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1. Executive summary

When, in August 200&o0undation Terreles hommed.ausanngTdh)in Lebanon started its project

to provide emergency psychosocial and protestiassistance to Iraqi refugees through its local
partner the Insan Association, Tdh became one of the first international NGOs to experiment with
Nonviolent Communication (NVC) as a philosophy and practice underpinning an emergency
response in the field.

Since its creation in 1960, when it was founded by Edmond Kaiser,iisgomof Tdthas been to
come to the aid of children. Tdh is free of religious, ethic or political bias. It endeavoursiraeal
to defend the rights of childrem times of war onatural catastrophe, or in less publicized situations
of distress. Over the last forty yearbgdhhas speciaded in three areas of expertise: mothehild
health, child protection (including research and actions against child trafficking) and psychosocia

Today,Tdhis a significant asset among children’s aid orgaitns in Switzerland and throughout

the world. It is the largest negovernmental orgasation (NGO) for children’s aid in Switzerland

with three areas of expertise. The orgsation is impementing development projects in 28
countries and emergency relief programmes in 4 others. The Charfeahednd its Child Protection

Policy promote the rights of children and mandates safeguards against harm. This assistance is
provided in accordance tiie United Nations Convention on the Rights of the Child.

Tdhhas been present in Lebanon since 1984. Its areas of programming have included: mother and
child health, children with disabilities, children in conflict with the law, fmustflict psychosdal
activitiesand Palestinian refugee child protection.

In 2008 Tdh in Lebanon began responding to the psychosocial and protection needs of Iraqgi refugees
by implementing ‘Home and Community Based Psychosocial Services’. Central to this approach was
the learning and use of Nonviolent Communication (NVC)Ity's implementing partneinsan
Associationand key Tdh staff. The success of the first twelve months of the project reflects the
potential role of NVC in development and disaster programming.

Chid and community participation to promote and sustain empowerment, particularly during
periods of heightened vulnerability as experienced by refugees, is a fundamental practice of Tdh
throughout its projects and relationships with communities. With thigga&ling philosophy the
inclusion of norviolent communication and models to practice to shift power from humanitarian aid
provider to recipient is a constant quest for Tdis Jason Squire, tHedh Delegatén Lebanon
explains:

‘What | believeis one othe most significant elements of NVC is the concept of ‘baimgits
undeniable links with language and actiongdHow we ‘be’ with ourselves and the Isqi
reflects in everything we do. Consistently throughout the project Iragi’s have commented on
how we communicate with them, listen to them and act without prejudice. This is a classic
example of our ‘being’ and it has more of an impact than anything €lse....

This capitalisation document shows how the thinking and framewarkNVC brings to life
participatory frameworks such as Tdh’s Child Protection Manelald and community participation
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theory and case management processAs a result, the deeper connection and understanding
between the self and other that NVC creates, as the Insan Project Coomdeatiains, can have a
remarkable impact on child protection:

‘If we build a positive relationship with people, the ‘Slowly she the|
they also start to change their violent relationshig started to speak to
into positive ones. Slowly she started to speak to |
children not beat them, anchen she began to take
her daughter from her husind’'s bed and take care beat them, and then
of her.’ she began to take her

daughter from her
husband’s bed’

herchildren and not

This document records the implementation and impact

NVC in the field, mainly in Lebanon with supportir

reference to parallel work in Jordan and Syria. It looks

how N\C fits within child protection frameworks and finds a strong relationship between NVC and
two pillars of child protection: child rights and empowerment. Interestingly, NVC’s consistef role
to breathe life into such frameworks, answering Jackson’'sRa@tal query:

‘The question is not ‘what does the moral eddr justice look liK& but ‘how do you become
just?”in other words, how can you ‘be’ in a way that achieves justice?

