a s  

f o c u s i n g  on t h e  p r o b l e m  e a r l y  i n  t h e  c a l l  were p o s i t i v e l l  

r e l a t e d  t o  t h i s  c r i t e r i o n  o f  s u b s e q u e n t  a p p o i n t m e n t  attendance, 



a c K e n n a ,  N e l s o n ,  C h a t t e r s o n ,  K o p e r n o ,  a n d  B r o u n  (1375) 

i n t e r v i e w e d  e i g h t e e n  s u i c i d a l  cal lers  2 8  d a y s  a f t e r  t h e y  h a d  

c a l l e d  a c r i s i s  c e n t r e  w i t h  a s u i c i d e  c a l l ,  BcKenna et al, 

defiried a suicide c a l l  a s  a c a l l  i n  w h i c h  t h e  c l i e n t  t a l k e d  

about p r e s e n t  s u i c i d a l  feelings, a n d  t h r e a t e n e d  o r  a t t e m p t e d  

scme s e l f - d e s t r u c t i v e  act,  T h e  a u t h o r s  d e f i n e d  a c u t e  arid c h r o n i c  

on the b a s i s  of l e n g t h  of time t h a t  t h e  s u b j e c t s  had  b e e n  

presenting s u i c i d a l  idea tio3, F o r  t h e  a c u t e  s u i c i d e  c a l l e r s  

(n=3) t h e  m a j o r i t y  o f  t h e i r  r e s p o n s e s  i n d i c a t e d  t h a t  t h e y  h a d  

i n s r o v e d ,  F o r  t h e  c h r o n i c  s u i c i d e  ca l lers  (n=15) HcKenna et al, 

(1975)  r e p o r t  t h a t  s i x t y  p e r c e n t  were st i l l  s u i c i d a l  a t  

f o l l o w - u p ,  T h i s  s t u d y  e m p l o y e d  a v e r y  stnall s a m p l e  size a n d  t h e  

c r i ter ia  of i m p r o v e m e n t  were p o o r l y  defined. B a s e d  o n  t h i s  small 

sang3.e  a n d  t h e s e  s u b j e c t i v e  i n t e r v i e w s  PlcKenna e t  a l ,  (1975)  

c o n c l u d e d  t h a t  crisis c e n t r e  t e c h n i q u e s  are more e f f e c t i v e  w i t h  

a c u t e  s u i c i d a l  callers, 

T h e  m o s t  widely used c r i t e r i o n  of e f f e c t i v e n e s s  of c r i s i s  

c e n t r e  p e r f  c r m a n c e  is r a t i n g s  of f a c i l i t a t , i v e  c o n d i t i o n s  for  

t h e r a p e u : i c  change  o f f e r e d  by crisis p h o n e  workers t o  real o r  

s i n u l a t e d  c a l f s ,  T h e  r a t . i n g a  of  " f a c i l i t a t i v e  c o n d i t i o n s "  a re  

b a s e d  on the t h e o r y  of p s y c h o t h e r a p y  d e v e l o p e d  b y  R o g e r s  (1 9571, 

C a r l r k u f f  (1963), a n d  many o t h e r s ,  R o g e r s  (1957, P a g e  95)  d e f i n e d  

c o n d i t i o n s  Tor t h e r a p e u t i c  p e r s o n a l i t y  c h a n g e  t h a t  h e  fe l t  ~ u s t  

b e  ~ r o v i d e d  b y  t h e  therapis",in o r d e r  f o r  p o s i t i v e  c l i e n t  c h a n g e  

to o c c u r ,  T h e s e  c o n d i t i o n s  i n c l u d e d  a c c u r a t e  e m p a t h i c  



u n d e r s t a n d i n g  o n  t . h e  p a r t  o f  t h e  t h e r a p i s t  which is c o m a u n i c a t e d  

t o  t h e  c l i e o t  i n  a g e n u i n e  a n d  e m p a t h i c  manner, C a r k h u f f  a n d  

asscciates ( 7 3 6 9 )  h a v e  d e v e l o p e d  a series of r a t i n g  sca les  on 

which the c l i e = t / t h e r a p i ~ t  i n t e r a c t i o n s  c a n  b e  r e l i a b l y  r a t e d  

f o r  s u c h  c r i t e r i a  a s  empathy  a n d  f a c i l i t a t i v e  g e n u i n e n e s s  o n  t h e  

p a r t  o f  t h e  t h e r a p i s t ,  C a r k h u f  f ( 1969) has d e v e l o p e d  a n  

i n s t r u m e n t  f o r  t h e  s e l e c t i o n  o f  p r o s p e c t i v e  h e l p e r s  b a s e d  o n  t h e  

a b i l i t y  t o  d i s c r i m i n a t e  t h e  p r e s e n c e  or  a b s e n c e  of these 

f a c i l i t a t i v e  c o n d i t i o n r  i n  h e l p e r  r e s p o n s e s  t o  c l i e n t s  ' 
problems,  A s i m i l a r  i n s t r u m e n t  s p e c i f i c a l l y  d e s i g n e d  f o r  use i n  

t h e  s e l e c t i o n  of  cr is is  c e n t r e  p r o s p e c t i v e  h e l p e r s  h a s  been 

d e v e l o p e d  b y  D e l w o r t h ,  Taub, a n d  Rudow 119721, M i c k e l s o n  a n 3  

S t e v i c  ( 1 9 7 1 )  r a t e d  c o u s e l o r s  nsing  e a r l i e r  versions of 

Carkhuf f *  s r a t i c g  scales f o r  e m p a t h y ,  warmth, a n d  f a c i l i t a t i v e  

g e n u i n e n e s s  ( f rom T r u a x  a n d  C a r k h u f  f 1967) and  f o u n d  t h a t  

i n f o r m a t i o n - s e e k i n g  b e h a v i o r  was s i g n i f i c a n t l y  h i g h e r  (E >.01) 

f o r  c l i e n t s  of c o n n s e l o r s  who a c h i e v e d  h i g h  scores- G o r a a l l y  a n d  

H i l l  (137Y) h a v e  p r o v i d e d  g u i d e l i n e s  f o r  research on C a r k h u f f  *s 

model  i n c l u d i n g  r e c o m a e n d a t i o n s  t h a t  r e s e a r c h e r s  use a  

com~arable c o n t r o l  g r o u p  a n d  use more t h a n  j u s t  one d e p n d e n k  

v a r i a b l e ,  Gorrnal ly  a n d  H i l l  (1374) s u r v e y e d  s t u d i e s  t h a t  h a v e  

used these r a t i n g  s c a l e s  and  t h e y  r e p o r t  i n t e r - r a t e r  

r e l i a b i l i t i e s  t h a t  r a n g e  from - 6 8  t o  -94, which t h e y  f i n d  

a c c e p t a b l e ,  

p e r f o r m a n c e  

A b r i e f  summary o f  s t u d i e s  t h a t  h a v e  used 

c r i t e r i a  d e v e l o p e d  from t h e  R o g e r s  a n d  Carkhuff 



a o d e l  f o l l o w s ,  

K c i c k e r b o c k e r  (19 72)  f o u n d  t h a t  t r a i n e d  n o n - p r o f e s s  i o n a l  

c r i s i s  i n t e r v e x t i o n  t e l e p h o n e  workers o f f e r e d  s i g n i f i c a n t l y  more 

t o t a l  f a c i l i t a t i v e  c o o d i t i o n s  f o r  c h a n g e  t h a n  d i d  p r o f e s s i o n a l s  

d e a l i r i g  w i t h  t h e  same c l i e n t  p o p u l a t i o n -  The t o t a l  f a c i l i t a t i v e  

c o n d i t i o n s  m e a s u r e  was a  c o m b i n a t i o n  of r a t i n g  s c o r e s  o f  

e m g a t h y ,  w a r a t  h, a n d  g e n u i n e n e s s ,  K n i c k e r b o c k e r  a n d  BcGee ( 197 3) 

p r o v i d e  a  c o m p r e h e n s i v e  d i s c u s s i o n  o f  K n i c k e r b o c k e r ' s  f i n d i n g s -  

The r a t i n g  scales used were t h o s e  d e v e l o ~ e d  b y  T r u a x  a n d  

C a r k h u f f  (1967) a n d  a n o t h e r  s imi la r  s c a l e  d e v e l o p e d  by  L i s t e r  

(1970) .  On b o t h  sets o f  scales K n i c k e r b o c k e r  f o u n d  t h a t  

n o n - p r o f e s s i o n a l  crisis i n t e r v e n t i o n  w o r k e r s  were o f f e r i n g  

l e v e l s  of f a c i l i t a t i v e  c o n d i t i o n s  a t  t h e  midpoin+- cf t h e  s c a l e s ,  

levels judged  by  t h e  a u t h o r s  a s  z t i n i m a l l y  n e c e s s a r y  for client 

c h a n g e  t o  o c c u r ,  

Bleach and C l a i b o r n e  ( 19711) a l  s o  used t h e  scales d e v e l o p e d  

by T r u a x  and  C a r k h u f f  (1967).  T h e y  found t h a t  the centers t h e y  

s t u d i e d  o f f e r e d  g e n e r a l l y  low levels of f a c i l i t a - t i v e  c o n d i t i o n s  

f o r  c l i e n t  change ,  One i ~ ~ o r t a n t  r e s u l t  o b + a i n e d  by Bleach and 

C l a i b o r n e  (1974)  was f h e  f i n d i n g  t h a t  t h e  c e n t r e  which o f f e r e d  

t h e  mos t  c o m p r e h e n s i v e  aad s y s t e m a t i c  s e l e c t i o n  a n d  t r a i n i n g  

p r o g r a m s  also o f f e r e d  t h e  h i g h e s t  l e v e l s  o f  f a c i l i t a t i v e  

c o n d i t i o n s ,  Gerrther  (1 974) c a l l e d  t e n  crisis c e n t e r s  i n  N e w  

E n g l a n d  a n d  h a d  a c o n f e d e r a t e  r o l e - p l a y  t o  t h e  crisis c e n t r e  

w o r k e r  w i t $ o u t  t h e  w o r k e r s e  knowledge  t h a t  t h e  c a l l  was n o t  a  



r e a l  crisis, G e n + h e r  m a n i p u l a t e d  t h e  ca l lers*  l e v e l s  o f  

s e l f - e x p l o r a t i c n  a n d  f cund two i n t e r e s t i n q  r e s u l t s ,  First, a l l  

o f  t h e  crisis c e n t e r s  c a l l e d  o f f e r e d  low l e v e l s  o f  f a c i l i t a t i v e  

c o n d i t i o n s ,  H e  u s e d  C a r k h u f  f *s (1969)  scales a n d  g o t  ac o v e r a l l  

a v e r a g e  r a t i n g  of 1-35 on a s c a l e  of f i v e ,  T h i s  i s  a l e v e l  t h a t  

C a r k h u f f  (1969)  would  ra te  as n o t  h e l p f u l  t o  t h e  c l i e n t ,  The 

o t h e r  i n t e r e s t i n g  r e s u l t  was t h a t  t h e  lowest f u n c t i o n i n g  h e l p e r s  

Mere more a f f e c t e d  by t h e  e x p e r i m e n t e r ' s  s a n i p u l a t i o n  of h e l p e e  

s d  f - e x p l o r a t i o n ,  T h e  h e l p e r s  who were r a t e d  a s  h i g h e r  on 

f a c i l t a t i v e  c o n d i t i o n s  were less a f f e c t e d  by t h e  e x p e r i m e n t e r ' s  

a r t i f i c i a l  m a n i ~ u l a t i o o s  o f  t h e  c l i e n t s *  l e v e l s  of  

s e l f - e x p l o r a t i o n ,  They a p p e a r e d  t o  be more inner d i r e c t e d -  

S e v e r a l  p r o b l e m s  d e t r a c t  from the e x t e r n a l  v a l i d i t y  of G e n t h e r ' s  

( 1 9 7 4 )  s t u d y ,  H e  u s e d  o n l y  one c a l l  t o  e a c h  c e n t r e  a n d  s o  d i d  

no+ g e t  a n  a c c u r a t e  s a m p l i n g  of v a r i a b i l i t y  b e t w e e n  crisis phone 

w o r k e r s  w i t h i n  a  c e n t e r ,  G e n t h e r ' s  c a l l s  were ra ted  l i v e  so 

r e p l i c a t i o n  o f  h i s  results is i m p o s s i b l e ,  And f i n a l l y ,  by 

s t r u c t u r i n g  i n  a d v a n c e  t h e  l e v e l  of c l i e n t  s e l f - e x ~ l o r a t i o n  h e  

p l a c e d  demand c h a r a c t e r i s t i c s  or, t h e  crisis c e n t r e  w o r k e r s  t h a t  

were v e r y  p o w e r f u l ,  

C a r o t h e r s  a r d  I n s l e e  ( 1974) c a l l e d  t w e n t y - o n e  crisis 

c e n t e r s  a n d  r o l e - p l a y e d  a s t a n d a r d i z e d  c a l l  which t h e y  

a u d i o t a p e d ,  T h e  crisis centre w o r k e r s  who were c a l l e d  were n o t  

i n f o r m e d  t h a t  ?he  c a l l  u a s  a r o l e - p l a y  a n 3  n o t  a r e a l  crisis- 

T h e  t a p e d  c a l l s  were t h e n  r a t e d  u s i n g  C a r k h u f f l s  (1969)  r a t i n g  



scale o f  E m p a t h i c  U n d e r s t a n d i n g -  T h e  a v e r a g e  l e v e l  of e m p a t h i c  

u n d e r s t a n d i n g  o f f e r e d  by t h e  t w e n t y - o n e  c e n t e r s  was 1 - 9 5  on a 

o n e - t o - f i v e  scale* This i s  a l e v e l  of e m p a t h i c  understanding 

that Cark huf  f judges t o  b e  m i n i m a l l y  f a c i l i t a t i v e  for p o s i t i v e  

c l i e n t  c h a n g e ,  T h e  r a n g e  of mean l e v e l s  cf e m p a t h i c  

u n d e r s t a n d i n g  c f f e r e d  were 1 - 0 2  t o  3, 10. Wher. l e v e l  o f  e m p a t h i c  

u n d e r s t a n d i n g  was r e l a t e d  t o  l e n g t h  o f  c a l l  it was f o u n d  t h a t  a 

s i g n i f i c a n t  p o s i t i v e  r e l a t i o n s h i p  e x i s t s ,  C a r o t h e r s  a n d  I n s l e e  

(1974) c o n c l u d e  t h a t  t h e  l e v e l s  of e m p a t h i c  u n d e r s t a n d i n g  

o f f e r e d  b y  the crisis c e n t r e  workers were low b u t  still s o a e w h a t  

h e l p f u l ,  They also c o n c l u d e d  t h a t  t h i s  m i n i m a l  l e v e l  o f  e m p a t h i c  

u n d e r s t a n d i n g  was important b e c a u s e  i t  was a v a l i a b l e  t o  a much 

l a r g e r  c l i e ~ t  p o p u l a t i o n  that a l a o s t  a n y  other helping s e r v i c e .  

T h e r e  i s  o n e  p r i m a r y  d i f f i c u l t y  w i t h  the aethod e m p l o y e d  by 

C a r o t  k e r s  and  I n s l e e  (1974). C r i s i s  centers h a v e  o n l y  l i m i t e d  

phox l i n e s  a n d  v o l u n t e e r s  a v a i l a b l e  a n d  t h i s  nethod  t i e s  u p  t h e  

s e r v i c e  t h e r e b y  c r e a t i n g  a d i s r u p t i o n  ia s e r v i c e ,  A t  most crisis  

c e n t e r s  t h e r e  are o f t e n  o n l y  o n e  crisis w o r k e r  "on d u t y w  at a 

time a n d  while t h e  l o n e  w o r k e r  is h a n d l i n g  a r o l e - p l a y e d  c a l l ,  

he or she m i g h t  be l a i s s i n g  a s u i c i d e  cal ler  who i s  g e t s i n g  a 

b u s y  s i g n a l ,  L o c a l  crisis centres r e c e i v e  a n  a v e r a g e  of 

a p p r o x i m a t e l y  50 calls p e r  d a y  with very l i t t l e  time between 

cal ls ,  P u r t h u r  e t h i c a l  i s s u e s  are a l so  r a i s e d  b y  their method, 

T h e  crisis w o r k e r s  were n o t  t o l d  t h a t  they were a s u b j e c t  i n  

t h i s  s%udy , , p r i o r  t o  their p a r t i c i p a t i o n ,  I f  t h e  crisis phone  



w o r k e r  was * o l d  +o e x p e c t  a r o l e - p l a y e d  c a l f  as  p a r t  o f  a 

r e s ~ a r c h  s t u d y ,  t h i s  m i g h t  s e r i o u s l y  a f f e c t  t h e  workers 

p e r f o r m a n c e  t h e r e b y  a g a i n  c a u s i n g  a d i s r u p t i o n  t o  t h e  s e r v i c e -  

As m e n t i o n e d  e a r l i e r ,  B l e a c h  (1973)  c a u t i o n e d  t h a t  s e r v i c e  

d i s r u p t i o n  mus t  be a v o i d e d  when d o i n g  e v a l u a t i o n  r e s e a r c h  i n  the 

a r e a  o f  crisis i n t e r v e n t i o n  b y  t e l e p h o n e .  

J a m i e s o n  a n d  J o h n s o n  (1975) u s e d  a  w r i t t e n  m e a s u r e  of 

e m p a t h y  d e v e l o p e d  b y  Hogan (1969) and  f o u n d  t h a t  t r a i n e d  m a l e  

v o l u n t e e r  cr is is  i n t e r  vention w o r k e r s  were s i g n i f i c a n t l y  more 

e m p a t h i c  t h a n  male u n t r a i n e d  u n d e r g r a d u a t e s ,  male p r o f e s s i o n a l  

t h e r a p i s t s ,  a n d  t r a i n e d  f e m a l e  p a i d  crisis p h o n e  w o r k e r s ,  There 

were n o  s i g n i f i c a n t  d i f f e r e n c e s  b e t w e e n  a n y  o f  t h e  g r o u p s  o f  

f e m a l e  s u b j e c t s ,  a f i n d i n g  t h a t  t h e  a u t h o r s  d o  n o t  a t t e m ~ t  t o  

e x ~ l a i n .  

Libow a n d  Doty  (1 976) u s e d  p s y c h o l o g y  u n d e r g r a d u a t e s  a s  

s u b j e c t s  i n  a n  a t t e m p t  t o  c o m p a r e  e a p a t h i c  w i t h  a d v i c e - g i v i n g  

s t y l e s  cf crisis i n t e r v e n t i o n  b y  t e l e p h o n e ,  S u b j e c t s  p l a y e d  t h e  

r o l e  of t h e  c l i e n t  a n d  i n t e r a c t e d  with two o f  t h e  e x p e r i m e n t e r s '  

c o n f e d e r a t e s ,  one  of whom u s e d  a n  e n t p a t h i c  s t y l e  w h i l e  t h e  o t h e r  

u s e d  a n  a d v i c e - g i v i n g  s t y l e ,  Subjects were t h e n  a s k e d  t o  rate 

t h e  r o l e - ~ l a y e d  c a l l s  f o r  h e l p f u l n e s s  and h e l p e r  l i k a b i l i t y ,  

Libow a n d  Doty (1976)  r e p o r t  t h a t  t h e  s u b j e c t s  p r e f e r r e d  t h e  

a d v i c e - g i v i n g  style, B a s e d  o n  t h e i r  f i n d i r g s  t h e y  c o n c l u d e d  t h a t  

c r i s i s  phone workers s h o u l d  be t r a i n e d  more i n  a d i r e c t i v e ,  

a d v i c e - g i v i n g  s t y l e .  However,  two major cri t icisas o f  t h i s  s t u d y  



detract f rom t h e  g e n e r a l i z a b i l i t y  of Lidow a n d  D o t y e s  (1976) 

r e s u l t s  and t h z  v a l i d i t y  of t h e i r  c o n c l u s i o n s ,  Libow a n d  Doty 

d i d  n u t  u s e  a c t u a l  cr is is  i n t e r v e n t i o n  w o r k e r s  a s  t h e  h e l p e r s  ic 

t h e i r  study, T h e  helpers were a d v a n c e d  p s y c h o l o g y  u n d e r g r a d u a t e s  

t r a i n e d  b y  t h e  a u t h o r s ,  T h e  other m j o r  criticism is of t h e i r  

u s e  o f  p s y c h o l o g y  u n d e r g r a d u a t e  s t u d e n t s  a s  the " c l i e n t s w -  

P s y c h o f  ogy u n d e r g r a d u a 5 e  s t u d e n t s  d o  n o t  a c c u r a t e l y  r e p r e s e z l t  

t h e  p o p u l a t i o n  o f  p o t e n t i a l  crisis phone l i n e  u s e r s ,  T h e r e f o r e  

t h e  subjects e v a l u a t i o n s  of t h e  h e l p f u l n e s s  of the c a l l  and 

t h e i r  p r e f e r e n c e  fo r  t h e  helper's s t y l e  Bay n o t  b e  safe1 y 

g e n e r a l i z e d  t o  t h e  p o p n l a t i o n  of crisis c e n t r e  c a l l e r s ,  T h i s  

p r e f e r e n c e  f o r  a d v i c e - g i v i n g  helpers i s  n o t  t h e  s a m e  a s  the 

i n f  o r m a t i o n - s e e k i a g  b e h a v o i r  d i s c u s s e d  b y  f i i k e l s o n  a n d  S t e v i c  

(1971)- I n f o r m a t i o n  a n d  a d v i c e  a re  not n e c e s s a r i l y  t h e  same 

t h i n g .  

K a l a f a t  , B o r o t a ,  a n d  P r a n c e  (1 3 7 9 )  r e l a t e d  crisis 

v o l u n t e e r s '  e x p e r i e n c e  a t  t h e  t a s k  o f  crisis i n t e r v e n t i o n  b y  

t e l e p h o n e  to a n  e m p a t h y  scale and  a l s o  t h e  T e c h n i c a l  

E f f e c t i v e n e s s  scale d e v e l o p e d  by F o w l e r  a n d  WcGee ( I  973)- T h e y  

f o u n d  t h a t  p e r f o r m a n c e  o n  b o t h  t h e s e  v a r i a b l e s  i m p r o v e d  v i t h  

t r a i n i n g  a n d  e x p e r i e n c e ,  T h i s  p a r a l l e l s  f i n d i n g s  w i t h  

n o n p r o f e s s i o n a l  h e l p e r s  i n  a r e a s  o t h e r  t h a n  crisis i n t e r  v e n t i o n  

s u ~ m a r i z e d  by Carkhuf f ( 1969)- 

T h e  T e c h n i c a l  E f f e c t i v e n e s s  S c a l e  d e v e l o p e d  by Fowler a n d  

flcGee [1973,$ f o r  crisis t e l e p h o n e  workers h a s  b e e n  t h e  s e c o n d  



most  w i d e l y  u s e d  type of measure  i n  e v a l u a t i o n  s t u d i e s  i n  t h i s  

a r e a ,  Tke s c a l e  consists  of a c h e c k l i s t  o f  n i n e  b e h a v i o r a l  items 

o f  crisis t e l e ~ h o n e  w o r k e r  ef f e c t i v e ~ e s s ,  T h e s e  items h a v e  

s p e c i f i c  b e h a v i o z a l l y - a n c h o r e d  s c o r i n g  c r i te r ia  which m a k e  

r a t i n g s  h i g h l y  r e l i a b l e ,  T h e  a u t h o r s  r e ~ c r t  that K e n d a l l  

c a - e f f i c i e a t s  of c o n c o r d a n c e  for t h r e e  raters r a n g e d  from -904 

t o  ,392 . HcGee (1974)  comments t h a t  t h i s  r a t i c g  scale i s  s o  

r e l i a b l e  t h a t  i t  can be u s e d  by o n e  rater  i f  n e e d  he. T h e  items 

i n  t h i s  scale  a d d r e s s  v e r y  s p e c i f i c  cr is is  phone worker  

b e h a v i o r s  which  i n c l u d e d  d e f i n i n g  the problea ,  d e t e r m i n i n g  if 

t h e  caller is s u i c i d a l  or  n o t ,  and d e t e r m i n i n g  i f  t h e  ca l ler  h a s  

a n y  s o c i a l  snppor* s y s t e m  o r  no t .  T h i s  s c a l e  is shown i n  

A p ~ e n d i x  A, 

q o r g a n  a n d  K i r g  (1975) i l eve loped  a similar s c a l e  a l s o  b a s e d  

on s p e c i f i c  crisis w o r k e r  b e h a v i o r s  j u d g e d  n e c e s s a r y  f o r  

s u c c e s s f u l  crisis i n t e r v e n t i o n  t o  o c c u r -  I t  is  a t w e l v e - i t e m  

scale t h a t  h a s  lower r e p o r t e d  r e l i a b i l i t y  t h a n  t h e  T e c h n i c a l  

E f f e c t i v e n e s s  S c a l e  d e v e l o p e d  by P o w l e r  a n d  HcGee 11 373)  Morgan 

and K i n g  f o u n d  t h a t  t h i s  measure  was p o s i t i v e l y  r e l a t e d  t o  a 

h e l p e r ' s  ability t o  d i s c r i m i n a t e  f a c i l i t a t i v e  c o n d i t i o n s  f o r  

c l i e n t  c h a n g e  as  m e a s u r e d  b y  t h e  C r i s i s  Center D i s c r a i n a t i o n  

Index (C, C, D, I,) d e v e l o p e d  by De lwor th ,  Taub, a n d  Rudo w (1372) 

A s  p r e v i o u s l y  m e n t i o n e d ,  t h i s  i n s t r u m e n t  i s  b a s e d  c l o s e l y  on  a 

similar scale  d e v e l o p e d  by C a r k h u f  f (1 '369)-  T h e  C,C, I), I, was 

s p e c i f i c a l f y  d e s i g n e d  a s  a s e l e c t i o n  i n s t r u m e n t  f o r  cr is is  



i n t e r v e n t  i c n  workers .  V o l u n t e e r  a p p l i c a n t s  whose d i s c r i a i n a t i o n  

a b i l i t y  d i d  n o t  r e a c h  a  c e r t a i n  l e v e l  were j u d g e d  a s  n o t  l i k e l y  

t o  z r o f i t ,  from t r a i n i r - g  a n d  s o  were n o t  a c c e p t e d  i n t o  t r a i n i n g ,  

T h i s  d e c i s i o n  b y  D e l w o r t h  e t  al. (1972)  was based on f i n d i n g s  

summar ized  by C a r k h u f f  (1369)  who f o u n d  t h a t  p r i o r  a b i l i t y  t o  

d i s c r i m i r a  te f a c i l i t a t i v e  c o n d i t i o n s  f o r  t h e r a p u e t i c  c n a n g e  was 

h i g h l y  p r e d i c + i v e  o f  a b i l i t y  t o  t a k e  a d v a n t a g e  o f  t r a i n i c g  a n d  

l a t e r  a b i l i t y  t o  c o e ~ ~ u n i c a t e  f a c i l i t a t i v e  c o n d i t i o n s  such a s  

empathy, Rorgan  a n d  King (1975)  f o u n d  t h a t  the C r i s i s  C e n t e r  

D i s c r i m i n a t i o n  Index c o u l d  b e  used t o  p r e d i c t  p o s t - t r a i n i n g  

p e r f o r m a n c e  s c o r e s  on t h e i r  T e c h n i c a l  E f f e c t i v e n e s s  Scale, Eased 

o n  t h e s e  f i n d i n g s  Morgan a n d  King  11975) recommend u s i n g  t h e  

C,C,D, 1, as a  s e l e c t i o n  i n s t r u m e n t  a n d  a l s o  a  pre-  a n d  

p o s t - m e a s u r e  o f  t r a i n i n g  e f f e c t i v e n e s s ,  

Hart a n d  King (1979) d i d  n o t  e v a l u a t e  a f u n c t i o n i n g  cr is is  

c e n t r e  t r a i n i n g  p rogram b u t  t r a i n e d  h e l p e r s  f o r  three two-hour  

s e s s i o n s  a n d  t h e n  u s e d  T h e  T e c h n i c a l  Effectiveness Scale 

d e v e l o p e d  by  Horgan a n d  King (1975) t o  ra te  role- p l a y s  o b t a i n e d  

before a n d  after a t r a i n i n g  prograra,  T h e  role- p l a y s  were 

s i m u l a t e d  crisis phone  c a l l s  which were a u d i o t a p e d ,  T h e  a u t h o r s  

f o u n d  t h a t  t r a i n i n g  s i g n i f i c a n t l y  i m p r o v e d  t e c h n i c a l  

e f f e c t i v e r e s s  s c o r e s ,  A s  t h e  t r a i n i r i g  i s  less than t h e  a v e r a g e  

amount  r e p o r t e d  by F i s h e r  (19731, a c t u a l  crisis i n t e s v e n  t i o n  

t r a i c i n g  may affect T - E - S ,  s c o r e s  t o  a d i f f e r e n t  degree- 



One  l a s t  c r i t e r i o n  of crisis certre e f f e c t i v e n e s s  e e r i t s  

d i s c u s s i o n  a t  t h i s  p o i n t ,  I t  h a s  been a r g u e d  b y  R o g e r s  (l357), 

C a r k h u f f  ( l 9 6 9 ) ,  a n d  I v e y  (1970)  and o t h e r s  i n v o l v e d  i n  t h e  

k u s i n e s s  o f  s e l e c t i n g  a n d  t r a i n i n g  new h e l p e r s ,  t h a t  direct 

a d v i c e  i r o n  t h e  h e l p e r  is u s u a l l y  n o t  h e l p f u l  t o  c l i e n t s ,  I n  

c o n t r a s t  L ibow a n d  D o t p l s  (1976)  study h a 3  c o n c l u d e d  t h a t  

h e l p e e s  p r e f e r r e d  a d i r e c t i v e ,  a d v i c e  g i v i n g  s t y l e  of h e l p i a g ,  

b u t  t h e i r  s t u d y  s u f f e r s  from s e r i o u s  d i f f i c u l t i e s  t h a t  d e t r a c t  

f r o m  the g e n e r a l i z a b i l i t y  of t h e  f i n a i n g s ,  B i k e l s o c  a n d  S t e v i c  

(1  $71) found  that c l i e n t s  of h i g h l y  f a c i l i t a t i v e  c o u n s e l o r s  

e n g a g e d  i n  i n f o r m a t i o n - s e e k i n g  b e h a v i o r s  w h i c h  i s  n o t  t h e  same 

a s  a e s i r i n g  a d v i c e ,  K n o w l e s  ( 1 3 7 9 )  e x a ~ a i n e d  the amoun t  o f  a d v l c e  

given t o  c l i e o + s  i n  t h i r t y  t a p e d  a n d  s i m u l a t e d  c r i s i s  

i n t e r v e n t i o n  c a l l s ,  T h e  s u b j e c t s  were cris is  i n t e r v e n t i o n  

v o l u n t e e r s  from a B r i t i s h  C o l u m b i a  c r i s i s  c e n t e r .  The author 

f o u n d  t h a t  a n  a s t o u r r d i n g  70% o f  a l l  h e l p e r  r e s p o n s e s  c o n s i s t e d  

of k i n d s  of a d v i c e ,  T h i s  f i g u r e  a p p r o a c h e d  90% f o r  c a l l s  d e a l i n g  

w i t h  t h e  c a l l e rq  s p e r c e i v e d  l o n e l i n e s s .  K n o w l e s  ( 1979) c o n c l u d e d  

t h a t  t h e  t r a i n i c g  and s u p e r  v i s i o n  o f  t h e s e  crisis i n t e r  v e n t i o n  

w o r k e r s  n e e d s  t o  c o n c e n t r a t e  mre o n  t h e  t r a i n i n g  of o t h e r  

h e l ~ e r  r e s p o n s e s  s u c h  a s  r e f l e c t i o n ,  K n o w l e s  f i n d i n g s  a re  

c o m ~ a t i b l e  w i t h  some o f  t h e  f e s u l t s  of t r a i n i n g  e v a l u a t i o n s  t h a t  

w i l l  be d i s c u s s e d  i n  t h e  a p p r o p r i a t e  s e c t i o n -  

I n  summary ,  many w i d e l y  v a r i e d  cri teria of e f f e c t i v e n e s s  

h a v e  b e e n  u g e d  i n  t h e  e v a l u a t i o n  of  crisis i n t e r v e n t i o n  



services, T h e  p r e c e d i n  g  s e c t i o n  d i s c u s s e d  d i f f i c u l t i e s  i n  u s i n g  

c r i t e r i a  s u c h  a s  rate o f  re-use o f  t h e  s e r v i c e s ,  non-anonymous 

c l i e n t s 9  ratings o f  t h e  s e r v i c e ,  a n d  s u b s e q u e n t  a t t e n d a n c e  a t  

f a c e - t o - f a c e  c o u n s e l i r g  s e s s i o n s .  The most  w i d e l y  used and most 

a p p r o p r i a t e  e f f e c t i v e n e s s  c r i t e r i a  are b a s e d  oc r a t i n g s  of 

cr is is  t e l e p h o n e  c o u n s e l o r s *  b e h a v i o r s  i n  t h e  a r e a s  of 

f a c i l i t a t i v e  c o n d i t i o n s  f o r  therapeutic c h a n g e  [Carkhuf f 1369) 

a n d  technical e f f e c t i v e n e s s  (Fowler a n d  ficGee 1973,  Eorgan  ard 

King  1975) .  

