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Introduction

I am very grateful to the organizers of this conference for inviting me to give a presentation at some length on these very important issues, which affect policemen and women in all countries.

I am a physician and have worked with people who have been tortured and with people who have been the victims of war since 1988.  Currently, I am working in Croatia, Bosnia and Serbia with people who have been traumatized by the war in some way and on issues of civil society, inter-ethnic and inter-religious dialogue and on human rights.  We give both treatment and training, so that people can learn to help themselves.  Among our clients are a number of current and former soldiers and police.

The organization that I work for is a Dutch-registered non-governmental organization with the mandate to carry out training and facilitation on just such issues, primarily in areas of conflict and where conflict has occurred in the past.

What I Will Do In This Paper

In all countries, particularly the kinds of countries covered by our mandate, the role of the police in either creating or relieving trauma and in helping the society to develop is a very important one.  The police can make the situation better or worse.

I will first look at the reaction of people when they are mistreated by the police – or when they have the perception that they are mistreated by the police.  Perceptions are as important – even more important – than what actually happens.

The rest of the talk will concentrate on how the police can reestablish trust.  This will deal with techniques, attitudes, tasks and care for policemen and women themselves that can assist in improving things.  Obviously, in the relatively short time that we have available we can only touch on a few of the issues that are most important, and we cannot go into them in too much detail.  However, I and the Coalition for Work With Psychotrauma and Peace are very much open for further discussion either during or after the conference, and we ask you to contact us in person, by telephone or e-mail.

I would also like to emphasize that the issues and techniques that I will be presenting are not new.  They have been worked on in the West for at least 20 years and work on them has been slowly developing elsewhere.  

What Happens When People Perceive That They Have Been Mistreated By the Police?

The Problem.

Unfortunately, in many countries, even in the West, the police have frequently been perceived to be a repressive force that has been used for the benefit of the government, of a dictator, of a specific political party or of a specific ethnic group.  If we are honest, we know that police have, in the worst cases, carried out torture, have enforced discrimination against minority groups and groups that have been unpopular in the eyes of the government, have taken a highly superior attitude with the public and, for example, have reacted with violence to protest demonstrations.  We have seen that police have reacted inappropriately in situations of dealing with alcoholics and other drug addicts, in situations of domestic violence, in their interaction with mentally ill people and in their interactions with people who have been raped.  We have seen that, even in a simple situation like giving a person a ticket for a traffic violation, the police have acted in an impolite and superior way.  This can get worse even in a situation where the member of the public is the victim such as a robbery or in a rape case.

The Reaction of People to Mistreatment By the Police.

There are a number of reactions by ordinary people to such treatment, none of which lead to the kind of healthy, democratic society that is our goal.

The first reaction is fear.  While writing this talk, I mentioned its subject to a friend from the West.  His reaction was that, every time he sees a policeman or woman or if he sees a police car behind him, he freezes, even if he knows that he has done nothing wrong. This obviously becomes much worse when the person perceives that he or she has reason to fear that he or she will be discriminated against or harassed by the police or that he or she will be arrested or even tortured.  This kind of reaction is not what we’re looking for.  What we want to accomplish is that the police and the public are equal partners in the society and that each take responsibility for order in society.  Certainly, fear is not a part of that process.  At best, fear can lead to a lack of initiative in individuals or groups – and thus to the stagnation of the society and, at worst, it can lead to anger and to resistive and revengeful actions, which I will talk about a little later.

Very much related to fear is insecurity.  For most of us, security is one of the keys to our lives.  We need to know that we are safe in our homes and in our jobs, that we have a place to live, that we have enough food for ourselves and our families, and that we have reasonable health.  If we or our loved ones or our friends are harassed or discriminated against or worse, we simply do not have that security.  This in itself is a problem, but it also leads to resentment and anger and, again, ultimately, to resistive and revengeful actions.  

An additional reaction is resentment.  When a person or group is mistreated, they resent it.  The natural reactions to resentment are anger and resistance.  

Still another reaction to mistreatment is anger.  It is obvious that anger very frequently leads to violence.  The anger can be individual but, especially when the mistreatment has been systematic and/or has been done to a large number of people or to an entire group, the anger can erupt into to large violent actions or even war.

Anger then can lead to resistance.  The resistance can be individual or can lead to civil unrest and to terrorism.  This rapidly turns into a vicious circle.  The greater the repression, the greater the anger and resentment and thus the greater the amount of violence.  

This is precisely the opposite of the goal of the actions.  Thus, mistreatment, instead of upholding order, creates conditions for violence and terrorism within the society.

Obviously, this is also the opposite of the intent of the goal of creating healthy, democratic societies.  In such societies, the police are not a repressive force but are a partner together with citizens and government to move the society forward.  In the words of the French constitution, this is liberty, equality and fraternity.  In the words of the American Declaration of Independence, this is life, liberty and the pursuit of happiness.  In the words of the Bible, every person with his vine and fig tree shall live in peace and unafraid.

(Re)establishment of Trust.

Perceptions

It is important to realize that the way people perceive a situation is more important that the reality of it.  Thus, even if the police change, if the public does not see that they have changed there is little effect.  We will talk about the role of the media and of mouth-to-mouth actions a little later.  

Measures That Can Be Taken

The remainder of this talk is about how the police can reestablish trust within the society and how they can become full partners in societal development.  It should be noted that, in some societies, there never has been trust between the police and the public.  These are not easy tasks.

The Change in the Roles, Tasks and Attitudes of the Police, Particularly in Countries in Transition

During recent years, the attitude as to the role of the police within the society and the attitudes that policemen and women are expected to take have changed considerably, particularly in countries in transition.  This has brought a huge adjustment in the tasks that the police are expected to carry out.  These new roles, attitudes and tasks, which reflect the change from repression and mistreatment to partnership in the society, require retraining police at all levels, and will require new procedures and new structures within most police forces.  