So thisreport shows firstly how NVC was introduced into the Tdh projactebanon with the
training of Insan’s team fopsychologists, social workeranimators and educators. It gives an
account of the training received and its outcome: how NVC was first ‘felt’ by the participants who
acknowledged the connecting impact of pathy that comes with having your unmet neédsily
heard. As those role playing new refugees receiving a visit from Insan staff said:

‘[When] Insan engaged in fact finding [there was little trusih the beginning | didn’t trust
but built trust throudn [expressing] feelings and needs’

From here this account shows how the learning was implemented in the field by the Insaasstaff
they made more than 1@ visitsin total to 247families Sories from the staffhelp illustrate how
NVC gives therhoth a deeper, less polarised thinking about the adults and children they work with
and a framework forconnectingwith the beneficiariesvith empathy with remarkable resultsThe
staff's stories illustrate equalltheir awareness of their own judgemengnd assciated needqas

one animatorsays of a child: ‘he’s a loose cannon, he’s got needs to expirassif and for freedom
and trust’)and the impact theilgiving empathy to the parents haas one social worker says of a
mother:

‘| was also able to notice heonfidence grow and her body language change over this time.
She began to speak more with people outside the home and spend time with her Lebanese
friend.’

?See Appendix B for examples of needs and Appendix C for examples of feelings as used in NVC
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The stories also convey the crucial child protection role played by the parents. This report
demanstrates powerfully how the relationships created through NVC bring to life a cornerstone of
Tdh’s child protection manual, i.e. th&®eople are always key actors in their own protectiohs

one social worker observes, after building trust with one neoth

‘.... She let her daughter to go out in the afternoon for an hour to see her friends, something
the mother couldn’beara few months ago.’

This report also discusses the few steps taken to share NVC directly with the Iraqgis, how the
concepts were enthsiastically grasped by parents seeking new ways to handle their children. It
comments on the difficulties faced doing group work with a transient population.

Looking at parallel work, the report touches on the impressions of psychologists and courigellors
Jordan and Syria who, after receiving introductory training, have now secured funding for an NVC
specialist for the second phase of their project. Their enthusiasm comes from experiencing how NVC
can support their work with adults and children sinas the Insan psychologists observe:

‘The capacity to link between emotions and thoughts is an essential objective of the clinical
psychology’

More strategically, the place of NVC with its alternative to traditional consensus driven win/lose
thinking is higlighted, noting how conventional psychological approaches reinforce ‘power over’
relationships that can rarely achieve the same degree of empathy and trust between the staff
member and the beneficiary. In this way the report underlines a difference legtwWelh Lebanon’s

Home and Community Based Psychosocial Services and the clinical approach in Jordan and Syria.

Finally, from understanding the deeper essence of NVC with its emphasis ffidggment and

deep connection with self and the other in the presecommon difficulties raised by the staff in all
three countries are discussed. The main observation being that ‘getting to an outcome’ is not NVC
and, whilst with NVC the outcome is guaranteed ,calwe will see, potentialiyowerfully different

to one created in a win/lose paradigm, to be really sure of this takes much training and practice.

Key findings and outcomes

NVC supports aid work methodologies such as ‘do no harm’ by helping aid workers understand their
own needs and motives and with this werdtanding connect with the needs of others.

Tdh’s case management approach of regular visits to homes is augmented by NVC.

NVC as a model provides a powerful way of thinking and communicating that people from Lebanon,
Syria, Jordan and Iraq find stimutagiand inspiring. NVC ‘works’ in Arabic.

Stalff with training and coaching can begin to use NVC:

They consistently described how they became jedgementalof children and their parents
There are many stories of staff listening to very painful accouhtsagi’'s experience with
presence and connection without being overwhelmed

x Psychologists report that NVC gives strong support to their clinical psychological approach
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Staff related many stories of how connecting with the smaterial needs of the Iragithrough
empathy brought much more trust and friendship and significantly increased the confidence and
mood of the Iragis.

When staff connect with the nematerial needs of the Iragis, money becomes less importdnt.

NVC this is explained by seeing momsya strategy to meetaeds, such as security or peaeaand

not a need in itself. The Iragis had m®y unmet needs, such as to be heard, to be understood and
community. As these needs were met through the duration of the project their relationship with
money changed. Money was still important but not the only issue. In fact, focussing on money
would have missed the core burning unmet needs of the beneficiaries and it's possible that the child
protection benefits of the project may not have been realised.

Staff using NVC empower Iragis to address their own issues. As the Iragi parents became more
confident they took steps to counter child protection risks to their families, such as removing
children from their husband’'s bed, allowing children to play wabals and moving from inner
sadness to enthusiastically organising a birthday celebration for their child. Child protection can
happen in the absence of formal state actors.

Parents connected readily with the concept of needs and softened their judgsmamd potential
punishment- of their children as good or bad or right or wrong.