2.4 Review S t u d i e s  -- --- ----- 

Two m a j o r  r e v i e v  s t u d i e s  h a v e  been p n b l i s h e d  t o  d a t e  i n  t h e  

a r e a  o f  crisis i n t e r v e n t i o n  by t e l e p h o n e  ( F r a n c e  1975, Auerbach  

a n d  Ki lmann 1977) -  P r a n c e  s u r v e y e d  o n e  h u n d r e d  a r t i c les  on t h e  

p e r f o r m a n c e  o f  workers i n  the f i e l d  o f  c r i s i s  i n t e r v e n t i o n  h y  

t e l e p h o n e ,  B e  found  t h a t  crisis i n t e r v e n t i o n  w o r k e r s  h a v e  

a t t e m p t e d  t o  p e r f o r m  t h r e e  main r o l e s  i n  the d e l i v e r y  of h e l p i n g  

s e r v i c e s  t o  t h e  community, These roles are: f i r s t ,  t h e  zcle of a 

c a r i n g  i n d i v i d u a l  whose g o a l  i s  t o  e x p r e s s  warm, e m p a t h i c  

c o n c e r n  t o  t h e  cal ler ;  s e c o z d ,  a s  a r e f e r r a l  agent t o  other 

communi ty  r e s o u r c e s  who t h r o u g h  a knowledge of local r e s o u r c e s  

is a b l e  t o  match  ca l l e r  need t o  a s p e c i a l i z e d  r e s o u r c e  s u c h  a s  

b i r t h  c o n t r c l  i n f o r m a t i o n  o r  r e n t a l  a i d ;  a n d  t h i r d ,  a s  a 

b e h a v i o r  c h a n g e  a g e n t  who c h a n g e s  i ~ d i v i d u a l  b e h a v i o r s  of 



c l i e n t s  i c  cr is is ,  I n d i v i d u a l  b e h a v i o r s  t h a t  m i g h t  b e  t h e  t a r g e t  

cf c 5 a n g e  i n  c r i s i s  i n t e r v e n t i o n  i n c l u d e  c o p i c g  s t r a t e g i e s  and 

amouDt  or  type of s o c i a l  c o n t a c t s ,  F r a n c e  c o n c l u d e d  t h a t  t h e r e  

is a m p l e  e v i d e n c e  .t ha+, c r i s i s  i n t e r v e n t i o n  w o r k e r s  a r e  

f u l f i l l i n g  t h e  first ro le  a d e q u a t e l y ,  h o w e v e r  there was no 

c o n c l u s i v e  e v i d e n c e  t h a t  crisis i n t e r v e n t i o n  workers a r e  

o y e r a t i a g  e f f e c t i v e l y  as referral  s o u r c e s  o r  a s  b e h a v i o r  c h a n g e  

a g e n t s ,  R e  s t r e s s e d  t h a t  t h e  p e r f o r m a n c e  of t e l e p h o n e  c r i s i s  

i n t e r v e n t i o n  w o r k e r s  i s  by f a r  t h e  most i m p o r t a n t  area f o r  

e v a l u a t i o n ,  rather t h a z  s t u d i e s  of ca l l e r  o r  v o l u n t e e r  

d e m o g r a p h i c s ,  H e  a l so  a r g u e d  t h a t  crisis c e n t e r s  s h o u l d  be h e l d  

r e s g o n s i b l e  i n  d e t e r m i n i n y  the l e v e l  of e f f e c t i v e n e s s  o f  t h e i r  

w o r k e r s ,  F r a n c e  s u g g e s t e d  t h a t  s i m u l a + e d  calls p r o v i d e  a  good 

v e h i c l e  f o r  t h i s  i n v e s t i g a t i o n ,  However ,  h e  c a u t i o n e d  e v a l u a t o r s  

a b o u t  t h e  d a n g e r s  o f  d i s r u p t i n g  t h e  service, These d a n g e r s  e x i s t  

e s p e c i a l l y  i n  + h e  a reas  o f  a n o n y m i t y  of cal lers a n d  crisis 

i n t e r v e n t i o n  v o l u n t e e r s '  a n x i e t y  o v e r  b e i n g  e v a l u a t e d -  

A u e r b a c h  a n d  K i l m a n n  (1977) c o n d u c t e d  a s l i g h + l y  more 

r e c e n t  l i t e r a t u r e  r e v i e w  a n d  came t o  some v e r y  d i f f e r e n t  

c o n c l u r i o n s  r e g a r d i n g  t h e  field o f  crisis i n t e r v e n t i o n  b y  

t e l e p h o n e ,  T h e y  took a much w i d e r  look a t  t h e  f i e l d  t h a n  d i d  

P r a n c e ,  who e x a m i n e d  worker p e r f o r m a n c e  e x c l u s i v e l y -  A u e r b a c h  

a n d  K i l m a n n  3 7  c o n c l u d e d  that t h e  field of crisis 

i n + e r v e n t i o n  was p o o r l y  o r g a n i z e d  a n d  n o t  well i n t e g r a t e d ,  Ihe  

a u t h o r s  f e l t  t h a t  c o n c i s e  cr is is  i n t e r r e n t  ior, theory was l a c k i n g  



a n d  t h a t  t5e t e c h n i q u e s  of crisis i n t e r v e n t i o n  t h a t  were b e i a g  

p r a c t i c e d  were a a n y  a n d  e x t r e m e l y  v a r i e d ,  When A u e r b a c h  a n d  

Ki lmann (1977)  e x a m i n e d  t h e  p r a v f o u s  l i t e r a t u r e  o n  Fowler a n d  

McGee9s (1977)  T e c h c i c a l  E f f e c t i v e n e s s  S c a l e ,  t h e y  f o u n d  it t o  

be e x t r e m e l y  reliable b a t  t h e y  q u e s t i o n e d  t h e  r e l a t i o n s h i p  of 

+ h e  scale t o  c l i e n t  c h a n g e  v a r i a b l e s .  A u e r b a c h  a n d  K i l m a n n  

(1977) c o n c l u d f d  t h a t  much more r e s e a r c h  is n e c e s s a r y  i n  the 

a r e a  o f  v a l i d a t i o n  of a e a s u r e s ,  

A u e r b a c h  a n d  K i l a a n n  (1977)  were a l s o  v e r y  p e s s i m i s t i c  

a b o u t  t h e  cl ir i ical  e f f e c t i v e n e s s  c r i te r ia  t h a t  h a v e  b e e n  

u t i l i z e d  i n  rsasy s t u d i e s ,  s u c h  a s  e m p a t h y  a n d  f a c i l i t a t i v e  

g e n u i n e n e s s  , However,  t h e y  c o n c l u d e d  somewhat more h o p e f u l l y :  

Both  o f  the p r i m a r y  m e a s u r e s  u s e d ,  t e c h n i c a l  
e f f e c t i v e n e s s  a n d  c l i n i c a l  e f f e c t i v e n e s s ,  c a n  be 
r e l i a b l y  r a t e d  ( c l i n i c a l  e f f e c t i v e n e s s  t o  a lesser 
degree) from taped c a l l s  f o l l o w i n g  brief rater t r a i n i n g  
periods [Auerbach a n d  Kifmana 1977,  P a g e  1 1 9 7 ) -  

A u e r b a c h  a n d  K i l e a n n  (1977)  c a l l e d  f o r  more r e s e a r c b  

r e l a t i n g  b o t h  t e c h n i c a l  e f f e c t i v e n e s s  and c l i n i c a l  e f f e c t i v e n e s s  

t o  c l i e n t  o u t c o m e  v a r i a b l e s  b u t  t h e y  d o  n o t  p r o v i d e  a n y  

s u g g e s t i o n s  a b o u t  which o t h e r  m e a s u r e s  s h c u l d  be used while t h i s  

r e s f a r c h  is being d o n e .  T h e y  d o  stress t h a t  t h e  r e f e r r a l  agent 

role  a lso  n e e d s  to be  a s s e s s e d  d i r e c t l y  i n  some manner: b u t  a g a i n  

p r o v i d e  no suggestions for  a neasure i n  t h i s  area. Hesse (1 976) 

stressed t h e  i m p o r t a n c e  o f  t h e  crisis i n t e r v e n t i o n  w o r k e r  a s  

r e f e r r a l  agent a n d  c o n c l u d e d  t h a t  w o r k e r s  a re  n o t  b e i n g  v e l l  

t r a i n e d  f o r ,  this r o 2 e -  



Auerbach  a n d  Ki1mar.n ( 1  977) concluded t h e i r  l i t e r a t u r e  

review w i t h  s p e c i a l  e m ~ h a s i s  o n  t h e  n e e d  f o r  e v a l u a t i o n  r e s e a r c h  

on crisis i n t e r v e n t  i o n  services a n 3  agree w i t h  France' s (1375)  

c o n c l u s i o n  t h a t  the e v a l u a 3 o n  o f  t r a i n i n g  p r o g r a m s  can lead t o  

i m p r o v e d  p f o g r a m m i t g  a c d  more e f f e c t i v e  crisis phone w o r k e r s ,  

I n  s u m m a r i z i n g  t h e  k e y  i s s u e s  d i s c u s s e d  i n  these two review 

s t u d i e s ,  b c t h  of t h e s e  studies p o i n t  t o  t h e  n e e d  f o r  more  

r e s e a r c h  a n d  u n d e r s t a n d i n g  of both 'he p r c c e s s  o f  crisis 

i n t e r v e n t i o n  a n d  t h e  s e l e c t i o n  and t r a i n i n g  o f  p r o s p e c t i v e  

h e l p e r s ,  B o t h  F r a n c e  (1975)  a n d  Auerbach  and K i l l m a n n  (1  577) 

a g r e e  t h a t  the p e r f o r m a n c e  o f  crisis i a t e r v e c t i o n  workers n e e d s  

r e g u l a r  e v a l u a t i o n  e s p e c i a l l y  i n  t h e  y e t - u n e x a m i n e d  r o l e  o f  

r e f e r r a l  agent, 

2 - 5  S e l e c t i o n  of Helpers f o x  Crisis T - n t e r v e n t i o n  by 'reaee_hogg - ---- 

C r i s i s  c e n t r e s  are  p r i m a r i l y  staffed by v o l u n t e e r  

n o n ~ r o f e s s i o n a l s  who r e c e i v e  no  material c o n i p e n s a t i o n  f o r  t h e i r  

e f f o r t s  ( F i s h e r  1973,  McGee 1 9 7 Q ) -  As i n  c t h e r  a r e a s  o f  

n o n p r o f e s s i o n a l  h e l p i n g  { C a r k h u f f  1969) , crisis i n t e r v e n t i o n  

v o l u n t e e r s  are s c r e e n e d  b e f o r e  being a l l o w e d  to  o f f e r  t h e a s e l v e s  

a s  h e l p e r s  ;t,o t h e  community, There is w i d e s p r e a d  a g r e e m e n t  that 

p r o s p e c t i v e  crisis i n t e r v e n t i o n  c o u n s e l o r s  s h o u l d  be s c r e e n e d  

b e f o r e  b e g i n n i n g  s e r v i c e  ( D e l w o r t h  et a l ,  1972,  Brockopp  1973, 

Ansel  1973,. H c G e e  1974,  Engs 1974, T a ~ l e y  1974,  Borgan and King 



1375 ,  D I A u g e l l i ,  D a n i s h ,  a n d  Hauer  1376; Gray, Nida ,  a n d  

C o o n f i e l d  1976; E v a n s  1976, a n 1  Hart a n d  King 1979) .  W h i l e  all 

t h e s e  a u t h o r s  a g r e e  t h a t  s e l e c t i o n  s h o a l d  o c c u r ,  t h e y  d i s a g r e e  

s t r o n g l y  c o n c e r n i n g  w h i c h  c r i t e r i a  for  s e l e c t i o n  a r e  most 

sui"ab1e and on which  a s g e c t s  of the s e l e c t i o n  p r o c e s s  a r e  t h e  

m o s t  i m p o r t a n t ,  

C a r k h u f f  (1969) a r g u e d  t h a t  b e c a u s e  a n  i n t e n d e d  h e l p i n g  

i n t e r a c t i o n  c a n  h a v e  e i t h e r  positive o r  n e g a t i v e  c o n s e q u e n c e s  

f o r  the c l i e n t ,  p r o s p e c t i v e  h e l p e r s  s h o u l d  b e  c a r e f u l l y  s c r e e n e d  

b e f o r e  b e i n g  a l l c w e d  access t o  clients. H e  d e v e l o p e d  s e v e r a l  

i n s t r u m e n t s  t o  a s s e s s  trairree h e l p e r s *  l e v e l s  of, f u n c t i o n i n g  i n  

a r e a s  + h a t  h e  b e l i e v e d  t o  be c r u c i a l  t o  t h e  h e l p i n g  p r o c e s s ,  

T h e s e  m e a s u r e s  a s s e s s  h e l p e r s '  a b i l i t i e s  t o  d i s c r i m i n a t e  a c d  

c o m m u n i c a t e  f a c i l i t a t i v e  c o n d i t i o n s  f o r  c l i e n t  change .  Pl uch 

research h a s  b e e n  c o n d u c t e d  on t h i s  model a n d  a l a r g e  a iuount  of 

it is s u m m a r i z e d  by Carkhuff  ( 1 9 6 9 ) -  G o r m a l l y  and H i l l  ( 1974)  

p r o v i d e d  g u i d e l i n e s  f o r  r e s e a r c h  on t h i s  s o d e l -  L i n d q u i s t  a n d  

. R a p p p o r t  (1373) h a v e  a r g u e d  that t h e  G r o u p  A s s e s s m e n t  of  

I n ) , e r p e r s o n a l  Traits {G. A, LT, ) d e v e l o p e d  by Goodman ( 1 9 6 5 )  is  

more e f f i c i e n t  than t h e  C a r k h u f f  mothod. The G - A - 1 . T -  b r i n g s  a l l  

p r o s p e c t i v e  h e l p e r s  t o g e t h e r  i n  a f a c e - t o - f a c e  g r o u p  e x e r c i s e  

where  t h e y  r a t e  e a c h  o t h e r s '  i n t e r p e r s o n a l  t r a i t s -  This m t h o d  

i n v o l v e s  a s i t u a t i o o  p r o d u c i n g  h i g h  l e v e l s  o f  a n x i e t y .  

P r o s p e c t i v e  crisis i n t e r v e n t i o n  v o l u n t e e r s  m i g h t  p o s s i b l y  b e  

n e g a t i v e l y  off ected b y  t h i s  method a n d  so  l e a d  t o  the disruption 



i n  s e r v i c e  t h a t  B l e a c h  ( 1 3 7 3 )  warned e v a l r i a t o r s  a g a i n s t .  T h e  

crisis c e n t r e  s e l e c t i o n  p r o c e s s  n e e d s  t o  e v a l u a t e d  a s  c u r r e n t l y  

f u n c t i o n i n g  b e f o r e  s u c h  an i n t r u s i v e  i n n o v a t i o n  c a n  b e  s a f e l y  

i n t r o d u c e d ,  P e l w o r t h  e t  al, 11972) a g r e e d  s t r o t ? g l y  w i t h  , 

C a r k h u f f ' s  r a t i o n a l e ,  T h e  a u t h o r s  a i d e d  i n  t h e  d e v e l o p m e n t  of 

t h e  R o a d h o u s e  C r i s i s  C e n t e r  a t  C o l o r a d o  S t a t e  U n i v e r s i t y ,  T h e y  

were faced d i r e c t l y  w i t h  t h e  s e l e c t i o n  o f  b o t h  v o l u n t e e r s  a n d  

p a i d  c r i s i s  i n t e r v e n t i o n  s t a f f  a t  t h e i r  crisis c e n t r e -  T h e y  

a r g u e d  t h a t  e f f e c t i v e  s e l e c t i o n  was e x t r e m e l y  i m p o r t a n t  b e c a u s e  

i t  s e r v e d  t h e  f t r n c t i o n  s o f  s c r e e n i n g  p r o s p e c t i  ve  v o l u n % e e r s  

whose p e r s o ~ a l  p r o b l e ~ s  m i g h t  i n t e r f e r e  w i t h  t h e i r  e f f e c t i v e n e s s  

i n  t h e  ro l e  o f  h e l p e r  a n d  a l s o  of s e l e c t i n g  t h o s e  p r o s p e c t i v e  

h e l p e r s  who h a d  the rnost  p o t e n t i a l ,  D e l w o r t h ,  T a u b  a n d  R u d o w  

(1 972) also a g r e e d  s t r o n g l y  w i t h  C a r k h u f  f * s  ( 1  9 6 9 )  c o n t e n t i o n  

t h a t  t h e  b e s t  i n d e x  of how h e l p e r s  will p e r f o r m  a f t e r  t r a i o i n g  

i s  the h e l p e r s q  current l e v e l  of f u n c t i o n i n g ,  D e l v o r t h  et a l -  

d e v e l o p e d  the C r i s i s  C e n t e r  D i s c r i m i n a t i o n  I n d e x  ( C - C - D - I - )  a s  a 

s e l e c t i o n  i n s t r u m e n t  f o r  crisis i n t e r v e n t i o n  c o u n s e l o r s .  T h e  

a u t h o r s  r e p o r t e d  t h a t  s t u d e n t s  s c o r e d  t h e  satae on b o t h  t h e  

C,C,D,L a n d  C a r k h u f f ' s  D i s c r i m i c a t i o n  Tndex  b u t  t h e  s t u d e n t  

s u b j e c t s  p r e f e r r e d  t h e  C . C - D . 1 ,  a s  t h e  e x c e r p t s  i n  t h e  C.CIDII1 

a r e  more r e p r e s e n t a t i v e  of p r o b l e m s  faced b y  a u n i v e r s i t y  

p o p u l a t i o n ,  

Elorgan a n d  K i n g  ( 1 9 7 5 )  a d m i n i s t a r e 3  t h e  C - C - D - 1 -  t o  

v o l n n  teer cr is i s  i n t e r v e n t i o n  a p p l i c a n t s  b e f o r e  'raining- After 



t r a i n i n g  t h e  crisis i n t e r v e n t i o n  t r a i n e e s  r o l e - p l a y e d  a crisis 

c a l l  w h i c h  t h e y  r a t e d  w i t h  ? h e i r  T e l e p h o n e  C o u n s e l o r  

E f f e c t i v e n e s s  Scale (T,C.E,S.). Morgan a n d  K i n g  {1975)  f o u n d  a 

s i g n i f i c a n t  r e l a + i o n s h i p  b e t  ween p r e - t r a i q i n g  s c o r e s  o n  t h e  

C,C,D, I, a n d  p o s t - t r a i n i n g  s c o r e s  o n  the T - C , E . S ,  The a u t h o r s  

c o n c l u d e d  that the C.C,D,I ,  was a v a l i d  s e l e c t i o n  i n s t r u m e n t ,  

S c o r e s  a re  c a l c u l a t e d  from a t o t a l  of d e v i a t i o n s  from e x p e r t s '  

r a t i n g s  o f  each o f  the f o u r  p o s s i b l e  r e s p o n s e s  t o  s i x t e e n  

e x c e r p t s ,  Subjects make 64 r a t i n g s  i n  a l l ,  Morgan a n d  K i n g  

r e p o r t e d  t h a t  D e l u o r t h  e t  a l .  (1972) recommended a cutoff score 

o f  70-75 fo r  s e l e c t i o n .  This c u t o f f  score means  t h a t  a  s u b j e c t  

is making  a n  mean e r r o r  o f  1-1  on a 1-5 h e l p f u l n e s s  scale, 

Horgan  a n d  K i n g  11975)  a l s o  suggested t h a t  p r e -  a n d  

p o s t -  t r a i n i n g  a d m i n i s t r a t i o n s  of t h e  C.C,D. I, m i g h t  make a g o o d  

c r i t e r i o n  f o r  t h e  e v a l u a 5 i o n  of t r a i s i n g  p r o g r a m s ,  

B r o c k o p p  ( 1 9 7 3 )  a r g u e d  t h a t  t h e  s e l e c t i o n  c r i t e r ia  f o r  

c r i s i s  i n t e r v e n t i o n  c o u n s e l o r s  s h o u l 3  b e  b r o a d l y  d e f i n e d ,  H e  

. felt t h a t  s e l f - s e l e c t i o n  was a v e r y  i m p o r t a n t  p a r t  of  t h e  

s e l e c t i o n  process. B r o c k o p p  r e p o r t e d  t h a t  d u r i n g  the course o f  

t r a i n i n g  a n d  t h e  f i r s t  few m o n t h s  of s e r v i c e ,  nany crisis 

i n t e r v e n t i o n  v o l u n t e e r s  would  f i n d  o u t  t h a t  they were n o t  

p e r s o n a l l y  s u i t e d  t o  t h e  t a s k ,  B r o c k o p p  (1973) l i s t e d  several 

r e a s o n s  f o r  which  a v o l u n t e e r  n i g h t  b e  a s k e d  t o  resign. T h e s e  

r e a s o n s  i n c l u d e d  p o o r  p e r f o r m a n c e ,  con- w i l l i n g n e s s  t o  b e  

s u ~ e r v i s e d ,  , d e v i a n t  a t i t u d e s ,  i n a b i l i t y  t o  make s c h e d u l e  s h i f t s ,  



v i o l a t i c n s  o f  c o n f i d e r i t i a 1 i l . y  of c l i e n t  i n f o r m a t i o n ,  a n d  a  

r e f u s a l  t o  commi t  er iough t i n e  t o  t h e  c r i s is  c e n t r e ,  

Acsel (1372)  c o r r e l a t e d  crisis z e n t r e  v o l u n t e e r  p e r f o r m a n c e  

w i t h  d e m o g r a p h i c  c h a r a c t e r i s t i c s ,  T h e  a u t h o r  c o l l e c t e d  d a t a '  o o  

v a r i a b l e s  which  i n c l u d e d  a g e ,  m a r i t a l  s t a t u s ,  p r e v i o u s  s u i c i d a l  

i d e a t i o n ,  a n d  amount o f  e x p e r i e n c e  w i t h  s u i c i d a l  f r i e n d s  or 

r e l a t i v e s ,  The p e r f o r m a n c e  v a r i a b l e s  i n c l u d e d  t h e  T e c h n i c a l  

E f f e c t i v e n e s s  S c a l e  d e v e l o p e d  by F o w l e r  a n d  ncGee (1  9 7 3 ) -  A n s e l  

(1972)  f o u n d  t h a t  v o l u n t e e r s  who had  b e e n  t h r o u g h  m a r r i a g e  a n 3  

c h i l d - r e a r i n g  were more l i k e l y  t o  k e e p  a  l o n g  commitment  t o  t ae  

crisis c e n t r e ,  A n s e l  a l s o  f o u n d  t h a t  there were n o  s i g b i f i c a ~ t  

r e l a t i o n s h i p s  b e t u e e E  the p e r s o n a l i t y  c h a r a c t e r i s t i c s  measured  

a n d  p e r f  o r inance  v a r i a b  re% A n s e l  c o n c l u d e d  t h a t  m o n i t o r i n g  o f  

new crisis i n t e r v e n t i o n  c o u n s e l o r s 1  p e r f o r m a n c e  a n d  c o n t i n u e d  

s u p e r v i s i o n  would be more e f f e c t i v e  t h a n  'a p r i o r i  s c r e e n i ~ g  

b a s e d  on d e m o g r a p h i c  o r  p e r s o n a l i t y  v a r i a b l e s -  

H c G e e  ( 1974) e x a m i n e d  t h e  s c r e e ~ i n g  p r o c e s s  f o r  v o l u n t e e r  

a p p l i c a n t s  a t  a  G a i n e s v i l l e ,  F l o r i d a  crisis c e n t r e ,  His t o t a l  

s a m p l e  began  with 404  a p p l i c a n t s  who r e q u e s t e d  an  a p p l i c a t i o n  

form, One h u n d r e d  a n d  n i n e t y - f  i v e  (48,3%) o f  t h e s e  a p p l i c a r - t s  

e v e c t u a l l y  b e g a n  s e r v i c e  a s  crisis i o t e r v e n t i o n  t e l e p h o n e  

c o u n s e l o r s ,  T h e  s e l e c t i o n  p r o c e s s  c o n s i s t e d  o f  s e v e n  s t e p s  w i t h  

t h e  l a r g e s t  amount  of s c r e e n i n g - o u t  of a p p l i c a n t s  o c c u r r i n g  a t  

the i n t e r v i e w  s t a g e  (23.7%). MCGee c o n c l u d e d  % h a +  most o f  t h e  

s c r e e n i n q  t a k e s  p l a c e  e a r l y  ic the s e l e c t i o n  p r o c e s s  ar.d h e  



v iewed  t h i s  a s  a  p o s i t i v e  r e s u l t  b e c a u s e  t h e  s e l e c t i o n  p r o c e s s  

s e l e c t e d  o u t  ;sost u c s u i t a b l e  a p p l i c a n t s  ~ r i o r  t o  t h e i r  e x p o s u r e  

t o  the cr i s i s  c e n t r e  o p e r a t i o n  a n d  c o n f i d e n t i a l  m a t e r i a l -  HcGee 

(1974)  a l s o  p o i n t e d  o u t  t h a t  v a l u a b l e  t r a i n e r  time i s  s a v e d  b y  

a n  e f f i c i e c t  s c r e e n i n g  p r o c e s s ,  HcGee seems t o  h a v e  a s s n a e d  t h a t  

t h a t  s e l e c t i o r ,  e n d s  when s e r v i c e  s t a r t s ,  T h i s  is n o t  t h e  case a s  

Dr io l l s  (1 9 7 8 )  s t u d y  o f  "burn-out." s o  a p t l y  i n d i c a t e d -  T h e  key 

c o m p n e n t s  o f  BcGee's (1 3 7 4 )  s e l e c t i o n  p r o c e s s  were t h e  p e r s o n a l  

i n t e r v i e w  o f  a p p l i c a n t s ,  p s y c h o l o g i c a l  t e s t i n g  ( w h i c h  i n c l u d e d  

t h e  C a l i f o r n i a  P s y c h o l o g i c a l  I n v e n t o r y )  , a n d  the p r o c a s s e s  of  

e x p e r i e n c i n g  t r a i n i n g  and  o b t a i n i n g  f e e d b a c k  o n  t r a i n e e s  * 

p e r f o r m a n c e ,  

Engs (1974)  u s e d  t h e  COP- I, i n  a s t u d y  of t h e  

c h a r a c t e r i s t i c s  of s u c c e s s f u l  c r i s i s  i n t e r v e r t i o n  a p p l i c a n t  s- 

E n g s  f o u n d  t h a t  t h a t  s u c c e s s f u l  a p p l i c a n t s  s c o r e d  h i g h e r  or, t n e  

F l e x i b i l i t y  s u b s c a l e  a n d  r ecommended t h i s  a s  a s e l e c t i o n  

c r i t e r i o n ,  S h e  a l s o  utilized t h e  K i l a n d e r - L e a c h  H e a l t h  Knowledge 

T e s t  acd f o u n d  u n i f o r a l y  low scores; b e c a u s e  of  t h i s  she 

recommended f u r t h u r  t r a i n i n g  i n  t h i s  a r e a  f o r  crisis 

i n t e r v e n t i o n  c o u n s e l o r s ,  

T a n l e y  (1 974) d e t e r m i n e d  crisis i n t e r v e n t i o n  c o u n s e l o r s 1  

type o n  t h e  W h i t e h o r n - B e t z  A - R  t h e r a p i s t  v a r i a b l e  and r e l a t e d  it 

t o  p e r f o r m a n c e  w i t h  two t y p e s  of  c a l l s ,  T h e  v o l u n t e e r s  were 

d i v i d e d  i n t o  g r o u p s  w 3 0  t h e ?  l i s t e n e d  t o  s i m u l a t e d  c a l l s  of a 

s c h i z o i d - t y p e  and  a  i o t r o p u n i t i v e - n e u r o t i c - t y p e .  T a n l e y  ( 1 3 7 4 )  



r a t e d  +hese s i m u l a t e d  c a l l s  w i t h  scales  d e v e l o p e d  by T r u a x  a n d  

C a r k h u f f  ( 1  9 6 7 )  thaz m e a s u r e  f a c i l i t a t i v e  c o n d i t i o n s  f o r  c l i e n t  

c h a n g e ,  T a n l e y  c o r ~ c i u d e d  t h a t  A-type therapists are  laore 

e f f e c t i v e  w i t h  t h e  s c h i z o i d  c a l l e r s  a n d  B-type  t h e r a p i s t s  a r e  

more e f f e c t i v e  w i t h  t h e  o t h e r  k i n d  of cal ler-  H e  recommended 

t h a t  crisis c e n t r e s  u t i l i z e  the A - 3  t h e r a p i s t  v a r i a b l e  a s  a 

selectior! i n s t  rumect, 

D8 A u g e l l i ,  D a n i s h  a n d  Hauer ( 1976)  r a t e d  s i m u l a t e d  crisis 

i n t e r v e n t i o n  c a l l s  w i t h  t h e  Helper V e r b a l  F e s p o n s e  System, This 

r a t i n g  system c o n s i s t s  of a series of f r e q u e n c y  t a b u l a t i o n s  of 

c a t e g o r i e s  of h e l p e r  r e s p o c s e s  w h i c h  i n c l u d e  o p e n  a n d  c l o s e d  

q u e s t i o n s ,  a n d  c o n t i n u i n g  a n d  l e a d i a g  r e s p o n s e s ,  D w A u g e l l i  e+ 

a l ,  (1976)  f o u n d  t h a t  b e g i n n i n g  h e l p e r s  a s k e d  twice as many 

c l o s e d  v e r s u s  o p e n  q u e s t i o n s  a n d  made more l e a d i n g  t h a n  

c o n t i n u i n g  r e s p o n s e s ,  They v i e w e d  t h e s e  r e s u l t s  a s  n e g a t i v e  and 

recommended  t h a t  t h e i r  r a t i n g  scale b e  u s e d  a s  a s e l e c t i o n  

i n s t r u m e n t ,  D' A u g e l l i  et a l ,  (1976)  a l s o  recommended t h a t  

t r a i n i n g  b e  used t o  r e v e r s e  t h e s e  t r e n d s ,  

Gray, N i d a  and  C o o n f i e l d  ( 1 9 7 6 )  d e v e l o p e d  a 60 - i t ep t  

p e r f o r n t a n c e  test f o r  crisis i n t e r v e ~ t i o n  c o u n s e l o z s ,  P h i s  test 

i s  v e r y  s imi la r  i n  design t o  C a r k h u f f ' s  (1969)  D i s c r i m i n a t i o n  

Index, I t  h a s  15 c l i e n t  problems ui+h four a l t e r n a t i v e  h e l p e r  

r e s p o n s e s  t h a t  s u b j e c t s  were a s k e d  t o  r a t e  f o r  h e l p f u l n e s s  t o  

t h e  c l i e n * ,  G r a y  et a l ,  ( 1 9 7 6 )  qave t h i s  tes t  t o  t h r e e  g r o u p s  of 

s u b j e c t s ,  The groups c o n s i s t e d  o f  u n d e r g r a d u a t e s  i n  a 



c o m n u n i c a t i o r i s  c l ass ,  g r a d u a t e  s t u d e n t s  in c o u c s e l i n g  a n d  crisis  

i n t e r v e n t i o n  t e l e p h o n e  c o u n s e l o r s ,  T h e  p u r p o s e  o f  t h e i r  s t u d y  

was t o  v a l i d a t e  t h e i r  s e l e c t i o n  i n s t r u m e n t  b y  a d m i n i s t e r i n g  it 

t o  e s t a b l i s h e d  g r o u p s ,  G r a y  e t  a l .  f o u n d  t h a t  crisis 

i n t e r v e n t i o n  c o u n s e l o r s  s c o r e d  s i g n i f i c a n t l y  h i g h e r  t h a n  b o t h  o f  

t h e  other g r o u p s  of s u b j e c t s ;  g r a d u a t e  s t u d e n t s  i n  c o u n s e l i n g  

a l s o  s c o r e d  s i g n i f i c a n t l y  h i g h e r  t h a n  t h e  u n d e r g r a d u a t e  group.  

T h e  a u t h o r s  r e c o m a e n d e d  t h a t  t h e i r  scale b e  u s e d  a s  a s e l e c t i o n  

d e v i c e  for  p r o s p e c t i v e  crisis i n t e r v e n t i o n  v o l u n t e e r s ,  

E v a n s  (1976) a d a t i n i s t e r e d  t h e  B.tI.P-1, t o  56 a p p l i c a n t s  a t  

a n  O ~ t a r i o  crisis c e n t r e -  E v a n s  u s e d  n u m b e r  of shifts c o m p l e t e d  

o v e r  a t h r e e  month  p e r i o d  a s  a m e a s u r e  o f  crisis cectre 

c o n s c i e n t i o u s n e s s ,  H e  d i v i d e d  s u b j e c t s  who c o m p l e t e d  t r a i n i n g  

i n t o  two g r o u p s ,  t h o s e  t h a t  d i d  l e s s  t h a n  two s h i f t s  p e r  ntonth 

o n  +te average, a n d  t h o s e  t h a t  d i d  more  t h a n  two s h i f t s  p e r  

rnonth o n  t h e  a v e r a g e .  A d i s c r i m i n a n t  a c a y s i s  of  t h e  !l,H,P.I. 

d a t a  f a i l ed  t o  show a n y  s i g n i f i c a n t  d i f f e r e n c e s  b e t w e e n  t he  two 

. g r o u p s  so E v a n s  d e v e l o p e d  a n  e i u p i r i c a l  scale b a s e d  o n  selecteJ 

Pl,R,P,I, items t h a t  d i d  d i s c r i m i n a t e  b e t w e e n  t h e  two g r o u p s ,  H e  

c a l l e d  t h i s  scale t h e  H o t l i n e  P a r s e v e r e n c e  S c a l e .  U s i n g  t h i s  

scale E v a n s  was a b l e  t o  s u c c e s s f u l l y  c l a s s i f y  90% of o n e  g r o u p  

and 964 o f  t h e  o t h e r ,  

Hart a n d  King  (1'379) e x a m i n e d  t h e  i n t e r a c t i o ~  b e t w e e n  

s e l e c t i o n  a n d  t r a i n i n g ,  The  a u t h o r s  d i v i d e d  s u b j e c t s  i n t o  f o u r  

g r o u p s :  two, g r o u p s  were s e l e c t e d  03 t h e  b a s i s  o f  h i g h  T e l e p h o n e  



C o u n s e l o r  E f f e c + , i v e n e s s  S c a l e  s c o r e s  a n d  two were r a n d o m n l y  

s e l e c t e d ,  O n e  T,C,E,S, group and  o n e  r a n d o m n l y  s e l e c t e d  g r o u p  

were g i v e n  3 2-hour t r a i n i n g  sessiorls acd  the o t h e r  two groups 

were g i v e n  n o  t r a i n i n g ,  T h e y  f o u n d  a t h r e e - w a y  i n T e r a c t i o n  

b e t  ween t r a i n i n g ,  s e l e c ' , i o n  a n d  test. The a u t h o r s  a l s o  r e p o r t e d  

t h a t  + r a i n i n g  s i g n i f i c a n t l y  i m ~ r o v e d  T , C , E , S ,  s c o r e s ,  

T h e  r e s e a r c h  t h a t  h a s  been d i s c u s s e d  i n  t h e  p r e v i o u s  

s e c t i o n  c l e a r l y  i l l o s t z a t e d  t h e  l a c k  of a g r e e a e n t  i n  t h e  area of 

s e l e c t i o n  of  c r i s i s  i n t e r v e r t i o n  t e l e p h o n e  c o u n s e l o r s -  Many 

w i d e l y  v a r i a b l e  c r i te r ia  were s u g g e s t e d  as s e l e c t i o n  v a r i a b l e s ,  

The l a c k  of a g r e e m e z t  o n  s e l e c t i o n  p r o c e d u r e s  is m i r r o r e d  when 

- t h e  l i C e r a t u r e  on t h e  t r a i n i n g  of crisis i n t e r v e n t i o n  c o u n s e l o r s  

is examined,  T h i s  d i s c u s s i o n  c o n t i n u e s  i n  t h e  n e x t  s e z t i o n .  

T h e r e  is w i d e s p r e a d  a g r e e m e n t  w i t h  t h e  c o ~ t e n t i o n  t h a t  

crisis i n t e r v e n t i o n  t e l e p h o n e  c o u n s e l o r s  r e q u i r e  s p e c i a l i z e d  

t r a i n i n g  t o  p r e p a r e  t h e m  f o r  t h e i r  d i f f i c u l t  t a s k  ( D e l u o r t h  et 

al, 1972,  B r o c k o p p  1973 ,  P i a h e r  1973, H c G e e  1374,  f l a r g o l i s ,  

Edwards ,  S c h i e r  a n d  C f a a e r  1975, Dixon a n d  B u r n s  1975, a n d  many 

o t h e r s ) ,  However Dixon a3d Burns (1975) r e p o r t e d  t h a t  there 

e x i s t s  no s y s t e m a t i c  a g r e e m e n t  on  t h e  i s s u e  o f  wha t  i s  the most 

e f f e c t i v e  t r a i z i n g  model  for  crisis i n t e r v e n t i o n  t e l e p h o n e  

c o u n s e l o r s , ,  Del w o r t h  e t  al, ( 1  972) p r o v i d e d  a t r a i n i n g  prog  ram 



a n d  recommended t h a t  t r a i n e r s  be  f u x t i o n i n g  a t  h i g h e r  l e v e l s  on 

m e a s u r e s  o f  f a c i l i t a t i v e  c o n d i t i o n s  for t h e r a p e u t i c  c h a n g e  t h a n  

trainees, Tke a u t h o r s  a g z e e d  w i t h  Carkhuff (1969)  who 

d e m c r s t r a t e d  that t r a i n e e s 9  l eve l s  of f u n c t i o r i n g  on m e a s u r e s  of 

f a c i l i t a t i v e  c o r d i t  i o n s  c o n v e r g e  on t h o s e  of t h e  t r a i n e r s * ,  

e i t h e r  u p  o r  down. 

