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 AFS: A BRIEF HISTORY

AFS was founded in 1915 as the American Field Service Ambulance Corps and later reactivated in World War II. Having witnessed both the devastation and brutality of those wars, Stephen Galatti, the Director General of the American Field Service Ambulance Corps during World War II, challenged his comrades to focus their post-war efforts on peace building. His vision was to educate a new generation of enlightened world leaders.  By bringing high school students from countries formerly at war to the United States, to live with families, study in secondary schools, learn about the American tradition of volunteerism, and develop a sense of community, his hope was that we could prevent future wars. 

The AFS exchanges were a radical idea at that time. Stephen Galatti actually wanted to bring German high school students to live in US communities that had lost young men fighting Hitler’s forces during the war. Yet in this tremendous risk was a compelling vision that eventually took root and grew, both in the United States and around the world. Within a few years, returning AFS participants eager to share the new found insights from their AFS program, began organizing volunteer committees in their own countries modeled after the AFS chapters in the US. Soon they were able to reciprocate the hospitality they had received.

From 1947 until the early 1970s AFS exchanges were bilateral — between the United States and as many as 80 other countries. Then, mirroring the move towards the unification of Europe and the globalization of trade, AFS volunteers in Europe launched exchanges among the countries of that continent and shortly thereafter, exchanges with other regions of the world. Multinational exchanges soon flourished, and currently make up the majority of total annual AFS exchanges.

Today, more than 10,000 students are exchanged every year from more than 50 different nations around the world.  AFS offers more programs than any other organization, in a range of countries that truly reflects our global mission. We at AFS are proud of our heritage and mission, and believe that we, and now you, are contributing to world peace, one AFSer, one family, one friend at a time. 

We hope that all participants, families, and volunteers are or will become familiar with the AFS Mission Statement:

AFS-USA works toward a more just and peaceful world by providing international and intercultural learning experiences to individuals, families, schools, and communities through a global volunteer partnership.

The Programs 

Leaders are critical for the success of the AFS Team Mission program inGhana,  an integral part of the Community Service Program in Costa Rica, and the Language Study Programs in France and China.  While the Leader’s role varies somewhat according to the program, all Leaders are expected to share in the group’s cultural experience and fulfill the following responsibilities.  As a Program Leader, you:

· communicate regularly with participants in preparation for departure

· help create a sense of teamwork before departure

· build the team spirit during the AFS experience

· facilitate cross-cultural learning amongst team members as the group travels

· assist AFS staff and volunteers in-country in addressing support issues.

This assignment requires approximately 10 hours of related work prior to departure, including identifying resource persons, (returnees or others with country specific service experience) leading a pre-departure orientation conference call one or two mailings, and communicating with participants individually as needed.  

Each program offers a way to take the time, make the commitment, and gain an understanding of these issues through teamwork and active participation in local life.  By taking part in group discussions, lectures, field trips and/or service activities, the group has an opportunity to learn a great deal in a short period of time.  Homestays during the program offer participants a chance to develop personal relationships and a deeper understanding of the people and culture of the country.  Each group, headed by and adult Program Leader, will develop skills that will be necessary for us to live together peacefully. All of the programs involve a volunteer service component.  The opportunity to help others gives participants a positive work experience, a sense of accomplishment and a greater understanding of the challenges we face in our modern world.

Participants also benefit greatly as surveys indicate that colleges look favorably upon applicants who have taken on greater challenges during their high school years.  They understand the great possibilities for growth through hands-on learning in unique situations.  Adult leaders benefit through career development and personal growth that comes from being a leader and learning about other cultures and environments.  Evaluations from former participants also indicate a strong sense of personal reward by accomplishing their goals of learning about and doing something for the world we all share.

We hope that you will find the experience of being an AFS Program Leader a personally and professionally rewarding experience. Thank you for your participation in the program.

PROGRAM LEADER ROLES AND RESPONSIBILITIES

As a Program Leader you are critical for the success of the program.  You are not only sharing and enhancing the group’s cultural experience, but are also fulfilling a number of responsibilities:

1. Communicate with participants before departure.

2. Create a sense of teamwork and group cohesiveness during the program.

3. In conjunction with the AFS Hosting Office, share in overseeing the safety and welfare of the participants during their experience.

4. Facilitate the learning experience and promote personal growth.

5. Tend to the emotional needs of participants, provide support when necessary.

6. Promote the values and mission of AFS prior to, during and after the program.

7. Encourage cultural tolerance and learning including language practice.

8. Share in the decision to recommend an early return in conjunction with the AFS Hosting Office.

Program Guidelines for Team Leaders

During Gateway Orientation

Serve as a Group Leader (See Group Leader Handbook) Please note, you are expected to attend and serve as a group leader during the Gateway Orientation (see Orientation Notes on page 13).
At Airport

· Check to make sure bags are labeled and that everyone has their domestic tickets (you will be given the international tickets, passports and visas for the group).

· Write down the passport numbers, traveler’s check numbers and domestic travel information of your group on the sheets provided.  Make sure the group knows they are responsible for their money, passports and domestic airline tickets.

· Review rules with the group, especially the Buddy System – no one should ever go anywhere without another group member or a member of their host family.

· Review AFS emergency phone numbers. (Review again in country with AFS Partner Organization staff and/or volunteers.)

In Country

· Upon arrival in host country, ask the AFS Partner Organization staff or volunteers to inform AFS-USA (Program Operations Department – attn: Jennifer Bricker) of your safe arrival via e-mail or fax.