NVC was shared easily in a variety of settings, from formal training events to chats over coffee.
Problems

Staff with initial training and coaching in NVC can still bepfstd’ by people they see as ‘not using
NVC'’ rather than understanding that engaging with NVC is a personal practice and doesn’t require
others to do the same. As people become more experienced in NVC they begin to share their own
feelings and needs this was not happening so much with the staff who were using NVC to process
what they were hearing from others.

Sharing NVC with beneficiaries, as opposed to using NVC in your own approach, requires much
experience and understanding. Though NVC may seemesiinpas a deep power that can take

time to grasp. So where people with basic training and coaching tried to teach NVC we observed
that the group numbers dropped. This may also have been due to cultural impact of the age of the
staff and also the diffidties of working with a transient population.

Recommendations

Training for all staff and managers is needed for a project to have a truly NVC culture.
Organisational systems, suchjab descriptionsstaff supervision and case management meetings

all need to be underpinned by NVC consciousness. Having such a culture would encourage staff to
share their own feelings and needs in the situation and begin to create truly ‘peitkEr as
opposed to a ‘powepver’ relationships.

Management truly need to chalhge their thinking around ‘who makes decisions about what’,
ensuring that staff are included at every turn. NVC is counter to formal power structures that meet
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the needs of some at the expense of others. For staff to engage with beneficiaries with&lVC t
organisation must constantly work at their own NVC practice.

After initial training NVC conversations can be had in any setting, from the home, shop and coffee
house to the training room.

Staff having a coaching approach is vital, i.e. once benddicihave some understanding of NVC it is
then staff's role to say, for example, ‘we discussed judgements last week and the needs that they
come from, what have you thought about that since in relation to your children’s behaviour?’

Having a dedicated NV@egialist in the team is important. Initially staff find it hard to ‘think NVC’

so having someone with a remit to observe the organisational systems and the scenarios staff face
on a daily basis and how they deal with them, and then provide NVC altersatvextremely
powerful.

Beyond the work in this project, NVC can be used as a framework to bring individuals and
communities together in a process that uses openness and honesty to establish understanding and
trust.

2. Background to the project

Tdh’s emegency psychosocial and protection assistance to Iragi refugees begagiist 2008. The
project was initiated irthree countries, LebanonJordan and SyriaThedetailedneedsassessment

in LebanonTdh (2008)uncoveredmany difficultiesaced by therefugee population.For example,

it sawthat half of the femaé Iraqgi refugees askespent their timeexclusivelyat home It showed
how, due to insecurity with the local authoritiebor fear of arrestand deportationand poor
relationships withthe locd population ‘Iragis are reluctant that their adolescent children access
centre based supportand ‘men limit their movement andhbility to provide for their family, so
children enter paid work to provide for the famiit’.

The needs assessment corddd that sich circumstances were impacting on child safety and
welfare, for example

“Parents,afraid to go outthemselveswere sending children to work long hours in difficult
environmentdor poor rates of pay

“Children were on averageo-five years khind ineducational level, with some abgefrom
school up to four years”

“An overwhelming majority of youth in focus group discussion cited difficult and painful
experiences and emotions in Lebanémigtration, boredom, lack of social skills, that they
were the target ofdiscrimination and insults, insecurity, instability, and disdairtheir lack

of access or success in schibol

% See Appendix A for more background on Tdh’'s work in Lebanon
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In responsethe needs assessment called fétome and community based psychosocial services'.
The trend at the time of comencing the project was for organisations to establish centres and for
Iragi refugees to attend these centres. Problems were faced with this approach mainly through the
reluctance of Iraqi refugees to move around Beirut because of the real threat of deesjed and
deported. Tdh reversed this assistance pattern throtmjing psychosocial services to the Iraqi
population in their homes and communities. This approach was reinforced in the subsequent project
proposal explaining how Tdh in Lebanon wantedest a freshapproachto psychosocial assistance
including

“Tdh social workers, through home and community visits, who are trained to identify
psychosocial distress symptoms, will refer identified cases directly to Tdh psychologists for
assessment angpedalised assistance and referral

The home and communityased approackdopted in Lebanon was to be in contrast to toknical
psychological approactéstablishedfor Jordan and Syria. The latter welaracterisedby the
establishment of clinicacentres housing psychologistgounsellors and animators conducting
appointments and runningupportgroups