B r o c k o p p  (1973)  a l s o  p r o v i d e d  a t r a i n i n g  p rogram model  

c o m p l e t e  uith r o l e - p l a y  r e c o m m e n d a t i o n s  a n d  i n s t r u c t i o n s  f o r  

d e a l i n g  w i t h  s p e c i a l  t y p e s  of c a l l e r s ,  T h e  a u % h o r  recommended 

e i g b t  2 1/2 t o  3 h o u r  t r a i n i n q  s e s s i o n s ,  Brockopp  a l s o  

recommended a n  a d d i t i o n a l  six h o u r s  of m o n i t o r i n g  of e x p e r i e n c e d  

crisis i n t e r v e n t i o r i  c o u n s e f o r s  a s  t h e y  h a n d 1  ed r e a l  ca l l s ,  

F i s h e r  (1373) i n  a  s u r v e y  of  crisis c e n t r e s  i n  the U n i t e d  

S t a t e s  r e p o r t e d  t h a t  workers u s u a l l y  r e c e i v e d  bet ween f i f t e e n  

a n d  t w e n t y  hours  of p r i h s e r v i c e  t r a i n i n g -  S h e  r e p o r t e a  t h a t  t n e  

content of t h i s  t r a i n i n g  varied w i d e l y  f r o m  c e n t r e  t o  c e n t r e ,  

and t h a t  debate e x i s t e d  on t h e  relative merits of d i d a c t i c  and 

e x g e r i e n t i a f  t r a i n i n g  componen t s ,  

McGee (1974)  r ecoz iaended  a h e a v y  e m p h a s i s  o n  e x p e r i e n t i a l  

c o m ~ o n e n t  s of t r a i n i n g .  H e  c o n t e n d e d  t h a t  d i d a c t i c  p r e s e n t a t i o n s  

of f a c t s  a n d  t k e  r e a O i n g  of e x p e r i n e r t a l  a r t i c les  were n o t  as 

e f f e c t i v e  a s  r o l e - p l a y e d  h e l p i n g  i n t e r a c t i o n s  a n d  exercises t h a t  

were d e s i g n e d  t o  d e v e l o p  i n t e r p e r s o n a l  s e n s i t i v i + y  a n d  p e r s o n a l  

a w a r e n e s s ,  H c G e e  a l s o  recommended t h a t  m e a s u r e s  of b o t h  c l i n i c a l  

a n d  t e c h n i c ; , a l  e f f e c t i v e n e s s  b e  used i n  t h e  e v a l u a t i o n  o f  



rams, t r a i a i n g  p r o g -  

H a r y o l i s ,  E d w a r d s ,  S c h i e r  a n d  Cramer (1975)  p r o v i d e d  y e t  

a n o t k e r  d e s c r i 2 t i o n  af  a t r a i n i n g  p r o  jraw t h a t  they recommended, 

T5e i r  d e s c r i p t i o r i  empf ias ized  t h e  d e v e l o p m e n t  o f  s e c s i t i v i t y  a n d  

s e l f -  knowledge  on t h e  p a r t  of t h e  p r o s p e c z i v e  crisis 

i n t e r v e n t i o n  c o u ~ s e l o r s ,  They  recommended c o a t p o n e n t s  o f  t r a i n i n g  

t h a t  i a c l u d e d  p r a c t i c e  i n  a c t i v e  l i s t e r i n g  t e c h n i q u e s  a n d  

knowledge  of l o c a l  r e s o u r c e s ,  p l a c i r g  p a r t i c u l a r  emphasis o n  

p r e p a r i n g  c r i s i s  i 2 t e r v e n t i o n  v o l u n t e e r s  t o  be r e f e r r a l  a g e n t s ,  

A c t i v e  l i s t e n i n g  p r a c t i c e  i n c l u d e s  r o l e - p l a y e d  p r a c t i c e  i n  

s p e c i f i c  h e l p e r  b e h a v i o r s  s u c h  a s  r e f l e c t i o n ,  c o n t i n u i n g  

r e s p o n s e s  a n d  min imal  e n c o u r a g e r s  s u c h  arc " H m m m 9 *  and  " G o  onw,  

F r a n c e  (19751,  Hesse (1376)  and  A u e r b a c h  a n d  K i l l m a n n  41977)  

a l s o  recommended t h a t  t h e  p e r f o r m a n c e  of crisis i n t e r v e n t i o n  

c o u n s e l o r s  i n  t h e  role  of r e f e r r a l  a g e n t  be s p e c i f i c a l l y  t r a i n e d  

fo r  a n d  e v a l u a t e d ,  T h e  d e g r e e  t o  which  a crisis i n t e r v e n f i o n  

c o u n s e l o r  i s  able t o  p r o v i d e  a n  a p p r o p r i a t e  r e f e r r a l  c a n  be  

v iewed  t o  be a f u n c t i o n  o f  h i s / h e z  p r e p a r e d n e s s  f o r  + h e  t a s k  a n d  

a n  e v a l u a t i o n  c r i + e r i o n  of t r a i n i a g  p r o g r a m s ,  

A s  p r e v i o u s l y  m e n t i o n e d ,  B l e a c h  a n d  C l a i b o r n e  ( 1 9 7 4 )  

r e p o r t e d  t h a ?  the crisis c e n t r e s  t h a t  were f u c c t i o n i n g  a t  t h e  

h i g h e s t  l e v e l s  on measures o f  f a c i l i t a t i v e  c o n d i t i o n s  f o r  

p o s i t i v e  c l i e n t  c h a n g e ,  were t h o s e  t h a t  had  t h e  mos t  s y s t e m a t i c  

a n d  w e l l ,  d e f i z e d  t r a i n i n g  p r o g r a s s ,  Also Driol (1  978) r e p o r t e d  

t h a t  c r i s i s  i n t e r v e n t i o n  c o u n s e l o r  " b u r n - o u t s n  were less 



s a t i s f i e d  w i t h  t h e  t r a i n i n g  a n d  p r e p e r a t i o c s  t h e y  r e c e i v e d  p r i o r  

t o  b e g i n a i n g  crisis i n t e r v e n t i o n  c o u n s e l i n g  by t e l e p h o n e  t h a n  

a c t i v e  v o l u o + e e r s ,  

O t h e r  i n t e r e s t i n g  f i n d i n g s  o n  t h e  t o p i c  o f  t r a i n i n g  

i c c l u d e d  H o r g a t  a n d  K i n g s '  ( 1375 )  fir, l i n g  t h a t  t r a i n i n g  

s i g n i f i c a n t l y  i n c r e a s e d  scores o n  r a t i n g s  o f  t e c h n i c a l  

e f f e c t i v e n e s s  made o n  r o l e - p l a y e d  c a l l s .  Gray,  Nida, a n d  

Coonf i e l d  ( I  976) f o u n d  that t r a i n e d  crisis i n t e r v e n t i o n  

c o u n s e l o r s  s c o r e d  h i g h e r  on  a c o u n s e l i n g  p e r f o r m a n c e  m e a s u r e  

t h a n  g r a d u a t e  s t u d e n t s  i n  c o u n s e l i n g .  Evans ,  Uhlemann a n d  H e a r n  

(1 978) c o m p a r e d  s e n s i t i v i t y  t r a i n i n g  f o r  c r i s i s  i n t e r v e n t i o n  

- c o u n s e l o r s  t o  b o t h  m i c r o c o u n s e l i n g  t r a i n i n g  ( I v e y  1970)  and ro 

t r a i n i n g ,  They u s e d  m e a s u r e s  o f  f a c i l i t a t i v e  c o n d i t i o n s  for  

c l i e n t  c h a n g e  a s  t h e i r  dependent v a r i a b l e s  a n d  t h e y  f o u n d  t h a t  

b o t h  t r a i n e d  g z o u p s  s c o r e d  s i g n i f i c a n t l y  h i g h e r  t h a n  the 

n o - + r a i n i n g  g roup ,  Evasis et a l ,  ( 1  3 7 8 )  a l s o  f o u n d  t h a t  t h e  

m i c t o c o u n s e l i n c j  t r a i n i n g  g r o u p  s c o r e d  s i g n i f i c a n t l y  h r g h e r  t h a n  

t h e  s e n s i t i v i c  y t r a i n i n g  g r o u p -  M i c r o c o u n s e l i n g  t r a i n i n g  

c o n s i s t e d  of  h i g h l y  s t r u c t u r e d  e x p e r i e n t i a l  e x e r c i s e s  that 

c o n c e n t r a t e d  o n  v e r y  s p e c i f i c  c o u n s e l o r  b e h a v i o r s .  T h e  

s e n s i t i v i t y  t r a i n i n g  c o n s i s t e d  on r e l a t i v e l y  less s t r u c t u r e d  

e x e r c i s e s  d e s i  qred Co i a c r e a s e  t h e  p r o s p e c t i v e  c o u n s e l o r s *  

s e l f - e x p l o r a t i o n  a n d  s e l f - a v a r e n e s s .  

Hart a n d  King (1979) repor+.ed t h a t  t r a i n i n g  s i g n i f i c a n t l y  

i n c r e a s e d  q a t i 3 g s  o f  role-played calls t h a t  were rated us ix ig  t h e  



T e l e p h o n e  C o u n s e l o r  E f f e c t i v e n e s s  S c a l e ,  And a l so ,  D o p f e ,  

Foremar. a n d  P a l e s  (1977)  r e p o r t e d  t h a t  s u p e r v i s i o n  after 

? r a i r i p g  was r e l a t e d  t o  g r e a t e r  c l i e s t  s a t i s f a c t i o n  w i t h  t h e  

t h e r a p e u t i c  i n t e r a c t i o ~  t h a t  t h e y  had w i t h  crisis i n t e r v e n t i o n  

c o u n s e l o r s .  

I n  summary,  c o  s i n g l e  t r a i n i n g  r e g i a e  is  u n i v e r s a l l y  

a c c e p t e d  in t h e  area of crisis i n t e r v e n t i o n  c o u ~ s e 2 i n y  b y  

t e l e p h o n e ,  D i f f e r e n +  s o u r c e s  d o  t e n d  t o  a g r e e  t h a t  t r a i n i n g  is 

most e f f e c t i v e  when i t  c o n s i s t s  o f  e x p e r i e n t i a l  c o m p o n e n t s  tha*. 

i n c l u d e  r o l e - p l a y e d  practice b y  t h e  t r a i n e e s .  flea s u r e s  of 

f a c i l i f  a t  i v e  c o n d i t i o n s  f o r  c l i e n t  c h a n g e  and t e c h n i c a l  

' e f f e c t i v e n e s s  have  b e e n  w i d e l y  u s e d  a n d  r e c o a m e n d e d  a s  c r i t e r i a  

of t r a i n i n g  e f f e c t i v e n e s s -  T h e  p e r f o r m a n c e  of t h e  crisir; 

i n t e r v e n t i o n  c o u n s e l o r  i n  the role of referral a g e n t  h a s  n o t  

been a d e q u a t e l y  a s s e s s e d  t o  d a t e  a n d  t r a i n i n g  i n  this area has 

n o t  been e v a l u a t e d .  

T h e  f o l l o w i ~ g  s e c t i o n  p r e s e n t s  a d i s c u s s i o n  o f  t h e  f o c a l  

crisis centres t h a t  p a r t i c i p a t e d  i n  t h i s  s t u d y  and a d i s c u s s i o n  

of some p i l o t  r e s e a r c h  c o n d u c t e d  a t  these c e n t r e s  by tne a u t h o r  

o f  t h i s  t h e s i s .  



T h e r e  are c u z r e n t l y  f o u r  crisis c e n t r e s  o p e r a t i n g  i n  t h e  

Greater V a n c o u v e r  a r e a ,  Three of t h e s e  f o u r  crisis c e n t r e s  

p a r t i c i p a t e d  ir, the  current s t u d y  a n d  a l s o  i n  some p i l o t  

r e s e a r c h  t h a t  was c a r r i e d  o u t  by t h e  a u t h o r ,  T h e  f o u r t h  cexitre 

s u f f e r e d  from a d i s r u p t i o n  i n  s e r v i c e  due t o  f u n d i n g  

d i f f i c u l t i e s  d u r i n g  t h e  t i n e  e n c o m p a s s e d  b y  t h e  s t u d y  and d i d  

n o t  p a r t i c i p a t e ,  T h e  t h r e e  p a r t i c i p a t i n g  c e n t r e s  Here Chimo 

C r i s i s  Centre i n  R ichmond ,  Lifeline i n  C o q u i t l a m ,  a n d  V a n c o n v e r  

C r i s i s  . C e n t r e ,  A s  i n  o t h e r  l o c a l e s  d i s c u s s e d  b y  McGee (1 974), 

these t h r e e  crisis c e c t r e a  u s e  v o l u n t e e r s  a s  t h e i r  p r i m a r y  s t a f f  

r e s o u r c e ,  P o w i c k e ,  Bair a n d  Kremer ( 1  976)  h a v e  p r o v i d e d  a 

d e t a i l e d  d e s c r i p t i o n  of e a c h  o f  t h e s e  c e n t r e s ,  B r i e f l y ,  Chimo 

C r i s i s  C e n t r e  h a s  a p p r o x i m a t e l y  50 v o l u n t e e r s  who a re  d r a w n  fron 

a m a i n l y  s u b u r b a n  c i t y ,  L i f e l i n e  u s u a l l y  has b e t w e e n  4 0  a n d  60 

v o l u n t e e r  crisis i n  t e r v e a t i o n  c o u n s e l o r s  who reside i n  the 

s u r r o u n d i n g  c o n m n n i t i e s  of Burnaby ,  C o q u i t l a a ,  N e w  Y e s t m i n s t e r ,  

P o r t  Hoody a n d  P o r t  Coqui t la f f l ,  S t u d e n t s  a t t e n d i n g  Simon P r a s e r  

U n i v e r s i t y  make  u p  a s i g n i f i c a n t  p r o p o r t i o n  of L i f e l i n e ' s  

v o l u n t e e r  p o p u l a t i o n ,  V a n c o u v e r  C r i s i s  C e n t r e  h a s  b e t w e e n  9 0  a n d  

100 v o l u n t e e r s  r e s i d i n g  m a i a l y  i r i  V a n c o u v e r  acd o n  t h e  N o r t h  

s h o r e  area, V,C,C, d r a w s  v o l u n t e e r s  from b o t h  the U n i v e r s i t y  o f  

B r i t i s h  C o l u m b i a  a n d  local communi ty  c o l l e g e s ,  



Scae o f  t h e  d e m o g r a p h i c  c h a r a c t e r i s t i c s  o f  v o l u n t e e r  crisis 

i n t e r v e n t i o r ,  c o u l i s e l o r s  a t  t h e s e  +, h r e e  crisis c e n t r e s  were 

e x a m i n e d  as  p a r t  of a r e s e i ) r c h  s t u d y  c o n d u c t e d  b y  t h e  a u t h o r  a s  

p a r t  o f  a two g r a d u a t e  c o u r s e s  i n  p r o g r a m  e v a l u a t i o n  t a u g h t  b y  

R o n a l d  P o e s c h  (Ph-D,) i n  1977-78, A t  C h i a o  t h e  a v e r a g e  a g e  of 

volrlnteer a p p l i c a n t s  was 3 2 - 2  y e a r s ,  s e v e n t y - t w o  p e r c e r i t  were 

f e m a l e ,  33  X h a d  p r e v i o u s  h e l p i n g  e x p e r i e n c e  o f  s o a e  type, a n d  

most had h e a r d  t h a t  t h e  crisis c e n t r e  c e e d e d  v o l u a t e e r s  t h r o u g h  

a d v e r t i s e m e n t s  i~ t h e  media, Chimo v o l u n t e e r s  h a d  t h e  l ea s t  

a m o u n t  of knowledge  about l o c a l  r e s o u r c e s  p r i o r  t o  t h e  s t a r t  of  

t r a i n i n g ,  ~t Chimo C r i s i s  C e n t r e  v o l u n t e e r  crisis i n t e r v e n t i o n  

. telephone c o u n s e l o r s  are s e l e c t e d  o n  t h e  b a s i s  o f  t h e  r e s u l t s  o f  

a h i g h l y  s t r u c t u r e d ,  t wo-hour i n t e r v i e w  w i t h  c r i s i s  c e n t r e  

s t a f f ,  T e l e p h o n e  c o u n s e l o r s  r e c e i v e  18 h o u r s  o f  p r e - s e r v i c e  

t r a i n i n g  o v e r  t h e  c o u r s e  of a t h r e e  week ~ e r i o d ,  

At L i f e l i n e  t h e  a v e r a g e  a g e  o f  v o l u n t e e r s  was 3 1 - 3  y e a r s ,  

8 3 q  were female a n d  a p p r o x i w a t e l y  45% h a d  p r e v i o u s  h e l p i n g  

e x p e r i e n c e  of some t y p e ,  V o l u n t e e r s  were d r a w n  m o s t l y  f r o a  t h e  

f r i e n d s  a n d  a q u a i n t a n c e s  of a c t i v e  v o l a n t e e r  cr is is  i n t e r v e n t i o n  

c o u n s e l o r s ,  t h r o u g h  a d v e r t i s e m e n t s  a t  Simon F r a s e r  U n i v e r s i t y  

a n d  l o c a l  communi ty  c o l l e g e s ,  and  t h r o u g h  t h e  Burcaby Volunteer 

B u r e a u  a n d  S , B , A , R .  E, s o c i e t y ,  a l o c a l  h e l p i n g  a g e n c y ,  Lifeline 

v o l u n t e e r s  had h i g h e r  i n i t i a l  knowledge  o f  local r e s o u r c e s  t h a n  

t h e  v o l u n t e e r  a p p l i c a n t s  a t  Chimo, V o l u n t e e r  crisis i n t e r v e n t i o n  

c o u n s e l o r s  ,at L i f e l i n e  had  t h e  lowest mean errors on a b i l i t y  t o  



d i s c r i m i n a t e  f a c i l i t a t i v e  c o n d i t i o n s  f o r  t h e r a p e u t i c  c l i e n t  

c h a n g e  ( C a r k h u f f  1969,  D e l v o r t h  e t  a l ,  1 9 7 2 ) -  V o l u n t e e r s  a r e  

s e l e c t e d  u s i n g  a  t h i r t y -  t o  s i x t y - m i n u t e  i n t e r v i e w  b y  s a l a r i e d  

cr is is  c e n t r e  s t a f f ,  They  r e c e i v e d  a p p r o x i m a t e l y  24 h o u r s  o f  

p r e - s e r v i c e  t r a i n i n g  t h a t  i n c l u d e d  a  h e a v y  e m p h a s i s  on 

a q ~ i ~ s i t i o n  of k n o w l e d g e  a b o u t  l o c a l  cortlmunit y  r e s o u r c e s .  

~t V a r c o u v e r  C r i s i s  C e a t r e  t h e  mean a g e  of v o l u n t e e r  

a p p l i c a n t s  was 28.0 y e a r s ,  F i f t y - s e v e n  p e r c e n t  were f e m a l e  and 

a p p s o x i a a t e l y  s i x t y - s e v e n  p e r c e n t  had p r e v i o u s  h e l p i n g  

e x p e r i e n c e  o f  s o a e  t y p e .  V o l u n t e e r s  were d r a w n  f rom t h e  

Vancouver  a n d  Nor th  S h o r e  a r e a s  t h r o u g h  f r i e n d s  of a c t i v e  

- v o l u n t e e r s  a n d  t h r o u g h  a d v e r t i s e a e n t s  i n  t h e  m e d i a  and at :  local 

c o l l e g e s  a n d  u n i v e r s i t i e s ,  V-C-C,  v o l u n t e e r  a p p l i c a n t s  h a d  t h e  

h i g h e  s t  p r e - t r a i n i n g  k n o w l e d g e  o f  l oca l  r e s o u r c e s  a c d  they had 

s i g n i f i c a n t l y  more p r e v i o u s  h e l p i r g  e x p e r i e n c e ,  V c l u n t e e r  

a p p l i c a n t s  a t t e n d  a  t w o - h o u r  o r i e n t a t i o n  m e e t i n g  t h a t  c o n s i s t s  

o f  a s l i d e  and tape p r e s e n t a t i o n  f o l l o w e d  by a 

q u e s t i o n - a n d - a c s w e r  period w i t h  crisis c e n t r e  s t a f f -  After t h i s  

m e e t i n g  v o l u n t e e r  a p p l i c a n t s  t h a t  are s t i l l  i n t e r e s t e d ,  s i g n  u p  

f o r  i n t e r v i e u s  v i t h  crisis c e n t r e  s t a f f ,  T h e  i r i t e r v i e w  l a s t s  

from 30 t o  60  m i n u t e s .  T r a i n i n g  a t  V.C.C, l a s t s  a p p r o x i a a t e l y  30 

h o u r s  and i n c l u d e s  a h e a v y  e m p h a s i s  on s e l f - e x p l o r a t i o n  a ~ d  

r o l  e - p l a y i n g ,  The + r a i n e e  crisis i n t e r v e n t i o n  c o u n s e l o r s  are 

r e q u i r e d  t o  a o n i t o r  e x p e r i e n c e d  c o u n s e l o r s ,  They a r e  then 

m o n i t o r e d  for a t  least o n e  more f o u r - h o u r  shift b e f o r e  b e i n g  



s i g n e d - u p  f o r  r e g u l a r  con-moni t o r e d  s h i f t s ,  

TEs s e l e c t i o n  p r o c e s s  c a r r i e d  o u t  by t h e s e  t h r e e  l oca l  

crisis  centres r e f l e c t s  t h e  l a ck  o f  s t a n d a r d i z a t i o n  i n  t h e  

s e l e c t i o n  l i t e r a t u r e ,  Powicke,  H a i r  a n d  Kremer (1 976) p r o v i d e d  a 

d e t a i l e d  d e s c r i p t i o n  o f  + h i s  process, T h e  effects  of t h i s  

s e l ~ c t i o n  Frocess were e x a m i n e d  i n  t h e  p i l o +  r e s e a r c h  c a n d u c t e d  

b y  the a u t h o r ,  A? Chimo C r i s i s  C e n t r e  18 v o l u n t e e r  a p p l i c a n t s  

were i n t e r v i e w e d  f o r  two h o u r s  eac?-t, A l l  of these applicants 

were s e l e c t e d  i n t o  t r a i n i n g ,  Twelve  of t h e s e  eighteen v o l u n t e e r s  

s e l e c t e d  t h e m s e l v e s  o u t  o r  dere asked t o  d i s c o n t i n u e  d u r i n g  the 

c o u r s e  of + r a i n i n g ,  A t  Chimo t h e  v o l u n t e e r  c o - o r d i n a t o r  spent 

approximately 36 h o u r s  03 i n t e r v i e w i n g  a n d  s e l e c t e d  o u t  none  of 

t h e  v o l u n t e e r  a p p l i c a n t s ,  The g r e a t e s t  a a o u n t  of s c r e e n i n g  was 

d o p e  by  t h e  v o l u n t e e r s  t h e a s e l v e s  l a t e r  during the c o u r s e  o f  

t r a  i ~ i n g .  

At ,  L i f e l i n e ,  1 2  of 12 a p p l i c a n t s  were i n t e r v i e w e d  a n d  

a c c e p t e d  i 2 t o  t r a i r i c g .  D u r i n g  t h e  c o u r s e  of t r a i o i n g  three 

v o l u n t e e r  a p p l i c a n t s  were s c r e e r e d - o u t ,  two by t h e m s e l v e s ;  one 

a p ~ l i c a n t  was i c f o r m e d  b y  t h e  t r a i n e r s  t h a t  s / h e  was n o t  

s u i t a b l e ,  

A t  V a n c o u v e r  C r i s  is C e n t r e  30 v o l u n t e e r  a p p l i c a n t s  attended 

the two-hour  v o l u n t e e r  o r i e n t a t i o n  meetir ig,  1 1  of t h e s e  

a p p l i c a n t s  d i d  not request a c  i n t e r v i e w ,  I n  a t i m e - b a s e d  

C o s t / b e n e f i + -  a ~ a l y s i s ,  V I C I C , ' s  +wo-hour  o r i e n t a t i o n  c o s t  two 

hours of staff t i ~ e  b u t  s a v e d  11 o n e - h o u r  i n t e r v i e w s  f o r  a n e t  



time s a v i n g  o f  '3 h o u r s  o f  crrsis c e n t r e  staff time, A p p l i c a n t s  

w h o  d i d  n o t  s e e k  a n  i n t e r v i e w  were e x p e c t i n g  t o  c o m m i t  less t i i a e  

t h a r  v o l u n t e e r  a p p l i c a n t s  who s i g n e d - u p  for i n t e r v i e w s .  T h e i z  

e x p e c t e d  l e n g t h  of commi+ment was less thac t h e  f o u r  h o u r s  p e r  

week o v e r  o n e  y e a r  t h a t  i s  r e q u i r e d  b y  t h e  crisis c e n t r e ,  T h i s  

s c r e e n e d - o u t  g r o u p  was a l s o  s i g u i f  i c a z t l y  y o u n g e r  t h a n  t h e  o t h e r  

19 subjects, O f  t h e  13 v o l u n t e e r  a p p l i c a n t s  t h a t  r e q u e s t e d  

i n t e r v i e w s ,  6 s c r e e n e d  t h e a s e l v e s  out d u r i n g  +he c o u r s e  of 

training, 1 was rejected a t  t h e  i n t e r v i e w  and 1 was a s k e d  t o  

d i s c o n t i n u e  d u r i n g  training. E l e v e n  o f  the t o t a l  of t h i r t y  

v o l t l n t e e r  a p p l i c a n t s  f i a i s 3 e d  t r a i n i n g  and began s e r v i c e  a s  

v o l u n t e e r  crisis i n t e r v e o t i o n  z e l e p h o n e  c o u n s e l o r s ,  

I n  summary ,  a t  t h e  t h r e e  l o c a l  cr is is  c e n t r e s  a l n o s t  a l l  o f  

t h e  s e l e c t i o n  t h a t  o c c u r s  is s e l f - s e l e c t i o n ,  O c l y  a few 

v o l u n t e e r  a p p l i c a n t s  are  r e j e c t e d  b y  t h e  cr is is  c e n t r e s ,  Most 

s i n t ~ l y  q u i t  on t h e i r  own,  u s u a l l y  d u r i n g  t r a i r i c g ,  when t h e y  

f i ~ d  o u t  that t h e y  are not p e r s o n a l l y  s u i t e d  t o  t h e  role o f  

t e l e p h o n e  c r i s is  i n t e r v e n t i o n  c o u n s e l o r ,  The sole  e f f i c i e n t  

p h a s e  of the s e l e c t i o n  p r o c e s s  i s  V , C , C , * s  e f f e c t i v e  u s e  o f  t h e  

t w o - h o u r  o r i e n t a t i o n  t o  s c r e e n - o u t  v o l u n t e e r  a p p l i c a n t s  who d o  

n o t  feel that they can cornmi% thenaselves  t o  t h e  required a m o u n t  

o f  tiltre, 

A t  L i f e l i a e ,  p r e -  a n d  p o s t - t r a i n i n g  m e a s u r e s  o f  t r a i n e e s '  

k n o w l e d g e  of l o c a l  c o m m u n i t y  r e s o u r c e s  a n d  a b i l i t y  t o  

d i s c r i a i n a g e  f a c i l i t a t i v e  c o n d i t i o n s  f o r  t h e r a p e u t i c  c h a n g e  were 



a v a i l a b l e  f o r  ; l i n e  t r a i n e e s -  T r a i n i n g  a t  L i f e l i n e  s i g n i f i c a n t l y  

i n c r e a s e d  L o c a l  R e s o u r c e  Knowledqe (L-B-R.) (2 8 =11,24, ~ 1 6 0 1 )  

a n d  d e c r e a s e d  e r r o r s  o n  d i s c r i m i n a t i o n  o f  f a c i l i t a t i v e  

c o n d i t i o ~ s  f o r  c l i e n t  c h a n g e  (2 8 = 3 - 8 1 ,  24-01) - T h e s e  

p r e l i m i n a r y  r e s u l t s  a p p e a r e d  t o  be  p o s i t i v e  b u t  c o  c o m p a r i s o n  

g r o u p  was a v a i l a b l e ,  a n d  t h e  u s e  o f  r e p e a t e d  m e a s u r e s  of t h e  

same scale may a c c o u n t  f o r  some of t h e  i m p r o v e m e n t s  i n  

p e r f o r m a n c e  o c  t h e s e  m e a s u r e s ,  P a r a l l e l  f o r m s  o f  t h e  m e a s u r e  o f  

a b i l i t y  t o  d i s c r i m i n a t e  f a c i l i t a t i v e  c o n d i t i o n s  was s e e n  as  

d e s i r a b l e .  

Tke t r a i n i n g  programs a t  e a c h  of t h e s e  t h r e e  l o c a l  c r i s i s  

c e n t r e s  show a similar l a c k  o f  s t a n d a r d i z a t i o n ,  T h e  e f f e c t s  a n d  

e f f e c t i v e n e s s  of these d i f f e r e z t  t r a i n i n g  F r o g r a m s  a r e  the 

s u b j e c t  o f  this c u r r e n t  t h e s i s .  

&g C o n c l u s i o n s  gf +he S i t e r a t u r e  R e v i e 2  

Based o n  a r e v i e w  o f  t h e  l i t e r a t u r e  on crisis i n t e r v e n t i o n  

c o u n s e l i 3 g  by t e l e p h o n e  the a u t h o r  d e c i d e d  t o  examine  t h e  effect 

a n d  e f f e c t i v e n e s s  o f  t r r a i n i r - g  p r o g r a m s  f o r  these c o u f r s + l o r s  a t  

three l o c a l  crisis c e n t r e s ,  F r a n c e  11975)  a r g u e d  c o n v i r i c i n g l y  

that t h i s  area is o f  e x t r e m e  ~ m p o r t a n c e ,  Crisis cectres s h o u l d  

be h e l d  r e s p o c s i b l e  f o r  t h e  l e v e l  o f  s e r v i c s  they o f f e r  a n d  t h e  

m a j o r  wap o f  c o n t r o l l i n g  this i s  t o  p r o v i d e  e f f e c t i v e  t r a i b i r - g  

+ h a t  is r e g u l a r l y  e v a l u a t e d ,  The l o c a l  s i t u a t i o n  ref lects  t h e  



findings of Dixon and Bums ( 1 3 7 5 )  who found l i t t l e  or n o  

a g r e e m e n t  or. +,he  questions of uhat type and amount of training 

is k e s t ,  And also, the role of the crisis t e l e p h o n e  counselor as 

referral a g e ~ t  is d i r e c t l y  e x a m i n e d  a s  recommended b y  Auerbach 

and K i l l m a n n  (1977) . 
The following section p r e s e n t s  t h e  h y p o t h e s e s ,  method,  arad 

procedures used in the c u r r e n t  study ,  



111. C h a p t e r  3: H e t h o d  

T h e  mai3 a i m s  of t h e  c u r r e n t  s t u d y  were t h e  e x a m i n a t i o n  o f  

the effec ts  and t h e  e v a l u a t i o n  o f  t h e  e f f e c t i v e n e s s  of three 

d i f f e r e n t  t r a i c i n g  p r o g r a m s  f o r  cr is is  i n t e r v e n t i o n  t e l e g h o n e  

c o u n s e l o r s ,  T h e  three crisis  c e n t r e s  o f fe r  d i f f e r e n t  t y p e s  a n d  

a m o u n t s  o f  p r e - s e r v i c e  t r a i n i n g  t o  t h e i r  v o l u n t e e r  cr is is  

i n t e r v e n t i o n  c o u n s e l o r s ,  A v a r i e t y  of w r i t t e n  a n d  beha v i o r a  1 

p e r f o r m a n c e  c r i ter ia  was u s e d  t o  p r o v i d e  d e t a i l e d  feedback t o  

t h e  c e n t r e s ,  It is  h o p e d  t h a t  orie r e s u l t  of t h i s  s t u d y  w i l l  b e  

%he s t a n d a r d i z a t i o c  o f  t h e  a o s +  e f f e c t i v e  t r a i n i n g  f o r  crisis  

i n t e r v e n t i o n  t e l e p h o n e  c o u ~ s e l o r s  a t  t h e  t h r e e  crisis c e n t r e s ,  

T h e  f o l l o w i n g  h y p o + - h e s e s  were a d v a n c e d  b a s e d  o n  t h e  r e v i e w  of 

t h e  t r a i n i n g  l i t e r a t u r e ,  

H y p o t h e s i s  1 : V a c c o u v e r  C r i s i s  C e n t r e s  t r a i n i n g  pf  o g r a n  w i l l  

i m p r o v e  p e r f o r ~ a n c e  m e a s u r e  scores s i g n i f i c a n t l y  more t h a n  t h e  

o t h e r  two c e n + r e s  i n  t k e  a reas  o f  c l i n i c a l  a n d  t e c h n i c a l  

e f f e c t i v e n e s s  and  a l s o  s c o r e  h i g h e r  o n  t h e  p o s t - t r a i n i n g  r a t i n g  

m e a s u r e s .  

H y p c t h e s i s  2: L i f e l i n e ' s  t r a i n i n g  p r o g r a m  w i l l  i r t rprove s c o r e s  on 



l o c a l  r e s o u r c e  k n o w l e d g e  s i g n i f i c a n t l y  more t h a n  Lhe t r a i n i n g  

F r o g r a m s  a t  t h e  o c h e r  two c r i s i s  c e n t r e s ,  

H y p o t h e s i s  3: A 1 1  t h r e e  t r a i n i n g  p r o g r a m s  w i l l  i n c r e a s e  

p e r f o r m a c c e  v a r i a b l e  scores s i g n i f i c a n t l y  moTe t h a n  t h e  

u n t r a i c e d  c o m p a r i s o n  g r o u p  a n d  a l s o  score h i g h e r  on 

~ o s t - t r a i n i n g  p e r f o r m a r c e  r a t i n g s ,  

H y p o t h e s i s  4: Chimo crisis c e n t r e ' s  t r a i n e e s  w i l l  p e r f o r m  

p o o r e s t  o n  a l l  p e r f o r m a n c e  cr i ter ia  b e c a u s e  of t h e  b r i e f  a n d  

c o m ~ a c t  n a t u r e  of their t r a i n i n g .  