Changes in Roles

Again, the police are not – or should not be – a force for enforcing the policies of the government or of a particular dictator or party or ethnic group.  Thus, the role of the police is to be a partner with the society, not as a separate entity or force.

A fundamental “mission statement” for any police force should thus be that the role of the police is to keep order, but in a way that encourages the development of the society rather than impeding or repressing it.  Included in this mission statement should be that the role of the police is to serve the public.  In the English language and in several others, we speak of the police being public servants but, unfortunately, in many places, this is only language and not reality.  We will come back to this idea that it is the role of the police to serve the public a little later.  

This means that there has to be full trust between the public and the police.  This trust is one of the cornerstones of any society.

Changes in Tasks and Accompanying Skills and Knowledge

Through the changes in the roles of the police, the tasks of the police are also changing.  While there are certainly situations that require the use of force, there are also many situations in which other skills and knowledge are required.  Thus, in situations of high inter-ethnic tension, the police may be required to carry out mediation and non-violent conflict resolution.  This is a new skill for many, and it requires new knowledge, new attitudes and training.  The police are increasingly called in cases of family problems such as in cases of domestic violence and when suicide is threatened and in assisting in dealing with mentally ill people.  Also, rather than being on the outside of the so-called civil society – the non-governmental development of citizens initiatives for the betterment of society – new attitudes toward democracy require that active coalitions of citizens’ groups, government and police work together to move the society forward.  It is essential for the police to take an active part in this process.  Another part of police work with regard to civil society is dealing with protest, and the tasks and the attitudes that the police are expected to take in dealing with such protest against the government and other organizations are changing quickly.  This leads us to the issue of human rights.  The task of the police must be to uphold the human rights of all persons.  This can be a very difficult job, particularly in divided societies.  Again, I stress that it is the role of the police to maintain the law and not necessarily the policy of government, and that can put the police into uncomfortable and difficult situations.  Dealing with criminals has and always will be an important task for the police, but I think that you know those tasks better than I do, and I won’t go into them here.

These are the tasks that the public cares about.  By carrying out these new tasks in a competent and serious way, the police will reestablish trust where it has been lost and will establish it where it has never existed.  

Changes in Attitudes on the Part of the Police and the Public

The changes in the roles and in the tasks of the police that we have been talking about require considerable changes in the attitudes of policemen and women at all levels.  They also require substantial changes in the relationship between the police and the public.  Again, I must emphasize that, rather than seeing themselves as the great enforcers of the attitudes and policies of government and as being above the public, the police now need to see themselves as active participants in society and as on the same level as the public in insuring that the society works properly.  In some countries, these changes in attitude will come with some difficulty.  I have already mentioned that, in many Western countries, the police are known as “civil servants”, that is, as workers serving the public.  In this concept, police are there to work for “ordinary” citizens.  This means that the police need to respect the citizens and their needs and to actively work with them to find peaceful solutions to individual and societal problems.

Again, this does not mean that there will not be situations in which physical force is required, but it does mean that, when such force is used, the situations will have to be extremely clear, and policies must be worked out beforehand with representatives of the elements of the society who are involved in the problem.

Another change in attitude that is required, in my view, is the professionalization of the police, that police have an equal moral standing to doctors, lawyers and professors.  Thus, the police must reflect the highest moral and ethical standards.  There is no place for corruption or ethnic or political bias of any sort within the police, and levels of training and supervision must be extremely high.

The attitudes of the public also have to change.  Rather than seeing the police as the enemy, the public needs to respect the police as their partners in the society who are there to help them rather than repress them.  As we have said earlier, these changes in the attitudes of the public will need to be earned by the police in the roles and attitudes that they take toward the public and by their behavior in public and individual situations.  The police will also have to publicize these new attitudes and tasks.  However, actions speak louder than words.

Some Solutions

All of these changes will require a considerable amount of discussion by high police officials and by policemen and women in the field.  These changes also imply a great deal of training and retraining at all levels of police forces, again, not only in transitional countries but also in the West.

In this context, the development of good training programs and of structures for discussion at each level of command and between levels of command within the police forces is essential.  We will talk about what should go into such training programs and discussions a little later.

Also, police at all levels will have to go out into the community and meet the public, not once but on a continuing basis to hear their needs and to see how it is possible to respond to those needs.  A personal relationship between the police and the public is required if trust is to be established or reestablished.

Furthermore, the police will have to actively participate in societal processes.  Here, again, personal relationships are essential.

Additionally, the police will have to care for their own needs far more than they have been doing.  Being a policeman or woman is not an easy task.  Police are traumatized far more than most people and need to learn how to deal with the normal processes that accompany such traumatization.  I want to stress that these processes of traumatization are normal, and that a policeman or woman who undergoes them is not “crazy” or “emotionally unstable” but is having a normal reaction to events.  Not to have this reaction would be abnormal.  Policemen and women undergoing these reactions need assistance from their fellow officers and, occasionally, from professionals, and structures must be in place to ensure that they obtain such assistance.

New Skills and Techniques

It is not possible in the short time we have available to give a complete course on all the knowledge, skills and attitudes needed by the police in modern societies.  Such a program would take at least a year and a half and would have to be adapted to needs of the specific police force and the people working within it.  By the way, the CWWPP is prepared to work with you in developing such programs.  Today, we will touch on some of the elements mentioned above, such as communication, mediation, trauma in the public and the police, human rights, civil society and the need for good publicity.  All of these are skills and knowledge that will help in the establishment of trust between the police and the public and in changes negative images and roles of the police into positive ones.

Communications Techniques

Most police work involves communication with someone – with a driver who has gone over the speed limit, with a family in which suicide is threatened, with protesters who want to get their point across, with an organization working for the betterment of the community, with people in a village that is ethnically divided, with fellow officers who have undergone trauma.