· Liaise between AFS Partner Organization staff, the group, and local volunteer regarding program specifics and emergency procedures.

· Review with AFS Partner Organization important information such as office and volunteer phone numbers, emergency procedures and medical procedures.

· Ask the AFS Partner Organization staff and/or volunteers about local medical facilities, and what you should do in the event that a member of the group needs medical attention.

· Give participants important phone numbers (including the number where you are staying) and instructions in event of an emergency. (Consult with AFS Partner Organization staff/volunteers on details.)

· Get the names and phone numbers of the participants’ host families (if no phone is available make sure you know where they live).  Give each group member your phone number and address.

· Arrange an opportunity for the students to call their families (if possible) and change money.  Check with the AFS Partner Organization staff and/or volunteers as to whether they will be able to change money in other locations.

· During travel portions of the program, remain with the group at all times.

· Maintain contact with all group members; if a problem should arise, request assistance from the local representative as needed.

· Maintain contact with the AFS partner Organization Staff so that they may update AFS-USA, especially in specific cases such as any illness.  Provide details including what actions were taken and if the situation has improved or changed.  Please draft message to be sent from AFS Partner Organization to AFS USA.

· Conduct ongoing orientation activities as time allows.

· Feel free to suggest activities should time and interest allow, working with the hosting office.

· Present gifts as a group at appropriate times.

· Review participants’ experiences and evaluate program prior to return.

Post Program

· Send in participant evaluations and leader evaluation; expense report and receipts for emergency leader funds by August 29th. 
Rules and Guidelines for AFSers
Review these rules in the first couple of days of the program either at the airport or at arrival orientation.  (Buddy System should be reviewed at the airport.)  In addition to the Rules listed below, AFSers are expected to follow the laws of the host country.  Breaking the law is cause for dismissal.

No Driving

AFS students are not allowed to drive cars, motorcycles, scooters, powered bicycles, or fly airplanes.  This rule applies to driving on private land, driveways, parking lots, or public roads.  The main reason for this rule is liability insurance in case of an accident and injury to the student, another passenger or driver.  If someone is injured, legal action could be taken against the student and AFS for the student not being an insured driver.

No Drugs

Possession and use of drugs is not allowed by AFS unless medically prescribed.  Americans are not immune to national laws regarding drugs.  Drugs such as marijuana, cocaine, hallucinogens, barbiturates, amphetamines and heroine are illegal in nearly all countries.  The penalty for having possession or using drugs is different in each country.  In many countries the punishment is much stronger than in the U.S.

No Hitchhiking

While hitchhiking may be a common form of traveling in some countries, in other countries it is an extremely dangerous activity which can result in harm or death.

Alcoholic Beverages

Attitudes toward drinking differ from country to country.  If drinking is permitted, it should be done in moderation and not be disrespectful to the host country.

Buddy System

Participants are not to venture out alone.  They should always be in groups of two or more when not with the whole group or staying with their host family.

Other Issues

Spending Money

About $300-$400 U.S. dollars is sufficient spending money.  Participants may wish to buy gifts, candy or souvenirs, but they need to be cautious and thoughtful about spending their money so that they do not look like “extravagant Americans” and do not run out of cash before they leave.  Please remind students to be sensitive to the realities of the host country and not flash their money.  They should also be reminded that they need to be careful about losing money or giving someone an opportunity to steal it.  They should keep their money and valuables in a discreet fashion.

Calling Home
AFS discourages participants from calling home because it disrupts the experience.  However, it is difficult to control.  Therefore, it may be easier on you to set aside a time near the beginning of the trip when participants can call home.  At that time, participants should make it clear to their natural families that they may not be able to call again, due to the difficulties the group may face in getting to international phone locations.  If a participant calls home either during a bout of illness or homesickness, draft a message for the hosting office to send to AFS USA, updating us on the situation.  (In cases such as these, we almost always get a phone call from the parents.)

Early Returns

The early return of a participant is an unusual occurrence.  An early return can be considered only after all the support efforts have been investigated and thorough information sharing has occurred between the hosting and sending offices, ensuring that the explanation for the early return is fully understood by both offices and the decision can be confidently explained to the participant and both the hosting and natural families.

It should be kept in mind that AFS receives permission to operate programs under educational auspices of each country and that AFS is not a travel agency.  In addition, host families and educational institutions make commitments to AFS with the understanding of established program time lines, and that there is a limit to their responsibility in hosting.

AFS believes that participants and their families sign the Participation Agreement with the commitment that they will honor the articles of participation contained within the document, including conditions for early return.

Early returns normally occur:

1. for non-adjustment reasons and/or medical or psychiatric reasons.

2. for natural family emergency reasons.

HEALTH ISSUES AND EMERGENCIES

AFS provides the Participant Medical Plan, an extensive secondary medical coverage for all participants.  The purpose of the plan is to make sure that they receive prompt, suitable, and comprehensive medical treatment if they should unexpectedly get hurt or ill while on an AFS program. Although the AFS Participant Medical Plan does not cover pre-existing conditions, it will cover treatment for any illnesses or injuries that occur while on the program.  

The AFS Participant Medical Plan acts as a form of secondary coverage. Ultimately it will only cover medical expenses that are not reimbursed first through a primary policy. We strongly urge participants to stay on their family’s medical plan while on AFS. The process of recovering expenses helps AFS to control the cost of its medical plan (and ultimately program fees).