3-2 T r a i n i n g  Proqrams -- ---- 

T h e  three crisis certres t h a t  p a r t i c i p a t e d  i n  t h i s  s t u d y  

o f f e r  d i f f e r e ~ ?  a m o u n t s  bnd types of p r e - s e r v i c e  t r a i n i n g ,  A t  

C h i a o  C r i s i s  Cer t re  the v o l u n t e e r  t r a i n e e s  r e c e i v e  18  h o u r s  of 

 re-service t r a i n i n g  d u r i n g  a  t h r e e - w e e k  p e r i o d .  Appendix  B 

c o n t a i n s  an o u t l i n e  of t h i s  program,  Chimo uses a  series of 

p r e v i o u s l y  t a p e d  r o l e -  p l a y e d  crisis i n t e r v e n t i o n s  that 

i l l u s t r a t e  s p e c i f i c  t y p e s  o f  cal ls .  T h e s e  t a p e d  calls a r e  

d i s c u s s e d  i n  d e t a i l  t h r o u g h o u t  the c o u r s e  of t h e  t r a i n i n g  

program,  T h e  t r a i ~ e e s  a l so  da  some r o l e - p l a y i n g ,  Group 

d i s c u s s i o n  o f  p r o c e d u r e  and  e x a m p l e s  are t h e  m a j o r  coleponexit o f  

t r a i n i n g  a t  C5im0, I n  g e c e r a l ,  t h e  t r a i r i n g  p rogram a t  C h i a o  is 

h i g h l y  t i m e - i n t e f l s i v e  u i t h  two 3 - h o u r  s e s s i o n s  p e r  u e e k  p l u s  

home a s s i g n y e n t s  on l o c a l  r e s o u r c e s  a n d  o b s e r v a t i o n  of 



e x ~ e r i e q c e d  c o u n s e l o r s  h a n d l i n g  l i v e  c a l l s ,  Chimo b r i n g s  i n  o n e  

g u e s t  s p e a k e r  u ho p r e s e n t s  a  s e n a i n a r / d i s c u s s i o n  oc t h e  f u o c t i o n s  

of t h e  s u i c i d e  p r e v e n t i o n  " F l y i n g  Squadm,  A t  the end o f  t h e  

t h r ~ e - w e e k  t r a i a i n g  p e r i o d  t h e  t r a i n e e s  meet i n d i v i d u a l l y  w i t h  

t h e  t r a i n e r s  t o  r e c e i v e  i n d i v i d u a l  e v a l u a t i o n s  o f  t h e i r  

p e r f o r m a n c e  d u r i n g  + . r a i n i n g ,  T r a i n i r n g  g r o u p s  a t  Chimo a r e  l e d  b y  

t h e  s a l a r i e d  v o l u n t e e r  c o - o r d i n a t o r  with h e l p  from e x p e r i e n c e d  

v o l u n t e e r s ,  

A t  L i f e l i n e  C r i s i s  C e n t r e  t h e  t r a i n e e s  attend t w e l v e  2-hour  

t r a i n i n g  s e s s i o n s  o v e r  t h e  c o u r s e  of a s i x - w e e k  p e r i o d ,  T h e  

t r a i n i n g  o p e n s  w i t h  a n  o r i e n t a t i o n  a n d  O i s c u s s i o n  g e r i o d  l e d  b y  

t h e  D i r e c t o r ,  L i f e l i n e  b r i n g s  i n  a riumber o f  o u t s i d e  s p e a k e r s  

who g i v e  s e m i n a r s  o n  t h e  t o p i c s  o f  r e l a t i o n s h i p  c o u n s e l i n g ,  

a l c o h o l  a b u s e ,  s u i c i d e  f o l l o w - u p ,  d r u g  use a n d  a b u s e ,  a n d  t h e  

v o l u n t e e r s '  f o l e  i o  r e l a t i o n  t o  t h e  rest of t h e  h e l p i n g  

ccmmunity,  T r a i n e e s  a t  L i f e l i n e  a l s o  r e c e i v e  d i d a c t i c a l l y  

p r f s e n t e d  i n f o r m a t i o n  on crisis centre p o l i c y  a n d  p r o c e d u r e -  

R o l e - p l a y s  b y  t r a i n e e s  a re  p a r t  of 8 o f  the 12 t r a i n i n g  

s e s s i o n s ,  T r a i n e e s  a r e  i n t e r v i e w e d  a t  t h e  m i d p o i n t  and  a g a i n  a t  

t h e  e n d  of t r a i n i n g  t o  p r o v i d e  them w i t h  e v a l u a t i v e  f e e d b a c k  on 

t h e i r  p e r f o r m a n c e ,  L i f e l i n e  a l s o  gives t r a i n e e s  a r e s o u r c e  

a s s i g n m e n t  i n  uhicC t h e y  a re  r e q u i r e d  t o  u s e  i n f o r m a t i o n  

s e r v i c e s  t o  exparld t h e i r  k n o w l e d g e  o f  l o c a l  communi ty  r e s o u r c e s .  

Each t r a i n e e  i s  a l s o  r e q u i r e d  to  c a l l  one a g e n c y  t o  which  t h e y  

m i g h t  r e f e n  c l i e n t s ,  I n  t h i s  call t h e  t r a i n e e  r o l e - p l a y s  a  



c l i e n t  who i s  s e e k i n g  h e l p ,  T h e  p u r p o s e  o f  t h i s  a s s i g n m e n t  is t o  

i n c r e a s e  t h e  p r o s p ? c % i v e  crisis i n t e r v e n t i o n  c o u r s e l o r s 8  empa thy  

for c l i e n t s  who are  c a l l i n g  r e f e r z a l  a g e n c i e s ,  T r a i n i n g  g r o u p s  

a+. L i f e l i n e  a re  Zed b y  t h e  s a l a r i e d  v o l u n t e e r  a - o r d i n a t o r  w i t h  

h e l p  f rom experienced v o l u n t e e r s ,  Append ix  C c o a t a i n s  a n  o u t l i n e  

o f  L i f e l i n e ' s  t r a i c i n g  program, 

The trainees a t  V a n c o u v e r  Crisis C e n t r e  r e c e i v e  

a p p r o x i m a t e l y  30 h o u r s  o f  p r e - s e r v i c e  t r a i n i n g ,  The two-hour  

o r i e n t a t i o n  o f  p r o s p e c t i v e  v o l u n t e e r s  h a s  a l r e a d y  d e a l t  h i t  h 

most i n f o r m a t i o n - b a s e d  q u e s t i o n s  s o  V,C,C, b e g i r s  w i t h  a n  

i n t e n s i v e ,  8 - h o u r  t r a i n i n g  s e s s i o n ,  The  first s e s s i o n  is 

composed of a w a r e n e s s  e x e r c i s e s ,  s e n s i t i v i t y  t r a i ~ i n g  exercises, 

r o l e - p l a y s  by  t r a i n e r s  a n d  t r a i n e e s ,  and a d e t a i l e d  d i s c u s s i o n  

a n d  e x e r c i s e  o n  d e t e r m i n i n g  t h e  s e v e r i t y  of s u i c i d a l  c a l l s ,  T h i s  

process u s e s  v i d e o - t a p e d  e x a m p l e s  a n d  a g u e s t  s p e a k e r  from t h e  

crisis c e n t r e ' s  s u i c i d e  p r e v e c t i o n  t eam,  S u b s e q u e n t  t r a i n i n g  

sessiocs takes  lace f o r  2 h o u r s ,  twice p e r  week,  They h e a v i l y  

e m p h a s i z e  t h e  u s e  of r o l e  p l a y s  and t ? x e r c i s e s  t h a t  a r e  d e s i g n e d  

to i n c r e a s e  t r a i cees*  s e l f - e x p l o r a t  i o n  a n d  s e l f - a w a r e n e s s ,  

T r a i n e e s  r e c i e v e  a l a r g e  number  of h a n d o u t s  on crisis c e n t r e  

o p e r a t i n g  p r o c e d u r e s  a n d  crisis i n t e r v e n t i o n  t h e o r y .  T r a  i n e e s  

a r e  a l s o  g i v e c  s p e c i f i c  i n s t r u c t i o n s  f o r  d e a l i n g  w i t h  c h i l d  

a b u s e  ca l l s ,  A t  t h e  e r d  o f  t h e  t r a i n i n g  p e r i o d  t r a i n e e s  a re  

r e q u i r e d  t o  m o n i t o r  e x p e r i e n c e d  cr is is  i n t e r v e n t i o n  c o u n s e l o r s  

f o r  a +  least o n e  2-hour s h i f t ,  T h e  m o n i t o r e d  c a l l s  are  d i s c u s s e d  



i n  d e t a i l  w i t h  + r a i ? e r s  a n d  the c o u n s e l o r  v h o  h a n d l e d  t h e  c a l l .  

T r a i n e e s  a r e  n o r i t o r e d  for t h e i r  f i r s t  f e w  c a l l s  or u n + , i l  the 

* . r a i c e r s  determine t h a t  the trainee i s  r e a d y  t o  s t a r t  v o r k i n g  

u n s u p e r v i s e d  st ifts,  T r a i n i c ~  g r o u p s  a t  V.2.C- a r e  l e d  5y p a i r s  

o f  e x p e r i e n c e d  v o l u n t e e r  t e l e p h o n e  c o u n s e l o r s ,  Vaocouver  C r i s i s  

CeEtre d i d  n o t  p r o v i d e  an o u t l i n e  of t h e i r  t r a i n i n g  p r o g r a a ,  

Ic summary,  Chimo o f f e r e d  t h e  l e a s t  number of h o u r s  of 

p r e - s e r v i c e  t r a i r i n g  t o  t h e i r  crisis i n t e r v e n t i o n  c o u n s e l o r  

t r a i n e e s  a n d  t h e i r  t r a i n i n g  i s  c o m p a c t e d  i n t o  the s h o r t e s t  time 

p e r i o d ,  C h i n o  made h e a v y  u s e  o f  p r e v i o u s l y  p r e p a r e d  t a p e d  

r o l e p l a y s  t h a t  d e a l t  w i t h  s p e c i f i c  t y p e s  of c o a a o n  c a l l s ,  

C h i s o ' s  t r a i n i n g  p r o g r a m  is t h e  l e a s t  e x p e r i e c t i a l  o f  t h e  t h r e e  

p r o s r a m s ,  L i f e l i c e  o f f e r e d  more h o u r s  o f  t r a i n i n g  o v e r  a  time 

p e r i o d  t h a t  is twice a s  l o n g  as the time p e r i o d  u s e d  a t  Chiao ,  

The  L i f e l i n e  t r a i n i n g  program is less h e a v i i l y  s t r u c t u r e d  t h a n  

Chimo*s ,  L i f e l i n e  b r o u g h t  i? t h e  g r e a t e s t  number o f  o u t s i d e  

s p ~ a k e r s  who p r e s e n t e d  s e m i n a r / d i s c u s s i o n s  on  s e l e c t e d  t o p i c s ,  

L i f e l i n e  a p p e a r e d  t o  s p e n d  the most amount  of e f f o r t  i n  

p r e p a r i r g  their v o l u c t e e r s  f o r  t h e  s o l e  of r e fe r ra l  a g e n t -  

Vancouver  C r i s i s  Centre p r o v i d e d  t h e  l a r g e s t  a m o u n t  of t r a i n i n g  

o v e r  a t-ime p e r i o d  q u a 1  t o  L i f e l i n e ' s ,  They p l a c e d  t h e  most  

e m p h a s i s  ot s e n s i t i v i t y  ar,d s e l f - a  wase r i e s s  a s p e c t s  of t r a i c i n g  

b y  i n c l u d i n g  r o l e - p l a y s  i n  e v e r y  t r a i n i n g  s e s s i o n ,  V a n c o u v e r  

C r i s i s  C e n t r e  a l so  p r o v i d e d  t h e  most t e c h n i c a l  p r e p a r a t i o n  f o r  

d e a l i n g  w i t 3  s u i c i d a l  callers, a n d  m o n i t o r i n g  was a  k e y  p a r t  of  



the t r a i n i n g  p r o c e s s ,  V , C - C . ' s  t r a i ~ i n q  p rogram i s  t h e  most 

e x p e r i e r t i a l  of t h e  t h r e e  t r a i n i s g  p r o g r a a s .  

3 - 3  T h e  E x p e r i m e n t a l  D e s i s  --- -- 

T h e  d e s i g ~ l  o f  t h i s  s t u d y  is p r i m a r i l y  of t h e  p r e / p o s t  

n o n - e q u i v a l e n t  c o m p a r i s o n  g r o u p  t y p e  (Campbe l l  a n d  S t a n l e y  

1966) -  T h e  s o u r c e s  o f  p o s s i b l e  c o n f o u n d i n g  v a r i a n c e  t h a t  are 

c c n t r o l l e d  b y  t h i s  t y p e  of  d e s i g n  i n c  l a d e  h i s  t o r y ,  m a t u r a t i o n ,  

t e s t i n g ,  s e l e c t i o n ,  i n s t r u a e n t a t i o n  and  m o r t a l i t y  o f  s u b j e c t s ,  

I n  a d d i t i o n  t h i s  t y p e  of d e s i g n  a l l o w s  f o r  c a u s a l  i n f e r e n c e s  t o  

b e  rsade, Pre- and p o s 2 - t r a i n i n g  m e a s u r e s  of Local R e s o u r c e  

Knowledge a ~ d  A b i l i t y  t o  D i s c r i m i n a t e  F a c i l i t a t i v e  C o n d i t i o n s  

for C l i e n t  Change were c o l l e c t e d  from a l l  s u b j e c t s ,  

R o l e - p l a y e d  c a l l s  were o b t a i n e d  f r o a  a l l  s u b j e c t s  o n l y  a t  

p o s t - t r a i n i r i g  , T h i s  p a r +  o f  t h e  s t u d y  r e p r e s e n t s  a w e a k e r ,  

s t a t i c  g r o u p  c o m p a r i s o n  d e s i g n .  This t y p e  o f  d e s i g n  d o e s  n o t  

c o n t r o l  f o r  s o u r c e s  o f  c o n f o u n d i n g  v a r i a n c e  i n  t h e  a r ea s  o f  

s e l e c t i o r :  b i a s ,  s ~ b  j e c t  m a t u r a t i o n  a n d  m o r t a l i t y .  The c h o i c e  o f  

t h e  r e l a t i v e l y  weaker t y p e  of e x p e r i m e n t a l  d e s i g n  i n  f a v o r  of 

l a c k  of d i s r u p t i o n  i n  crisis c e n t r e  o p e r a t i o n  reflects the 

p o s i t i o n  recoramendeii by  B l e a c h  ( '1973) . T h e  r o l e - p l a y  p r o c e d u z e  

was too i n t r u s i v e  t o  u s e  p r i o r  t o  t h e  cr is is  centrest s e l e c t i o n  

process: it m i g h t  h a v e  Led t o  a d i s z u p t i c n  i n  s e r v i c e  b y  r a i s i n g  

the a n x i e t y  , l e v e l  o f  p r o s p e c t i v e  v o l u r i t e e r s  t o  a g o i n t  w h e r e  



t h e y  d e c i d e d  n o t  t o  c o n + i 3 u e ,  

3 . 4  S u b j e c t s  - -- 

The s u b j e c t s  were 4 8  v o l u n t e e r  cr is is  i n t e r v e n t i o n  t r a i n e s s  

a t  t k r e e  d i f f e r e n t  crisis c e n t r e s  i n  t h e  g r e a t e r  V a n c o u v e r  area, 

T w e l v e  subjects were s e l e c t e d  a n d  t r a i n e d  at Chimo C r i s i s  C e n t r e  

i n  R ichmond ;  t h e i r  mean a g e  was 37-8 y e a r s  a n d  9 were f e ~ a l e  a z d  

3 were male, T w e l v e  o f  t h e  s u b j e c t s  were s e l e c t e d  a n d  t r a i n e d  a t  

L i f e l i n e  C r i s i s  C e n t r e  i n  C o q u i t l a a ;  t h e i r  ntean a g e  was 3 2 - 9  

y e a r s ,  E l e v e n  o f  t h e  L i f e l i n e  S s  were  f e a a l e  , T w e l v e  s u b j e c t s  

were s e l e c t e d  a n d  t r a i n e d  a t  V a n c o u v e r  C r i s i s  C e n t r e ;  their mean 

a g e  was 25-7  y e a r s  a n d  9 mere &ale, T h e  c o m p a r i s o n - g r o u p  

s u b j e c t s  were 12 prospective v o l u n t e a r s  a t  V a n c o u v e r  C r i s i s  

C e n t r e  who were w a i t i n g  t o  go  t h r o u g h  a l a t e r  t r a i n i n g  s e s s i o n  

or  t o  s t a r t  s e r v i c e  a t  a l a t e r  date,  T h e  mean a g e  o f  the 

c o a p r i s o n  g r o u p  s u b j e c t s  was 2 8 - 1  y e a r s  a n d  t h e  g r o u p  c o n s i s t e d  

of 8 females and  4 males- 

811 o f  t h e  s u b j e c t s  v o l u n t a r i l y  p a r t i c i p a t e d  i n  t h e  study. 

T h e y  were p a i d  85-00 a f t e r  ? h e  p o s t - t r a i n i n g  d a t a  c o l l e c t i o n .  

T h e  a o n e y  f o r  s u b j e c t  p a y m e n t s  was p r o v i d e d  by  N a t i o n a l  r e s e a r c h  

c o u x i l  (W,R,C,) s u b j e c t  funds made a v a i l a b l e  through t h e  

P s y c h o l o g y  D e p a r t m e n t  a t  S i a o n  P r a s e s  n n i v e r s i t y .  



3.5 M e a s u r e s  -- ----- 

T h i s  s t u d y  u s e d  m e a s u r e s  of a )  k n o w l e d g e  o f  s e f e c + e d  l o c a l  

c o m m n n i t y  r e s o u r c e c  a n d  b) a b i l i t y  t o  d i s c r i m i n a t e  f a c i l i t a t i v e  

c o n d i ' i o n s  f o r  c l i e ~ t  c h a y g e ,  a d m i n i s t e r e d  b e f o r e  a n d  a f t e r  

t r a i n i n g .  1 n a d d i t i o n  post- t r a i n i n g  ro le  p l a y s  o f  a s t a n d a r d i z e d  

crisis i n t e r v e n t i o n  c a l l  were ra ted  f o r  b o t h  c) e m p a t h y  a n d  d )  

t e c h n i c a l  e f f e c t i v e n e s s ,  

a)  L o c a l  R e s o u r c e  Knowledqg  JLRK) : S u b j e c t s  were p r e s e n t e d  w i t h  a 

l i s t  of f i f t e e n  l o c a l  communi ty  h e l p i n g  r e s o u r c e s  t o  w h i c h  

c l i e n t  r e f e r r a l s  are o f t e n  made, T h i s  l ist  was c o m p i l e d  a f t e r  

c o n s u l t a t i o n s  w i t h  d i r e c t o r s  a n d  v o l u n t e e r  c o - o r d i n a t o r s  a t  e a c h  

o f  the three crisis c e n t r e s  a n d  i n c l u d e d  e a c h  of t h e  cr is is  

c e n t r e s  a n d  a l s o  o t h e r  a g e n c i e s  s u c h  a s  t h e  R e n t a l s m a n ,  

c o m a u n i t y  care teams, mestal h e a l t h  centres, R i v e r v i e w  H o s p i t a l  

a n d  s u i c i d e  f o l l o w - u p  teams. See A p p e n d i x  D f o r  t h i s  m e a s u r e ,  

S u b j e c t s  were a s k e d  to give  t h e  l o c a t i o n  of t h e  s e r v i c e  and t o  

d e s c r i b e  the c l i e n t  p o p u l a t i o n  served b y  e a c h ,  One p o i n t  was 

c r ~ d i t e 3  f o r  c o r r e c t l y  l o c a t i n g  a n  a g e n c y  a n d  o n e  p o i n t  was 

c r e d i t e d  f o r  c o r r e c t l y  i d e n t i f y i n g  the  a p p r o p r i a t e  c l i e n t  

p o p u l a t i o n  of t h e  agency y i e l d i o g  a maximum p o s s i b l e  score o f  

30. T h e  r a n g e  of o b t a i n e d  scores was 0 - 28,  O n l y  o n e  f o r m  of 

t h i s  measure was u s e d  a t  b o t h  p r e -  a n 3  g o s t - t r a i n i n g  d a t a  

c o l l e c t i o n ,  

b ) A b i l i t p  tp Discriainate j?p%ilitati~ C o n d i t i o n s  for C l i e n t  



Chagcre JADFC): The ADPC m e a s u r e  was d e v e l o p e d  a s  p a r t  o f  t h i s  

study- It c o n s i s t s  of 16 e x c e r p t s  o f  c l i e n t  p r o b l e m s  t h a t  a r e  

f o l l o w e d  by  4 p o s s i b l e  h e l p e r  r e s p o n s e s .  S u b j e c t s  were a s k e d  t o  

r a t e  e a c h  o f  + h e  4 a l t e r n a t i v e  r e s p o n s e s  u s i n g  a 1 t o  5 raticg 

scale t h a t  is p r o v i d e d  o? e a c h  page ,  The  r a t i n g  o f  e a c h  

a l t e r n a t i v e  r e s p o n s e  is b a s e d  upon t h e  s u b j e c t ' s  o ~ i n i o n  about ,  

how much f a c i l a t a t i o a  of clierit c h a n g e  is c o n t a i n e d  i n  e a c h  

r e s p o n s e ,  E i g h t  of  t h e s e  e x c e r p t s  were b o r r o w e d  from the 

D i s c r i m i n a t i o n  I a d e x  d e v e l o p e d  b y  C a r k h u f f  (1369)  a n d  a n  

a d d i t i o n a l  e i g h t  of t h e s e  e x c e r p t s  were bor rowed  from the C r i s i s  

C e n t r e  D i s c r i m i n a t i o n  Tndex d e v e l o p e d  by D e l w o r t h ,  Rudov a n d  

T a u b  ( 1 9 7 2 ) .  Each  o f  these a u t h o r s  p r o v i d e d  16 e x c e r p t s ;  a 

subset of 8 e x c e r p t s  was c h o s e n  f r o i s  e a c h  of t h e s e  a u t h o r s  b a s e d  

on  t h e i i  r e p r e s e r r t a t i v e n e s s  o f  t h e  t y p e s  o f  c a l l s  h a n d l e d  b y  

crisis centres d e a l i n g  w i t h  t h e  g e n e r a l  p o p u l a t i o n .  C a r k h u f f i s  

(1969) e x c e r p t s  were n o t  s p e c i f i c  t o  cr is is  c e n t r e s  a n d  so some 

were u n s u i t a b l e ,  D e l w o r t h  e t  a ls .  * (1372)  e x c e r p t s  were 

d e v e l o p e d  a5 a  c o l l e g e  crisis c e n t r e  s o  same were n o t  a p p l i c a b l e  

t o  a g e n e r a l  p o p u l a t i o n ,  

S u b j e c t s  were g i v e n  8 of t h e s e  e x c e r p t s  a t  p r e - t r a i n i n y  and 

8 o t h e r s  a t  p o s t - t r a i n i n g  d a t a  c o l l e c t i o n ,  I n  o r d e r  t o  c o n t r o l  

f o r  t h e  effects of r e p e a t e d  a d m i n i s t r a t i o n s  of t h e  same m e a s u r e  

p a r a l l e l  forms of t h i s  m e a s u r e  were d e v e l o p e d  by t h e  c u r r e n t  

a u t h o r  w i t h  t h e  a i d  of o n e  of h i s  s u p e r v i s o r s ,  G u i l d f o r d  (1354)  

d e f i n e d  p a r a l l e l  f o r a s  o f  a m e a s u r e  a s  h a v i n g  e q u a l  means ,  e q u a l  



v a r i a n c e s  a n d  h i g b  c a r r e l a t i o n s  between p a i r s  of p a r a l l e l  forms, 

I n  c r d e r  t o  d e v e l o p  p a r a l l e l  f o r m s  of the ADFC, t h e  16 e x c e r p t s  

were a d a i n i s * e r e d  t o  6 1 students i n  P s y c h o l o g y  a t  Simon F r a z e r  

U n i v e r z i t y .  T h e  d a t a  were a n a l y z e d  w i t h  a p rogram d e v e l o p e d  b y  

R, Kocpman ( 1 3 7 3 ) .  This program c o m p a r e d  a l l  p o s s i b l e  

s p l i t - h a l f s  of t h e  16 e x c e r p t s  a n d  c h o s e  t h e  most a p p r o p r i a t e  

p a r a l l e l  forikls m i n i s i z i n g  the mean s q u a r e  of fornr A m i n u s  form 13 

d i f f e r e n c e s  f o r  a l l  s u b j e c t s .  T h i s  Bean s g u a r e d  d i f f e r e n c e  v a l u e  

was 3-73 a n d  t h e  S t a n d a r d  E r r o r  o f  Measurement  f o r  t h i s  s a m p l e  

e q u a l e d  2.61, The p a r a l l e l .  forms c h o s e n  had  r (AB) = , 903 ,  Mean 

A= 30-3, Rean B= 30-39, Hean A - d e a n  B = - 0 9 ,  a n d  V a r i a n c e  A = 

8.6 1, V a r i a n c e  E = 8-77, Forin was i r l c l u d e d  a s  a v a r i a b l e  i n  the 

a n a l y s i s  o f  t h e  c u r r e n t  d a t a  for a l l  S s  a n d  was a n a l y z e d  u s i n g  a 

S,P,S.S, Breakdown p r o c e d u r e -  P r e - t r a i n i n g  Form A scores had 

Rean = 35.5 a n d  S-D, = 7-3- P r e - t r a i n i n g  Form 0 scores had  d e a n  

= 34.7 and S,D, = 6-7, P o s t - t r a i n i n g  Forra A scores had Mean = 

31.8 a n d  S.n, = 5.5.  P o s t - t r a i n i n g  Form B scores had Yean = 33-1  

a n d  S, D, = 7-6. S e q u e n c e  A/B had a d i f f e r e n c e  score of -2.4 a n d  

s e q u e n c e  D/A h a d  a d i f f e r e n c e  s c o r e  of - 2 . 9 ,  T h i s  p a r a l l e l  f o r m  

o f  t h e  ADFC meets t h e  d e f i n i + i o n a l  c r i t e r i a  p r o p o s e d  b y  

G u i l d f o r d  (1954 ) .  See A p p e c d i c e s  E and F f o r  forms A a n d  B o f  

t h i s  measure. A p p r o x i m a t e l y  h a l f  ( 2 5  of 48 Ss)  of t h e  subjects 

were a d ~ i n i s t e r e d  Form A a t  p r e - t r a i n i n g  and Pora E a t  

pas+ t r a i n i n g  d a t a  c o l l e c t i o n .  T h e  o t h e r  2 3  s u b j e c t s  were 

a d m i n i s t e r e , d  t, h e  m e a s u r e s  i n  reverse o r d e r ,  F u r t h e r  e v i d e a c e  



t h a t  d e m o c s t r a + e s  the s u c c e s s  of t h e  d e v e l o p m e n t  of t h e s e  

p a r a l l e l  forms i s  the f o r m  A-•’3 c o r r e l a t i o n  f o r  t h e  n o - t r a i n i n g  

c o m ~ a r i s o n  g r o u p  o f  r= -96, I n  summary ,  t h i s  t y p e  of m e a s u r e  h a s  

been shown t o  be r e l i a b l e  a n d  t h e  v a l i d i t y  h a s  b e e n  d e n o n s t a t e d  

by s t u d i e s  c i t e d  by C a r k h u f f  (196'3) a n d  H o r g a n  a n d  K i n g  (1975) .  

I n  t h e  c u r r e n t  s t u d y  t h e  ADFC was r e l a t e d  t o  b o t h  a m o u n t  o f  

p r e v i o u s  h e l p i n g  e x p e r i e n c e  a n d  r a t i n g s  of e m p a t h y  o f  t a ~ e d  

s o l e - p l a y s .  

c)  Rat i n a s  of T e c h n i c a l  E f f e c t i v e n e s s :  S t a n d a r d i z e d ,  r o l e - p l a y e d  

crisis i n t e r v e n t i o n  c a l l s  were a u d i o - t a p e d  and rated u s i n g  t h e  

T e c h n i c a l  E f f e c t i v e n e s s  S c a l e  d e v e l o p e d  b y  F o w l e r  and #cGee 

( 1 9 7 3 ) -  T h i s  scale  c o n s i s t s  of a n i n e - p o i n t  c h e c k l i s t  o f  

b e h a v i o r a  l l y - a n c h o r e d  i t e o s  t h a t  a r e  h i g h l y - r e l i a  b l y  r a t e d .  T h e  

a u t h o r s  of the scale r e p o r t  a icter-rater r e l i a b i l i t y  estimate 

-9 when t h e  K e n d a l l  C o - e f f i c i e n t  of C o n c o r d a n c e  was computed f o r  

t h r ee  raters, I n  the c u r r e n t  s t u d y  two raters who r a t e d  e i g h t  

r o l e - p l a y e d  c a l l s  o b t a i n e d  a r e l i a u i l i t y  est imate of - 8 6  or, t h e  

Spearman C o r r e l a t i o n  Co-ef f i c i e n t .  A p p e n d i x  A p r o v i d e s  a c o p y  of  

the T,?LS,  

d) R a t i n q s  ofl E m p a t h i c  U n d e r s t a i i d i n q  kg I n t e r ~ e r s o n a l ,  P r o c e s s e s :  

T h e  a u d i o - t a p e d  r o l e - p l a y s  were a l s o  r a t e d  w i t h  t h i s  r a t i n g  

scale, T h i s  scale c o n s i s t s  of a 1-5 r a t i n g s  t h a t  a re  a v e r a g e d  

over t h e  entire l e n g t h  of t h e  call. It was d e v e l o p e d  b y  C a r k h u f f  

7-u ax ( 1 9 6 9 )  a n d  is c l o s e l y  b a s e d  o n  a p r e v i o u s  s c a l e  c r e a t e d  ky T, 

a n d  C a r k h u g f  (1967) .  It is e x t r e m e l y  w i d e l y  u s e d  i n  c o u n s e i i n j  



research. G o r m a l l y  a n d  H i l l  ( 1'374) p r o v i d e d  g u i d e l i n e s  f o r  

r e s e a r c h  oc t h i s  scale  a n d  model: t h e y  r e p o r t e d  i r t e r - r a t e r  

r e l i a b i l i t y  e e ' i m a t e s  that r a n g e d  from - 6 8  t o  - 3 4  , F o r  t h e  

c u r r e n t  s t u d y ,  t h e  a u t h o r  a n d  ar, a d v a n c e d  p s y c h o l o g y  

u n d e r g r a d u a t e  w h o  r e c e i v e d  a p p r o x i m a t e l y  8 h o u r s  o f  t r l i n i ~ g ,  

s e r v e d  as t h e  r a t e r s -  Two raters, who r a t e d  9 r o l e - p l a y e d  crisis 

i n t e r v e c t i o n  c a l l s ,  a c h i e v e 3  a n  i n t e r - r a t e r  r e l i a b i l i t y  e s t i m a t e  

o f  -88 on a P e a r s o n  c o r r e l a + i o a  co-e f  f i c i e n t ,  E n g l i s h  a n d  

J e l e n e v s k y  ( 197 1) repor t . ed  r e l i a b i l i t y  estimates o b t a i n e d  on  

a u d i o ,  v i s u a l  and a u d i o -  v i s u a l  r e c o r d e d  k e l p i n g  i n t e r a c t i o n s  a n d  

f o u n d  n o  s i g n i f i c a n t  d i f f e r e n c e s  between t h e  t h r e e  c o n d i t i o n s ,  

They  r e p o r t e d  that s i g n i f i c a n t  c o - e f f i c i e n t s  o f  i c t e r - r a t e r  

r e l i a b i l i t y  were o b t a i n e d  f o r  a l l  t h r e e  r a t i r g  c o n d i t i o n s ,  

Appe3dix  G c o n t a i n s  a  c o p y  o f  this r a t i n g  scale, 

S t a n d a r d i z e d  C a l l  f o r  A u d i o - t a p g  Role Plays : A t  the e n d  of ------ --- -- ----- 
t r a i n i n g  f o r  a l l  e x p e r i m e n t a l  g r o u p  s u b j e c t s  a n d  a f t e r  a n  

e q u i v a l e n t  p e r i o d  f o r  c o m p a r i s o n  g r o u p  s u b j e c t s ,  s u b j e c t s  wera 

a s k e d  t o  r o l e - p l a y  the rcle o f  crisis i n t e r v e n t i o n  t e l e p h o n e  

c o u n s e l o r  i n  a n  a u d i o - t a p e d  role p l a y -  W i l l i a m s o n ,  G o l d b e r g  a n d  

P a c k a r d  ( 1 9 7 3 )  a n d  P r a n c e  ( 1975) recommended u s i n g  s i m u l a t e d  

t aF€d  c a l l s  t o  e v a l u a t e  c o u n s e l o r  p e r f o r m a n c e ,  T h i s  me thod  d o e s  

n o t  s e r i o u s l y  d i s r u p t  crisis c e n t r e  o p e r a t i o n ,  The r o l e  ef t h e  

c l i e n t  was p l a y e d  b y  an  a d v a n c e d  p s y c h o l o g y  u n d e r  g r a d u a t e ,  who 

was a l s o  an,,  e x ~ e r i e n c e d  crisis i n t e r v e n t i o o  c o u n s e l o r ,  f o r  



t w o - t h i r d s  of Che ro l e  p l a y s ,  The authoz r o l e - p l a y e d  the c l i e n t  

i n  t h e  r e m a i n i n g  o n e - t h i r d  o f  the t a p e d  c a l l s ,  The a u t h o r  a n d  

t h e  r e s e a r c h  a s s i s t a n t  d e v e l o p e d  a  ~ t a n d a t d i z e d  c a l l  wh ich  was 

b a s e d  on  a c o l l e c t i o n  of i n f o r a a t i o n  a b o u t  a  l o n e l y  a n d  

d e p r e s s a d  c a l l e r ,  The c l i e n t  b e g a n  e a c h  c a l l  s i m i l a r l y  a n d  

r e v e a l e d  a s  much i r . f o r m a t i o n  a s  t h e  h e l p e r  e l i c i t e d -  Append ix  H 

c o n t a i n s  a  d e t a i l e d  d e s c r i p t i o n  of t h e  c k a r a c t e r i s t i c s  o f  t h i s  

s t a n d a r d i z e d  c a l l ,  T h e  t y p e  of c a l l  chosen r e p r e s e n t s  o n e  of t h e  

mos t  common t y p e  o f  c a l l a  t h a t  crisis i n t e r v e n t i o n  c o u n s e l o r s  

m u s t  d e a l  w i t h  and is a type o f  c a l l  t h a t  t e l e p h o n e  c o u n s e l o r s  

u s u a l l y  d o  not f i n d  t o  be o v e r l y  d i f f  i c n l t  (Brockopp  1973,  Driol 

1978).  