Listening and Empathy in General

The key to communication is not talking, but listening, and listening in an empathetic way.  To be clear, empathy is not agreement, but is trying to put one’s self into the shoes of the other person.  In general, it means not talking, not giving much if any advice, but letting the other person talk until he or she is finished and showing that you understand what he or she is saying.  Good communication involves responding to the entire way that the person behaves, not only his or her words.  It involves asking for clarification of feelings, motives, interests, assumptions and expectations.  It involves persistence and patience and honesty.  In short, it involves creating an atmosphere of trust and a feeling that the person is being listened to.  It also involves the use of non-provocative, correct, polite language.  Although we communicate every day with people, learning to do this effectively takes time and practice.  Proper communication is the key to creating trust.

One important technique is known as active communication.  This involves a number of steps:

1. An introduction;

2. The client phase
3. The interviewer phase
4. The plan
5. The evaluation 
6. The conclusion and 

7. Action
In the introduction the interviewer introduces him/herself and tells what will happen during the talk in as much detail as possible.  This sets boundaries for the person being interviewed and creates trust and confidence.

In the client phase the interviewer asks “open questions” that don’t have only one single piece of information as answer.  Examples of open questions are “What happened” and “Tell me about yourself”.  The interviewer says as little as possible and encourages the client to speak as much as possible.  In this, giving summaries with words like, “If I understood you correctly,…” and allowing silences to take their course are very important.

In the interviewer phase the interviewer asks more concrete questions such as age, occupation and details that were not clear from what the client has said.  Again, here the language used must be non-threatening.

The next step is to make a plan.  In cases where this is possible which, in police work is not always the case, both the interviewer and the client should agree on the plan.  This is particularly important in situations such as suicide, domestic violence, work on human rights and work within the community.  Whatever the case, there should be clarity about the nature of the plan.  As we have already seen, insecurity and not knowing what will happen next creates situations of fear, insecurity and mistrust.  Even a person who is arrested should thus know what is going to happen next.

Both the client and the interviewer should evaluate the process.  In police work, there are some situations where this is not possible, but in any work with the public, even when the person is, for example, receiving a traffic summons, this evaluation is very important.  

No communication is complete without a conclusion.  This conclusion should include a summary of what has been said and agreed upon, and should include cordial words of separation.  Again, this cordially and this kind of conclusion should take place even in the most difficult situations.  Such small actions can considerably change the atmosphere of the situation.

I include an action step here that includes the actual action and the follow-up to be sure that the action has been carried out.  There may be no hypocrisy about this.  Actions that are promised must be implemented.  There is nothing worse in creating mistrust than not keeping promises or not telling the truth.  If the actions to be carried out are late, the client should be informed and an honest explanation should be given.

This pattern of communication can be applied in almost every situation.

The use of proper, correct and polite language is particularly important in police work.  Keeping one’s cool is difficult in many situations, and some members of the public will deliberately provoke the police officer.  Yet, the more correct the policeman or woman, the lower the tension will be.  This is particularly true when dealing with protest situations and work in divided communities.

On the Beat

The steps outlined above and the use of proper language and non-verbal behavior are particularly important when dealing with the public in ordinary situations.  This has everything to do with the new attitudes that we have been talking about and with the establishment of trust.  No longer should the policeman or woman be the superior intimidating enforcer of a frightening and anonymous set of laws, but, rather, the person who assists in keeping order within the society.  We have already seen the consequences of not doing so.  I emphasize the work assist because this new attitude also implies that the member of the public also must take responsibility to uphold for the society.  Thus, the language used by the police, while polite and correct, must also refer to that responsibility and the joint responsibility of the member of the public and the police.  Here the challenge is to get the member of the public to obey the law without the threat of punishment and because he or she wants to do it him or herself.  This type of communication requires major shifts on the part of both the police and the public, and this requires training and practice.

In the Home

Situations in which someone is threatening to commit suicide, or in which there is family violence or in which there is a mentally ill person are extremely difficult, as are situations where there has been a robbery in the home or where someone has been raped.  In such cases, inappropriate communication can make the situation much worse.  Many times, emotions within one or more persons in the home situation have built up to the point where the person explodes.  Simply letting the emotions out to a person whom the client thinks will understand can solve the situation for the moment.  However, this can be very difficult for the person – the policeman or woman – listening to all of this.  There will frequently be a great deal of anger.  Although it may seem that the anger is directed at the listener, that is, the police officer, it is, in most cases, simply, anger that has built up within the person that needs to get out, and other family members – or the policeman or woman – is the first person to come in the path of the anger.  Usually, simply allowing the person to vent off will solve the situation for the moment.  However, the person will require further assistance from a professional later, and should be advised to get it.  

With regard to suicidal persons, there is an old saying that anyone saying that he or she wants to commit suicide won’t do it.  This is wrong, and anyone talking about such acts should be taken very seriously.  Again, listening and helping the person to see the positive aspects of life helps.  Again, professional help is needed once the immediate situation is solved.

Persons with mental illness are sometimes difficult to deal with, particularly with those with schizophrenia, which is a disease in which the person is in his or her own world and has little contact with others.  Where contact exists, an attempt should be made to talk to the person, although gentle and correctly applied force may be necessary.  In all such cases, the family members or other people in the environment should be consulted and all actions should be taken with their agreement.

In cases of robbery within the home, many people feel that their person has been attacked.  This is psychologically difficult for many people.  Good listening will help the victim to deal with the situation in a more rational manner.

Of course, rape is a particularly difficult situation.  Officers should, in general, be of the same sex as the victim.  Questions, although thorough, should be sensitive, and it is necessary to take sufficient time for the victim to express her or his – yes, males also get raped – emotions.  