The national office of the hosting partner determines how claims will be handled in that country.  Should the need to submit a medical claim arise, please contact the national office for instructions on how to file it. 

Medical Emergency

In case of a medical emergency you are to do the following:

1. Get the needed medical help.

2. Notify the local AFS office and follow their instructions.

3. If a participant needs medical attention, please ask the AFS Partner Organization or local volunteer for advice.

4. Call the local AFS office or representative.  Give the details of the illness, accident, hospital name, location and telephone number, name of attending physician, and the condition of the participant.  We will notify the participant’s family, but if the participant wants to contact his/her natural family he/she may.

5. Method of medical reimbursement differs from country to country.  Payment of medical expenses should be discussed with the local AFS Partner Organization upon arrival to the host country.

Natural Disaster

In the case of earthquake, flood, avalanche, epidemic, etc.., you are to do the following:

1. Communicate with the AFS Partner Organization and follow their instructions.

2. Locate and see to the safety of all group members.

3. Contact the U.S. Embassy or Consulate and report to them about the safety of the group.  This is an alternate way to get information to the U.S.

Political Turmoil

1. Be aware of the country’s political situation before you go.  Keep participants updated about any local situations and areas to avoid.

2. If you suspect problems might occur, contact AFS Partner Organization staff frequently to update them on the group’s location and to find out what to do in the case of an emergency.

3. Keep the AFS Partner Organization staff informed and updated of your and your participants’ whereabouts on a consistent basis.

4. Contact AFS Partner Organization and AFS USA staff as soon as possible after a coup, high-level political assassination, serious riot, or revolution since parents of participants will be calling us for information on their children’s safety.

Loss of a Group Member

If one of your group members is missing:

1. Notify the AFS Partner Organization staff and local volunteers.  They will communicate with AFS-USA and we will notify the family.

2. Notify the U.S. Embassy or Consulate, and the local police.

3. Check daily with the authorities, host families and AFS Partner Organization and make sure AFS-USA is kept updated on the situation.

In the event of any emergency, contact your AFS Partner Organization.  If for any reason they cannot be reached, call the AFS office in New York.  A phone call can be received at any hour.  Call collect and specify that it is an emergency:

AFS National Service Center and 24-hour Duty Officer coverage: (212) 299-9000

As part of orientation, inform your group of emergency procedures.  Make sure that all group members have the addresses and telephone numbers for AFS in your host country and the AFS National Service Center in New York.  A group member should contact the hosting office in case of an emergency if for some reason you are unable to do it yourself.

If a group member gets separated from the group he/she should contact the AFS Hosting Office and/or host family.  If he/she cannot reach AFS in the host country, you or their host family, then they should call the AFS National Service Center in New York. They should only contact their natural family as a final measure if they cannot reach any AFS representative.

ORIENTATION NOTES

All participants should have attended a Pre-Departure Orientation in their local community. This and most other AFS outbound orientation activities are based Culture Trek, AFS’ orientation program. The next phase of their orientation comes during the AFS Gateway Orientation, which is an overnight event held 24 hours prior to departure at a location close to the airport from where you will take your international flight. (Please note, you are expected to attend and serve as a group leader during the Gateway Orientation.) The Gateway Orientation is designed to reinforce all of the concepts introduced in the first six paths of the Culture Trek self study materials with emphasis on paths five and six. The topics covered in paths five and six are:

· Path Five: Developing Effective Cross-Cultural Communication Skills

· Path Six: The Nonverbal Dimension of Cross-Cultural Interactions

In addition to the interactive activities designed for the Gateway Orientation, participants will have an opportunity during this time to meet with a cultural resource person who is knowledgeable about their host country to discuss and ask questions about cultural specific topics. The Gateway orientation is a great time for them to begin making friends with the other AFS participants on the program. 
The AFS Partner Organization of your host country will also have a culture-specific arrival orientation planned for your group.  However, throughout the experience, we would like you to conduct orientations about general cultural awareness or any relevant topical information you can contribute.


We encourage you to use your own activities and ideas, as well as building on those from the Culture Trek orientation materials. These sessions can take place at the airport, on the flight (if possible), when waiting for delayed buses and airplanes, other free time and whenever you feel the group needs to "get back on track."  

Your orientation should cover at least these major issues:

· participant expectations

· cultural relativity

· nonverbal communication

· global citizenship (especially toward the end of the program.

In addition to orientation materials for these topics, this handbook provides other activities and materials that you'll find useful in helping the group have a more meaningful intercultural experience.

As you lead a group, you will be operating on several levels: content (the subject being dealt with) and process (how group members interact).  As a facilitator and leader, you can help group members work together and learn.  The following tips will help you to lead the group more effectively: encourage equal participation, be Sensitive, be creative, be flexible, build a group, communicate and listen, ask questions, clarify, summarize, pace, process.

((((((((((((((
COMMUNICATION ISSUES WITH INDIVIDUALS AND GROUPS
These are some situations you may encounter with your group or with individuals in the group. We suggest ways in which you might handle the situations. 

Resident Expert
The person who has an answer for everything.  Sometimes a person who is familiar with a certain area, and wants to be sure the group knows it.

1. Avoid fighting. Ask another group member for his/her opinion, "How do other people feel about that?"

2. Watch out for questions directed to you such as, "How does this fit together with the Smith Hypothesis about Intercultural dynamics."  These are not meant as questions, but statements and should be identified as such. "I don't know anything about the hypothesis; could you take a minute or two to tell us what you think about it?"