A t  C h i a o  C r i s i s  c e n t r e  the p r e - t r a i n i n g  a e a s u r e s  of t h e  L R K  

a n d  ADPC were a d m i n i s t e r e d  t o  s u b j e c t s  p r i o r  t o  t h e i r  s e l e c t i o n  

i n t e r v i e w  w i t h  t h e  v o l n n t e e r  p r o g r a m  c o - o r d i n a t o r ,  Twenty  

~ r o s p e c t i v e  v o l u n t e e r s  f i l l e d  o u t  t5e p r e - m e a s u r e s  but o n l y  1 2  

of , the  v o l u n t e e r s  c o n i p l e t e d  d r a i n i n g  and became s u b j e c t s  i a  this 

s t u d y ,  T r a i n i n g  l a s t e d  t h r e e  w e e k s  a n d  t h e  p o s t - t r a i n i n g  da%a 

were c o l l e c t e d  a t  t h e  crisis c e n t r e ,  f o u r  t o  s i x  w e e k s  a f t e r  t h e  

p r e - t r a i n i n g  a e a s u r e s  were c o m p l e t e d ,  

A t  L i f e l i n e  Crisis C e n t r e  20 p r o s p e c t i v e  v o l u n t e e r s  

c o m p l e t e d  the p r e - t r a i n i n g  w e a s u r e s  p r i o r  t o  t h e i r  s e l e c t i o n  



i n t e r v i e w ,  F c u r t e e r  of these v o l u n t e e r  a p p l i c a n t s  c o m p l e t e d  

t r a i n i n g  a t  L i f e l i n e  a n d  only twelve of t h e s e  became s u b j e c t s  i n  

+ - h e  c u r r e p t  s t u d y  ( o r e  r e f u s e d  t o  c o l n g l e t e  p o s t - t r a i n i n g  

m e a s u r e s  and a?otter was n o t  a v a i l a b l e  d u e  t o  i l l n e s s ) .  Training 

l a s t e d  6 w e e k s  a t  L i f e l i n e  a n d  p o s t  d a t a  was c o l l e c t e d  a t  t h e  

c r i s i s  c e n t r e  w i t h i n  six t o  e i g h t  weeks o f  t h e  p r e - d a t a  

co l  l e c t i o o ,  

A t  v,C,G, 36 p r o s p e c t i v e  v o l u n t e e r s  c o m p l e t e d  the 

p r e - m e a s u r e s  p r i o r  t o  the 2 - h o u r  o r i e n t a t i o n  s c r e e n i n g  a t  

Vancouve r ,  Twe lve  of t h e s e  p r o s p e c t i v e  v o l u n t e e r s  c o m p l e t e d  the 

n e x t  t r a i n i n g  s e s s i o n  a t  Y,C.C, a n d  became s u b j e c t s  i n  this 

s t u d y -  O f  t h e  r e m a i n i n g  24  v o l u ~ t e e r  a p p l i c a n t s ,  12  were 

c o n t a c t e d  a s  p a r t  o f  t h e  nNo t r a i n i n g w  c o n p a r i s o n  g roup .  Host o f  

t h e s e  s u b j e c t s  were e i t h e r  w a i t i n g  t o  g o  t h r o u g h  a s u b s e q u e n t  

t r a i n i n g  s e s s i o n  o r  were planning t o  s tar t  t h e i r  crisis c e n t r e  

s e r v i c e  a t  a l a t e r  time d a e  t o  present c o m m i t a e n t s ,  T h e s e  

s u b j e c t s  a l s o  had  t h e i r  p o s t  d a t a  m e a s u r e s  a d ~ i n i s t e r e d  a t  

V a a c o u v e r  C r i s i s  C e n t r e ,  P o s t  da ta  were c o l l e c t e d  n i t h i 2  s e v e n  

t o  ten weeks of t h e  p r e  d a t a  c o l l e c t i o n ,  

3-7 Data A a a u s i s  P r o c e d u r e s  - -- -- 

D e m o g r a p h i c  v a r i a b l e s  of age, sex, r e s i d e n c e  and a m o u n t  of  

p r e v i o u s  h e l a i r ? g  e x p e r i e n c e  were a n a l y z e d  u s i n g  C r o s s t a b s  a n d  

Breakdown F F O C ~ ~ U ~ ~ S  from the S t a t i s t i c a l  P a c k a g e  f o r  t h e  Social  



S c i e n c e s  ( N i e ,  H u l l ,  J e ~ k i n s ,  S t e i n b r e n n e r  a n d  B e n t  1975 a n d  

a l s o  H u l l  an3  N i e  1 3 7 9 ) .  Tests o f  s i g n i f i c a n c e  i ~ c l u d e d  c h i  

s q u a r e s  f o r  t h e  crosstabs,  a n d  f t e s t s  o n  anovas for  t h e  

breakdown p r o c e d u r e s ,  T h e  n o n - e q u i v a l e n c e  of p r e - t r a i n i n g  s c o r e s  

on L3K a n d  ADFC measures were d e t e r m i n e d  w i t h  one-way anovas 

from t h e  breakdown p r o c e d u r e ,  Subsequent analyses o f  

p o s t -  t r a i n i c g  scores a n d  p o s t - t r a i n i n g  minus p r e - t r a i n i n g  

differertce scores were a n a l y z e d  u s i r , g  t h e  BRDP 2V Analysis of 

Co-variance p r o c e d u r e  u s i n g  p r e - s c o r e s  as co- v a r i a  tes, T e c h n i c a l  

E f f e c t i v e n e s s  and Empa t h y  r a t i n g s  were a n a l y z e d  w i t h  one-way 

anovas f rom t h e  S, P,S, S, breakdown p r o c e d u r e .  C o r n ~ a r i s o n s  of 

means o b t a i n e d  f rom s i g n i f i c a n t  a n o v a s  were made u s i n g  the 

S c h ~ f f e '  p r o c e 3 u r e .  Comparisoas of ad  j v s t e d  means o b t a i n e d  from 

the a n c o v a s  were made u s i n g  D u r ? n e t t 9 s  c o m p a r i s o n  (Hyers 197 2 ) .  

C o r r e l a t i o n s  betwee11 v a r i a b l e s  were dowri u s i n g  Pearson r and Tau 

C c o r r e l a t i o n  co-ef f i c i e n t s  f r o m  S,P,S,S, 



IV, Chapter  4: R e s u l t s  

4-1 Demographic V a r i a b l e s  -- -- 

D a t a  OG a l l  s u b j e c t s *  a g e ,  s e x ,  c i t y  o f  r e s i d e n c e  and 

amount  of p r e v i o u s  h e l p i n g  e x p e r i e n c e  were c o l l e c t e d  prior t o  

t h e  s t a r t  o f  % r a i n i n g ,  T h e  mean a g e s  f o r  e a c h  o f  +-he fotlr g r o u p s  

were a n a l y z e d  w i t h  a a one-way a r a l y s i s  o f  v a r i a n c e  ( a n o v a )  f r o &  

t h e  S,P,S, S, package ,  A s i g n i f i c a n t  d i f f e r e n c e  was f o u n 3  between 

groups (z (3,47)= 2 , 7 0 2 ,  26-06)  o n  +he a g e  v a r i a b l e ,  Vancouver  

Crisis Centre t r a i n e e s  were the y o u n g e s t  a t  mean a g e  equals 25-7 

y e a r s ,  C h i m o  C r i s i s  Centre t r a i n e e s  were t h e  o l d e s t  a t  inear, a g e  

37.8 y e a r s ,  Table 1 presents these r e s u l t s ,  

T h e  p r o p o r t i o n s  of male and  f e m a l e  s u b j e c t s  i n  e ach  g r o u p  

were a n a l y z e d  with a n  S,P,S ,S ,  c r o s s t a b s  procedure, X 

s i g n i f i c a n t  difference i n  the p r o p o r t i o ~ s  o f  female and  male  
a 

s u b j e c t s  i n  e a c h  g r o u p  was found  (2, 3 = 12-65, ~ 4 - 0 0 6 ) ,  Chimo 

Crisis Centre s u b j e c t s  were 7 5 1  f e m a l e ,  L i f e l i n e  S s  were 9 1 %  

f e ~ a l e ,  V,C,C, subjects were 25% f e t n a l e  a n d  the c o m p a r i s o n  g r o u p  

s u b j e c t s  were 66-75 female, 

C i t y  of r e s i d e n c e  was c o l l e c t e d  f o r  a l l  subjects ?o 

d e t e r m i n e  i f  the c z i s i s  centres were d r a w i n g  volunteers from 



e a c h  o t h e r s r  a r e a s .  A t  Chimo, 11 of  1 2  s u b j e c t s  r e p o r t e d  t h a t  

they were r e s i d i n g  ir, R i c h m o ~ d  w h i l e  +he o t h e r  s u b j e c t  r e p o r t e d  

a  r e s i d e n c e  i n  t h e  c e i g b o u r i ~ g  colamuniL,y of D e l t a ,  A t  L i f e l i ~ z ,  

a l l  1 2  s u b j e c t s  r e p o r t e d  l i v i n g  i n  t he  s u r o u n d i c g  commu!l i t ies  of  

Burnaby,  C o q u i t l a m ,  S u r r e y ,  P o r t  C o q u i t l a m  a n d  P o r t  Moody, Of 

t h e  V a c c o u v e r  C r i s i s  C e n t r e  s u b j e c t s ,  10  r e p o r t e d  r e s i d e n c e s  i n  

Vancouver  w h i l e  o n e  each r e p o r t e d  t h a t  t h e y  were r e s i d i n g  i n  

Bnrnaby  a n d  C o q u i t l a m ,  O f  t h e  V a n c o n v e r  b a s e d  c o m ~ a r i s o n  g r o u p ,  

10 r e p o r t e d  residences i n  Vancouver  w h i l e  2 were l i v i n g  on t h e  

N o r t h  Shore .  I n  summary,  o n l y  2 of 48  s u b j e c t s  r e p o r t e d  

r e s i d e n c e s  i n  areas s e r v i c e d  b y  a c r i s is  c e n t r e  o t h e r  t h a n  t h e  

o n €  t h e y  a t t e n d e d .  

S u b j e c t s  were a s k e d  t o  i n d i c a t e  t h e  a s o u n t  o f  p r e v i o u s  

h e l p i n g  e x p e r i e n c e  on a 0-5 s c a l e  of o r d e r e d  c a t e g o r i e s  which 

r a n g e d  f r o m  O= no  e x p e r i e n c e  t o  5= more than 2 y e a r s  p r e v i o u s  

h e l p i n g  e x p e r i e n c e ,  H e l p i n g  e x p e f  i e n c e  was v e r y  b r o a d l y  d e f i n e d ,  

It i n c l u d e d  any f o r m a l  o r  s e a i - f o r n i a f  p a i d  or v o l u n t e e r  

e x p e r i e n c e  i n  areas s u c h  a s  h o s p i t a l  v o l u n t e e r s ,  Big  

B r o t h e r s / S i s t e r s ,  c r i s is  i n t e r v e n t i o n  or  co inpaf , ionsh ip  t h e r a p y  

w i t h  e x - m e n t a l  h o s p i t a l  p a t i e n t s  a s  well a s  o t h e r  a r e a s .  A 

c r o s s t a b s  b y  g r o u p  p e r f o r m e d  o n  t h i s  d a t a  r e v e a l e d  n o  

s i g n i f i c a s t  d i f f e r e n c e s ,  T a b l e  11 p r e s e n t s  these r e s u l t s ,  

A l t h o u g h  n o t  s i g n i f i c a n t ,  Chimo SUB jects a p p e a r e d  t o  h a v e  less 

p r e v i o u s  h e l p i n g  e x p e r i e n c e  t h a n  t h e  o+,her  three g r o u p s ,  671 af 

C h i a o  s u b j e c t s  r e p o r t e d  n o  p r e v i o u s  h e l p i n g  e x ~ e r i e c c e  a s  



c o m p a r e d  t o  27=8%,  11.1% a n d  16.7% a t  L i f e l i n e ,  V,C.C, and  i n  

the c o r n p r i s o n  g r o u p ,  r e s p e c t i v e l y ,  

4,2 =& J?eE?ource Knowledge 

nean  scores on  a f i f t e e n - i t e m  m e a s u r e  of L o c a l  R e s o u r c e  

Knowledge (LPK)  were o b t a i n e d  a t  p r e -  a n d  p o s t - t r a i n i n g  d a t a  

c o l l e c t i o n  f o r  e a c h  of the f o u r  groups, T h e  f o u r  g r o u p s  were 

s i g n i f i c a n t l y  d i f f e r e n t  on p r e - t r a i n i n g  s c o r e s  o f  t h e  LRK ( g  

(3,47) = 3-66  1,  ~ 6 . 0 2 ) -  Table XI1 p r e s e n t s  t h e s e  results- Chimo 

t r a i n e e s  s t a r +  t r a i n i n g  uith s i g n i f i c a n t l y  less knowledge o f  

focal r e s o u r c e s ,  P o s t - t r a i n i n g  means  o n  t h e  LRK were a l s o  

s i g n i f i c a n t l y  d i f f e r e n t  when the f o u r  groups were compared with 

a one-way a n o v a  (fZ (3,47) = 10.771, ~ 4 0 0 0 1 ) ,  T a b l e  3 p r e s e n t s  

t h e s e  r e s u l t s  a n d  F i g u r e  1 shows p r e -  and p o s t - t r a i n i n g  c h a o g e  

on  t h e  LRK f o r  t h e  f o u r  g r o u p s ,  Group means o n  the L R K  were 

compared  u s i n g  t h e  S c h e f f e  p a i r e d  c o ~ p a r i s o n  p r o c e d u r e  v i t h  

alpha set a t  - 0 5 ,  On t h e  LRK p r e - t r a i n i r a g  scores, Vancouver  

Cr i s i s  C e n t r e  s u b j e c t s  had a s i g n i f i c a n t l ~  h i g h e r  mean score 

that d i d  C h i a r o  trainee s u b j e c t s .  V,C,C, subjects were n o t  

s i g n i f i c a n t l y  d i f f e r e n t  f rom Lifeline o r  c o a p a r i s c n  g r o u p  

s u b j e c t s  o r  t h i s  m e a s u r e ,  n o r  were C h i m o  s u b j e c t s -  On a 

p o s t - t r a i n i n g  m e a s u r e  of t h e  LRK a l l  three g r o u p s  o f  t r a i n e d  

s u b j e c t s  had  s i p i f i c a n t l y  h i g h e r  means t h a n  t h e  w n o - t r a i n i n g "  

c o r a p  rison groop.  



B e c a u s e  o f  these i n t i t i a l  d i f f e r e n c e s  on p r e - t r a i n i n g  

s c o r e s  on the LRX t h i s  d a t a  was f urthur a n a l y z e d  u s i n g  a 

S, H,D,  P, 2 V  A n a l y s i s  o f  C o - v a r i a n c e  p r o c e d u r e ,  P r e - t r a i n i n g  

s c o r e s  were i n c l u d e d  i n  t h i a  a n a l y s i s  a s  tte c o - v a r i a t e ,  T a b l e  

IV p r e s e n t s  these r e s u l t s ,  A l l  t h r e e  t r a i n i n g  g r o u p s  

s i g n i f i c a n t l y  i n c r e a s e d  L R K  s c o r e s  w h i l e  t h e  no-+raining 

c o m ~ a r i s o n  g r o u p  d i d  not c h a n g e  s i g n i f i c a n t l y ,  P r e - t r a i n i n g  

s c o r e s  were a l s o  a  s i g n i f i c a n t  f a c t o r  in t h i s  a n a l y s i s ,  

D u n n e t t ' s  test o f  c o m p a r i s o n  o f  c o n t r o l  g r o u p  mean t o  

e x p e r i m e n t a l  g r o u p  means showed t h a t  e a c h  o f  t h e  th ree  t r a i n e d  

g r o u p s  of s u b j e c t s  s c o r e d  s i g n i f i c a n t l y  h i g h e r  t h a n  the 

c o r n p r i s o n  g r o u p  and t h a t  t h e  t h r e e  t r a i n e d  g r o u p s  o f  subjects 

were not s i g n i f i c a n t l y  d i f f e r e n t  f rom e a c h  o t h e r -  The '35% 

c c n f i d e n c e  i n t e r v a l  f o r  t h e  smallest mean difference b e t w e e n  a 

t r a i n e d  g r o u p  and the n o - t r a i n i n g  c o a p a r i s o n  g r o u p  was 7 - 0 3  (+ 

o r  - 1 - 5 3 )  f o r  B.C,C, v e r s u s  t h e  compariscn g r o u p ,  

S c o r e s  on t h e  3 2 - i t e n  measure  of ability t o  d i s c r i m i n a t e  

f a c i l i t a t i v e  c o n d i t i o n s  f o r  c l i e n t  c h a n g e  (A DPC) were o b t a i n e d  

f o r  a l l  subjects, The t o t a l  s c o r e  r e p r e s e n t s  a summat ion of a i l  

n e v i a t i o n s  from e x p e r t s '  ratings of the a a o u n t  o f  f a c i l i t a t i v e  

c o n d i t i o n s  i n  e a c h  of  f o u r  r e s p o n s e s  t o  e i g h t  clientsv 

s t a t e m e n t s  o f  t h e i r  p rob lems ,  P r e - t r a i c i c g  s c o r e s  on t h 2  ADFC 



a re  p r e s e n t e d  i n  T a b l e  V, A ~ p a r e n t  d i f f e r e n c e s  be tween  t h e  means 

of the f o u r  g r o u p s  were not  s i g n i f i c a n t  ( P  (3 ,47)  = , 9 2 2 ,  E= 

- 4 4 )  when a one-way a n o v a  was c a l c u l a t e d ,  P o s t - t r a i n i n g  mean 

s c o r e s  on t h e  ADFC were alsa n o t  s i g n i f i c a n t l y  d i f f e r e n t  between  

t h e  • ’ c u r  g r o u p s  (F (3,47) = , 9 5 2 , ~  = -4238)- T a b l e  B p r e s e n t  

t h e s e  results a n d  F i g u r e  2 s h o w s  p r e -  and g o s t - t r a i n i n g  c h a n g e  

o n  t h e  ADFC, However, when p r e - t r a i n i n g  s c o r e s  o n  t h e  ADFC were 

i n c l u d e d  as  a c o - v a r i a t e  i n  a B, M, D.P. 2V a n c o v a ,  b o t h  t h e  means 

( g  [1 ,&7)  = 10-06, ~ 6 0 0 3 )  a n d c o - v a r i a t e  (q (1 ,47)  = 78-38, ~ 1 ,  

,0001)  were h i g h l y  s i g n i f i c a n t ,  A d j u s t e d  means  uere c o r t r a s t e d  

w i t h  D u n n e s t ' s  p a i r e d  c o a t p a r i s o n  test which r e v e a l e d  t h a t  n o n e  

of the g r o u p  a e a n s  u e r e  s i g n i f i c a n t l y  d i f f e r e n t  f rom e a c h  o t h e r .  

T a b l e  V f  p r e s e n t s  t h e s e  ad j l lsted a e a n s .  

4-4  R a t  i n q ~  qf T e c h n i c a l  E f f e c t i v e  nesz -- -- 

Audio- t a p e d  r o l e -  ~ l a y e d  cr is is  i n t e r o e n t i o n  c a l l s  were 

r a t e d  u s i n g  t h e  F o w l e r  Techziical E f f e c t i v e n e s s  S c a l e  ( F o w l e r  and  

BcGee 1973) -  T a b l e  V I I  p r e s e n t s  the mean r a t i n g s  f o r  a l l  f o u r  

groups, P o s t - t r a i n i n g  d i f f e r e n c e s  i n  Bean r a t i n g s  o f  T e c h n i c a l  

E f f e c t i v e n e s s  a p p r o a c h e d  b u t  d i d  n o t  reach the - 0 5  level of 

s i g n i f i c a n c e  (P (3,47) = 2, 348,  2 4 . 0 9 )  . S c h e f f e  c o m p a r i s o n s  o f  

g r o u p  means w i t h  a l g h a  se t  a t  - 0 5  r e v e a l e d  n o  s i g n i f i c a n t  

d i f f e r e n c e s  be tween  t h e  f o u r  g r o u p s ,  



4.5 R a t i n q s  of Empathy -- 

Audio- taped  r o l e - p l a y s  were a l s o  r a t e d  u s i n g  C a r k h u f f  s 

(1909) scale f o r  tne measurement  o f  e m p a t h i c  u n d e r s t a c d i n g  i n  

i n  t e r s r s o n a l  p r o c e s s e s ,  R a t i n g s  were summed acd s e a a s  were 

c a l c u l a t e d  f o r  t h e  e n t i r e  r o l e - p l a y ,  T a b l e  VIII presents t h e s e  

r e s u l t s ,  A one-way a n o v a  r e v e a l e d  s i g n i f i c a n t  d i f f e r e n c e s  

b e t u e e n  t h e  means o f  t h e  f o u r  g r o u p s  (51 {3,47)  = 3,442, ~ 4 ~ 0 3 ) .  

S c h e f f e  p a i r e d  c o m p a r i s o n s  a i t h  a l p h a  set a t  - 0 5  s h o u e 3  that 

Vancouver  C r i s i s  C e n t r e  t r a i n e d  s u b j e c t s  s c o r e d  s i g n i f i c a n t l y  

h i g h e r  t h a n  Chiwo C r i s i s  C e n t r e  t r a i n e e s ,  There were n o  o t h e r  

s i g n i f i c a n t  d i f f e r n c e s  between the g r o u p  sreans, 

4 - 6  Amount and E x p e r i e n t i a & p g g ~  qf x r a i n i n q  -- -- - 

Number o f  h o u r s  o f  t r a i n i n g  was c o r r e l a t e d  w i t h  t h e  

p e r f o r m a n c e  v a r i a b l e s  f o r  t h e  t r a i n e d  s u b j e c t s  only u s i n g  a 

P e a r s o n  C o r r e l a t i o c  co-e f f i c i e n t ,  Chi mo t r a i n e e s  recieved 18 

h o u r s  of t r a i n i r g ,  L i f e l i n e  t r a i n e e s  r e c e i v e d  a a  average of  22-8 

hours of t r a i ~ i o g ,  a n d  V,C.C, t r a i n e e s  r e c e i v e d  3 0  h o u r s  of 

t r a i n i n g ,  N u i n b ~ r  o f  h o u r s  of t r a i n i n g  was s i g n i f i c a n t l y  

c o r r e l a t e d  with LRK p r e s c o r e s  (r = ,4U, ~ 4 , 0 0 5 ) ,  r a t i n g s  of 

p o e t - t r a i n i n g  empa thy  (r = - 4 8 ,  ~ & 0 0 1 )  , a n d  p o s t - t r a i n i n g  

r a t i n g s  of t e c h n i c a l  e f f e c t i v e n e s s  (r = - 2 7 ,  ~ f - 0 6 ) -  BDFC 

p o s t -  t r a i n i n g  s c o r e s  were c o r r e l a t e d  -, 25  with number of h o u r s  



of t r a i n i n g  (~5.08) . 
The three t r a i n i n g  p r o g r a m s  were o r d e r e d  on how 

e x p e r i e n t i a l  t h e i r  * s a i n i n +  C h i m o  was r a n k e d  a s  the l e a s t  

e x p e r i e n t i a l ,  L i f e l i n e  bas r a n k e d  s e c o n d  a n d  V.C. C l Q s  t r a i n i n g  

was r a n k e d  a s  t h e  gtost e x p e r i e n t i a l .  This o r d i n a l  v a r i a b l e  was 

c o r r e l a t e d  w i t h  p e r f o r m a n c e  v a r i a b l e s  u s i n g  a Tau C s t a t i s t i c ,  

R e l a t i v e  e x p e r i e n c e  l e v e l  of t r a i a i ~ g  was s i g n i f i c a n t l y  

c o r r e l a t e d  w i t h  LRR p r e s c o r e s  ( t a u  = -42, ~ 6 0 0 5 )  , e m p a t h y  

r a t i n g s  ( t a u  = -45, ~ 4 . 0 0 2  ) ,  acd r a t i n g s  of t e c h n i c a l  

e f f e c t i v e n e s s  ( t a u  = 2'3, ~3.03). 

4-7 R e l a t i o n s h i p s  Between V a r i a b l e s  for All S u b i e c t s  -- ----- 

Age of s u b j e c t s  was s i g n i f i c a n t l y  r e l a t e d  t o  g r o u p  (E 

Sex of s u b j e c t s  was a n a l y z e d  i n  r e l a t i o n  t o  a l l  o t h e r  

v a r i a b l e s  n s i c g  S. P,S, S. cr o s s t a b s  a n d  breakdown p r o c e d u r e s ,  Sex 

was not s i g n i f i c a n t l y  r e l a t e d  t o  c i t y  of r e s i d e n c e ,  a g e ,  p r e  and 

p o s t  scores on e i t h e r  t h e  LRK o r  ADFC,  or r a t i n g s  o f  T e c h n i c a l  

E f f e c t i v e n e s s  a n d  Empathy- S e x  of subjects was m a r g i n a l l y  
2 

r e l a t e d  t o  amount of p r e v i o u s  h e l p i n g  e x p e r i e n c e  = 9-69, & 

-09)- F e m a l e  s u b j e c t s  a p p e a r e d  t o  h a v e  more previous h e l p i n g  

e x p e r i e n c e ,  

Amount o f  p r e v i o u s  h e l p i n g  e x p e r  iswe was s i g n i f i c a n t l y  

r e l a t ~ d  t9 p r e t r a i n i n g  scores on t h e  L R K  (r= - 2 9 ,  ~f.02). 



p r e - t r a i a i n g  s c o r e s  on t h e  FDPC (r= 0.23, ~ 4 0 2 ) ~  and 

p o s t -  t r a i n i n g  L R K  s c o r e  (r= 25, E ~ * O U ) ,  Amount o f  p r e v i o u s  

helping experience was cot  s i g n i f  i c a ~ t  l y  correlated w i t h  

p o s t - t r a i n i n g  ADFC s c o r e s  or  e i t h e r  o f  t h e  r a t i n g  s c a l e s ,  Amount 

of  ~ r e v i o u s  h e l p i n q  e x p e r i e n c e  was  c o r r e l a t e d  w i t h  t h e  

p e r f o r m a n c e  v a r i a b l e s  u s i n g  a Tau C c o r r e l a t i o n  c o - e f f i c i e n t ,  It 

was s i g n i f i c a n t l y  c o r r e l a t e d  w i t h  LRK p r e s c o r e s  (Tau = - 2 3 ,  EL 

, 0 3 ) ,  ADFC p r e s c o r e s  (Tau C = -022,  ~ & 0 3 ) ,  a n d  L R K  

p o s t -  t r a i n i n g  s c o r e s  (Tau = . 20, ~ G 0 4 ) -  Amount of p r e v i o u s  

h e l p i n g  e x p e r i e n c e  was n o t  s i g n i f i c a n t l y  c o r r e l a t e d  with 

p o s t -  t r a i n i n g  p e r f  romance  r a t i n g s  made on r o l e - p l a y e d  crisis 

i n t e r v e n t i o n  c a l l s ,  

T h e  o n l y  o t h e r  s i g n i f i c a n t  c o r r e l a t i o n  b e t w e e n  p r e - t r a i c i n g  

LRK scores and o t h e r  v a r i a b l e s  was w i t h  L R K  p o s t - t r a i r i n g  scores 

(r= - 51 ,  f ~ d - O O l ) ,  L R K  p o s t = t r a i n i n g  scores were a l s o  h i g h l y  

c o r r e l a t e d  w i t h  number  o f  h o u r s  of t r a i n i n g  r e c e i v e d  (r= - 6 3 ,  311 

-00 1) 0 

ADFC pre- t r a i n i n g  s c o r e s  were s i g n i f i c a n t l y  c o r r e l a t e d  with 

a m o u n t  o f  p r e v i o u s  h e l p i n g  e x p e r i e n c e  a s  p r e v i o u s l y  meritiosled, 

and ADPC p o s t - t r a i c i n g  s c o r e s  (r= - 53, ~ 4 . 0 0  1) - ADFC 
p o s t -  t r a i n i n g  scores were a l s o  s i g n i f i c a n t l y  c o r r e l a t e d  w i t h  

e m p a t h y  r a t i n g s  (r= -, 24, 2 6  0 6 ) -  

R a t i n g s  o f  T e c h n i c a l  E f f e c t i v e n e s s  were s i g c i f i c a n t l y  

c o r r e l a t e d  w i t h  number o f  h o u r s  o f  t r a i n i n g  [r= -27, 94) - 
Mean r a t i n g s  o f  Empathy were s i g n i f i c a a t l y  c o r r e l a t e d  w i t h  t h e  



ADFC p o s t  t r a i n i z g  scores, a a  p r e v i o u s l y  m e n t i o n e d ,  They were 

a l s o  s i g n i f i c a n t l y  correlated w i t h  number of h o u r s  of t r a i n i n g  

(r= -29, ~ 4 - 0 3 ) .  

The f o l l o w i n g  sect icn preserits a d i s c u s s i o n  o f  theae 

r e s u l t s  i n  relation t h e  hypotheses of the current s tudy  and 

r e l a t e d  r e s e a r c h  l i t e r a t u r e .  T h i s  final sectioa also c o n t a i n s  

r e c o m m e n d a t i o n s  f o r  the p a r t i c i p a t i n g  crisis cent zes r e g a r d i r  J 

f u t u r e  t r a i n i n g  p r o g r a m  strategies ,  



T a b l e  I 

G r o 2  
C hi ato 

L i f e l i n e  

V .C.C* 

Comparison 

!lean Age of Group Menbers 



Amount 

No ee 

Under 3 mo. 

3-6 ao, 

6-12 mo, 

1-2 yrs* 

2 yrs, or 

more 

T a b l e  I1 

P t e v i o u s  H e l p i n g  Experience by G r o u p  



T a b l e  III 

Local Resource Knowledge Scores Before and After T r a i n i n g  

Groug - 
C h i a o  

L i f e l i n e  

V* c. C I  

Cclaparison 



T a b l e  IV 

Analysis of  Co-variance oz; Local resource Knowledge Postscores 

w i t h  Prescores a s  Co-variate 

So urce -- SS 

fiean (A) 1179-4 

Centre (S/A) 585.4 

EK ror 603-4 



Table V 

Ability t c D i s c r i m i n a t e  F a c i l i t a t i v e  C o n d i e i o n s  Before and After 

T r a i n i n g  

uooi! 
Chilao 

Lifeline 

V * C * C *  

Comparison 

Before !lean ---- - 
37.8 

3 5 - 1  

3 4 . 1  

33-4 

sd After Mean - --- -- 
7 - 8  33. 1 

6 ,  3 3 4 . 1  

5.8 29.8 

7 - 0  33 -0  



T a b l e  VI 

A d j u s t e d  ADPC P o s t - t r a i n i n g  Group Pleans from t h e  A n a l y s i s  of 

Co-var iance  

Group - 

Chitno 

L i f e l i n e  

V,C,C, 

Cornparisox! 



Table VII 

T e c h n i c a l  Effect iveness  flean Group R a t i n g s  After T r a i n i n g  

G roN -- 
Chiao 

L i f e l i n e  

V-C-C- 

comparison 

yean Ratinq -- 
2.92 

3 - 5 0  

7 -57  

3-00 



Table V I I I  

Mean Empathy R a t i n g s  by G r o u p  After Training 

G ~ 2 . 2  

C k i m o  

Lifeline 

V-C-C-  

Comparison 

Mean R a t i n q  -- 
1, 86 

2 - 0 5  

2-26 

1 - 3 5  



Figure 1 

PRE- and POST- TRAINING LRK 
by GROUP 

30 (possible) 

PRE- TRAINING 

8 6 

POST-TRAINING 



Figure 2. 

PRE - and POST-TRAINING ADFC 
by GROUP 

- CHlMO 
111 LIFELINE 

VANCOUVER 
- - - - - - - - COMPARISON 

t J 

PRE-TRAINING POST-TRAINING 



V, Chapter 5 :  Discuss ion 

T h i s  s t u d y  was d e s i g n e d  t o  e x a m i n e  t h e  e f f e c t s  and 

e f f e c t i v e n e s s  o f  three d i f f e r e n t  t r a i n i n g  p r o g r a r n s  for  crisis 

i n t e r v e n t i o n  t e l e p h o n e  c o u n s e l o r s .  

D e r s o q r a p h G  V a r i a b l e s :  T h e r e  were d e m o g r a p h i c  d i f  f e r a c e s  

b e t w e e n  t h e  f o u r  g r o u p s  of s u b j e c t s ,  Vancouver Crisis C e n t r e  

+ r a i n e e s  were t h e  y o u n g e s t  of t h e  s u b j e c t s ,  C h i a o  C r i s i s  C e n t r e  

trainees were t h e  o l d e s t  and a l s o  h a d  t h e  l e a s t  amount  o f  

p r e v i o u s  h e l p i n g  experience, B,C,C- s u b j e c t s  were o n l y  25% 

f e m a l e  w h i l e  e a c h  o f  t h e  o t h e r  t h r e e  g r o u p s  were o v e r w e l m i n 3 l y  

female i n  nake-up- 

P r e - t r a i n h q  D i f f e r e n c e s :  T h e  g r o u p s  were n o t  e : j u i v a l e n t  or. -- 
p r e - t r a i n i n g  ateasuf es of L o c a l  R e s o u r c e  Knowledge ( L E K )  a c d  

A b i l i t y  t o  D i s c r i m i n a t e  F a c i l i t a t i v e  C o n d i t i o n s  f o r  C l i e n t  

Change (ADFC). CCimo t r a i n e e  subjects had  t h e  lowest amount  of 

p r e - t r a i n i n g  L o c a l  B e s o u r c e  Kaowledge a n d  the l a r g e s t  wean 

errors on R b i l i t y  t o  D i s c r i m i n a t e  F a c i l i t a t i v e  C o n d i t i o n s ,  

L o c a l  aesonrce Rnowleqs:  A l l  three g r o u p s  o f  t r a i n e d  s u b j e c t s  

i m ~ r o v e d  s i g n i f i c a n t l y  03 a  p o s t - t r a i n i n g  m e a s u r e  of L, R, K. , 



w h i l e  t h e  " n o - t r a i n i n g "  c o m p a r i s o n  g r o u p  d i d  n o t  change ,  No 

s i n g l e  t r a i n i n g  g r o u p  improved  L-R-K, s c o r e s  B o r e  t h a n  the o t h e r  

two t r a i n e d  g roups  of s u b j e c t s .  