In all actions and communication in the home environment, it is important to use as little force as possible.  It is also very important to be honest and not to lie to either the person who is involved in the incident or to those around him or her.  Work in the home can be very time consuming, but it is important to take that time.

In almost every situation, it is important to talk to colleagues later about how it went.  We’ll discuss this later when we talk about supervision.

It is also important to not that work such as this is critical in the establishment of trust between the police and the public.  These are the kinds of issues on which the public will identify the police as their close friends or as their worst enemies.

Specific Situations:  Protest and Other Actions

In many cases, peaceful protest and other actions by citizens have been sources of great tension between police and both individuals and groups.  We all know of too many situations where protests and other actions have exploded into violence.  In many, if not most cases, tension can be lowered and violence can be avoided by good communication.  Such communication has to be by both sides.  There also has to be openness on both sides to work together so that the protest or other action takes place, but under conditions acceptable to both sides.  The crucial point in such situations is the attitude of the police.   The police needs to be seen not as a repressive force but as a full partner in the development of society and as encouraging citizens to express their human and civil rights and as upholding those rights, but under conditions of order.  Negotiations and mediation, which we will talk about a little later, need to be from equal positions.  It is also important to change public attitudes and perceptions about the role of the police.  When the police engage in negotiations with non-threatening and conciliatory language and constructive suggestions, this changes the entire atmosphere in which the protest or other action takes place.  I personally have seen both types of action by the public and the police – the situation in which both positions were firm and immovable and that ultimately resulted in violence and the situation in which, sometimes with a large investment of time and energy from both sides, the result was an orderly non-violent protest in which both the police and the citizens were satisfied.

We will come back to incidents in ethnically divided situations a little later.

Again, here, honesty and trust are key issues.  If the police do not keep their promises, trust will be destroyed.  I have witnessed this on a number of occasions.  On the other hand, if negotiations can be completed successfully and the action results in an action acceptable to both sides, trust will have been created.  This trust creates the basis for future trust and can lead to a positive spiral.

In the Community in General:  Publicity

A mistake that the police have made frequently is that they have not promoted themselves and their positions.  The media is a very valuable tool.  Again, this comes back to a question of attitude.  Again, the police should be a partner with citizens, promoting their interests and the interests of the society in general.  The kind of publicity that we’re talking about involves taking actions together with citizens groups and letting the media see that this is happening.  This also involves publicizing work that involves cooperation with citizens to assist in dealing with local problems.  Examples of this could be work on drug and alcohol addiction, crime and education among youth, suicide, family violence, etc.  Police need to be seen working together with citizens so that the fundamental attitude among the public that the police are their enemy changes to one in which the public sees the police as a real partner that will work together with them to improve the society.

One important point here is that the publicity cannot be hypocritical.  The public will see through this immediately, and this will work toward the creation of mistrust.  However, genuine joint actions, well publicized, will assist in the establishment between the police and the public.

Human Rights

Unfortunately, in the past, the police have been abusers of human rights.  They have been employed by governments to do their dirty work, and sometimes that work has been very dirty indeed.  We all know of sufficient examples of cases in which the police have been torturers and have been enforcers of discrimination.

The police must move to take precisely the opposite position.  Rather than the repressors they must be the upholders of human and civil rights.  Rather than enforcing discrimination, they must be the people who promote and enforce the rights of all citizens as equal members of society.

Again, this requires changes of attitudes and tasks particularly at the local level but also at higher levels of police forces.  Again, it must be stressed that the police cannot be the tool of the government or of one political party or ethnic group but must be partners within the society with a specific task.  Once these attitudes are established, the implementation comes almost naturally.

It is also important for the establishment of trust that the police – and others who have committed misdeeds, acknowledge their mistakes and apologize for them.  This is very difficult, particularly in societies in which pride is an important factor.  However, this kind of acknowledgement and apology assure the public that the police know what they did wrong and are on the way to correcting the problems.  This inspires trust.

Mediation and Work in Inter-Ethnic Situations

The police are very frequently called in to deal with inter-ethnic and inter-religious conflict.  This is as true in Western societies as it is in countries in transition.

In the past, the main method of solving these problems has been by force.  This may provide a short-term solution, but certainly does little to help in the long-term.  Even in the short-term, some sort of mediation may be far more effective than force.

What is mediation and non-violent conflict resolution?  Very simply, it involves facilitating the discussion between groups so that they can find solutions that will work in the interests of both sides.  

A mediator is a facilitator – a person or group of persons that is neutral and who works to help the two groups to find a solution.  The mediator does not suggest or impose the solution, but facilitates the coming together of the two groups.

Frequently, the anger levels are so high that the two groups cannot meet together at first, and the mediator must go from one to the other.  In such cases, it is also very important for each of the groups to express their anger freely, at first to the mediator and later to each other.  This can be extremely difficult both for each of the groups and for the mediator, who must control the situation so that violence does not break out again and yet that the feelings are expressed.

The level of traumatization can also be very high, especially in post-war societies and in countries in transition.  In my opinion, it is unlikely that mediation and definitive conflict resolution will work before the traumatization is dealt with.  This is a mistake of the art that has been made in the past.  Thus, the work of people with psychological knowledge and good communication skills is required in any situation involving ethnic tension even before work on concrete solutions can begin.  The police are frequently in the situation that they are the first on the scene, and thus must separate the parties and do some of this basic psychological work.  Thus, the implications for learning new skills and attitudes are clear.

Also, it is very important that the mediator creates trust between the parties.  He or she must not be seen to be from one side or another.  Frequently, mediators work in teams, with one from one side and one from the other.  Both must gain the trust of all parties involved in the dispute.

In this sense, the mediators must admit their own prejudices and thoughts to all parties at the beginning.  An atmosphere of complete honesty must be created.  All breaches of that honesty from either the mediators or from any of the parties must be dealt with so that this aspect is minimized.