Whilst a full analysis of the merits of the two models is beyotite scope of this documenthe
contrast provides a valuable point of departure.This report through highlighting the use and
impact of Nonviolent Communication (NV@)iches on some of thassumptions and valudhat
underpinthe Lebanon ‘social work approachAs we will see hite power of NV@s testimonyto the
transformative inpact of being fully conected to another human being. As Marshathsenberg
(2003) a PhD qualified psychotherapist afminder of NVC, says:

‘Time and again | haveitnessedpeople transcend the paralyzing effects of psychological

pain when they have siidient contactwith someone who can hear them empathically. As

listeners, we don’t need insights inpsychological dynamics or training in psychotherapy.

What is essential is our ability to be present to what's really going on wittdrthe unique
feelings and needs a person is experiendimgthat very
moment.’ (p.127)

‘Time and again | hav
This is contrast towhat Rosenberg’'ssees happening in

witnessed people . )
Peop ) traditional, more clinical, approaches He describes, for
transcend the paralysing example, his

effects of psychological _ _ .

i h ‘...long-standing ambivalence towards clinictachment —a
pain when they ave sacrosanct rule in thg@sychoanalyticpsychotherapyl was
sufficient contact with taught’ (0.176).

someore who can hear And the los of empathy amid the traditional power

them enpathically relationship inpsychotherapy istarkly hghlighted by Babur
(quoted by Reenberg (2003)who says

‘Such[empathic] encainterswould be impossible as long as
clients continue to view themselves as clients and ffmichotherapistaspsychotherapist
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3. Introduction

In 20089, staff of the Insan Associationade more than 100 visitsin total to 247 Iragi familiesn
Beirut (seeAppendix Cfor a summary of Insan’s activityY.he staff's approach was underpinned by
NVC.

This capitalisation report gives an account and analysis of the use of NVC in the field and its impact.
It also serves to provide an introduction to NVC kimig and illustrates how this works differentty
practice from traditional consensus driven concepts of right and wramg) howthe latter can
transfer into humanitarian projects with a top down approach towards refugee communities
promoting practices wich don’t foster community participation and empowerment, particularly for
children Tdh is vigilant on this point and has an ever present philosophy of building relationships
with project targets and stakeholders not over the top of them.

3.1. What is NVC?
NVC was developed by Marshall Rosenberg inl@&’s. Rosenbel@003)explains how

‘Believingit is our nature to enjoy giving arméceivingin a compassionate mannérhave

been preoccupied most of my life with two questions: What happens to disgtomndéom

our compassionate nature, leading us to behave violently and exploitatively? And,
conversely, what allows some people to stay connected to their compassiw@iate under

even the most trying circumstancég?.1).

Exploring these question®onberg developed a model for communication that enhances
compassion, both for ourselvegs@others Some &y elements are thatwith NVC

X People have an opportunity to be heard and to know they have been heard

x People are not being judged, instead thesea process that moves from the story of what is
happening to the emotions and nematerial needs underneath

the story
‘Human needs d

X Nonmaterial or ‘human’ needs, such as autonomy, safe :
y not cause conflict,

connection and trust, are understood and seen as univer:

Human needs do notause conflict, instead it's the strategie instead it's the
used to meet the needs that do. NVC aims to find strategies strategies used to
meet the needs of all meet the needs

X Violence is seen as aided by a polarised perception of ‘the otl that do’

being in the ‘wrong’ and ‘deserving’ punishment. NVC ples/ia
deeper understanding of, and departure from, these judgemel
by bringing people into the present with an intention to connect

X There is trust that the process of sharing and being heard with empathy works

www.masonlaporte.org 10



Rosenberg’s modealverlapswith the findingsof leading peace theoristsuch as John Burtdi990)
(who developed his Human Needs Theory from dialogue work in the 70’s andaB8'dphn Paul
Lederach(1997) What connects their approaches tise notion that working with normaterial
needs has a tresformative impact on relationships.