A b i l i t v  D i s c r i m i n a t e  F a c i l i t a t i v e  C o n d i t i o n s :  Two of t h e  

t h r e e  t r a i ~ e d  groups showed p o s i t i v e  n o n - s i g n i f i c a n t  c h a n g e  on 

t h ~  p o s t -  t r a i n i n g  A,D, F, C, measure, The H n o - t r a i n i n g w  comparison 

g r o u p  and o n e  of the t r a i n e d  g r o u p s  d i d  n o t  c h a n g e  over time o n  

this a e a s u r e  of A b i l i t y  t o  D i s c r i ~ a i r ? a  te F a c i l i t a t i v e  C o n d i t  iorls 

R a t i n g s  of T e c h c i c a l  

f o r  C l i e n t  Change- 

P e r  f o r a a n c e  R a t i n q p :  - 
p o s t -  t r a i n i n g  r o l e - p  

E f f e c t i v e n e s s  on 

l layed crisis i n t e r v e n t i o n  calls were n o t  

s i g n i f i c a n t l y  d i f f e r e n t  when t h e  f o u r  g r o u p s  were d i r e c t l y  

c o m p r e d ,  The n o n - s i g n i f i c a l l t  t r e n d  showed t h a t  one o f  t h e  

t r a i n e d  g r o u p s  p e r f o r m e d  more p o o r l y  t h a n  t h e  " n o - t r a i n i n g f v  

c o m ~ a r i s o n  g r o u p  which i n  turn s c o r e d  l o w e r  t h a n  bo th  o f  t h e  

o t h e r  two g r o u p s  o f  t r a i n e d  s u b j e c t s ,  A s i g n i f i c a n t  d i f f e r e n c e  

was fouad b e t w e e ~  g r o u p  on t h e  p o s t - t r a i n i n g  r a t i n g s  of 

E w ~ a t h i c  u n d e r s t a n d i n g  i n  I n t e r p e r s o n a l  Processes, T h e  o r d e r  of 

p e r f o r m a n c e  fol: t h e  f cu r  groups was the saae a s  t h a t  found fu r  

t h e  T,E,S, r a t i n g s ,  v i t h  V,C,C, b e s t ,  L i f e l i n e  c e x t ,  t h e n  t h e  

" n o - t r a i n i n g n  c o m p a r i s o n  g roup ,  a n d  f i a a l l y  t h e  C h i n o  trainees, 



H y p o t h e s i s  1 stated that V.C.C. t r a i n i n g  would i m p r o v e  

p e r f o r m a n c e  more t h a n  t h e  other two t r a i n i n g  p r o g r a m s  on 

mea e u r e s  of c l i n i c a l  a n d  5 e c h n i c a l  e f f e c t i v e n e s s  and  a l s o  that 

V-C-C, t r a i n e e s  would p e r f o r m  b e t t e r  o n  t h e  p o s t - t r a i n i n g  only 

p e r f o r m a n c e  r a t i n g s ,  T h i s  h y p o t h e s i s  r e c e i v e d  p a r t i a l  s u p p o r t ,  

V-C.C. t r a i n e e s  s h o v e d  a p o s i t i v e  b u t  a o n - s i g n i f  i c a n t  t r e n d  when 

they f i n i s h e d  t r a i n i n g  w i t h  t h e  l o w e s t  mean error s c o r e s  on t h e  

ADPC measure ,  However, t h e  p r e / p o s t - t r a  i n i n g  d i f f e r e n c e  xore 

f o r  V,C,C, (-4.34) was not g r e a t e r  t h a a  C h i n o ' s  t r a i n e e s  

improvement  (-4-46) , B o t h  Chinto 's  a n d  V,C, C, * s  t r a i n e e s  shoned 

d e c r e a s e d  errors o n  t h e  ADFC m e a s u r e  w h i l e  L i f e l i n e  t r a i n e e s  and 

t h e  n o - t r a i n i n g q *  c o m p a r i s o n  g r o u p  d i d  n o t  c h a n g e  s u b s t a n t i a l l y ,  

The l a c k  of c h a n g e  o n  t h e  A D f C  b y  t h e  c o m p a r i s o n  g r o u p  i s  

p o s i t i v e  a n d  reflects the s u c c e s s  i n  the d e v e l o p m e n t  o f  t h e  

p a r a l l e l  f o r m s  of t h e  ADFC, T h e  lack o f  p o s t - t r a i n i n g  c h a n g e  for 

t h e  L i f e l i n e  t r a i n e e s  on t h e  ADPC a e a s u r e  s a y  b e  t h e  f u n c t i o n  of 

a t  least  two f a c + o r s ,  F i r s t ,  o n e  L i f e l i n e  s u b j e c t  a c h e i v ~ d  the 

l o w e s t  ( b e s t )  p s e - t r a i n i n g  score on t h e  ADFC (a s c o r e  o f  18. 5, 

w h i c h  means a n  a v e r a g e  e r r o r  of - 6  per  item, a level t h a t  

C a r k h u f  f 1969 r e p o r t e d  for t r a i n e d  c o u n s e l o r s ) ,  The i m p r e s s i v e l y  

low p r e - t r a i n i n g  s c o r e  i n c r e a s e d  t o  31.5 a t  the e n d  of t r a i n i n g -  

This d e c r e a s e  i n  a p p a r e n t  p e r f o r m a n c e  c o u l d  have been the r e s u l t  

of either r e g r e s s i o n  t o  t h e  mean o f  t h e  f a r t h e s t  o u t l y i n g  s c o r e  



or  a l t e r n a t i v e l y ,  this may be a n  e x a m p l e  of a  t r a i n e e ' s  s c o r e  

c o n v e r g i n g  on t h a t  of a wore  poorly f u n c t i o n i n g  t r a i n e r ,  a 

phenomenon r e p o r t e d  by Carkhuf f (1  9 6 9 ) -  

Or the p o s t - t r a i n i n g  r o l e - p l a y s ,  V.C,C, t r a i n e e s  had the 

h i g h e s t  near ,  s c o r e s  on b o t h  T e c h n i c a l  E f f e c t i v e n e s s  ( F o u l e r  and 

McGee 1 373) a n d  E m p a t h i c  V n d e r s t a n d i n g  io T n t e r p e r s o n a l  

P r o c e s s e s  ( C a r k h u f  f 1969) -  B e c a u s e  no  p r e - t r a i n i n g  s c o r e s  were 

a v a i l a b l e  on t h e s e  r a t i n g  scales o t h e r  s o u r c e s  of v a r i a n c e  may 

b e  c o n f o u n d e d  with t h e s e  r e s u l t s ,  However, from a n  e v a l u a t i v e  

p e r s p e c t i v e ,  V,C,C, t r a i n e e s  were t h e  most p r e p a r e d  on t h e s e  

i n d e x e s  o f  c l i n i c a l  a n d  t e c h n i c a l  e f f e c t i v e n e s s  o f  c r i s i s  

i n t e r v e n t i o n  c o u n s e l o r  p e r f o r m a n c e  a t  the e n d  o f  t r a i n i n g -  

H y p o t h e s i s  2 s t a t e d  t h a t  L i f e l i n e  t r a i n i n g  would i m p r o v e  

t r a i n e e s  Knowledge of L o c a l  R e s o u r c e s  s i g n i f i c a n t l y  n o r e  thar ,  

t h e  o the r  two t r a i n i n g  programs. T h i s  h y ~ o t h e s i s  was not,  

s u p ~ o r t e d  b y  t h e  d a t a ,  When p r e - t r a i n i n g  n o n e q u i v a l e n c e  on t h e  

LBK was + a k e n  i n t o  a c c o u n t  by a B-8,D.P. a n c o v a  p r o c e d u r e ,  t h e  

t h r e e  + r a i n i n g  p r o g r a m s  all. i m p r o v e d  L R Y  scores by  a p p r o x i m a t e l y  

e q u a l  a m o u n t s  C h i n o  C r i s i s  C e n t r e  t r a i n e e s  showed the greatest 

i m p r o v e m e n t  in LRK score a t  + 11-5 a s  compared  t o  +10,1 f o r  

L i f e l i n e ,  +8,4 for  V,C,C. and +2,3 f o r  t h e  " n o - t r a i n i n g n  

corn p r i s o n  g roup ,  A d j u s t e d  raeans frola +,he a n c o v a  p r o c e d  ure 

r e i n f o r c e d  t h e  f i n d i n g  t h a t  C h i a o  s u b j e c t s  s t a r t e d  w i t h  the 

l o w e s t  p r e - t r a i n i n g  L R K  scores a n d  i m p r o v e d  t h e  most- 



H y p o t h e s i s  3 s t a t e d  t h a t  a l l  t h r e e  t r a i n i n g  p r o g r a m s  would 

i m p r o v e  p e r f o r m a n c e  m e a s u r e s  s i g n i f i c a n t l y  more t h a n  t h e  

" n o - t r a i n i n g q q  c o m p a r i s o n  g r o u p ,  a n d  t h a t  t h e  t r a i n e d  g r o u p s  

would  s c o r e  s i g n i f i c a n t l y  h i g h e r  on p o s t - t r a i n i n g  p e r f o r m a n c e  

r a t i n g s  made OG t h e  r o l e - p l a y e d  crisis i n t e r v e n t i o n  c a l l s ,  T h i s  

h y p c t h e s i s  r e c e i v e d  p a r t i a l  s u p p o r t  f rora t h e  d a t a ,  P o s t -  t r a i n i n g  

g roup  means o n  t h e  LRK measure  were s i g n i f i c a l l t l y  h i g h e r  f o r  a l l  

t h r e e  g r o u p s  of t r a i n e d  s u b j e c t s  when they were compared 

d i r e c t l y  t o  t h e  " n o - t r a i n i n g n  c o r s p a r i s o n  group,  The c o m p a r i s o n  

g r o u p  d i d  n o t  c h a n g e  s i g n i f i c a n t l y  o v e r  a time p e r i o d  e q u i v a l e n t  

t o  t h e  l e n g h t h  o f  t r a i n i n g ,  T r a i n i n g  a t  a l l  t h r e e  of  t h e  crisis 

c e n t r e s  d i d  p r e p a r e  t e l e p h o n e  c o u n s e l o r s  t o  f i l l  t h e  r o l e  o f  

referral a g e n t ,  a t  least  p a r t i a l l y .  

As p r e v i o u s l y  ment ioned ,  only V.C.C, a n d  Chimo t r a i n e e s  

s h o v e d  d e c r e a s e s  i c  e r r o r s  on t h e  ADFC m e a s u r e  o v e r  t h e  c o u r s e  

o f  t r a i n i n g  however ,  t h e s e  c h a n g e s  v e r e  p o s i t i v e  but n o t  

s i g n i f i c a n t ,  The  L i f e l i n e  t r a i c i n g  p rogram d i d  n o t  s u b s t a n t i a l l y  

a f f e c t  this s c o r e ,  p o s s i b l y  f o r  t h e  r e a s o n s  d i s c u s s e d  ear l ier -  

The aDfC mean score d i d  n o t  c h a n g e  f o r  t h e  c o m p a r i s o n  g r o u p -  

On t h e  p o s t - t r a i n i n g  r a t i n g  of T e c h n i c a l  E f f e c t i v e n e s s  b o t h  

V,C,C, a n d  L i fe l iae  t r a i n e e s  scored higher t h a n  t h e  u n t r a i n e d  

c o r n p r i s o n  g r o u p  a l t h o u g h  t h e s e  d i f f e n e n c e s  v e r e  n o t  

s i g n i f i c a n t ,  Chimo t r a i n e e s  s c o r e d  l a a r g i n a l l y  l o v e r  t h a n  t h i s  

u n t r a i n e d  g r o u p  of subjects, P o s s i b l e  e x p l a n a t i o n s  f o r  these 

r e s u l t s  all i n  two s a i n  areas, First, + h e  Chimo t r a i n i n g  



program h a d  the l eas t  a m u n t  of p r a c t i c e  o f  r o l e - p l a y e d  cr is is  

i n t e r v e n t  i o n  s k i l l s ,  S e c o n d ,  Chimo t r a i n e e s  a r e  t h e  o l d e s t  and  

l e a s t  experienced h e l p i n g  p e r s o n s  a n d  p e r f o r m e d  more p o o r l y  on 

t h e  p r e - % r a i n i n g  m e a s u r e  o f  the ADFC, a type of m e a s u r e  which 

Plorgan a n d  K i n g  (1975) found  was r e l a t e d  t o  p o s t - t r a i n i n q  

t e c h n i c a l  e f f e c t i v e n e s s  s c o r e s  ( a l b e i t  o n  a different T e c h n i c a l  

E f f e c t i v e n e s s  S c a l e  t h a n  t h e  o n e  u s e d  here). 

T h e  g o s t - t r a i n i n g  r a t i n g s  of empathy s h o u e d  s i g n i f i c a n t  

results i n  t h e  same p a t t e r n  f o u n d  o n  t h e  T , E , S .  r a t i c g s ,  Both 

V,C,C, and L i f e l i n e  t r a i n e e s  s c o r e d  h i g h e r  o n  t h e  a v e r a g e  t h a a  

hot h t h e  "no-% r a i n i n g n  c o m p a r i s o n  g r o u p  and Chimo t r a i n e e s .  

R o l e p l a y  p r a c t i c e  may be a f a c t o r  here a s  well a s  t h e  

r e l a t i v e l y  h e a v i e r  e m p h a s i s  o n  s e l f - e x p l o r a k i o n  and 

s e l f - a w a r e n e s s  i n  the L i f e l i n e  and  Vancouver  Crisis C e n t r e  

t r a i n i n g  p rograms-  

H y p o t h e s i s  4 stated t h a t  Chimo Crisis C e n t r e ' s  t r a i n e e s  

would p e r f o r m  a t  the p o o r e s t  l e v e l s  o n  a l l  the p e r f o r m a n c e  

v a r i a b l ~ s  b e c a u s e  its training program was t h e  s h o r t e s t  and was 

a l s o  too c o m p a c t  i n  time, A s  d i s c u s s e d  earlier,  t h i s  hypothesis 

r e c e i v e d  p a r t i a l  support, e s p e c i a l l y  on t h e  b e h a v i o r a l  

p e r f o r m a n c e  c r i te r ia ,  Chimo t r a i n e e s  p e r f o r m e d  si t a i l a r l y  t o  

u n t r a i n e d  s u b j e c t s  on both r a t i n g  scales and much wore p o o r l y  

+,ban both other g r o u p s  of trained subjects, However, the brief, 

highly c o m p a c t  na ture  o f  t h e  Chiao t r a i n i . n g  progrant  d i d  no? 

a p F e a r  t o  detract from the i n f o r a a t i o n  a q u i s i t i o n  that was 



r e q u i r e d  t o  i m p r o v e  LRK s c o r e s  a n d  it d i d  i a p r o v e  ADFC scores 

( b u t  o n l y  t o  t h e  p r e - t r a i n i q g  l e v e l  o f  V-C-C,) T h e  V,C.C. 

trainees s u b s e q u e n t l y  improved  t o  a n  e v e n  more e f f e c t i v e  l e v e l  

o f  p e r f o r m a n c e  02 t h e  A b i l i t y  t o  D i s c r i m i n a t e  F a c i l i t a t i v e  

C o n d i t i o n s  for C l i e n t  Change measure,  

Ic dincussirg the r e l a t i o n s h i p  b e t w e e n  amount  of h o u r s  o f  

t r a i n i n g  a n d  e x p e r i e n t i a l  aspects o f  t r a i n i n g  and t h e  

p e r f o r a a n c e  v a r i a b l e s  t h e r e  were s e v e r a l  i n t e r e s t i n g  f i n d i n g s ,  

Nunber o f  h o u r s  of t r a i n i n g  was s i g n i f i c a n t l y  c o r r e l a t e d  w i t h  

b o t h  p o s t - t r a i n i n g  p e r f o r a a n c e  r a t i n g s ,  The g r e a t e r  number of  

h o u r s  of t r a i n i n g  a t  V,C,C, a p p e a r s  t o  pay o f f  o n  b e h a v i o r a l  

i n d e x e s  of crisis i n t e r v e n t i o n  c o u n s e l o r  p e r f o r a a n c e ,  

P o s t - t r a i n i n g  ADFC s c o r e s  a l s o  tended t o  be l o w e r  ( b e t t e r )  for 

t h e  l7,C.C. t r a i n e e s  a l t h o u g h  n o t  q u i t e  a t  the - 0 5  l e v e l  of 

s i g n i f i c a n c e ,  

T h e  r e l a t i v e l y  g r e a t e r  e x p e r i e n t i a l  a s p e c t s  o f  t h e  V.C.C. 

t r a i n i n g  p r o g r a m  was a l so  p o s i t i v e l y  r e l a t e d  t o  better 

p e r f o r m a n c e  on t h e  p o s t - t r a i n i n g  b e h a v i o r a l  p e r f o s ~ a n c e  r a t i n g s ,  

I n  summary, more h o u r s  o f  t r a i a i n g  and more e x p e r i e n k i a l  

training d o  relate s i g n i f i c a n t l y  t o  b e h a v i o r a l  a e a s u r e s  o f  

crisis i n t e r v e n t i o n  t e l e p h o n e  c o u n s e l o r  p e r f o r m a n c e -  T h i s  

f i n d i n g  has i m p l i c a t i o n s  for f u t u r e  t r a i n i n g  p r o g r a m s  a t  c r i s i s  

centres e v e r y w h e r e ,  



O n  m e a s u r e s  o f  L o c a l  R e s o u r c e  Knowledge a l l  t h r e e  t r a i n i n g  

p r o g r a a s  showed s i g n i f i c a n t  i m p r o v e m e o t s  i n  t r a i n e e s t  s c o r e s  

o v e r  t h e  c o u r s e  of t r a i n i n g ,  This is  a p o s i t i v e  e v a l u a t i v e  

f i n d i n g .  However, t h e  wean LRK s c o r e s  f o r  a l l  g r o u p s  of  t r a i n e d  

s u b j e c t s  were o n l y  a p p r o x i m a t e l y  60% o f  t h e  t o t a l  ~ o s s i b l e  

s c o r e ,  No s u b j e c t  a c h i e v e d  a p e r f e c t  score o n  t h e  L R K  a n d  mos t  

s u b j e c t s  were x o t  a w a r e  of t h e  l o c a t i o n  a n d  c l i e n t  p o p u l a t i o n  

s e r v i c e d  by a t  leas t  o n e - t h i r d  o f  the f i f t e e n  local  r e s o u r c e s  

listed on t h e  LRK. All t h r e e  t r a i n i n g  p r o g r a m s  h a v e  room f o r  

i m p r o v e m e n t  ir, this  area o f  t r a i n i n g ,  In this e v a l u a t i o n  of 

crisis i n t e r v e n t i o n  t e l e p h o n e  c o u n s e l o r s  i n  t h e  r o l e  of r e f e r r a l  

a g e c t ,  t h e i r  p e r f o r m a n c e  was a d e q u a t e  b u t  n o t  o u t s t a n d i a g ,  It  is 

recommended by t h e  author i n  a g r e e m e n t  w i t h  F r a n c e  ( 1 9 7 5 ) ,  Hesse 

(1976) a n d  Auerbach  a n d  Ki l lmann  ( 1 9 7 7 ) ,  t h a t  t h e  three t r a i l l i n g  

p r o g r a m s  c o n c e n t r a t e  more effort  i n  p r e p a r i n g  t h e i r  cr is is  

i n t e r v e n t i o n  c o u n s e l o r s  f o r  t h e  role o f  r e f e r r a l  agent, 

On the ADFC m e a s u r e  o n l y  Vancouver  C r i s i s  C e n t r e  and Chimo 

t r a i n e e s  showed some i m ~ r o v e w e n t  a s  a r e s u l t  o f  t r a i n i n g  

however ,  t h i s  a p p a r e n t  improvement  was n o t  s i g n i f i c a n t  o n  a  

one-way anova ,  Each  o f  t h e  t h r e e  crisis c e n t r e s  r e q u i r e s  more 

emphas i s  o n  t h i s  t y p e  of t r a i n i n g ,  e s p e c i a l l y  L i f e l i n e  whose 

t r a i n e e s  showed l i t t l e  c h a n g e  and Chimo whose t r a i n e e s  start 

w i t h  a p r e - t r a i n i n g  h a n d i c a p  on t h i s  e e a s u r e ,  C a r k h u f f  (1969)  



a n d  D e l w o r t h ,  3udow a n d  Taub (1972) s u g g e s t e d  t h a t  t h e  t r a i n e r s '  

A b i l i t y  t o  D i s c r i m i n a t e  F a c i l i t a t i v e  C o n d i t i o c s  f o r  C l i e a t  

Change be assessed p r i o r  t o  t r a i n i n g  a n d  t h a t  t r a i n e r s  s h o u l d  b e  

s e l e c t e d  o n  t h e  b a s i s  o f  low error s c o r e s ,  C a r k h u f f  (1963)  c i t e d  

r e s e a r c h  t h a t  S e a o n s t a  t e d  t h a t  t r a i n e e s 1  ADFC s c o r e s  c o n v e r g e  on 

t h o s e  of  t h e  t r a i n e r s ,  either U F  or down, T h i s  may b e  a f a c t o r  

in t h e  l a c k  of s i g n i f i c a n t  i m p r o v e m e n t s  on t h e  ADFC measuse a n d  

i n  d e c r e a s e s  i n  p e r f o r m a n c e  l e v e l  f o r  some of t h e  s u b j e c t s  who 

h a d  t h e  lowest p r e - t r a i n i n g  ADPC scores, Also, C h i m o  t r a i n e e s  

h a d  a n o n - s i g ~ i f i c a n t  trend t o w a r d s  h i g h e r  p r e - t r a i n i n  g e r r o r  

scores on t h e  ADFC a n d  a s  a r e s u l t  they r e q u i r e  more a n d  n o t  

less t r a i n i n g  i n  t h i s  area i f  i n i t i a l  d i f f e r e n c e s  are t o  be 

made-up b y  their t r a i n i n g  program, 

On t h e  T e c h n i c a l  E f f e c t i v e n e s s  R a t i n g  Scale (Fowler  a n d  

4cGee 1973) n o n e  of the g r o u p s  of crisis i n t e r v e n t i o n  t r a i . x e e s  

p e r f o r m e d  a t  a h i g h  l e v e l  on t h e  T.E,S,  The h i g h e s t  mean f o r  any 

g r o u p  was 3-57 for  Q,C,C, t r a i n e e s ,  I f  Chimo C r i s i s  C e n t r e  bozh  

l e n g t h e n s  a n d  s p r e a d s - o u t  t h e i r  t r a i n i n g  p rogram t h e y  might 

m a k e u p  for  'these d e f i c i t s ,  I n c l u s i o n s  of more t r a i n e e  

s e l f - e x p l o r a t i o n  a n d  r o l e - p l a y i n g  o f  crisis i n t e r v e n t i o n  c a l l s  

c o u l d  l e a d  t o  i a p r o v e a e n t  i n  t h i s  area. The T,E,S, is  a 

n i n e p o i n t  c h e c k l i s t  of a p p r o p r i a t e  t e l e p h o n e  c o u n s e l o r  

b e h a v i o r s ,  T h e  h i g h e s t  s c o r e  t h a t  was o b t a i n e d  by  a n y  s u b j e c t  

was 5, Not one of the s u b j e c t s  made a n  e f f o r t  t o  deteraine if 

t h e  r o l e - g l a y e d  ca l ler  was s u i c i d a l  or how s e r i o u s  h i s  s u i c i d a l  



i d e a t i o n  was, A l l  t h r e e  t r a i n i n g  p r o g r a m s  need  t o  i m p r o v e  i n  

t h i s  a r e a ,  

On t h e  r a t i n g s  of E m p a t h i c  Under s t a n d i n g  i n  I n t e r p e r s o n a l  

P r o c e s s e s  (Carkhuf  f 1969) t h e  Chimo trainees performed slightly 

more p o o r l y  than b o t h  o t t e r  t r a i n e d  g r o u p s  a n d  a l s o  t h e  

" n o - t r a i n i n g m  c o m p a r i s c n  g roup ,  As t h i s  v a r i a b l e  i s  related t o  

t h e  ADFC t h e  f i n d i n g  is  siwilar, Chimo needs more n o t  less 

t r a i n i n g  in t h i s  area, The h i g h e s t  a e a n  Empathy r a t i n g  was 2-26 

o n  a 5-point scale for V-C-rJ- t r a i n e e s -  C a r k h u f f  (1969)  views 

t h i s  level a s  o n l y  m i n i m a l l y  f a c i l i t a t i v e  f o r  c l i e c t  change, 

T h e s e  f i n d i n g s  r e p l i c a  te t h e  f i n d i n g s  of Geritfier (1974) , Bleach 
a n d  Claiborne  ( t 9 7 4 ) ,  Carothers a n d  I n s l e e  (1975) and  o t b e r s ,  

All of these a u t h o r s  recommended more s y s t e m a t i c  t r a i n i n g  i n  

t h i s  area, T h e  f i n d i n g  t h a t  i s  of i n t e r e s t  t o  t h e  t h r e e  

p a r t i c i p a t i n g  crisis c e n t r e s  is t h a t  they might  concentrate more 

s p e c i f i c a l l y  on t r a i n i n g  t h e i r  t e l e p h o n e  c o u n s e l o r s  i n  empathic 

l i s t e n i n g  s k i l l s ,  e s p e c i a l l y  Chimo- 

I n  suPrmmary, a n  e v a l n a t i o n  of t h r e e  t r a i n i n g  Frograms f o r  

c r i s i s  i n t e r v e n t i o n  t e l e p h o n e  c o u n s e l o r s  r e v e a l e d  much room f o r  

improvement  o n  a v a r i e t y  o f  p e r f o r a a n c e  c r i t e r i a ,  b o t h  v r i t t e n  

and b e h a v i o r a l ,  C h i a o  C r i s i s  C e n t r e  i n  p a r t i c u l a r  was s i n g l e d  

o u t  a s  r e q u i r i z i g  longer, less compac t  t r a i n i n g  d u e  t o  a 

p r e - t r a i n i n g  d e f i c i t  i n  v o l u n t e e r s *  h e l p i n g  a b i l i t i e s -  Both 

L i f e l i n e  and Vancouver  crisis C e n t r e  showed r e l a t i v e l y  better 

p e r f o r m a n c e  b u t  they t o o  require adjustments i n  t h e i r  t r a i n i n g  



p r o g r a m s  i f  t h e y  d e s i r e  t o  h a v e  t e l e p h o n e  crisis i n t e r v e n t i o c  

c o u c s e l o r s  who are b o t h  highly e f f e c t i v e  referral a g e n t s  a n d  wrho 

a re  p e r f o r m i n g  a t  h i g h  levels on measures o f  c l i n i c a l  a n d  

t e c h n i c a l  e f f e c t i v e n e s s ,  

5-4 X l a ~ l i c a t i o n s  for me_ Research - 

T h i s  study a d d r e s s e d  t h e  p e r f o r m a n c e  of crisis i n t e r v e n t i o n  

t e l e p h o n e  c o u n s e l o r s  i n  the ro l e  o f  r e f e r r a l  agent f o r  t h e  first 

time, nore research a n d  n i easo remen t  d e ~ e l o p m e n t  i s  d e s i r a b l e  i n  

t h i s  area, P e r f o r m a n c e  o f  t r a i n e e s  on b o t h  w r i t t e n  a n d  

b e h a v i o r a l  p e r f o r e a a n c e  a e a s u r e s  s h c w e d  mixed  r e s u l t s ,  T h e  best 

t r a i n e e s  were p e r f o r m i n g  a t  a d e g u a t e  b u t  not  o u t s t a n d i n g  levels 

of p e r f o r m a n c e ,  C h a n g e s  i n  t h e  t r a i n i n g  p r o g r a m s  designed t o  

i m ~ r o v e  t h e  p e r f o r i n a n c e  of telephone c o u n s e l o r s  c ~ l  be a s s e s s e d  

w i t h  f u r t h u r  e v a l u a t i o n  r e s e a r c h ,  A n o t h e r  d e s i r a b l e  a d d  i t i o n  t o  

t h i s  a n d  future studies of cr is is  i n t e r v e n t i o n  t r a i n i n g  would be 

an a d d i t i o n a l  d a t a  c o l l e c t i o n  p o i n t ,  t h r e e  t o  six m o n t h s  a f t e r  

t h e  t r a i n e e s  h a d  begun s e r v i c e  a s  t e l e p h o n e  c o u n s e f o r s -  To t h i s  

t y  ~e of d e s i g n  t h e  relationship b e t w e e n  t r a i n i n q  a n d  experience 

could be assessed, p o s s i b l y  p r o v i d i n g  v a l u a b l e  e v a l u a t i v e  

f e e d b a c k  t o  t h e  c r i s i s  cmtres, A n o t h e r  ~ o s s i b l e  f u t u r e  s t u d y  

m i g h t  l i n k  p e r f o r m a n c e  m e a s u r e s  a t  t h e  e n d  of t r a i n i n g  w i t h  

t r a i n e e s *  a t i t u d e s  towards training, t r a i n e r s  a n d  o t h e r  

v a r i a b l e s  



I n  summary, this area is open  to much more research  which 

graduate s t u d e n t s  i n  psychology c a n  p r o v i d e  a s  p a r t  of the 

development of t h e  Community Psychology  movement (Rappa port 

1977)-  Crisis centres can b e n e f i t  from r e s e a r c h  e x p e r t i s e  and 

results but the n a t u r e  and limits of their f u n d i n g  aakes 

r e s e a r c h  d o l l a r s  s c a r c e  or n o n - e x i s t e n t ,  Hopefully, the 

Applied-Clinical Psychology Prograras at Simon Fraser U n i v e r s i t y  

and o t h e r  u n i v e r s i t i e s  can h e l p  f i l l  t h i s  gap. 



Appendices  

U ~ e n d i x  The F o u l e r  T e c h n i c a l  E f f e c t i v e n e s s  S c a l e  

Items and S c o r i n q  criteria 

1, Can t h e  caller b e  i r a ~ e d i a t e l y  r e - c o n t a c t e d ?  

I n  o r d e r  t o  answer this q u e s t i o n  a f f i r m a t i v e  the c a l l  must 

c o n t a i n  enough i n f o r n a t i o n  t o  e n a b l e  t h e  c e n t e r  t o  ca l l  o r  

c o n t a c t  t h e  caller or t o  inmedia te lp i  go t o  t h e  c a l l e r .  

2, Did the voltmteer ask o r  o b + a i n  s p e c i f i c  infosmaCion 

r e g a r d i n g  s i g n i f i c a n t  o t h e r s ?  

A s p e c i f i c  q u e s t i o n  d e a l i n g  with t h e  p o s s i b i l i t y  of rootnmates, 

p a r e n t s ,  n e i g h b o u r s ,  f r i e n d s  o r  r e l a t i v e s  must o c c u r  i n  o r d e r  t o  

answer t h i s  q u e s t i o n  Hyes81, A g e n e r a l  i n q u i r y  s u c h  as, "Do you 

h a v e  someone t o  talk to?- ,  w i l l  n o t  be enough t o  q u a l i f y  as a 

"yesw answer, 

3, Were s p e c i f i c  p rob lems  i d e n t i f i e d ?  

A problem i d e n t i f i e d  t o  which t h e  center c a n  respond, even i f  it 

i s  n o t  t h e  f o c a l  problem, w i l l  qualify for  a "yest* answer-  

4, D i d  t h e  v o l u n t e e r  com!nunicate t h a t  s /he  is w i l l i ~ g  t o  h e l p ?  

T h i s  q u e s t i o n  may b e  answered on t h e  b a s i s  of both a f f e c +  and/or  



c o n t e n t ,  

5 ,  Did the v o l u r z t e e r  d e v e l o p  a s t r u c t u r e d  p l a n  o f  a c t i o n  o r  h e l p  

t h e  cal ler  t o  d e v e l o ~  o n e ?  

A s t r u c t u r e d  p l a n  o f  a c t i o n  must  lead t o  some a c t i o n  o r  event 

t h a t  w i l l  i n v o l v e  t h e  caller i n  a n  o b s e r v a b l e  b e h a v i o r ,  

6, Did t h e  caller a g r e e  t o  t h e  a c t i o n  p l a n ?  

A d e f i n i t e  c o m m i t t a e n t  must be o b t a i n e d  f rom t h e  c a l l e r  for this 

q u e s t i o n  t o  be a n s w e r e d  n y e s m ,  

7, Was i t  d e t e r a i n e d  w h e t h e r  o r  n o t  t h i s  was a s u i c i d e  c a s e ?  

S p e c i  f i c  i n q u i r y  f rom t h e  w o r k e r  m e n t i o n i n g  " s n i c i d e n  o r  " k i l l .  

s e l f -  or s p o n t a n e o u s  statement f rom the caller may be s c o r e d -  

8 ,  f a ) D i d  t h e  v o l u n t e e r  a s k  a b o u t  a s u i c i d e  plan? or  ( b ) I f  the 

caller v o l u n t a r i l y  d i s c l c s e d  t h e  i n f o r m a t i o n  d i d  t h e  v o l  ont eer 

i n q u i r e  a b o u t  fur thur  d e t a i l s ?  

Answer e i t h e r  (a) o r  {b) b u t  n o t  b o t h .  

9-  Mas it d e t e r m i n e d  i f  t h e  cal ler  h a s  made p r i o r  s u i c i d e  

a t  t e m p t s ?  

S p e c i f i c  i n q u i r y  must  be made by  t h e  w o r k e r  o r  a s p o n t a n e o u s  

s t a t e m e n t  b y  t h e  c a l l e r  may b e  s c o r e d ,  



S e s s i o n s :  1900  t o  2200 Hours  

S e s s i o n  XI: O r i e n t a t i o n  : I n t r o d u c t i o n ,  Handout of handbook, 

I s s u e  of i n t e r i m  I D  c a r d s ,  a w a r e n e s s  e x e r c i s e ,  t o u r  of the 

b u i l d i n g ,  t aped  r o l e  p l a y  tgGloriaH, Group and  i n d i v i d u a l  role 

plays, phose  room p r o c e d u r e s  l e c t u r e  and  hoae  a s s i g n m e n t s .  

S e s c i o r  t 2 -  D i s c u s s i o n  on **domes t ic  problems*'  and "drugsf i -  A - 2  -; 

: Awareness e x e r c i s e s ,  t a p e d  r o l e  p l a y  "Wick Evan sH, i n d i v i d u a l  

role  p l a y s ,  q u e s t i o n  p e r i o d  a n d  home as s ignmen t s .  

S e s s i o n  gg: D i s g u s s i o n  on l 9 sexua l  probleatsc*,  "loneliness and 

d e p r e s s i o n 1 *  a n d  m r a a n i p u l a t i o n w ,  Awareness  e x e r c i s e s ,  t a p e d  role 

p l a  g WGeno8*, q u s t i o n  period a n d  home a s s i g n m e n t s ,  

S e s s i o n  #4: G u e s t  s p e a k e r  f ro& t h e  s u i c i d e  p r e v e n t i o n  " f l y i n g  
-7- - 
squadw, Awareness  e x e r c i s e s ,  t a p e d  r o l e  p l a y  " Jack  Dugan I J ,  

i n d i v i d n a  l ro le  p l a y s ,  q u e s t i o n  and  d i s c u s s i o n  p e r i o d -  

S e s s i o n  25: Quiz,  a in i -d rama ,  s e l f - e v a l u a t i o n ,  t a p e d  role play 

wflary-Jom, issue of I D  c a r d s ,  r e t u r n  of handou t ,  and 

announcement  o f  a  s o c i a l  even ing -  

S e s s i o n  &5: Open question p e r i o d ,  concluding reetarks, 

a ~ p o i n t m e n t s  f o r  i c d i v i d u a l  e v a l u a t i o n s  and a  s o c i a l  g a t h e r i n g -  



B ~ e n d i x  C_; Lifeline T r a i n i n q  O u t l i n e  

S e s s i o n  a: O r i e n t a t i o n  w i t h  t h e  Director (1  Hour)  -- 
S e s s i o n  u: S e a i n a r  a n d  d i s c u s s i o r  o n  " r e l a t i o n  sh ips t* .  G u e s t  -- 
S p e a k e r ,  (2 h o u r s )  

S e s s i o n  ill: Lifeline r u l e s  and  policy d i s c u s s i o c ,  Tn troduct ion -- 
t o  role p l a y i n g .  (2 h o u r s )  

S e s s i o n  t 4 :  S e m i n a r  and d i s c u s s i o n  on m a l c o h o l n ,  Guest s p e a k e r ,  - -  - 
(2 Hours)  

S e s s i o c  fS: C o ~ s u n i c a t i o n  and a c t i v e  l i s t e n i n g  d i s c u s s i o n ,  
3_-- 

R o l e - p l a y s  on ~ a l c o h o l n ,  (2 h o u r s )  

S e s s i o n  25: Role p l a y s ,  p e s t i o n  a n d  a n s w e r  p e r i o d ,  (2  Hours) -- 
I n t e r v i e w s  w i t h  t r a i n e r s ,  

S e s s i o n  E: Phone rooa p r o c e d u r e s ,  e m e r g e n c y  p r o c e d n r e s ,  and 

r e s o u r c e  assign tpent s, 

S e s s i o n  #8- H o n i t o r i n g  s c h e d u l e d ,  Q u e s t i o n  a n d  a n s w e r  p e r i o d ,  --- --- 
Role- ~lays. 12 hours) 

S e s s i o n  $2: Guest s p e a k e r  p r e s e n t s  s e m i n a r  a n d  d i s c u s s i o r !  o n  

s u i c i d e  a t t e a p t  f o l l o u - u p  team (S,A, P,E,R,), (2 hours) 

S e s s i o r  8 10: S e m i n a r  and d i s c u s s i o n  o n  YIrugsH, Guest s p e a k e r ,  --i - 
( 2  h o u r s )  

S e s s i o n  # 1 1 -  Role p l a y s  on s u i c i d e  and  d r u g s ,  ( 2  h o u r s )  - - - -  ---- 



S e s s i o n  X12: The role of the L i f e l i n e  volunteer i n  r e l a t i o n  t d  --- - 
o t h e r  ccmmuni ty  a g e n c i e s -  Guest speaker presents 

serninar/discu~s ion~ ( 2  hours) 



SECTION B 

Write o n e  s e n t e n c e  d e s c r i b i n g  the c l i e n t  p o p u l a t i o n  a n d  l o c a t i o n  of 
e a c h  o f  t h e  f c l l o w i n g  c o m m u n i t y  r e f e r  r a l  s o u r c e s .  