Once the anger and at least a little of the traumatization has been dealt with, it is important to set up a good situation in which to conduct the mediation.  The environment must be quiet and reasonably pleasant and there must be few interruptions.

Many times in a mediation, the personalities of the people conducting the mediation get in the way.  Thus, it is important for the mediator to separate the personalities from the problems.  This can be an extremely difficult part of the work.

The next part of the mediation is the clarification of the perceptions of the problems.  Very frequently, the problems as such do not exist, but, rather, the reason for the dispute lies in the words that have been used to express the problems.  Thus, it is important to provide a “translation” and “interpretation” function, that is, to get the parties to the dispute to talk in similar words.  The problems may even be solved by these measures.  

During this same part of the mediation, it is important to clarify perceptions.  This involves the perceptions of the specific problems being dealt with, but also the general perception of the world and the society.  This clarification will help the mediator to find points where intervention is possible and will help each side to understand the other better.  It may create further problems at first while each side comes to grips with the views and the perceptions of the other side, but this kind of discussion is fundamental if the long-term solution of the problems are to be effective.

The next step in the mediation involves focusing on individual and shared needs and on interests rather than specific positions.  Thus, each party expresses its needs rather than on its positions.

Once these shared interests and needs have been identified, the two sides, with the facilitation of the mediator, go about the job of building shared power.  In this, they generate options that can bring them mutual gain.

The next steps are more or less mechanical – development of achievable steps toward the ultimate goal, insistence on the use of objective criteria and making mutual benefit agreements.

There are several points to remember.  First, it is important to create a solution that will work for more than a few days and will be sustainable over a long period.  Creating that solution takes investment of time and resources by the parties involved and by the mediator.  Also, what is presented above is a very general outline of the process of non-violent conflict resolution and mediation.  Every situation is individual, and adaptation to individual needs will be required.  The role of the police in every situation will be different.  In some cases, the police will be the mediator between the two groups.  In other cases, the police may be a party to the dispute.

If sufficient confidence can be built up, the police can indeed play the role of mediator.  However, in all such cases, the police must be seen to be unbiased toward either side.  If it is possible for the police to play this kind of role, and play it fairly and honestly, it will very strongly contribute to the establishment of trust between the police and the public.

It should be noted that the techniques just described don’t only apply to inter-ethnic or inter-religious situations.  They also apply to family disputes and to disputes of all sorts within the community.

This comes back to the central point of this talk – that the police must be a fair and equal partner in societal development and must learn skills like mediation and communication in order to do so.

Civil Society

In the past, many police forces have become involved with non-governmental organizations primarily to observe them and, sometimes, to infiltrate them.  This comes under the category of mistreatment described above, and these kinds of actions are very much mistrusted and resented, and lead to the kinds of problems that we discussed at the beginning of this talk.  

The kind of engagement of the police with such organizations that we are talking about here is entirely different.  The reason for police involvement with such organizations is partnership so that mutual goals can be achieved.  An example of this is with women’s issues.  In family violence, the women and children need the assistance of the police in dealing with the perpetrators.  The police can use the assistance of the women in learning how to deal with such situations sensitively and effectively.  Thus, a coalition of women’s groups and the police makes a great deal of sense.  There are many other possible examples that run across all aspects of society.

Again, good cooperation with such organizations and active involvement in civil society increases trust between the police and the public.

Dealing With Yourself

The Need in General

Something that police – and, dare I say it, workers in non-governmental organizations – forget is that they are also people and not machines.  While people are frequently brave and give a great deal to their jobs, they have personal needs.

Police are on the front lines of society.  They undergo traumatic experiences, that is, experiences that threaten their own physical and psychological well being or the physical well being of colleagues, family, friends or others with whom they identify or associate – on a very regular basis.  

Police have the normal human reaction to trauma that all human beings have.  If policemen and women do not have these reactions, they are severely mentally ill and should not be members of a police force.

In our experience, most police – and most people – don’t know how to deal with these reactions.  Thus, there is a need for training within the force.  Most reactions to trauma can be handled in peer groups, that is, police assisting police.  Occasionally, there is a need for professional assistance.

How a Trauma Works

The scheme of a trauma is as follows.  By the way, the reactions that we are talking about here apply both to police and to victims.  Thus, it is important to take these reactions into account in yourself and in the people whom you are dealing with.  Talking about this with victims – and telling them that you recognize these reactions within yourself  - is also a way of creating identification and trust on a personal level.


Let’s have a look at this phase by phase.

When the trauma begins, there is a short latent phase (sometimes lasting only a few seconds). In this phase, the person recognizes that the trauma is occurring and assesses what to do about it.  The decision-making process here is usually very quick and unconscious.  There is almost always an element of shock in this process, but, in most people, this passes quickly, and the person is able to decide on a first course of action.  In some people, however, the shock remains and panic sets in.  

The next phase is the full trauma phase.  In general, the person reacts better in this phase than under normal circumstances, and is frequently surprised later at what he or she has done and what his/her emotional reactions were.  The body also reacts during this phase, producing more adrenaline and reacting in specific ways which, together, are known as the "fight or flight reaction". In this reaction, the blood flow to the brain and other organs vital to survival is increased. The body also reacts in other ways that are most appropriate to survival, such as contracting the pupils (to make vision sharper) and shutting down the kidneys and the stomach (to use energy for other purposes).

If the trauma is very long, a kind of temporary adaptation may occur.  This means that the person will find mechanisms for living which are not "normal" but which, taking into account the personality and circumstances of the person, are adapted in some way to the situation.  These are known as coping mechanisms.  It must be noted that this kind of adaptation is very personal and that others looking in from outside may see the behavior of the person as highly abnormal.  These coping mechanisms are extremely important to understanding how people react under difficult circumstances.  