3. Emphasize the fact that sharing is the responsibility of everyone in the room 

4. Always admit that you don't know something if you don't.

The Non-Talker
The person who never says much and does not seem to be part of the group.

1. Avoid saying, "We've not heard much from Joyce.  Joyce, how do you feel?  You may go around the room and ask everyone, including her, how they feel about something.

2. This kind of person often becomes involved if they're allowed to work in smaller groups so they can get to know people.

3. Try to talk to this person during breaks and find out what causes the silence. It could be the result of shyness, disinterest, or any number of things.

The Rambler
Takes a lot of time to say nothing, tell stories, etc.

1. Thank the person for his/her contribution and ask a question which brings the discussion back to its main point, "What would this teach us about what we are discussing?"

2. If the rambler continues, interrupt tactfully and ask, "I'm not sure if you're saying A or B." Say that you're not following what he/she is saying very well.  Would someone else in the room help you understand the point being made.

3.  When all else fails you may have to impose a 3 to 4 minute limit on anyone's speeches to move things along.

Fighter or Arguer
The person who opposes everything the leader suggests.

1. Don't fight or argue back; that will just make things worse. Instead check out his/her statement with the group, "How many people in the room share this opinion?"

2. Try to move the disagreement outside the group, “Can we discuss this alone, immediately following this period?"

3.  If he/she speaks not just for himself but for the entire group, then of course the meeting should stop and a group discussion should be started on the problem.

Special Interest
The person who has a particular problem that is raised no matter what the subject is at hand.

If legitimate, sympathize with the problem, but explain it can't be dealt with adequately during group time, and you'll meet immediately afterwards to talk in detail.

Talker
The person who talks to people and goes round during the meeting.

1. Often, activities such as small group sessions which are built by random numbering will break up cliques and encourage talking about the subject at hand.

2. Frequently its best to simply stop the session and wait until you get quiet, or address one of the people involved and ask for his/her opinion about what's going on, etc. 

Yes, But:
The person who can always give unlimited reasons why a suggestion that's made won't work.

Ask them to tell you how they have tried to solve the problem and their analysis of why it didn't work. Then ask, based on analysis, what might work.

GROUP SITUATIONS
The quiet/reticent group
One of the most difficult situations a leader faces is the group that will not get going or seems to come to a halt midway. Typically, leaders try to get it moving by suggesting new topics, joking, taking a break, and finally abandoning ship.  The easiest thing to do is to say, "I'm really not sure why this group is so quiet,” and let them respond to it.

The Will-Not-Settle-Down-Group
Groups have two needs: 1) To socialize, and 2) to accomplish a task.  Often groups have a hard time settling down because something has happened which needs to be talked about.  The best strategy is to wait until they are ready to work.  You may make a few false starts, but do not begin feeling it is your own fault.  Another possible tactic is to join in the discussion.

GAMES
Games could be used to settle down a group, to "pick up" a group, as an icebreaker or as an intercultural communication exercise. Ask your group if they know of any games they would like to share.

Icebreaker: The Story of Your Name

Resources needed:

( Flip chart or whiteboard

( Markers

Time required: Depending on group size, 15 minutes to 1 hour

Tell the participants that they need to get to know each other and to learn each other’s names. 

Ask one participant at a time to come forward and write his/her name on the flip chart or white board and tell them to present themselves by telling the story of their name. The participants will then talk about the origins of their name, if it is a common name, etc. 

After each participant has told his or her story, ask the group if there were any stories that surprised them. Are they more different or more alike then they thought when they first met?

A variation on this exercise is to pair up the participants and after 5 minutes of discussion, have each person introduce his/her partner to the group. Each person should present the story of his/her partner’s name, as well as any other interesting information learned from the partner. For example, where s/he is from, his or her hobbies, why s/he chose to participate on this program. 

This exercise provides the participants the opportunity to find out more about each other – their similarities and differences, as well as demonstrating the ethnic diversity present within the United States. 

SCAVENGER HUNT (good for developing communication skills)
Give a pair (or threesome) a slip of paper with a word written in the host country language on one side and on the other side, that same word phonetically spelled out in English.  The word should be a commonly used inexpensive item within that culture that might be unfamiliar to Americans. Provide each group with the amount of money needed to purchase the item.

Drop the groups off at a market or area where they can purchase the item.  Bear in mind that they do not know what the item is and will have to use their communication skills in order to find the item.  You can use the AFS Partner Organization staff and/or volunteers to help you come up with ideas for what to write on the cards.

Give each group a set amount of time to find the items.  After that time has passed, bring the group together to share their experiences.  They should be able to explain what the item is and how it is used.  

NON-VERBAL TELEPHONE: An exercise in non-verbal communication

This game works best with a large group of people--preferably more than ten.

Have the group sit in a circle. Ask everyone to close their eyes, and no peeking, please.  The leader starts this game by passing on a non-verbal message to the person on his/her right.  For example, the leader might gently pull on the next person's ear lobe, or give a friendly pat on the leg, etc.  This "message" is then passed around the circle, keeping in mind that all have their eyes closed.

As with the traditional game of Telephone, the end result is usually quite different from the original message.

BREAK THE CIRCLE:  This is a problem-solving and communication game which is beneficial for participants facing a new culture for the first time.

Any size group is suitable.  One person is chosen to be "IT" and sent out of the room. The group is then instructed to form a tight circle designed to keep people out.  The only time they are allowed to break ranks and let a person in is if the person asks politely to be allowed to enter the circle.