1 .  C h i a o  C r i s i s  C e n t e r  

3 .  P a r e ~ t s - i n - c r i s i s  

U .  F a m i l y  P l a n c i n q  A s s o c i a t i o n  

5 .  L e q a l  A i d  

6 .  L i f e l i n e  

7. S.A.P.E.B. or S . O . S .  

8 .  C o m m u n i t y  C a r e  Teams  

9 .  C a n a d i a n  a e n t a l  H e a l t h  A s s o c i a t i o n  

10.  I n t e r s e c t i o n  

L R K  score 



LFK Paye 2 

1 1 .  T h e  R e n t a l s m a n  

1 2 .  R i v e r v i e u  

1 3 .  V a n c o u v e r  C r i s i s  C e n t e r  

14.  a i n i s t r y  of Ausan R e s o u r c e s  

1 5 .  P o s t  P a r t u a  C o u r s e l i n g  



S e c t i o n  C 

Y o u  r i l l  r e a d  a b o u t  e i q h t  p 2 r s o n s  who a r e  s e e k i n g  h * l p  w i t h  a  
p r o b l e m .  T h e s e  may n o t  b e  f o r m a l  c l i e n t s  b u t  s i m p l y  p e o p l e  who 
h a r e  s o u q b t  t h e  b e l p  o f  a n e t h e r  p , - r s o n  i n  a time o f  n e e d .  
F o l l o w i n g  e a c h  e x c e r p t  by a F + r s o n  s e e k i n g  h e l p  y o u  w i l l  r e a d  
f o u r  p o s s i b l e  r e s p o n s e s .  T h = s s  a r e  i n i t i a l  r e s p o n s e s  t h a t  r n i q h t  
b e  m a d e  s a r l y  i n  t h e  c o u r s e  o f  a h e l p i n g  r e l a t i o n s h i p .  E a c h  o f  
t h e  f o u r  r e s p o n s e s  s h o u l d  be r a t e d  a c c o r d i n q  t o  t h e  c o n t i n u u m  

b e l o w .  i i a t e  e a c h  r e s p o n s ? s  i n d e p e n d e n t l y  cf t h e  o t h e r s .  

Rate e a c h  r e s p o n s e  1 . 0 , l .  5,2.0,2.5,3.0,3.5.440,445, o r  5.0 

1.0 1.5 2.0 2 . 5  3.0 3.5 
i s  n o t  h a l p -  P a r t i a l  r e -  Y i c i a a l l y  
f u l  i n  r a c c g -  o g n i t i o n  o f  h e l p s  t h e  
n i z i n g  t h e  p r o b l e m  a r d /  p e r s o n  i n  
p r o b 1 e a ; m a y  o r  f e e l i n q s  r e c o q n i z i n q  
h i c d e r  com- t e w a r d s  i t ,  t h e  p r o b l e m  
m u n i c a t i o n .  a c d  h i s  

t e c l i n q s  to-  
u a r d s  i t .  

4.0 4 . 5  
S ~ q n r f i q a n t l y  
h - . l p s  :ha per- 
s o n  i n  r e c o q -  

n i z ; n q  t h e  
p r o b l e m  a n d  
d + i  l i n g  w i t h  
i t .  

5.0 
O p t i m a l 1  
a i d s  t h e  
p e r s o n  i 
i n  d e a l -  

i n q  w i t  
h i s  

p r o b l e m .  

H e l p e e ;  I u o u l d  l i k e  y o u r  o p i n i o n ,  g i v e n  t h i s  c h o i c z .  I p u r c h a s e d  
a t a b  of a c i d  from a  f r i e n d  o f  d n e .  B e  s a i d  i t  w a s  v e r y  m i l d ,  a 
q o o d  o n a  f o r  s o m c o n e  who h a s  n e v e r  t r i p p e d  b e f o r e .  I h a v e  a l w a y s  
w a n t e d  t o  t r y  L S D  o n c e - - I  h a v e  h e a r d  a l l  a b o u t  t h e  c o n t r o v e r s i e s  
so  I b e l i e v e  I koow w h a t  I ' m  g e t t i n g  m y s e l f  i n t o .  H o w e v e r ,  I 
w o u l d  s t i l l  Lika t o  h e a r  w h a t  s o a r  o t h e r  p e o p l e  h a v e  t o  s a y  a b o u t  
it. I ' v e  m a d e  t h e  t r a n s i t i o n  tc a f r e a k  a ;mos t ,  t h e  a c i d  is + h e  

l a s t  s t a g e - - s o  c a n  y o u  t e l l  me w h a t  a c i d  is a l l  a b o u t ?  

H e l p e r  R e s p o n s e s ;  1. L i s t e n ,  I r e a l l y  t h i n k  y o u  s h o u l d  c o n s i d e r  
t h e  p h y s i o l o q i c a l  e f f e c t s  o f  a c i d .  T h e y  c a n  b e  d e t r i m e n t a l  t o  

y o u r  p s y c h o l o q i c a l  h e a l t h .  

2. S e e m s  l i k e  a  d i f f i c u l t  c h o i c e  t c  m a k e .  I c a n  see how y o u  a i q h t  
f e e l  t h a t  i t  is p a r t  o f  b e c o m i n q  a f r e a k .  ------- 
3. I h o p e  t h a t  n o  o n e  s a u  y o u  p u r c h a s e  t h e  t a b .  --- 

4 .  B e i n g  a  f r e d k  is p r e t t y  i m p o r t a n t  t o  you .  R u t  I s a n s e  s o m e  
h e s i t a n c y  o r  c o n f l i c t  i n  m a k i n q  y o u r  d e c i s i o r ~ .  ----- 
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1.0 1.5  2.0 2.5 3.0 3.5 4 . 0  U . 5  
is n o t  h e l p -  P a r t i a l  re- n i n i m a l l y  S i q e r f  r q a n t l y  
f u l  i n  r e c o g -  o q n i t i o n  o f  h e l p s  t h e  h e l p s  t h e  p e r -  
n i z i n g  t h s  p r o b l c n  a n d /  p e r s o n  i n  s o n  I n  r e c o q -  
p r o b l e 8 ; m a y  or f e e l i n q s  r e c o g n i z i n q  n i z i n y  t h e  
h i n d e r  c o n -  t o w a r d s  it. t h e  p r o b l e m  p r o b l e m  a n d  
m u n i c a t i o n .  a n d  h i s  d ~ a l i n q  w i t h  

f e e l i n g s  to- it. 
w a r d s  it. 

E x c e r p t  #4 

5.0 
O p t i m a l 1  
a i d s  t h e  
p e r s o n  i 
i n  d e a l -  

i n y  w i t  
h i s  

p r o b l e m .  

H e l p e e :  Y o u r  a d  s a i d  y o u  bore i n t e r e s t e d  i n  p e o p l e ' s  p r o b l e m s ,  
s o  I ' m  q o n n a  l a y  a h e a v y  c n e  o n  y o u .  I ' v e  b e e n  d a t i r q  t h i s  b l a c k  
c h i c k  f o r  a b o u t  t h r e e  m o n t h s  now. T h e r s  w o u l d n ' t  be a  p r o b l e m  e x c e p  
t h a t  I ' m  w h i t e .  I ' v e  b e e n  r a i s e d  t o  sae n o  d i f f e r e n c e  b e t w e e n  
w h i t e  a n d  b l d c k  a n d  I b e l e i r e  t h a t  I e x h i b i t  this p o i n t  o f  v i e w  
m y s e l f  now a s  a r  a d u l t  T h e  p r o b l e a  r s  w i t h  a y  c h i c k  who s c s e h o w  
b e l e i v e s  t h a t  I s h o u l d  see a difference b e t u e e c  u s - - s h e  is a l w a y s  
t e s t i n g  me t o  seo i f  I h a v e  y e t  b e c o m e  a r a c i d l  o i q o t .  As t h o u q h  
m a t t e r s  w e r e n ' t  b a d  e n o u q h ,  s h e  i s  now p r e q n a n t ;  I b e l i e v e  t h a t  
i t  i s  p r o b a b l y  my k i d ,  b u t  t h e r e  a1 w a y s  e x i s t s  t h e  c h a r i c e  t h a t  i t  
c o u l d  b e  o n e  o f  h e =  b l a c k  b r o t h e r ' s .  S3, b e r e  is t h e  p r o b l e m .  

Now, w h a t  i s  t h e  a n s b e r ?  

1. T h a t ' s  a  r o u q b  o n e  a l r i g h t .  S o u n d s  l i k e  
y o o ' r e  r e a l l y  r u s h e d  t o  m a k e  u p  y o u r  m i n d  a b o u t  h o u  y o u  f e e l  

t c w a r d s  h e r .  

2. U o u l d  it be a w h o l e  l o t  l e s s  h a s s l e  i f  s h e  u a s  w h i t e  o r  i f  y o u  
two were m a r r i e d ?  

3. Y o u ' r e  r i q h t  i t ' s  a  t o u q h  o n 2 . I  c a n  see h o u  y o u ' d  f e e l  a  c o n f l i c  
w i t h i n  y o u r  f e e l i n q s  t o w a r d s  h z r ,  a n d  cow n e r  p r e g n a n c y  m a k e s  - 
some k i n d  o f  d e c i s i o n  m a n d a t o r y .  n a g b a  p r e q n a n c y  is s o m e  k r n d  o f  

f i n a l  t e s t ?  

Q .  I c a n ' t  a c s w e r  i t  f o r  y o u ;  a 1 1  I can d o  Fs h e l p  y o u  c l n s i d e r  -- 
t h e  a l t e r n a t i v d s .  
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R a t e  e a c h  r e s p o n s e  u s i n q  t h e  f o l l o w i n q  s c a l e .  B a t e  e a c h  r e s p o n s e  
i n d e p e n d e n t l y  o f  t h e  o t h z r s .  

R a t 0  e a c h  r e s p o n s p  1 . 0 . 1 . 5 . 2 . 0 . 2 . 5  ,3.0,3.5,u.O. 4 . 5 ,  o r  5.0  

1.0 1.5 2 .0  2.5 3 . 0  3 .5  
is n o t  h e l p -  P a r t i a l  re- U i n i m a l l y  
f u l  i n  r e c c g -  o q c i t i o n  o f  h e l p s  t h e  
n i z i n g  t h e  p r o b l e m  a n d /  p e r s o n  i n  
p r o b l e m ;  may o r  f e e l i n q s  r e c o q n i z i n q  
h i n d e r  com- t o w a r d s  i t .  t h e  p r c b l e m  
m u n i c a  t i o n .  a n d  h i s  

f e e l i n q s  t o -  
~ 3 r d ~  i t .  

4.0 4.5 
S i q n i f  i q a  n t l y  
h e l p s  t h e  p e r -  
s o n  I n  r e c o q -  

n i z i n g  t h e  
p r o b l e m  a n d  
d a a l i n q  u i t h  
i t .  

5.0 
O p t i m a l 1  
a i d s  t h e  
p e r s o u  i 
i n  d e a l -  

i n g  w i t  
h i s  

p r o b l e m .  

E x c e r p t  85 

H e l p e e :  U h a t  s h o u l d  I d o  ? N y  sor rs t a k l n g  d r u q s ,  I j u > t  k n o u  h e  
h a s  t o  b e .  H t  h a s  b e e n  a c t i n q  v e r y  o d d  e v e r  s i n c e  h l s  f d t h e r  a n d  

i I g o t  t h e  d i v o r c e  l a s t  m o n t h .  I t  l u s t  b e  h i s  f a t h e r g & ,  d o i n g .  HP 
would d o  a n y t h l n g  t o  t a k e  my b o y  a w a y  f r o k  me a n d  t h a t  r a t h e r  o f  

h l s  is  a l w a y s  u p  t o  nc q 3 o d .  

H e l p e r  R e s p o n s e s :  1 .  What i n d i c a t i o n s  d o  you  h a v e  t h a t  y o u r  s o n  
i s  t a k i n q  d r u g s ,  o t h e r  t h a n  h? h a s  b e e n  a c t i n q  s t r a n g e  ? How c a n  - 

y o u  b e  s u r e  t h a t  h i s  f a t h e r  h a s  s o s e t h i n q  t o  d o  w i t h  i t  ? C o u l d  
a n y t h i n g  e l s e ,  s a y  y o u r  d i v o r c e  a n d  t L e  s e p e r a t i o n  of t h e  f a m i l y ,  

be m a k i n q  y o u r  s o n  a c t  s t r a n y e  ? 

2 .  S o u n d s  l i k e  y o u ' r e  p r a t t y  u p s e t  a b o u t  t r o  p r o b l e m s :  f i r s t ,  y o u r  
s o n  a n d  h i s  r e c e n t  b e h a v i o r  a n d  s a c o n d ,  y o u r  e x - h u s b a n d ' s  

influence on  your s o n .  U h a t  s p e c i f i c  a x a m p l - s  r n d i c a t e  t h a t  y o u r  -- 
s o n  1 s  t a k i n g  d r u g s ?  

3. I t ' s  r e a l l y  a d i s t u r b i n q  f e 5 l i n q  when  y o u  t h i n k  t h a t  y o u r  s o n  i 
d o i n g  s o m e t h i n g  t h a t  m i q h t  b e  h a r m f u l  t o  him. I t ' s  d o u b l y  - 

d i s t u r b i n q  w h e n  y o u  t h i n k  t h a t  y o u r  e x - h u s b a n d  sight b e  i n v o l v e d .  

4. D i v o r c e  i n  a f a m i l y  s o m e t i m e s  c a u s e s  a l l  s o r t s  o f  h a s s l e s .  H o w  
l o n q  h a s  it been s i n c e  y o u  a n d  y o u r  h u s b a n d  were d i v o r c e d  ? ---- 
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Rate e a c h  r e s p o n s e  u s i n g  t h e  f o l l o w i n q  s c a l e .  R a t e  each r e s p o n s e  
? n d e p e n d e n t l y  o f  t h e  o t h e r s .  

Rate e a c h  r e s p o n s e  1.0,l. 5,2.0,L.5.3.0,3.5.UI( 0 ,  U. 5, or  5.0 

1.0 1.5 2.0 2.5 3.0 3.5 4.0 4 . 5  
i s  n o t  h e l p -  P a r t i a l  re- n i n i m a l l y  S i g n ~ f i g a n t l y  
f u l  i n  r e c o q -  o q n i t i o n  o f  h e l p s  t h e  h e l p s  t h e  p e r -  
n l z i n g  t h e  p r o b l e m  a n d /  p e r s o n  i n  s o n  i n  r e c o g -  
p r c b l e m ;  may or f s e l i n q s  r e c o q n i z i n q  n i z i n g  t h e  
h i n d e r  c o n -  t o w a r d s  it. t h e  p r c b l e m  p r o b l e m  a n d  
m u n i c a  t i o n .  a n d  h i s  d e a i i n g  w i t h  

f ~ e i i n q s  t o -  i t .  
w a r d s  i t .  

5.0 
O p t i m a l 1  
a i d s  t h e  
p e r s o n  i 
i n  E e a l -  

i n q  w i t  
h i s  

p r o b l e m .  

E x c e r p t  t 7  

H e l p e e :  I w a n t  t o  q u i t  s c h o o l ;  I ' m  t i r e d  o f  b e i n g  b r o k e  a n d  
h a v i n g  a r u n d o w n  c a r  a n d  a  c r a p p y  a p a r t m e n t .  I w a n t  s o m e  o f  t h e  

.( 
t h i n g s  t h a t  I f e e l  t h a t  I d e s o r v e .  Even  when I g r a d u a t e  I w o n ' t  
b e  a b l e  t o  get a n y  b e t t e r  l o b  t h a n  I c a n  r i q h t  now. I d o n ' t  see 
why I s h o u l d  w a s t e  a n o t h e r  y e a r .  I d o  ec j o y  s t u d y i n g  a n d  l e a r n i n q  
b u t  I c a n ' t  s t a n d  t h e  c o n s t a n t  h a s s l e  w i t h  mc;ey. I'm t h e r e  o n  
f i n a n c i a l  a i d  so  t h a t  i f  I q u i t  I p r o b a b l y  w o n ' t  e v e r  b e  a b l e  t o  
c o m e  b a c k .  1 8 a  a l s o  t i r e d  o f  t h i s  p l a c e .  I f i g u r e  i f  I h a v e  t o  

s t a y  h e r e  o n e  m o r e  y e a r  1'11 n e v e r  B A ~ P  i t .  

H e l p e r  R e s p o n s e s :  1. Is t h e r e  a n y  r e a s o c  why you s h o u l d  h a v e  t o  
f i n i s h  s c h o o l  a t  t h a t  p a r t i c u l a r  u n i v e r s i t y  ? -- 

2. H a v e  y o u  l o o k e d  i n t o  a n y  a l t e r n a t i v e s  t o  b e i n q  a  p o v e r t y - s t r i c k e  
c o l l e q e  s t u d e n t  i n  a n y  q r e a t  d e t a i l  ? ----- 

3. I k n o w  w h a t  y o u  mean .  I t ' s  r e a l l y  a  r o t t e n  s i t u a t i o n  t o  b e  i n .  - 

U ,  Y o u ' v e  r e a l l y  g o t  a l c t  oc y c u r  m i n d .  C o u l d  y o u  t c l l  me more 
a b o u t  w h e r e  y o u  s t a n d  i n  s c h o o l  o r  w h a t  t h e  money h a s s l e  i n v o l v e s ?  
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1 .0  1.5 2 .0  2 . 5  3.0 3 . 5  
i s  n o t  h e l p -  P a r t i a l  re- n i n i m a l l y  
f u l  i n  r e c o g -  o g n i t i o n  o f  h e l p s  t h e  
n i z i n g  t h e  p r o b l e m  a n d /  p e r s o n  i n  
p r o b 1 e m ; m a y  o r  f e e l i n g s  r e c o g n i z i n g  
h i n d e r  corn- t o w a r d s  it. t h e  p r o b l e m  
m u n i c a t i o n .  a n d  h i s  

f e e l i n g s  t o -  
w a r d s  it. 

4.0 4 .5  
S ' g n i f l g a n t l y  
h e l p s  t h e  per- 
s o n  i n  r e c o g -  

n i z i n g  t h e  
p r o b l e m  a n d  
S e a l i n q  w i t h  
l t .  

5 .0  
O p t i m a l l y  
a i d s  t h e  
p e r s o n  i n  
i n  d e a l -  

i n g  w i t h  
h i s  

p r o b l e m .  

R e l p e e :  I d o n ' t  know i f  I ' m  r i g h t  o r  v r o n g  i n  f e e l i n g  t h e  way t h a t  I 
d o .  B u t  I f i n d  m y s e l f  w i t h d r a w i n g  f r o m  p e o p l e .  I d o n ' t  seem t o  s o c i a l  
i z e  a n d  p l a y  t h e i r  s t u p i d  l i t t l e  g a m e s  a n y  s o r e .  I g e t  u p s e t  a n d  c c a e  
home d e p r e s s e d  a n d  h a v e  h e a d a c h e s .  I t  a l l  s e e m s  s o  s u p e r f i c i a l .  T h e r e  
w%s a  time when I u s e d  t o  g e t  a l o n g  w i t h  e v e r y b o d y .  E v e r y b o d y  s a i d ,  
* * I s n l  t s h e  w o n d e f u l .  S b e  g e t s  a l o n g  w i t h  e v e r y b o d y .  E v e r y b o d y  l i k e s  
h e r . "  I u s e d  t o  t h i n k  t h a t  w a s  s o e e t h i n g  t o  b e  r e a l l y  p r o u d  o f ,  b u t  
t h a t  was who I w a s  a t  t h a t  t i m e .  I h s d  n o  d e p t h .  I was w h a t  t h e  c r o w d  
w a n t e d  me t o  b e - - t h a  p a r t i c u l a r  g r o u p  I was  w i t h .  

A + l p e r  R e s p o n s e s :  
1.You know y o u  h a v e  c h a n g e d  a  l o t .  T h e r e  a r e  a  l o t  o f  t h i n g s  you  w a n t  
t o  d o  b u t  n o  l o n g e r  c a n .  ---- 

2. You a r e  damned s u r e  v h o  you  c a n ' t  be a n y  l o n g e r  b u t  y o u  a r e  n o t  
s u r e  who y o u  a re .  S t i l l  h e s i t a n t  a s  t o  who you a r e  le t .  ----- 
3. Who a r e  t h e s e  p e o p l e  t h a t  make y o u  a n g r y ?  Why d o n ' t  you t e l l  them 
w h e r e  t o  g e t  o f f ?  T h e y  c a n ' t  c o n t r o l  y o u r  e x i s t e n c e .  I o o  h a v e  t o  b e  
y o u r  o u n  p e r s o n .  ---- 
4.  S o  y o u  h a v e  a s o c i a l  p r o b l e m  i n v o l v i n g  i n t e r p e r s o n a l  d i f f i c u l t i p s  
w i t h  o t h e r s .  ---- 
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R a t e  e a c h  r e s p o n s e  1.0 ,1 .5 ,2 .0 ,2 .5 .3 .0 ,3 .5 ,4 .0 ,4 .5 ,  o r  5.0 

1 . 0  1.5 
is  n o t  h e l p -  
f u l  i n  r e c o g -  
n i z i n g  t h e  
p r o b 1 e m ; m a y  
h i n d e r  com- 
m u n i c a t i o n .  

2.0 2 .5  3.0 3 . 5  
P a r t i a l  re- n i n i m a l l y  
o g n i t i o n  of h e l p s  t h e  
p r o b l e m  a n d /  p e r s o n  i n  
o r  f e e l i n g s  r e c o q n i  z i n g  
t o w a r d s  it. t h e  p r o h l e m  

a n d  h i s  
f e e l i n g s  to- 
w a r d s  it. 

4 .0  4.5 
S i g n i f i g a n t l y  
h e l p s  t h e  p e r -  
s o n  i n  r e c o g -  

n i z i n g  t h e  
p r o h l e m  a n d  
d e a l i n g  v i t h  
i t .  

5.0 
O p t i m a l l y  
a i d s  t h e  
p e r s o n  i n  
i r ,  d e a l -  

i n g  w i t h  
h i s  

p r o b l e m .  

E x c e r p t  -6- 
H e l p e e :  I l o v a  my c h i l d r e n  a n d  my h u s b a n d  a n d  I i i k e  d o i n g  m ~ s t  h o u s e  
h o l d  t h i n g s .  They g e t  b o r i n g  a t  t i m e s  b u t  o n  t h e  u h o l e  1 t h i n k  i t  c a n  
b e  a  v e r y  r e w a r d i n g  t h i n g  a t  times. I d o n ' t  miss w o r k i n g ,  g o i n g  t o  t b  
t h e  o f f i c e  e v e r y  d a y .  n o s t  women c o m p l a i n  of b ' i n q  j u s t  a h 3 u s e w i f e  
a n d  j u s t  a  s o t h e r .  O t h e r s  s a y  t h e r e  b a s  t o  b e .  I r e a l l y  d o n ' t  knov .  

H e l p e r  R r s p o n s z s :  
'i. Bmm. Vho a r e  t h e s e  o t h e r  p e o p l e  ? ----- 
2 .  S O  y o u  f i n d  y o u r s e l f  r a i s i n g  a  l o t  o f  q u e s t i o n s  a b o u t  y c u r s o l f - - -  
e d u c a t i o n a l l y ,  v o c a t i o n a l l y .  --- 
3. why a r e  you  d o m i s a t e d  by w h a t  o t h e r s  s e e  f o r  y o u ?  I f  y o u  a r e  com- 
f o r t a b l e  a n d  e n j o y  b e i n g  a h o u s a u i f e ,  t h e n  c o n t i n u e  i n  t h i s  j o b .  T h e  
r o l e  o f  m o t h e r ,  h o a e m a k e r  c a n  be a f u l l - t i m e ,  s e l f - s a t i s f y i n g  j o b .  ----- 
4 .  w h i l e  o t h s r s  r a i s e  t h e s e  q u e s t i o n s ,  t h e s e  q u e s t i o n s  a r e  r e a l  f o r  
you.  y o u  d o n ' t  k n o v  i f  t h e r e  is more o u t  t h e r e  f o r  y o u .  y o u  d o n ' t  
k n o v  i f  y o u  c a n  f i n d  m o r e  f u l f i l l a e r t  t h a n  y o u  h a v e .  ---- 
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R a t e  e a c h  r e s p o n s e  1 . 0 , l .  5,2 .0 ,2 .5 ,3 .0 ,3 .5 ,0 .0 ,1 ( .  5, o r  5 . 0  

1.0 1.5 
is  n o t  h e l p -  
f u l  i n  r e c o g -  
n i z i n g  t h e  
p r o b 1 e m ; m a y  
h i n d e r  com- 
m u n i c a t i o n .  

2 . 0  2 . 5  3.0 3 .5  4 . 0  4.5 
P a r t i a l  re- M i n i m a l l y  S i g n i f i g a n t l y  
o q n i t i o n  o f  h e l p s  t h e  h e l p s  t h e  p e r -  
p r o b l e m  a n d /  p e r s o n  i n  s o n  i n  r e c o g -  
o r  f e e l i n g s  r e c o g n i z i n g  n i z i n y  t h e  
t o w a r d s  it. t h e  p r o b l e m  p r o b l e m  a n d  

a n d  h i s  d e a l i n g  w i t h  
f e e l i n g s  to- it. 
w a r d s  it. 

5 . 0  
O p t i m a l l y  
a i d s  t h e  
p e r s o n  i n  
i n  Ee ; l l -  

i n g  w i t h  
h i s  

p r o b l e m .  

E x c e r p t *  -E- 
H e 1 p e e : I  g e t  s o  f r u s t r a t e d  a n d  f u r i o u s  w i t h  my d a u g h t e r .  I j u s t  d o n ' t  
know v h a t  t o  d o  u i t n  her .  S h e  i s  b r i g h t  a n d  s e n s i t i v e ,  b u t  dsmn,  s h e  
h a s  s o m e  c h a r a c t e r i s t i c s  t h a t  make me s o  o n  e d g e .  I c a n ' t  h a n d l e  it 
s c m e t i r n e s .  S h e  j u s t - - I  f e e l  m y s e l f  g e t t i n q  more  a n d  m o r e  a 3 q r y !  S h e  
w o n ' t  d o  w h a t  y o u  t e l l  h e r  t o  do.  S h e  tes ts  l i m i t s  l i k e  mad. I 
s c r e a m  a n d  y e l l  a n d  l o s e  c o n t r o l  a n d  t h i n k  t h e r e  i s  s o m e t h i n g  w r o n g  
i i t h  me--I'm n o t  a n  u n d e r s t a n 3 i n g  m o t h e r  o r  s o m e t h i n y .  Damn! What  
p o t e n t i a l !  w h a t  s h e  c o u l d  d o  v i t h  w h a t  s h e  h a s .  T h e r e  a r s  times s h e  
d c e s n l t  u s e  v h a t  s h e ' s  g o t .  S h e  g e t s  by t o o  c h e a p l y .  I j u s t  d o n ' t  
know w h a t  t o  d o  w i t h  h e r .  T h e n  s h e  c a n  be s o  n i c e  a n d  t h e n ,  b o y ,  s h e  
c a n  b e  a s  o n e r y  a s  s h e  c a n  be.  And t h e n  I s c r e a m  a n d  y e l l  a n d  I ' m  
r e a d y  t o  s l a m  h e r  a c r o s s  t h e  room. I d o n ' t  l i k e  t o  f e e l  t h i s  way. I 
d o n ' t  know w h a t  t o  d o  w i t h  it. 

H e l p e r  R e s p o n s e s :  
1. S o  you  f i n d  y o u r s e l f  s c r e a m i n g  a t  y o u r  d a u g h t e r  m o r e  f r e q u e n t l y  
d u r i n g  t h e  l a s t  t h r e e  m o n t h s .  -- 
2.  why d o n ' t  y o u  t r y  g i v i n g  y o u r  d a u g h t e r  s o m e  v e r y  p r e c i s e  l i m i t a -  
t i o n s .  T e l l  h e r  w h a t  you  e x p e c t  f r o m  h e r  a n d  v h a t  y o u  d o n ' t  e x p e c t  
f r o m  h e r .  No e x c u s e s .  ---- 
3. W h i l e  s h e  f r u s t r a t e s  t h e  h e l l  o u t  o f  you ,  w h a t  y o u  a r e  r e a l l y  
a s k i n g  is, " H o w  c a n  I h e l p  h e r ?  flov c a n  I h e l p  m y s e l f ,  p a r t i c u l a r i l y  
i n  r e l a t i o n  t o  t h i s  k i d ? "  ----- 
4.  w h i l e  s h e  m a k e s  you v e r y  a n g r y ,  y o u  r e c l l y  c a r *  w h a t  h a p p e n s  t o  
h e r .  ---- 
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R a t e  e a c h  r e s p o n s e  1 . O ,  1 .5 ,2 .0 ,2 .5 ,3 .0 ,3 .5 ,4 .0 ,4 .5 ,  o r  5.0 

1.0 1 . 5  2.0 2.5 3.0 3 . 5  4.0 4 . 5  
is  n o t  h e l p -  P a r t i a l  re- M i n i m a l l y  S i y n i f i g a n t l y  
f u l  i n  r s c o g -  o y n i t i o n  o f  h e l p s  t h e  h e l p s  t h e  p e r -  
n i z i n g  t h e  p r o b l e m  a n d /  p e r s o n  i n  s o n  i n  r e c o g -  
p r o b 1 e m ; m a y  or f e e l i n g s  r a c o g n i z i n g  n i z i n g  t h e  
h i n d e r  corn-. t o w a r d s  i t .  t h e  p r o b l e m  p r o b l e m  a n d  
r u n i c a t i o n .  a n d  h i s  d e a l i n g  w i t h  

f e e l i n g s  t o -  i t .  
w a r d s  it. 

5 . 0  
O p t i m a l l y  
a i d s  t h e  
p e r s o n  i n  
i n  d e a l -  

i n g  w i t h  
h i s  

p r o b l e m .  

E x c e r p t )  -k- 
H e l p e e :  G e e ,  I ' m  s o  d i s a p p o i n t e d .  I t h o u g h t  we c o u l d  g &  a l o n g  t o -  
g e t h e r  a n d  y o u  c o u l d  h e l p  me. We d o n ' t  seem t o  be g e t t i n g  a n y w h e r e .  
You d o n ' t  u n d e r s t a n d  me. You d o n ' t  know I'm h e r e .  I d o n ' t  e v e n  t h i n k  
y o u  c a r e  f o r  m e .  You d o n ' t  h e a r  me when I t a l k .  You seem t o  b e  some- 
w h e r e  e lse.  Y o u r  r e s p o r s e s  a r e  i n d e p e n d e n t  o f  a n y t h i n g  I h a v e  t o  s a y .  
I d o n 1  t know w h e r e  t o  t u r n .  I ' m  j u s t  s o - - d o g g o n e  it--1 d o n ' t  know 
? h a t  1 8 a  g o i n g  t o  d o ,  b u t  I know y o u  c a n ' t  h e l p  me. T h e r e  is j u s t  n o  
h o p e .  

B e l p e r  R e s p o n s e s :  
1. I h a v e  LO r e a s o n  t o  t r y  a n d  n o t  h e l p  you .  I h a r e  e v e r y  r e a s o n  t o  
w a n t  t o  h e l p  you. ---- 
2. O n l y  when we e s t a b l i s h  m u t u a l  u n d e r s t a n d i n g  a n d  t r u s t  a n d  o n l y  
t h e n  c a n  we p r a c e e d  t o  work  o n  y o u r  p r o b l e m  e f f e c t i v e l y .  --- 
3. I t ' s  d i s a p p o i n t i n g  a n d  d i s i l l u s i o n i n g  t o  t h i n k  t h a t  y o u  h a v e  made 
s o  l i t t l e  p r o g r e s s .  

4. I f e e l  b a d l y  t h a t  y o u  f e e l  t h a t  way. I d o  w a n t  t o  h e l p .  I ' m  uon- 
d e r i n g ,  "Is it me? Is i t  y o u ,  b o t h  of  u s ? "  C a n  we work s o m e t h i n g  
o u t ?  --- 
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a a t e  e a c h  r e s p o n s o  u s i n g  t h e  f o l l o w i n g  s c a l e .  S c r ?  each z s s p o n s e  
i n d e p e n d e n t l y  o f  t h e  o t h e r s .  

R a t e  e a c h  r e s p o f i s e  1.0 ,1 .5 ,2 .0 ,2 .5 ,3 .0 ,3 .5 ,4 .0 ,4 .5 ,  o r  5.0 

1.0 1.5 2.0 2.5 3.0 3.5 U . 0  4.5  
is n o t  h e l p -  P a r t i a l  re-  f f i n i m a l l y  S i g n i f i g n n t l y  
f u l  i n  r e c o g -  o g c i t i o n  o f  h a l p s  t h e  h e l p s  r h +  ,wr- 
n i z i n g  t h e  p r o b l e m  a n d /  p e r s o n  i n  sor. ir r e c o y -  
p r o b 1 e ~ ; a a y  o r  f e e l i n g s  r e c o g n i z i n g  c i z l n y  t h s  
h i n d e r  COP-  t o w a r d s  i t .  t h e  p r o b l e m  p r o b l ? a  afid 

,- m u n i c a t i o n .  a n d  h i s  d e e l i n g  w i t h  
f e e l i n g s  t o -  i t .  
w a r d s  it. 

5 . 0  
O p t i s a l l y  
a i d s  t h e  
p ? r s o n  i n  
i n  d s a l -  

i r . g  w i t h  
h i s  

p r c b l e m .  

f l ~ ~ l p e e :  I h a v e  a  p r o b l ~ m .  I t ' s  a b c u t  t h i s  g u y .  Yau s e e ,  I ' m  g a y  
and  I'm h a v i n g  t h i s  l ove  q u a r r e l .  J o h x ,  t h e  ~ a m e  o f  ay l o v n r ,  1s 
mare c + r a i q h t  t h a n  g a y .  He h a s  r e : f , n t l y  met t h i s  girl uno i s  more  
- . x c - i t r l r > q  t h s n  me--so t e  s a y s  r : ,yuay.  I f  he c o n t l n u ~ ;  s t c i n g  :!)is 
q z r l  l t  u l l l  o n l y  mean t - d , t t ; ? a k  f o r  me. I ' v e  r c \ + r  ~ h s u q n t  
a o o u c  s u l c l d e  b - f o r e  z o v ,  b u t  r v t i y 3 a y  j u s t  h r i n y s  .o r+  a n d  aor: 
c J n f u s r o n .  P e 3 p l e  say  I ' m  s : r a r i q e ,  and maybe  e v e r y h o i g  would bc 

j u s *  as h a p p y  i f  1 h a p p e n e d  r o  d i s a p p - - a r .  