When the trauma ends, the person enters the crisis phase.  During this phase, bodily and psychological functions that were active during the trauma phase end and the person feels weak and incapable of doing almost anything.  This is a very dangerous phase both physically and psychologically, especially after long, intensive and repeated traumas.  The person does not know how to react to these feelings and can have a large number of symptoms.  Anxiety, depression (even suicide), and many other psychological and physical reactions characterize this phase.

The person then slowly begins to enter the recovery phase.  This process will be described in more detail  a little later.

The end result, which we here call the long-term stable phase, is dependent on both personal and external factors, including the personality and experience of the person and the amount of support which is given during the recovery phase, as well as the nature of the long-term environment.  The person's behavior, attitudes, and general psychological state may be better or worse than before the trauma.  In any case, it will be different.  One important aspect of this behavior is that coping mechanisms which were present and appropriate during the full traumatic phase may persist and may be inappropriate under the circumstances of stability.  An example is a woman who stayed in the cellar during the bombing of her city but, currently in peacetime, still stays there because the cellar gives her a sense of security.  Furthermore, the basic characteristics of psychotrauma, as discussed above, may be present for long periods and may have to be treated.  Still another, more hopeful possibility is that the person will have learned from the trauma and will be better able to cope with life, decreasing the effects of future traumas.

The Stages of Kübler-Ross.

Elisabeth Kübler-Ross was a Swiss-American psychologist and nurse who worked with cancer patients.  Her stages, which I have modified slightly, are still valid for most trauma situations, even if they "only" describe the symptomatology of the trauma.  Kübler-Ross said that each person goes through the following stages:

· ·Denial, during which the person (sometimes completely) denies that the situation exists.

· "Bargaining", during which the person "bargains" for help, usually with a higher being (example:  "Dear God, if you heal me, I will give all my money to the Church").

· Anxiety (Stage added by Tauber), in which the person can have extremely high, but varying levels, of anxiety in fits or continuously.

· Dependency (Stage added by Tauber) in which the person can be dependent on alcohol, drugs, or other substances, but also can be highly dependent on other people.

· Anger in which the person can have anger, in fits or continuously, which has no direction or which can be directed at anybody or anything.  It should be noted that the helper frequently feels that this anger is directed at him/her, whereas it is more likely to be a general phenomenon.

· Depression in which the person can be depressed even to the point of suicide.

· Acceptance – in the experience of most workers, this acceptance is only partial.

It has been shown that these stages are not linear, that is, that a stage can be repeated, and that the order given above is not necessarily the same for every person in every situation.  These stages, however, give an indication of what can and generally does happen within a person who has been traumatized. 

The Model of Kleber and Horowitz.

Kleber in The Netherlands and Horowitz in the USA developed a model of how people deal with trauma that fits well together with what Kübler-Ross said:

This can be described as follows.  When a person has a traumatic experience, he/she first "cries out", generally during the crisis phase as described above.  The person then goes through alternating cycles of denying and re-experiencing the events.  During the re-experiencing, the person allows all that he/she can of the experience and the feelings associated with it to enter his/her consciousness.  During the denial phase, the person psychologically puts what has just been re-experienced into place.  Finally, there is acceptance.  This acceptance, as has been indicated, however, is usually only partial.

One of the important implications of this model is that re-experiencing is extremely important if the trauma is to be dealt with in the long term. The strategy of denial or forgetting the trauma will thus not solve the problems.  It also implies that stages of "rest" are important for the functioning of the Kleber-Horowitz mechanism and that these also must be recognized by the therapist and the environment.  The balance between these phases is a difficult one and must be adapted to each client individually.

The Stages of Adaptation to a New Situation.

Tauber, in 1993, described a number of phases through which people work when they adapt to new situations.  These are as follows:

· Arrival.  The person comes into a new situation.  There is excitement and a sense of unreality.  The person's assessment of the situation is not always accurate.  Behavior may be based on false assumptions and expectations.  This may, almost immediately, lead to errors in judgment as to how to deal with the situation, as well as to depression, anger, anxiety, and a wide variety of other problems, particularly problems with relationships with people in the new environment.  A simple example is the arrival at the beginning of this conference.

· Beginning of learning about the new situation.  Here the person begins to come to grips with the reality of the situation and begins to do the things necessary for survival.  How people work through this stage is partially dependent on their own personalities and the support they get from the environment.  This phase can last a very long time and can have many sub-phases.

· Depression at the new situation.  This occurs toward the end of the previous phase when the person sees his/her own situation and the prospects for the future.  There is frequently disappointment with at least some aspects of the new situation.

· Anger at the new situation.  This is more or less obligatory and may cause considerable problem.  It is also difficult for people in the helping professions who may be unaware of the nature of this anger to deal with.  People like police and other professionals who are unaware of this “free floating anger” may misinterpret it as being directed against them, and thus make errors in how to deal with it.

· Confusion of identity.  The person begins to see something good in the new situation and realizes that the old situation wasn't the ideal that he/she thought it was.  There is thus a question in the mind of the person as to where his/her loyalties lie.  This stage can be confusing both for the person him/herself and for the person's environment.

· Acceptance and integration.  This, in general, is only partial.  The key to this phase is the acceptance by the person him/herself that there is richness in his/her own diversity and mixture.  What is meant here is that the person accepts the situation with both its good and bad points and learns in some sense to live with it.  It does not necessarily mean that the person is completely accepted by the environment nor does it mean that there will be no further problems.

These stages were originally developed in relation to refugees and asylum seekers, but apply to virtually all situations, including new jobs, courses, etc.  They are important in the development of the reaction to psychotrauma in that, particularly in long-term trauma, the person passes through these stages within the trauma and again during the recovery phase after the trauma has ended.  In complex traumatic situations, there may be many moments where adaptation to new situations is required.  Unfortunately, there is little known about which mechanisms facilitate the passage through these stages.