In general, people try to fight their way into the circle and take an offensive posture upon meeting resistance instead of trying to communicate verbally.

Variation: You might want to try this game non-verbally and see if the person can get into the circle in a polite manner without talking.
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AFS Support

The aim of AFS support is to help participants use their personal resources to better manage their exchange experience and relationships.  AFS Program Leaders are not expected to act as professional counselors or therapists, or to handle any problems that move outside the normal range of adjustment.  Support staff in each of the National Offices is experienced in handling cases that require more serious attention.  Do not hesitate to contact the AFS Partner Office if a student is showing any of the symptoms described in the section When to Contact the National Office.
The support techniques suggested in this manual are practical and immediate.  They are used by AFS volunteers to help participants from the U.S. and around the world adjust to new cultures, families and situations.  While the group adjusts to a new culture, it is important to remember that the group itself is comprised of individuals who come from culturally diverse backgrounds and who may need time to adjust to one another as well.

As a support provider, you will not only help participants through the most challenging times, but will also be there to encourage them as they continue to succeed.  You can provide practical support on a daily basis and encourage group members to support one another as they work and learn together.

Giving Practical Support

· Communicate concern and caring.

· Encourage realistic expectations; set realistic limits.

· Review any stressful situation objectively.

· Boost self esteem; confirm successes.

· Encourage social activity; introduce participants to community members; expand opportunity to make friends.

· Provide a safe climate for expressing feelings when necessary.

The Helping Relationship
In thinking about the giving and receiving of help, it should be remembered that it is a process or relationship.  Thus, in any helping situation there are two simultaneous things going on: the problem is being worked on, and the relationship or process is being worked on.  It is helpful to think of the major "phases" in a helping relationship, whether it be one in which a counselor is helping a client with a particular problem, or a staff person is helping line executives plan a program, or a consultant is working with a staff on a project, or an executive is working with his staff group on some project.  In any of these cases the progress of the situation can be diagrammed somewhat as follows:

	
	First Phase
	Second Phase
	Third Phase
	Fourth Phase

	Problems
	Problem defined
	Work on problem
	First action
	Replan & further action

	Relationship Process
	Relationship
	Determine roles
	Withdraw
	Reestablish relationship


These four phases exist in any problem-solving relationship in which one person in the relationship has the responsibility for solving the problem and the others in the relationship are helping him work on it.

At the interpersonal level there are certain characteristics of helping relationship which are significant and which should be dealt with by a person in a helping role.

At the beginning of any helping relationship there is bound to be some amount of dependence on the helper by the person receiving the help -- regardless as to whether he or she asked for the help or it was imposed.

As the relationship matures, the person receiving the help is likely to become more independent of the helper and to want to reject either the help or the helper or both.  This is a critical point in the relationship and the effective helper must be able to let this independence flourish, while at the same time maintaining some relationship.  Operationally this may mean changing roles in the problem solving; letting the person with the problem decide when and where he should consult the helper, etc.

In the mature relationship, a condition of interdependence exists.  In this situation the person getting the help is able to make optimum use of the resources of the helper, to know when to take the initiative, how to accept suggestions or ideas for consideration, feeling free to use or reject them.  The helper is able to operate in a consultative manner, feeling free to give ideas and suggestions knowing that the person receiving the help will use these as he or she deems them appropriate.

Maintaining a Helping Relationship

The helper’s attitude and reactions can have a positive or negative affect in establishing rapport and encouraging learning.

Characteristics of a Good Helper:

· An attitude of respect and acceptance. An attitude of acceptance does not necessarily mean that the helper agrees with all that is being said. 

· An attitude encouraging trust and confidence.

· An attitude of positive regard; warm and friendly interest without over-involvement.

· Sensitivity to the participant’s feelings.

· Responding to the feelings and attitudes expressed by the participant without overreacting or failing to react.

· Allowing the participant to make his/her own decisions.

What Doesn’t Help:

· An attitude indicating disinterest or unresponsiveness.

· Over emoting and/or expressing excessive sympathy.

· Focusing on past experiences or performance rather than present ones.

· Telling the participant what to do; making decisions for the participant; knowing all the answers. 

Three major barriers to establishing rapport with a participant:

1. Premature attempts to solve the problem: Giving a magic answer or cure. 
2. Too much concern about using the right technique, asking the right questions, trying to psychoanalyze the participant.  Instead of manipulating the interview, the helper just needs to listen.
3. Tension and anxiety on the part of the helper about his role.  “Will I be able to help this person?” “Am I saying the right things?”  The helper may also be anxious because of his own feelings of confusion, distrust or dislike of the student.  The more the helper can examine his/her own feelings about the relationship, the more he/she will be able to relax and become more spontaneous in the desire to understand the participant’s feelings. 
Steps in Problem Solving
When a student is faced with a particular problem, it is ultimately the decision of the student to make the changes necessary to resolve it.  The helper can support the student through this process by talking through the problem and its possible solutions.

The helper assists the participant to:

1. Define the problem

2. Plan and carry out action

3. Evaluate

4. Plan further action

Building Effective Communication Skills

Communication Techniques
One of the most important ways to communicate is TO LISTEN. Listening is the bridge between hearing and understanding. All cultures use listening skills in different ways. Good human relations depend on people understanding one another's meaning, whatever words they happen to use. In order to listen, you must: 

give full attention to the speaker
put aside any preconceived ideas of what the speaker is going to say
interpret what is going on descriptively and not judgmentally
be alert for any confusion, and ask questions to get clarity
let the speaker know that s/he has been heard, repeating the content you received

Good listening skills can be learned. They must then be practiced in daily life in order to maintain them. The main components of effective interviewing and listening include: 

appropriate eye contact
non-verbal following
verbal following
silence

It's important to note that cultures differ in the use of eye contact, other non-verbal behavior, and silence. As an example, Asians may express respect by averting their eyes, lowering their voices, and allowing periods of silence. A Latin American may not talk comfortably unless he is standing at such a close distance that a North American might feel disquieted.