The consequences of this notion can be s@eA0 years ofelationship buildingsuch astruth and
reconciliation commissions iBouth Africa andChile, mediation following riots inBurnley (UK),
interventionsfor tsunami dfected villagers and government staff 8ri Lankamediation forstreet
gangs inSao Paulo (Brazil) anchildren affected by war irkKabul (Afghanistan) Indeed, he
fundamental impact of ‘being heard’ is well illustrated by the research of Psofesawrence
Sherman of Cambridge University (2067He looked into restorative justice practices (typically
promoting dialogue between people in conflict) and showed that parties are much more satisfied
with the outcome compared to traditionally judgemial justice mechanisms. Pertinent to NVC is
his finding that people following a restorative process are much less likely to want ‘violent eéveng

As we will see, concepts such d&alogué and ‘community participation’ are not unique the field
of relationship builihg. In fact they are core to Tdh's approachetoergency and development
work. What is exciting, however, is this:

Themain contribution of NV@G toprovide a way to ‘operatiorse dialogue and community
participation because igives an insight into why compassion flows and where it's blocked,
and gives the tols to develop that insight and turn thdt into powerful verbal and non
verbal communication.

3.2. The role of NVC in th&dhproject in Lebanon, Syria and Jordan

In this projest the term ‘Community Harmonisation in Groups and SEHIGSyas used instead of
NVC The projectproposal emphasisetat in Lebanon

‘general community social work will be a key strategy which is based on “human contact”
building trust, community hanonisation and effectively linking services to Iragi refugees in
their homes and communities’

The role of Communitidarmonisation in this project wasofold:

1) To provide an overarching approach that supports the practice of the Insan staff enabling
them to connect with the nommaterial needs of:

the beneficiariesnd thus be truly empowering and community led

x

X their colleaguesand thus work in ways that engender open communication, trust and
creativity

x themselvesand so have much more awareness of theimgwdgements and the needs that
underpin them

* http://www.smith -institute.org.uk/pdfs/RJ_exec_summary.pdiccessed 7 October 2009
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2) To provide specialist input into community harmonisation events within and or between
communities

As stated above, the main offer of NVC is to ‘operationalise’ ideas like dialogue and community
participation. As such, the intention of thevo rolesgivenhere is consistent witffdHs approach to

child protection. O’Leary and Squi{2008)state that part of Tdh’s primary objective ‘is to provide
psychosocial protection to childreand hey also explain how

“Not only is community participation a fundamental and underlying principle for Tdh, Tdh
also operates from the assumption that children are actors in their own lives, thereby
adhering to a chileentred approach which upholds the idea that children have a
fundamental right to participate in decisianaking on issues thaffectthem.”

Community participation is a central piece of emergency and development wisdom and seen as a
vital part of for example, Do No Hatrand Peace and Conflict Impact Assessmeamnéworks.
Writing on the status of the latter in 2005, Schmelizighlights how

‘..all contributors agree on the importance of conducting assessments and evaluations by
carefully designed and integrative processes [whilst acknowledging] how difficatt ke...
to implement such processes on a chgease basis given the best of intentions’

NVC brings a methodology and thinking that eases some of the difficbifiesstablishing deep
human connections from where, for example, integrative processeshcie.

3.3. NVC and beneficiary empowerment through Tdh’'s Case Management Process

In providing an approach by which Insan staff can connect with beneficiaries, their colleagues and
themselves, NVC firmly supports Tdh’s case management approach to chédtiprm According to
O’Leary and Squire (2008) ‘Case management is a systematic process that fully meets the needs of
beneficiaries both individually and collectivelyrhe place of NVC in the project was, therefore, to

help staff generate a deep undéasding of those needs as opposed to falling into the traditional

trap of aid workers ‘knowing what's best for beneficiaries’.

This deeper understanding of needs also reinforces the first vital step in the case management
approach employed by Insan: assessment to determine the level of risk to children. By truly
connecting with the children, parents and the community Insan staff hoped to really hear the
problems and solutions as identified by the beneficiaries.

Integrated processes to, for exampldetermine the families’ needs and strengths served to

systematically create an overall picture that was then captured by Tdh's case management
documentation. From here, Insan staff sought to generate an action plan with the child and family
to address anxhild protection issues. In Insan’s case, whilst this frequently involved connecting

® See for exampl€ollaborative.earning Projects (2004Yhe Do No Harm Handbook
http://www.cdainc.com/dnh/docs/DoNoHarmHandlok.pdf - accessed 7 October 2009
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people with other agencies, a key theme that emerges from this report is the role of the individuals
and families themselves in minimising child protection risks. T\S’s contribution is to support

an approach that empowers beneficiaries and counters the notion that child protection cannot be
accomplished in the absence of formal state mechanisms. For more irfforman this see the
section5.3—The impacton ChildProtection.