Psychological Symptomatology.

Some of the psychological effects of psychotrauma have already been described above.  The most important of these include memory and concentration problems, which can be very disturbing and become a barrier to learning and taking other actions, depression, which can lead to suicide and inertia, anxiety and panic, both in fits and constantly, and anger and rage.  Further, there are flashbacks (which are intensive re-experiencing of the events of the trauma and which must be differentiated from psychosis), nightmares and all conceivable problems of sleep, agitation, irritation, and nervousness, dependency on other people, dependency on substances and on people (dependency in the psychological as well as the physical sense), hopelessness, lack of perspective, not knowing where to go or what to do, a feeling of numbness and the narrowing of the range of feelings, and a feeling of not being understood.  Still another classical symptom of psychotrauma is apathy and the inability to act.

There are also very frequently personality changes, and the person may feel "completely different" from the way he/she felt before the events occurred.  For example, he or she may not be able to feel joy or sadness.

Furthermore, importantly, there are frequently changes in the relationships within the family and with friends and colleagues.  The person may feel that he or she is not understood by anyone.  This can also lead to the isolation of the individual and a downward psychological spiral.  Sometimes, the person will associate only with those who have experienced a similar trauma (ex-soldiers, for example, getting together in cafes).  This can have therapeutic effects but also frequently leads to isolation of the group and to those outside it feeling resentful, excluded, or, if they are in a more powerful position, superior.  Members of such groups can also reinforce one another's behavior either negatively or positively.

Finally, the psychological state of the person may deteriorate into psychosis, that is, a lack of a contact with reality in time, space, or person.

One general effect that must be mentioned is the loss of identity, particularly after severe trauma.  Virtually all persons who have experienced such traumas have this problem to one degree or another.  This has serious implications for therapy, and in virtually every case it is necessary to assist the person to reconstruct his or her life and values and thus his or her feeling of self.  This then becomes a long-term complicated process.

The psychological effects described above are virtually universal to one degree or another in persons who have experienced psychotraumatic events.

We have also seen in our work that there are cultural differences in the precise symptoms that occur.

Physical Symptomatology.

The stress of the trauma has physiological effects in and of itself.  These include effects on the circulatory system such as high blood pressure, heart attacks and strokes in relatively young people.  These effects also classically include stomach and gastrointestinal problems, including ulcers and either diarrhea or constipation or both.  There may be even more severe problems of the gastrointestinal tract such as Crohn's Disease.  Also standard are effects on the nervous system such as dizziness, problems with vision and problems with hearing.  Asthma and other respiratory effects such as hyperventilation are also common consequences of stress.  Skin problems such as psoriasis and other rashes can also be stress-related.  There are also a great many problems of the muscles and joints, such as muscle pains, headaches, back problems, etc.  Furthermore, sexual function can be affected leading to impotence in males and lack of menstruation, frigidity, and other sexual problems in females.  In addition, many people have a large number of non-specific problems often sensed as  "not feeling well".

Recent evidence has shown that the endocrine system is affected by stress.  Thus, thyroid problems and other disorders of the endocrine glands are not uncommon during or after highly stressful situations.  

There is also good evidence that the immune system is depressed by stress so that people are sick more frequently and may develop autoimmune diseases such as diabetes mellitus and even cancer.  Several studies have shown that cancer is more frequent after stress situations.

Another point in this regard is that many people, particularly men, translate their psychological problems into physical ones.  This is particularly common in a number of cultures.

It should be noted, however, that, whatever the origin of the disorders, the illnesses themselves are real and need medical treatment.  We believe that psychological treatment would be an adjunct and should be carried out in addition to but not as a replacement for the physical treatment.

Still another phenomenon is that of conversion in which a person may not use a part of the body because of its psychological significance.  For example, the person may become blind if he/she does not want to see what has happened to her/his home.

The Universality of the Effects

All of the effects that we have just been talking about are universal.  They apply to all people who have been traumatized, whether those people are the victims of war or whether they are police officers who have been involved in one or another incident.  In situations in which there has been a war or other tensions, the police will be multiply traumatized, first because of the traumatization in their personal lives and then because of the traumatization in their work.

There are two points here.  First, the police need to take account of the traumatization of the public – both the individuals and the groups – with whom they are in contact.  The more understanding they show and the more that they can help in the process of recovery, the greater the trust that they will create.  Again, one of the themes of this talk is how to establish or reestablish trust with the public.  Showing such understanding, even identifying with individuals on personal level helps enormously in this process.

The second point is that police are human beings.  They are affected by the traumatization.  It is not a shame or a crime to have to deal with it.  Rather, those people who do not show these effects have built great walls around themselves and, in general, do not respond adequately.  Thus, those who do not respond are sicker than those who do.

Debriefing and Other Assistance After Trauma

As we have said, it is essential that all traumas, particularly serious ones, be dealt with.  Pills, “rest”, “time”, and “forgetting it” are not the answer and will make the situation worse.  This applies to all victims of trauma, whether they are civilians or police.  As we’ve seen above, the best way to deal with the trauma is to get it out in some way.  In general, with the kinds of acute traumas that the police go through, the best way is through debriefing, that is, talking through the traumatic events themselves and the feelings associated with them over a shorter or longer period of time.  That can, in general, be done with well-trained colleagues but, in severe cases, it requires professionals to assist in the recovery process.  Again, I must stress that the reaction is normal and that people who have it are not out of their minds or psychologically disturbed.  They would be, however, if they didn’t have the reaction.

Sometimes the trauma will awaken other, older psychological problems.  This can mean that the person needs a longer course of assistance.  Note, again, that this is not abnormal.  This usually requires work with a professional over a longer period of time.