The way you speak can have a great effect on how you are received by another person but before you speak, remember not to talk too much. Your responsibility as a support volunteer is to help the student find his or her own answers. Be a good listener—refrain from giving advice prematurely and allow the student to bounce their ideas off you. When you speak, use a warm, expressive voice that allows the participant to relax and concentrate on the subject under discussion. Pace your words to the conversation so the other person is not feeling pressured by rapid or abrupt speech. Remember to stay on the subject by focusing on what has been said; try to avoid thinking ahead about what you will say next. 

Language is only one way in which we communicate. The ways we touch or fail to touch one another, where we direct our eyes, the amount of distance we keep between ourselves and others, the facial expressions we use, our gestures and postures, our forms of dress and grooming, our handling of time—these are all very powerful communication tools. Be aware of the non-verbal messages the speaker is giving you. Attend to pauses, tone of voice, bodily reactions, and glances. You can read a great deal about what s/he is saying and how s/he feels about it, if you are taking in these unconscious messages as well. 

Silence 

Silence is a useful tool in communication. Respect the person's need to be silent; a student may be using that time to work things out in his or her own mind before continuing a discussion. You may need to resist the impulse to rush in and save someone from what seems to be an awkward pause by filling it with talk. Your use of silence can allow the student the time to think and can convey positive non-verbal messages as well.

As an AFS volunteer working with a diverse group of participants it may be necessary for you to adjust your eye contact, body posture, and verbal behavior to students' cultural, racial, and individual differences in order to have effective communication with them.

Checklist: Listening Skills

· Am I able to listen to what is being said without prejudging?

· Am I aware of my own prejudices so they will not interfere with my ability to understand the speaker’s position?

· Am I able to try to understand the speaker’s thinking, motivation and biases as s/he describes the situation?  Do I listen for the feeling behind the words?

· Am I able to put myself in the speaker’s place and see the situation from his/her point of view?

· Do I understand that as much as I have a right to influence others they also have a right to influence me?

· Am I watching for non-verbal cues from the speaker as I listen to what s/he is saying? Do I listen for what is not being said?

· Do I understand that being a good listener does not mean that I have to agree with what is being said? When I disagree with something, do I make a special attempt to listen carefully?

· Am I careful not to overreact to emotionally charged words?

· Do I look as if I am listening?


Reflecting Feelings
Discussing feelings is often an important prerequisite to solving problems. The posture, voice, and mannerisms of individuals often provide important information about their emotions. You can then use that information to help the student voice emotions. One of the most important aspects of helping others is developing the ability to reflect the identified feeling back to the person.


Reflecting the feelings of another:

helps that person become aware of, accept, and explore that feeling
helps you demonstrate that you understand how the individual is experiencing his world
helps to develop a stronger relationship between you and the other person


Techniques to Reflect the Feelings of the Individual:
1. Summarize the feelings the person seems to be experiencing and ask for feedback/agreement. If you have summarized incorrectly, encourage the person to clarify and try to summarize again.


2. Identify and articulate the full range of the person's emotions: positive, negative, and ambivalent.


3. Paraphrase the person's exact words using a single statement or a number of statements. It is important to pay careful attention to the essence of a person's 
comments rather than to the words the person uses. This is particularly true in 
cross-cultural communication when language is used differently.

By paraphrasing and summarizing the statements a student, host parent or even natural parent makes, you are indicating that you are attending to and understanding what he/she is saying. It also reinforces the direction of the conversation, particularly if comments are lengthy, rambling, or confused. Paraphrasing is particularly helpful when an individual appears to be threatened by a discussion of his feelings. Summarizing can be valuable in concluding an interview or in opening a new conversation by reviewing the previous one. Both techniques can help participants clarify feelings and help a support volunteer establish a closer relationship with them. 

Feedback
Giving feedback is a way of informing someone how his/her behavior affects others.  It can help a person to see things about him/herself that he/she may be otherwise unable to see.

· It is descriptive rather than evaluative.  By describing one’s own perception, it leaves the individual free to use it or not use it as he sees fit.  Avoiding evaluative language reduces the need for the individual to react defensively.  For example, saying “When you do that I feel ignored,” is more helpful than saying “You are so insensitive to other people.”
· It takes into account both the giver and receiver.  Feedback is constructive and should always take the receiver’s needs into consideration.
· It is specific rather than general.  For example, telling a person that he/she is “dominating” is not as helpful as saying, “just now when we were deciding on the issue, you did not listen to what others said and I felt forced to accept your arguments or face a confrontation with you.”
· It is directed toward behavior that the receiver can do something about.

· It is solicited rather than imposed.  Feedback is most useful when the receiver has formulated the kind of question that those observing him/her can answer.
· It is well-timed.  In general, feedback is most useful when given at the earliest opportunity after the behavior occurs (taking into consideration the receiver’s readiness to hear it, support available from others, privacy, etc.)