H o l p c r  R e s p o n s e s ;  1. T h i n g s  a r e  p r e t t y  c o n f u s s d  r i g h t  now, b u t  
d o n ' t  y o u  t h i n k  t h a t  y o u  c o u l d  f i n d  s c m e b o d y  e l s e ?  Ar* you 

p e r h a p s  t a k i n g  t h i s  t o o  s e r i o u s l y ?  ----- 

2. S o u n d s  l i k e  y o u ' r e  p r e t t y  d e p r e s s e d  a n d  c o n f u s e d ;  you  f + - 1  v e r y  
a l o n e  a n d  e m p t y  b e c a u s e  y o u  f e e l  t h a t  y o u r  r e l a t i o n s h i p  w i t h  

s c m = o n z  t h a t  y o u  l o r t  is v e r y  t h r e a t e n e d ,  a n d  p o s s i b l y  o v e r .  I t  ----- 
seems t o  mean t h e  whole v o r l d  t o  y o u .  B u t ,  a r e  y o u  o n l y  l l v z n q  

b e c a u s e  of J o h n ?  

3 .  I n  a n y  p e r s o n a l  r e l a t i o n s h i p  t h e r e  a r e  p r o b l e m s .  When t h a s e  
a r i s e  i t ' s  9003 t o  t a l k  a b c u t  them t o  t h a  p a r s a n  uho  1s ----- 

i n v s l v e d .  Nave y o u  t a l k e d  t o  J o h n  a b o u t  l t  ? 

4 .  You, t h i n g s  a r e  r e a l l y  q o i n g  b a d  f o r  y o u - - y o u ' r e  f e e i i n q  
p r e t t y  d e p r e s s e d  a n o  w o r t h l e s s .  T h e  l o s s  o r  p o s s i b l e  l o s s  o f  

s o m e o n e  t h 3 t  y o u  r e a l l y  care f o r  c a n  be s h a t t e r l n j .  ------ 
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R a t e  e a c h  r e s p o n s e  u s i n g  t h e  f o l l o r i n g  s c a l e .  S a t ?  e ach  r?spQr.se 
i n d e p e n d e n t l y  o f  t h e  o t h e r s .  

R a t a  each r e s p o n s e  1.0, 1.5,2.0,2.5,3.0,3.5,Q.O,4. 5 ,  o r  5.0 

1.0 1.5 2 . 0  2.5 3.0 3.5 
i s  n o t  h e l p -  P a r t i a l  re- U i n i m a l l y  
f u l  i n  r e c o g -  o g n i t i o n  o f  h e l p s  t h e  
n i z i n g  t h e  p r o b l e m  a n d /  p e r s o n  i n  
p r o b 1 e m ; m a y  o r  f e e l i n g s  r e c o g n i z i n g  
h i n d e r  c o o -  t o w a r d s  it. t h e  p r o b l e n  
m u n i c a t i o n .  a n d  h i s  

f e e l i n g s  t o -  
v a r d s  it. 

4.0 4.5  
S i g n i f i g a n t l y  
h e l p s  t h e  p e r -  
s o n  i n  r e c o g -  

n i z i n g  t h e  
p r o b l t a  a ~ d  
d e a l i n g  w i t h  
it. 

5 .0  
O p t i m a l l y  
a i d s  t h e  
p e r s o n  i n  
I n  d c a l -  

i n g  w i t h  
h i s  

p r o b l e m .  

- H o l p e e ;  [ s c b b i n g ] ,  I ' v e  g o t  a  t e r r i b l e  p r o b l e m  a 2 d  I need s o m e  
5 

a n s w e r s  r e a l l y  q u i c k .  I f  y o u r  f i a n c e i  w a s  &way,  l i k ?  q o i n g  t o  
a n o t h ~ r  s c h o o l ,  a n d  y c u  g o t  p r e q n a n t  b y  w h a t  yo; t h o u g h t  was a 
q n o d  f r i e s d ,  How v o u l d  y o u  t e l l  y o u r  f i d n c e  t h e  s ~ t u d t i o n ?  I 
maan I ' m  g a t t i n g  an a b o r t i o n ,  s o  t h a t ' s  a l l  t a k e n  c a r e  o f ,  h +  
d o e s n ' t  e v e r  n e e d  t o  know a b o u t  i t ,  o r  a n y t h r c q  l i x e  t h a t ,  but I 
f e e l  t h a t  I * v s  g o t  a r e s p o n s i b i l i t y  t o  t e l l  h:m a b o u t  t b ?  
s i t u a t i o n .  1 t h l n k  b e  d e s e r v e s  t o  kcow a b 3 u t  what  w e n t  o n  a n d  
w h a t  a  r a t  I am, b u t  I d o n e t  know how t o  t e l l  h im.  I j u s t  d o n ' t  

know! 

H e l p e r  R e s p o n s e s ;  

1. D o e s  y o u r  f i a n c e *  know t h e  g u y  who g o t  you  p r e q n a t t  ? ------ 
2. I f  y o u  r s a l l y  w a n t  i t ,  g o  a h e a d  a n d  h a v e  t h e  a b o r t i o n  a n d  

t a l l  h i m  a h o u t  e v e r y t h i n g .  T h a t  way, h e  w o n ' t  h a v e  t o  w o r r y  a b o u t  ----- 
t h a t  a s p e c t .  T h e n .  y o n  c a n  p r o c e e d  f r o m  there. 

3. POW, i t  saunas you r e a l l y  a r e  i n  a  f i r .  I f  you f e e l  l i k e  
c r y i n g  g o  a h e a d .  Thec you  c a n  t e l l  me a  l i t t l e  m o r t  a b o u t  ----- 
t h ?  s i t u a t i s n  a n d  we c a n  see w h a t  t 3  d o  f r o m  t h e r e .  H a y b e  w s  
cac t h i n k  rf s o m e  a l t e r n a t i v e s  t o g e c h r r  t h a t  would  b e  suitable ar.J  
u o u l d  make  i t  a l i t t l e  e a s i e r  f o r  E V P r y O n e  i n v o l v e d .  

4. Wow, roc r e a l l y  h a v e  y o u r s e l f  i n  a  s i t u a t i o n  t h a t  i s  s o  c o r . f u s r n g  
t h a t  i t*s  L i f f i c u l t  t o  be r a t i o n a l  a n d  t h i n k  u p  a s o l u t i o n .  
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R a t e  r a c h  r e s p o n s e  u s i n g  the f o U o u i n g  s c a l e .  Ratr t  e a c h  r e s p o n s e  
i n 3 e p e n d r n t l y  o f  t h e  o t h e r s .  

Q a t ?  e a c h  r e s p o n s e  1.0.1.5,2.0,2.5,3.0,3.5.4.0,4.5, o r  5.0 

1 . 0  1.5 2 .0  2 . 5  3.0 3.5 
is n o t  h e l p -  P a r t i a l  re- H i n i a a l l y  
ful i n  rscog- o g n i  t i o ~  o f  h e l p s  t h e  
n i z i n g  t h e  p r o b l e m  a n d /  p e r s o n  i n  
p r o b l e m ;  may o r  f e e l i n g s  r e c o g n i z i n g  
h i n d e r  cam- t o w a r d s  it. t h e  p r o b l e m  
m o n i c a t i o n .  a n d  h i s  

f e e l i n g s  to- 
u a r d s  i t .  

4.0 4.5 
S i g n i f i g a n t l y  
h e l p s  t h e  p e r -  
s o n  i n  r e c o g -  

n i z i n g  t h e  
p r o b l e m  a n d  
d e a l i n g  u i t h  
i t .  

5 .0  
O p t i a a l l y  
a i d s  the 
p - r s o n  i n  
i n  d e a l -  

i n g  w i t h  
h i s  

p r o b l e m .  

,I H e l p e e :  I ' m  sort  o f  i c  a b i n d - - I  d o n ' t  know i f  ysu c a n  h e l p  me, 
b u t ,  v c l i ,  I ' v e  g o t t e n  v e r y  i c t e r e s t e d  i n  my r o o a m a t s e s  o l d  
f i a n c e * .  S i n c e  h e  a n d  I h a v e  s t a r t e d  t o  b e c o m e  f r i e n d s  s h e  h a s  
b a e n  t r e a t i n g  me Very  c o o l l y .  Ye were g o o d  f r i e n d s  b e f o r e  s h e  
mcved i n  t o o .  I a s k e d  her i f  i t  b o t h e r s  h e r  a n d  she s a i d  no .  I 
d o n ' t  t h i n k  t h a t  s h e  h a s  t h e  r i g h t  t o  t e l l  me vbo t o  see ,  b u t  I 

d w e t  u a n t  t o  j e o p a r d i z e  o u r  f r i e n d s h i p .  

H o l p f r  R e s p o n s e s :  1. S o  y o n  r a n t  t o  c o n t i n u e  s e e i n g  the guy b o t  
yon d o n ' t  w a n t  y o u r  r e l a t i o n s h i p  w i t h  y o u r  r o o m m a t e  t o  s u f f e r ?  ----- 
2.  H a v e  y o u  t a l k e d  t o  y o u r  roommate  i n  d e p t h  a b o u t  t h i s  ? ---- 

1 
3. I can see the c o n f l i c t .  I f  y o u  a n d  y o u r  r o o m m a t e  a r e  r e a l l y  b e i n g  
t r u t h f u l  with e a c h  o t h e r ,  maybe t h e  p r o b l e m  i s n ' t  t h e  f a c t  t h a t  

y o u  a r e  d a t i n g  tbe guy, b u t  bow t a c t f u l l y  y o u  h a n d l e  t h e  ----- 
s i t u a t i o n .  

4.  S h e  s o u n d s  l i k e  s h e  is r e a l l y  a sore l o s e r .  ----- 
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R a t e  s a c h  r o s p o n s e  U S ~ L ~  t h e  f o l l o w i n g  s c a l e .  R a t e  e a c h  r e s p o n s e  
i n d ~ p e c d ~ n t l y  o f  t h o  o t h e r s .  

R a t e  e a c h  r e s p o n s e  1.0,1.5,2.6,2.5,3.0,3.5,4.0,4.5,  o r  5.0 

1.0 1.5 2 .0  2 . 5  3.0  3.5 
is n o t  h d l p -  P a r t i a l  r e -  n i n i m a l l y  
f u l  i n  rscoj- o g n i t i o n  o f  h e l p s  t h e  
n i z i n g  the p r o b l e m  a n d /  p e r s o n  i n  
p r o b 1 s a ; m a y  or f e e l i n g s  r e c o g n i z i n g  
h i n d e r  com- t o w a r d s  it. t h e  p r o b l e m  
m u n i c a t i o n ,  and h i s  

f e e l i n g s  t o -  
w a r d s  it. 

4.0 4.5 
S i g n i f i g a n t l y  
h s l p s  t h e  p e r -  
s o n  i n  r e c o g -  

n i z i n g  t h e  
p r o b l e m  a n d  
d e a l i n g  w i t h  
i t .  

5.0 
O p t i m a l l y  
a i d s  t h e  
p e r s o n  i n  
i n  d e a l -  

i n g  w i t h  
h i s  

p z o b l e m .  

H s l p r e :  I 'VE beer r a ~ n i n g  i n t o  some p e o p l e  who a r e  r o a l l y  m l s s i n q  
m* up.  I t  sesms l i k e  f o r  t h e  l a s t  f e w  i a o n t h s  I ' v e  b e e n  m e e t i n g  
n o t h i c g  b u t  J ? s u s  f r e a k s ,  T h e  t y p e  t h a t  s a y  " h i "  a n d  theii a s k  i f  
you h a v e  d K ~ > p t e d  C h r i s t .  T h e  f i r s t  f e w  t i m e s  it  was i n t e r e s t i n g  
t o  r a p  w i t h  t h e m ,  b u t  now I ' m  g e t t i n g  t i r e d  o f  i t ,  b u t  I d o n ' t  
k r o w  hcw t o  p o l i t e l y  t e l l  t h e m  t o  s h u t  up. A t  t h o  s a m e  time, I am 
n o t  s u z e  t h a t  I w a n t  t o  E a k e  t h e  c o m m i t m e n t ,  and  I h a t e  t a r i n g  i t  

c o ~ s t a n t l y  s h o r e d  dawn my t h r o a t .  

H.'lper R a s p o n s e s :  1. Sounds l i k e  y o u ' r e  f r u s t r a t e d  w i t h  t w o  
p r o b l z m s :  o n e ,  how t o  d e a l  w i t h  p e o p l e  y o u  d o n ' t  w a n t  t o  be ----- 

i n v o l v e d  w i t h  a n d  t w o ,  how t o  d e a l  w i t h  y o u r s e l f ,  you: own 
f e e l i n g s .  L + t l s  d i s c u s s  i t  a n d  see i f  we c a n  c o n s  up  w l t h  s o m e  

I a l t e r n a t i v e s .  

2 .  why d o n ' t  y o u  t e l l  t h e m  t o  be q u i e t  a n d  l e a v e  you a l o n e ?  You ----_ 
d o n ' t  h a v e  t o  l e t  t h e m  l e c t u r e  you .  

3. Do y c u  b a l e i v e  i n  God?  ----- 
U. S o u n d s  l i k t  y o u ' r e  h a v i n g  s o m e  p r c b l e m s  d e t e r m i n i n g  i f  
i f  y c u  c a n  d e a l  w i t h  t h e s e  ~ e o p l e  a n d  w i t h  y o u r s e l f  a s  well. ---- 
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R a t e  e a c h  r e s p o n s e  1 . 0 , l .  5 , 2 . 0 , 2 . 5 , 3 . 0 , 3 . 5 , U U 0 , U .  5, o r  5 . 0  

1.0  1.5 2.0 2 .5  
i s  n o t  h e l p -  P a r t i a l  re- 
f u l  i n  r e c o g -  o g n i t i o n  o f  
n i z i n g  t h e  p r o b l e m  a n d /  
p r o b 1 e m ; m a y  o r  f e e l i n g s  
h i n d e r  c o n -  t ~ u a r d s  it. 
m u n i c a t i o n .  

3.0 3.5 
M i n i m a l l y  
h e l p s  t h e  
p e r s o n  i n  
r e c o g n i z i n g  
t h e  p r o b l e m  
a n d  h i s  

f e e l i n g s  t o -  
v a r d s  it. 

4.0 Q . 5  
S i g n i f i g a n t l y  
h e l p s  t b e  p e r -  
s o n  i n  r e c o g -  

n i z i n g  t h e  
p r o b l e m  a n d  
d e a l i n g  v i t h  
it. 

5 . 0  
O p t i m a l l y  
a i d s  t h e  
p e r s o n  i n  
i n  d e a l -  

i n g  w i t h  
h i s  

p r o b l e m .  

C E x c e r p t  8 ---- 
H e l p e e :  S o m e t i m e s  I q u e s t i o n  my a d e q u a c y  o f  r a s i n g  t h r e e  b o y s ,  
e s p e c i a l l y  t h e  baby .  I c a l l  h i n  t h e  b a b y - - w e l l  h e  i s  t h e  l a s t .  I 
c a n ' t  h a v e  a n y  more .  S o  I k n o v  I k e p t  him a  b a b y  l o n g e r  t h a n  t h e  
o t h e r s .  R e  w o n ' t  l e t  a n y o n e  e l s e  d o  t h i n g s  f o r  h i m .  I f  s o m e o n e  e l se  
o p e n s  t h e  d ~ o r ,  he s a y s  he v a p t s  mommy t o  d o  it. I f  h e  c l o s e s  t h e  
d o o r ,  I h a v e  t o  o p e E  it. I e n c o u r a g e  t h i s .  I d o  it. I d o n ' t  k n o v  i f  
t h i s  is r i g h t  o r  w r o n g .  he i n s i s t s  o n  s l e e p i n g  w i t h  me e v e r y  n i g h t  
a n d  I a l l o w  it. And h e  s a y s  v b e n  h e  q r o v s  u p  h e  v o n ' t  d o  i t  a n y m o r e .  
R i g h t  now h e  is my b a b y  a n d  I d o n ' t  d i s c o u r a g e  t h i s  much. I d o n ' t  
know i f  t h i s  comes o u t  o f  my n e e d s  or i f  I ' m  m a k i n g  t o o  much o u t  o f  
t h e  s i t u a t i o n  o f  i f  t h i s  w i l l  h a n d i c a p  him v h e n  h e  g o e s  t o  s c h o o l - -  
b r e a k i n g  a w a y  f r o m  Ramma. Is it g o i n g  t c  b e  a t r a u m a t i c  e x p e r i e n c e  
f o r  h i m ?  Is i t  s o m e t h i n g  t h a t  I ' m  c r e a t i n g  f o r  h i m ?  I d o  v o r r y  more  
a b o u t  my c h i l d r e n  t h a n  I t h i n k  most m o t h e r s  do .  

H e l p e r  Responses: 
, 1. S o  y o n  f i n d  j o n r s e l f  r a i s i n g  a l o t  o f  q u e s t i o n s  a s  t o  i f  v h a t  y o u  

a re  d o i n g  is  right fo r  y o u r  c h i l d .  ----- 
2. Is it p e r h a p s  p o s s i b l e  f o r  y o u  t o  h a v e  t h e  c h i l d  b e c o m e  i n v o l v e d  
i n  a s i t u a t i o n  s u c h  a s  some e x p e r i e n c e s  i n  a  p u b l i c  p a r k  w h e r e  t h e  
c h i l d  c o u l d  p l a y  a n d  p e r h a p s  a t  a  d i s t a n c e  y o u  c o u l d  s u p a r v i s e - - -  
w h e r e  t h e  c h i l d  c a n  g a i n  s o m e  i n d e p c m d e n c e ?  ---- 
3 .  C o u l d  y o u  t e l l  me--have y o n  t a l k e d  t o  y o u r  h u s b a n d  a b o u t  t h i s ?  

4 .  W h i l e  y o u  a r e  r a i s i n g  a l o t  o f  q u e s t i o n s  f o r  y o u r s e l f  a b o u t  y o u r -  
self  i n  r e l a t i o n  t o  y o u r  y o u n g e s t  c b i l d ,  you a r e  r a i s i n g  some more  
b a s i c  q u e s t i o n s  a b o u t  y o u r s e l f  i n  r e l a t i o n  t o  you. I n  l o t s  o f  ways  
y o u r  n o t  c e r t a i n  w h e r e  you  a r e  g o i n g - - n o t  s u r e  v h o  you  a r e .  ---- 
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R a t e  d d c h  r e s p o n s e  1 . O ,  1 . 5 , 2 . 0 , 2 . 5 , 3 . 0 , 3 . 5 , 4 . 0 , 4 . 5 ,  o r  5.0 

1.0 1.5 
is  n o t  h e l p -  
f u l  i n  r e c o g -  
n i z i n g  t h e  
p r o b l e m ;  may 
h i n d e r  com- 
m u n i c a t i o n .  

2.0 2 .5  3.0 3.5 
P a r t i a l  re- H i n i m a l l y  
o g n i t i o n  o f  h e l p s  t h e  
p r o b l e m  a n d /  p e r s o n  i n  
or f e e l i n g s  r e c o g n i z i n g  
t o w a r d s  it. t h e  p r o b l e m  

a n d  h i s  
f e e l i n g s  to- 
w a r d s  it. 

4.0 4.5  
S i g n i f i g a n t l y  
h e l p s  t h e  p e r -  
s o n  i n  r e c o g -  

n i z i n g  t h e  
p r o b l e m  a n d  
d e a l i n g  w i t h  
i t .  

5 . 0  
O p t i m a l l y  
a i d s  t h e  
p e r s o n  i n  
i n  d e a l -  

i n g  w i t h  
h i s  

p r o b l e m .  

E x c e r p t  t - n _  

H e 1 p e e : I t ' s  n o t  an e a s y  t h i n g  t o  t a l k  a b o u t .  I g u e s s  t h e  h e a r t  o f  t h e  
p r o b l e m  i s  s o r t  o f  a s e x u a l  p r o b l e m .  I n e v e r  t h o u g h t  I w o u l d  h a v e  
t h i s  s o r t  o f  p r o b l e m .  B u t  I f i n d  m y s e l f  n o t  g e t t i n g  t h e  f u l f i l l e n t  

u s e d  to.  I t ' s  n o t  a s  e n j o y a b l e - - f o r  my h u s b a n d  e i t h o r ,  a l t h o u g h  
we d o n ' t  d i s c u s s  it. I u s e d  t o  e n j o y  a n d  l o o k  f o r w a r d  t o  a a k i c g  l o v e .  
I u s e d  t o  h a v e  a  o r g a s m  b u t  T d o n ' t  a n y m o r e .  I c a n ' t  r e m e m b e r  t h e  
l a s t  time I w a s  s a t i s f i e d .  I f i n d  m y s e l f  b e i n g  a t t r a c t e d  t o  o t h e r  
men a n d  w o n d e r i n g  w h a t  i t  w o u l d  b e  l i k e  t o  g o  t o  Sed  w i t h  t h e m .  I 
d o n ' t  know w h a t  t h i s  means.  I s  t h i s  s y m p t o m a t i c  o f  o u r  w h o l e  r e l a -  
t i o n s h i p  a s  a m a r r i a g e ?  Is s o m e t h i n g  wrong u i t h  m s  o r  u s ?  

H e l p e r  R e s p o n s e s :  
1. P e r h a p s  y o u  f e e l  y o u r  m a r r i a g e  a n d  y o u r  r o l e  o f  m o t h e r  is h o l d -  
i n g  y o u  b a c k  a n d  p r e v e n t i n g  you  f r o m  b e i n g  s o m e t h i n g  e l s e  you w a n t  
t o  b e .  I o u r  r e s e c t m e n t  h e r e  a g a i n s t  r o u r  h u s b a n d  i s  m a n i f e s t e d  i n  
y o u r  f r i g i d i t y .  P e r h a p s  it i s  y o u r  way o f  p a y i n g  hi. b a c k  f o r  k e e p -  
f n g  y o u  down i n  t h i s  r o l e ,  f o r  c o n f i n i n g  y o u ,  f o r  r e s t r i c t i n g  you.  

2. What  a b o u t  y o u r  r e l a t i o n s h i p  w i t h  y o u r  h u s b a n d ,  h i s  r o l e  a s  f a t h e r  
a n d  c o m p a n i o n ?  -- 
3. You d o n ' t  q u i t e  know w h a t  t o  make o f  a l l  t h i s  b u t  y o u  know some- 
t h i n g  is d r e a d f u l l y  wrong a n d  y o u  a r e  d e t e r m i n e d  t o  f i n d  ou t .  f o r  
y o u r s e l f ,  f o r  y o u r  m a r r i a g e .  ----- 
U.  l i b a t ' s  h a p p e n e d  b e t w e e n  you a n d  y o u r  h u s b a t d  h a s  r a i s e d  a l o t  
o f  q u e s t i o n s  a b o u t  y o u ,  a b o u t  h i m ,  a b o u t  y o u r  m a r r i a g e .  ---- 
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1.0 1.5 
is n o t  h o l p -  
f u l  i n  r e c o g -  
n i z i n g  t h e  
prob1em;may 
h i n d e r  com- 
m u n i c a t i o n .  

2.0 2 . 5  3.0 3.5 
P a r t i  a1  re- P l i n i m a l l y  
o g n i t i o n  o f  h e l p s  t h e  
p r o b l e m  a n d /  p e r s o n  i n  
o r  f e e l i n g s  r e c o g n i z i n q  
t o w a r d s  it. t h e  p r o b l e m  

a n d  h i s  
f e e l i n g s  to- 
w a r d s  it. 

4.0 9.5 
S i g n i f i g a n t l y  
h e l p s  t h e  p e r -  
son i n  r e c o g -  

n i z i n g  t h a  
p r o b l e m  a n d  
d e a l i n g  v i t h  
it. 

5.0 
O p t i m a l l y  
a i d s  t h e  
p e r s o n  i n  
i n  d e a l -  

i n g  w i t h  
h i s  

p r o b l e m .  

E E x c e r p t  t --- 
R e l p e e :  Gee, t h o s e  p e o p l e !  Who d o  t h e t  t h i n k  t h e y  a r e ?  I j u s t  c a n ' t  
s t a n d  i n t e r a c t i n g  w i t h  t h e m  a n y m o r e .  Jrrst a b u n c h  o f  p h o n i e s .  T h e y  
l e a v e  me so f r u s t r a t e d .  T h e y  make me s o  a n x i o u s .  I g e t  a n g r y  a t  my- 

p e l f .  I d o n ' t  a v e n  w a n t  t o  b e  b o t h e r e d  w i t h  them a n y m o r e .  I j u s t  
v i s h  I c o u l d  b e  h o n e s t  v i t h  t h e m  a n d  t e l l  them a l l  t o  g o  t o  h e l l !  
B u t  I g u e s s  t h a t  I j u s t  C a n ' t  d o  it. 

H e l p e r  B e s p o n s + s :  
1. T h e y  r e a l l y  make  y o u  v e r y  a n g r y .  Yon w i s h  y o u  c o a l d  h a n d l e  t h e m  
m o r e  e f f e c t i v e l y  t h a n  y o u  do .  ---- 
2. D a a n ,  t h e y  make y o u  f u r i o u s !  B u t  i t ' s  n o t  j u s t  t h e m .  I t 's  w i t h  
y o u r s e l f ,  t o o ,  b e c a u s e  y c u  d o n ' t  a c t  on  h o u  y o u  f e e l .  -- - 
3. Vhy  d o  y o u  f e e l  t h a t  t h e s e  p e o p l e  a x e  p h o n y ?  What d o  t h e y  s a y  
t o  y o u ?  ---- 

% 

4. l a y b e  s o c i e t y  i t s e l f  is a t  f a u l t  h e r e - - m a k i n g  you f e e l  i n a d e -  
q u a t e ,  g i v i n g  y o u  t h i s  n e g a t i v e  v i e w  o f  y o u r s e l f ,  l e a d i n g  y o u  t o  
b e  u n a b l e  t o  s u c c e s s f u l l y  i n t e r a c t  w i t h  o t h e r s .  -- 
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R a t e  e a c h  r e s p o n s e  1 . 0 , 1 . 5 . 2 . 0 , 2 . 5 , 3 . 0 , 3 . 5 , 4 . 0 , ~ . 5 ,  or 5.0 

'1 .0  1.5 
is  n o t  h e l p -  
f u l  i n  r e c o g -  
n i z i n g  t h e  
p r o b 1 e n ; m a y  
h i n d e r  com- 
m u n i c a t i o n .  

2 . 0  2 .5  3.0 3.5 
P a r t i a l  re- M i n i m a l l y  
o g n i t i o n  o f  h e l p s  t h e  
p r o b l e m  a n d /  p e r s o n  i n  
or f e e l i n g s  r e c o g n i z i n g  
t o w a r d s  it. t h e  p r o b l e m  

a n d  h i s  
f e e l i n g s  t o -  
w a r d s  it. 

4.0 4 . 5  
S i g n i f i g a n t l y  
h e l p s  t h e  p e r -  
s o n  i n  r e c o g -  

n i z i n g  t h e  
p r o b l e m  a n d  
d e a l i n g  w i t h  
it. 

5.0 
a p t i m a l l  y  
a i d s  t h e  
p e r s o n  i n  
i n  d e a l -  

i n g  w i t h  
h i s  

p r o b l e m .  

R e l p e e :  He i s  r i d i c u l o u s !  E v e r y t h i n g  h a s  t o  b e  d o n e  when h e  u a n t s  t o  
d o  i t ,  t h e  way he w a n t s  i t  d o n e .  I t 's  a s  i f  n o b o d y  e l s e  e x i s t s .  I t 's  
e v e r y t h i n g  h e  w a n t s  t o  do .  T h e r e  is a  r a n g e  o f  t h i n g s  I h a v e  t o  do- -  
n o t  j u s t  b e  a  h o u s e w i f e  and  t a k e  c a r e  of t h e  k i d s .  Oh no ,  I h a v e  t o  
d o  h i s  t y p i n g  f o r  h i m ,  e r r a n d s  f o r  him. I f  I d o n ' t  d o  it r i g h t  away vm s t u p i d - - I ' m  n o t  a g o o d  w i f e  o r  s o m e t h i n g  s t u p i d  l i k e  t h a t .  I 
h a v e  a n  i d e n t i t y  of my own, a n d  I'm n o t  g o i n g  t o  h a v e  it w r a p p e d  u p  
i n  h im.  I t  a a k e s  me--it i n f u r i a t e s  me! I u a n t  t o  p u n c h  h i m  r i g h t  i n  
t h e  m o u t h .  What am I t o  do?  Who d o e s  h e  t h i n k  h e  is  a n y w a y ?  

H e l p e r  R e s p o n s e s :  
1. I t  r e a l l y  a n g e r s  y o u  when y o u  r e a l i z e  i n  how many w a y s  he h a s  t a k -  
e n  a d v a n t a g e  o f  you.  --- 
2. T e l l  me, w h a t  is  y o u r  c o n c e p t  o f  a  g o o d  m a r r i a g e ?  --- 
3. Y o u r  h u s b a n d  m a k e s  y o u  f e e l  i n f e r i o r  i n  y o u r  own e y e s .  Yon f e e l  
i n c o m p e t e n t .  I n  many w a y s  y o u  w ~ 4  him s o u n d  l i k e  a  v e r y  c r u e l  a n d  
d e s t r u c t i v e  dr+&. -kt 

*kOe 
---- 

4. It  m a k e s  y o u  f u r i o u s  when y o u  t h i n k  o f  t h e  o n e - s i d e d n e s s  o f  t h i s  
r e l a t i o n s h i p .  Re i m p o s e s  upon  y o u  e v e r y u h e r a ,  p a r t i c u l a r i l y  i n  y o u r  
o u n  s t r u g g l e  for y o u r  own i d e n t i t y .  a n d  y o u  D o n ' t  know v h e r e  t h i s  
r e l a t i o n s h i p  is  g o i n g .  -- 



b P p e n d i x  G: C a r k h u f f  m t k y  R a t i n q  S c a l e  

R a t i n g s  qf E m p a t h i c  U ~ d e r  s t a n d i n g  I n t s r ~ e r s o n a l  Processes --- 

L e v e l  1: T h e  v e r b a l  and b e h a v i o r a l  e x p r e s s i o n s  o f  t h e  h e l p e r  -- 
ei ther  DO NOT ATTEND TO o r  DETRACT SIGYIFICANTLY f r o ~  t h e  verbal 

and b e h a v i o r a l  e x p r e s s i o n s  of the h e l p e e  i n  t h a t  they 

ccmmunica+e s i g n i f i c a n t l y  less  o f  t h e  h e l p e e  's f e e l i n g s  and 

e x p e r i e n c e s  t h a n  t h e  h e l p e e  h a s  coamunicated h i a s e l f ,  

L e v e l  2: While t h e  h e l p e r  r e s p o n d s  to the e x p r e s s e d  feelings of --- 
t h e  h e l p e e  s h e  d o e s  so i n  such a way t h a t  s h e  SUBTRACTS 

NOTICEABLE AFFECT f r o @  t h e  cominunication of t h e  h e l p e e ,  

L e v e l  1: T h e  e x p r e s s i o n s  o f  t h e  h e l p e r  i n  r e s p o n s e  t o  t h e  

ex ~ressioris of t h e  h e l p e e  a r e  essentially IWTEFCHANGEABLE w i t h  

t h o s e  o f  the % e l p e e  i n  that t h e t  e x p r e s s  e s s e n t i a l l y  the same 

affect a n d  f e e l i n g ,  

L e v e l  5: T h e  r e s p o n s e s  of the h e l p e r  A D D  NOTICEABLY t o  the 

e x p r e s s i o n s  of t h e  h e l p e e  i n  such a way that e x p r e s s e s  feelings 

a l e v a 1  d e e p e r  than t h e  h e l p e e  was a b l e  t o  express h i m s e l f ,  

L e v e l  2:  T h e  h e l p e r ' s  r e p o n s e s  ADD SIGNIFICANTLY t o  t h e  f e e l i n g  --- 
and m e a n i n g  o f  t h e  e x p r e s s i o o s  of t h e  h e l p e e  i n  s u c h  a way a s  t o  



a c c u r a t e l y  e x p r e s s  f e e l i n g s  levels below what t h e  h e l p e c  himself 

was a b l e  to exkress or, in +he e v e n t  of ongoing  d e e p  

s e l f - e x p l o r a t i o n  on t h e  helpee's p a r t  , t o  b e  f u l l y  with h i m  i n  

h i s  d e e p e s t  moments. 



A p p e n d i x  q; S t a n d a r d i z g d  sole l?lu 

'I am a 24 year o l d  s i n g l e  male who moved t o  Vancouver  from 

Edmonton s i x  years ago ,  I h a v e  b e e n  w o r k i n g  in the same o f f i c e  

d o i n g  f i l i n g ,  etc **, f o r  the l a s t  s i x  y e a r s .  I d o n 8 t  s p e a d  much 

time w i t h  t h e  p e o p l e  at work. The men a l l  l i k e  to go o u t  t o  t h e  

bar a f t e r  work and  t h e n  home to t h e i r  families, The women all 

l i k f  to go to  d i s c o s ,  I d o n ' t  l i k e  t o  d r i n k  or go t o  discos a t  

a l l ,  I l i v e  il! an a p a r t m e n t  i n  the Glest End of Vancouver, I h a v e  

l i v e d  t h e r e  for the l a s t  f o u r  y e a r s  b u t  I don't, know a n y  of my 

neigbours, I s t a y  home aaa r e a d  a lot of s c i e n c e  f i c t i o n ,  I find 

i t  v e r y  h a r d  t o  meet p e o p l e ,  I am w o r r i e d  t h a t  t h e y  will think I 

am a " t u r k e y -  when 1 t r y  t o  talk t o  t h e &  and s a y  stupid t h i n g s  

so I d o n ' t  t r y ,  1 h a v e  t r i e d  t a k i n g  a n i g h t  course b u t  I d i d n ' t  

iaee t  a c y b o d y ,  I d o n ' t  l i k e  p h y s i c a l  exercise much- 

I h a v e  o n l y  t a d  one r e l a t i o n s h i p  w i t h  a woman, S h e  was my 

h i g h  s c h o o l  sweetheart fro@ E d ~ o o t o n ,  When we g r a d u a t e d  s h e  

w a n t e d  to  get married but that freaked ae out so I le f t  

Edmonton, S h e  c o u l d n ' t  have l o v e d  ate becanse I h e a r d  that she 

g o t  m a r r i e d  t o  another g u y  6 months  a f t e r  I l e f t ,  A l l  my f a a i l p  

is i n  Edmonton but I d o n 8 %  k e e p  much c o n t a c t  w i t h  them, 



I have talked to m y  family d o c t o r  about  t h i s  and h e  gave me 

some tranquilizers ( v a l i u m ) ,  Occasionally, I have thought  that 

this jost i s n ' +  w o r t h  it, T haven't thought specifically about 

how 1 would en3 it- 
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