In none of these cases is there serious cause for worry.  Most of the time, the person recovers and is stronger than he or she was before.  There is, however, a great danger in not dealing with these issues.

Supervision and Intervision

A few minutes ago, I spoke of getting help from well-trained colleagues.  Colleagues within the police force can form what is known as an intervision group.  We speak of supervision when a person individually works on the relationship between his or her job and his or her private life, including psychological problems and intervision when those relationships are looked at in a group.  Both supervision and intervision can also look at how the person is doing the job, and at strategies for doing it better.  Supervision and intervision are meant to be constructive and not to put down the person but, rather, to help him or her to develop good skills and attitudes and to help the person to deal with the stresses of the job and specific personal situations.  Supervision and intervision are common in the medical and psychological worlds as well as in other helping professions.  In my opinion, they should be introduced into every police force.

Again, the fact that police are doing this kind of work among themselves should be publicized, although the content should remain private.  Doing so increases the trust of the public that there are no “wild people” on the street and that those who require assistance are getting it.

Discussion Between Levels of Command

Also critical to the development of new attitudes and skills and to facilitating the continual and rapid change that is now a constant part of all our societies is discussion between levels of command.  These discussions should not only go from the top down.  The people on the beat are seeing and experiencing situations first hand, and that experience and knowledge is crucial if policy within the police is to develop in a proper way.  This not only has to do with techniques of policing but with the interaction between the police and the public that we have been discussing throughout this talk.  It also has to do with the personal experience of individual policemen and women, and what measures are needed to deal with that experience.  Thus the two-way flow not only of experience but of feelings about that experience is critical if modern police forces are to stay in touch with the societies they serve and with the people serving in them.

Again, publicizing that this is going on convinces the public that their voice is getting through to the highest level of command and assists in establishing trust.

Training

In light of everything that has been said so far, training in new knowledge, skills and attitudes is a priority.  The training must be long term – attitudes, especially, do not change overnight.  There is also much to be learned.  Also, training must be flexible and must be adapted not only to the needs of the specific police force but also to the needs of the individual officers in the group.  Thus, trainers must have a wide range of knowledge and skills and must be willing and able to adapt to the needs of the moment.  In our experience, a training program of two hours per week for a year and a half to two years in groups of at most 12 officers can answer these needs.  The training program needs to be carried out at all levels of the police force.

As I have mentioned earlier, once formal training has been completed, there is a need for continuing education and supervision and intervision at least twice a month, and for intervention when officers have been traumatized, that is, after every such incident.

Still again, the publicity of the training and educational programs, and the idea that the police are becoming professionals and that their knowledge, skills and attitudes are continually being upgraded increases trust between the public and the police.

Evaluation and Testing

Evaluation and testing of officers is also crucial.  Evaluation should not only be done at the end of training programs but on a periodic basis.  It is very desirable that superiors, but also outside evaluators, look at the performance of officers working at all levels of the police force.  Knowledge, skills, attitudes and the results achieved should be assessed using criteria that are as objective as possible.  Individual and structural aspects should be looked at, and criticism should be as constructive as possible.

Making at least some of the results of such evaluation and testing public establishes trust in the police force.  Even if the results are poor at first, the honesty shown by revealing such results creates public confidence that the police are not afraid to look at themselves.

Obviously, once evaluation and testing has been carried out, follow-up measures need to be taken quickly.  Additional training and/or structural changes may be needed, both for individuals and the force as a whole.

In this process, it is also obvious that there can be no toleration of corruption or of ethnic bias.  Where these are present in a large portion of the force, extraordinary measures may need to be taken.

Cooperation With Other Organizations

As we have emphasized, coordination and cooperation with other governmental organizations, inter-governmental organizations such as the UN or the OSCE and with non-governmental organizations is not only desirable, but is a requirement in the current environment.  Aside from the need for cooperation to move the society forward, such organizations can be the source of skills and knowledge and new ideas.  Such organizations can provide experts in various fields and can assist in training, supervision and evaluation.  Again, work with such organizations creates trust with the public, as the public thus sees that the police are being looked at from outside.

Conclusions and Ways Forward

A few conclusions can be drawn from what we have said until now:

1. that, in the past, the public in many countries and in many situations have been mistreated by the police in reality and in the perception of the public.  This has led to mistrust, to insecurity, to anger, to resistance and even to increased violence and terrorism;

2. that a modern police force must work to reestablish trust with the public.  This process must include the attitude of cooperation with the public and being an equal partner with it in the advancement of society rather than being a repressive force supporting the government or a specific political party or ethnic or religious group;

3. that, if such a basic change in the mission of the police force is to be implemented, police officers will need training in

a. communication with the public, communication with one another and communication in groups;

b. psychological trauma;

c. mediation and non-violent conflict resolution;

d. civil society; and

e. human rights;

4. that police forces will have to work with the public on matters of civil society;

5. that police forces will have to be the defenders of human rights and work strongly to uphold them;

6. and that police forces will have to care for themselves far better than they have in the past;

7. that police forces must continuously talk internally to assure good contact between levels of command;

8. that training must be of the highest quality and must be continuous;

9. that there must be continuous internal and external evaluation of individuals and of structures at all levels;

10. that it is very desirable for police forces to cooperate with other governmental organizations, inter-governmental organizations and non-governmental organizations to take advantage of their skills, knowledge and ideas and to gain additional feedback on functioning.

The police thus must be open to innovation and to new ideas as to how to become full partners in society.

In these ways, the police will reestablish or, in some places, establish for the first time, the trust that they so badly need to function in a healthy, democratic environment.

These are challenges for any police force and will take time to implement.

Groups such as the CWWPP and other organizations are prepared to work with you on all of these issues.

Thank you for your attention.
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