· It allows the receiver to respond.  Because feedback is another person’s perception of a given behavior, it should not be given without allowing the receiver a chance to clarify the giver’s meaning and to express his/her own feelings and perceptions.

When feedback is given in a training group, both the giver and receiver have the opportunity to check the accuracy of the feedback with others in the group.  Is this one person’s perception or is it shared by others?

Effective Inquiry
When helping a student to deal with a specific situation, you can ask questions that will direct him/her toward solving the problem.  Effective inquiry requires careful listening so you are aware of how to approach the situation under discussion. You can then utilize any of three techniques: 

1. open inquiry
2. closed inquiry
3. minimal encouragement

Open inquiries can be an effective way to open an interview. They put the person at ease and begin the flow of words. Once the student is into a conversation, open inquiries will give her greater opportunity to discuss topics that are relevant to her, to explore and clarify concerns, and to allow the opportunity to elaborate on a subject. These inquiries will give you a chance to elicit specific examples of general situations. To facilitate open inquiries: 

Ask an open-ended question (one that cannot be answered by a "yes," "no," or a simple fact). (Note: Questions beginning with "what" are usually fact-oriented.)
Ask a question that is on the topic. (Note: This could be a problem for some Asians, since some Asian populations feel uncomfortable with a direct, one-topic approach. In this case, use a more indirect and subtle approach.)
Start a question with "could" or "can," as this approach provides the student the greatest flexibility for response.
"How" questions are usually people-oriented and focus on process.
Avoid questions beginning with "why." This approach can often provoke defensive feelings.

Closed inquiries are questions which can be answered with a "yes," "no," or a simple fact. You may need to use this type of question when you need information that is important to the progress of the discussion. This technique is used infrequently, however, as it offers no latitude for discussion, and people can get upset and defensive when forced into this type of response.

Minimal encouragement is a technique which indicates to others that you are interested in what they have to say. Once you have asked a question, encourage the person to continue talking by employing a prompt which indicates you are listening and want him to continue. Minimal encouragement techniques include: 

using words such as "and then?” "uh hmm...", and "right"
repeating a few key words from a person's previous statement


Clarifying What’s Wrong
One of the key issues in any support process is being absolutely sure that both the helper and the participant know precisely and clearly what the issue is.  Inadequate understanding of the problem on the part of the helper is probably responsible for more support failures than any other single item.  This is true for two reasons.  First, really understanding the problem in detail is critical in establishing a sense of trust and empathy between a helper and a participant.  No one likes to talk to someone about a problem when they don't feel they're being properly understood.  Second, in a large percentage of cases it is precisely the lack of clarification of a problem that's causing the real trouble.  Often, not always, the original presentation of the problem by the participant turns out in itself to be the issue.  Because the participant does not really see what's wrong, he/she spends a lot of energy trying to analyze his difficulties and rectify them in non-functional ways.  In a large number of cases people are able to quickly clear up long standing problems as soon as they understand the true dimensions of the issue.

In order to get a clear picture of the problem, the helper must be sure that the following seven questions have been asked.  It is of course not necessary to go through them in any mechanical way, but at some point during the discussion the helper should be trying to find out all he can about each of these areas.

Seven Key Questions

Briefly, the seven questions are: 

1. Exactly what is the problem?
2. When does it occur? How long has it occurred?
3. How do other people in the situation see it?
4. Are there physical symptoms involved?
5. What has the person tried to do about it? What does she see as possible solutions?
6. Are there major inconsistencies between feelings, content, and body posture?
7. What does the person want to do versus what she feels she should do?

1. Exactly what is the problem? Be very specific.
It is impossible to work with anyone on general problems.  Almost all problems that are presented as general ones, "I feel out of place here" for example, turn out to be specific issues, "I guess the real issue is that I can't understand what the family expects of me."

DO NOT ASSUME THAT OTHER PEOPLE MEAN THE SAME THINGS WITH WORDS THAT YOU DO:  Words such as "lonely", "anxious", "depressed", "frightened", etc., have an enormous range of meanings and it is important for you to find out exactly what they mean to the other person.  For example you might ask, "Exactly what does it feel like to you when you are lonely?" or "Loneliness means one thing to me, but I'm not sure it means the same thing to you.  Could you describe in detail how it's affecting your life?"

2. When does it occur?  How long has it occurred?
An important clue in clarifying the problem is finding out when problems occur.  For example, does a person feel anxious all the time or only in a certain class at school or with certain people?  Narrowing down the exact time of occurrence can be of major help in finding out where the real breakdown is.  Many general problems turn out to be very specific problems in intercultural relationships that become reasonably easy to resolve once they're clarified.

Knowing how long a problem has occurred is equally helpful.  For example, if a student reports that he has felt "lonely" or "anxious" for the last ten years, it's obvious that you're dealing with a very different kind of issue than a sudden new experience.  Generally speaking, problems that have existed over a long period of time are not easily dealt with in the kind of support AFS provides.  Problems that arise suddenly, and are new to the student's experience, on the other hand, tend to be much more easily dealt with.  In trying to clarify this area you may want to ask also, "Have you felt this way before?  Is there any similarity between the time you felt this way before and right now?  What seems to be the common thread between all those different times when you felt that way?"

3. How do other people in the situation see it?
Never assume that any one version of an interpersonal problem is the correct one.  AFS's experience has been that many support mistakes are made around this issue.  It is very tempting to accept in total a student's version of what's going on between her and the family.  This is especially true if you care for the student and have built a good relationship with her.  In almost every case, however, when you hear the family's side of the question you will discover a very different picture than the one offered by the student.  If you are dealing with the student who is having difficulty with other people in the family, etc., you should immediately try and arrange a time to find out how the family is feeling and seeing the situation.  "This does sound like a very awkward state of affairs, Mary, and if you don't mind I'd like to make an appointment to see the family in order to understand the problem better from all sides."  You may also want to use role reversal to gather additional information and to help the people involved begin to see how others see it.  "What do you think your 'Mother' would say if she were here and responding to what you're saying to me right now?"

4. Are there physical symptoms involved (when relevant)?
A small percentage of apparent emotional problems are in fact caused by underlying physical difficulties.  For your protection, and for the protection of the family and participant it is absolutely critical that any complaints of physical symptoms be checked out immediately by a physician.  In all cases in which you are dealing with real "problems" be sure to ask for a detailed report on the person's physical health and complaints.  The person himself may not yet have made any connection between her constant headaches, for example, and the problems she's describing to you, and therefore will not voluntarily mention them to you.

5. What has the person tried to do about it?  What does he see as possible solutions?
The only one who can really resolve personal dilemmas is the person who has them.  Support contacts can only facilitate and speed up the normal process of resolution inside the person himself.  Therefore, it is important that you find out what solutions the person has already tried out and what other possibilities he sees.  Helping him to sort out the real options and decide on one is one of the core ingredients of good support.

In addition, some good clues about how realistic they are about the problem, how well they really understand it, and how seriously they've been trying to solve it.  Helping a person to take responsibility for his own life and for solving the problem himself is, in itself, a major step in the growth process.  People get into serious difficulties in many cases because they feel "overwhelmed" and unable to cope with problems.  Helping them to define the problem and also to find ways they can manage it will be of enormous help in their regaining composure.

6. Are there major inconsistencies?  Feelings/content/body posture?
Unlike the other questions, this one is not as much a direct question to the participant as it is one which should remain in the head of the Support Contact at all times.  Seeing inconsistencies between what a person says verbally and what they're saying with their body, between the content of their words and the feelings that go with them, etc., are enormously helpful clues in finding out what's really going on.  For example, a participant says, "I really want to learn how to get along with my host brother," but you notice that he is shaking his head back and forth "no" as he says this.  Or, "I'm really feeling OK about that other girl," but you notice that the person has balled up both hands in this situation, or is showing very little emotion that matches the content of her words.

Point out such inconsistencies to the other person, not in an "Ah hah, now I've tripped you up," but in an "I wonder if you've noticed," or, "I heard you telling me verbally that you've felt very good about your host brother, but I notice that your hands are balled up.  I wonder if you really have two different kinds of feelings about him?"  (Inconsistencies of this sort can be caused by literally hundreds of things and vary greatly from one person to another; so it is extremely important that you don't draw quick conclusions from them without first checking out your assumptions with the person involved.

7. What does the person want versus what they feel they should do?
Many of the requests for help that you will receive will come in the form of "I feel like I 'ought' to do this better," or "I should appreciate what's being done."  Working on ways that "ought" and "should" can be fulfilled is very rarely successful since they represent requests from a very judgmental part of the self.  It can be helpful in clarifying the problem with someone if you can ask, "I know you feel that you ought to join the group, but I am wondering what you really want to do," to ask them to speak for both sides of the issue so that they can clarify for themselves what's at stake.  In general try to identify early in the support process what someone "wants" as solution to their problem. Normally it is best to work on "wants" and avoid "should."

When to Contact the National Office

AFS support contact persons are not expected to act as professional therapists or deal with problems that begin to move outside normal adjustment areas.  Because the national office staff have worked with complicated problems on a regular basis, the staff are in an experienced position to work with these special situations.  Part of the AFS support network requires close examination and monitoring of situations which could potentially become serious problems.  Participants, host and natural families rely on AFS for support in these kinds of situations.  AFS hosting Partners are expected to have  knowledge of all the participants in the country and particularly those who are having difficulties.  Without this knowledge AFS is incapable of providing support and information to natural families in the event that a problem becomes severe.  Involvement at the very early stages of a developing situation can make an enormous difference in the Partner’s ability to help resolve difficulties while options remain open.  It is important that support contact persons refer to the AFS national office for consultation and back-up when a developing situation holds the potential for complexity.

Inform the AFS staff should any of the following symptoms appear:

· Any talk, direct or indirect of hurting self or hurting others.

· Any signs of loss of a sense of reality - disoriented

· Any sudden and major changes in normal behavior patterns.

· Unusual withdrawal, avoiding contact with the family and peers, pulling back into self.

· Use of illegal drugs or excessive use of alcohol.

· Not sleeping, sleeping erratically, or sleeping patterns that are very different from the norm.

· Complaints of major physical problems or continual lists of small physical complaints.

· Frequent and inappropriate emotional swings.

· Continuing and excessive homesickness, depression, or anxiety.

· Not eating, eating erratically, or significant change in normal eating patterns.

· Early or unrealistic interest in end of stay activities.

· Any actions, or statements that cause you to feel very uncomfortable, or concerned.

Some things to consider…

A smooth sea never made a skillful mariner.




unknown

The daily grind of hard work gets a person polished.






unknown

The greatest good you can do for another is not just share your riches, but reveal them their own.




Benjamin Disraeli

He who flings mud, loses a lot of ground.



unknown

You must be the change you wish to see in the world.





Mahatma Ghandi

The best place to find a helping hand is the end of your arm.


unknown
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