NVC’s role of empowerment helps aid workers move beyond the common stumbling block of
resources. Indeed it is often the case in initial meetings with beneficiaries to hear the orgy thin
they need is money. In some cases this is true anghtbjgect had a capacity to provide emergency
relief for extremely vulnerable children and families. However, through Tdh’s case management
approach which is based on frequent and regular visits to people in their homes and communities,
and Insan’s capagitthough NVC to give empathy to deeper needs, it became apparent to the
beneficiaries that money was not the only thing they wanted in their circumstances. After a period
of building trust and connection the needs such as to be heard, belonging, saucton and
support in noamaterial ways were valued as highly and often superseded the initial request for
financial support. As a consequence, out of 247 families visited throughout the life of the project
only 23 still requested, and received, direfihancial support once a deeper connection was
established with the members of the household through listening and giving empathy.

4. The process of introducing NVC

An NVQonsultant with experience of working with NVC in international development settiags
employed forfour months of the twelve month projectAs Appendix Eummarises, th€onsultant’s

input came during three visits to the projettacked up by longdistancetelephone coaching for the

Tdh child protection officer and Insan’s project mioator. Thecoaching element, in additioto

the workshop format, is vital since it gives longer gestation for the learning and integrationvof ne
ideas learning NVC cannot be rushed. In addition, Insan’s success with NVC has been down to its
integration into the culture of the organisation, from top management downwards, supported by its
use instaff supervision and team meetings as well as its employment by staff teams in the field.

Preparation

In preparatio for the training NVC toolsere translate into Arabic The translation was done by a

first language Arabic speaker with a working knowledg®l\éC The translation can be important

for very subtle reasons, e.g. key ideas such asmaterial needs and feelings in English are
crucially- neutral whereas in some languages, Tamil for example, the feelings words themselves can
be positive or negative.

Another important part of the preparation was a half day demonstration for Tdh and Insan
management staff of somBlVCconcepts. In addition anothheéwo days was given to training the
child protection officer from the Tdh team, who then also coached and facilitated during the three
dayintroductorytraining for staff. Indeed, it was in part due to the learning and skill offthie staff
member and he Insan project@ordinator that the three days dfiVCiraining was so well received.
This model of training local staff in the delivery M¥YCwas one developed in Sri Lanka. Its
implementation here contributes not only to effective impact of the tiafn but also to the
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sustainability of theNVCethos of te project. In their roles as project coordinator and child
protection dficer these two individualsvere well placed to model, support and coach others in the
good practice thaNVCpromotes.

What the three day introductoryNVC training covered

An illustration of the core topics covered during the three day introduction traiceng be seen in
Appendix F This diagram aldoecamea sheet in each case management file as a reminder to the
Insan staff.A quick outline of the fiveestions illustratedm Appendix s given here.

The Violence Cycleis a way ofconceptualisinghe current dominant paradigngharacterisedoy

ideas of right andvrongand judgemerftand blame. We work with the view thitis the learning of

the violence cycl¢hat, as Rosenberg puts it ‘disconnects us from our compassionate nature’. The
idea is that we are taught to find people (including ourselves) to judge and blame for our feelings,
and inthe split second thathe judgement is madeve believeit. We are then placed to move to the

last step, reward and punishment$

With the violence cycle established, the role of NVC is to find ways to break the cycle.

Understanding-the first part of breaking the cycle ismmderstanding that our feelings come from our
universal, normaterial needs. The terrmeeds in NVC refes to intangible elementamportant to

all people, such as freedom, equality, safety, connection, to be he@h# idea is that when our
needs are met we gerience positive feelings and the converse when our needs are notWikén
we’re thinking in the violence cycle however we don’t understand the connection between our
feelings and needs and instead blame and judge others (and ourselves) for the fesihgse.

Expressing- covers the four step structure of expression in NVC, the purpose of which is for the
individual to share what's really happening for them. The four step process encourages people to be
awareof their own feelings and needs.

Listenirg — develops the key skill empathy, both for yourself and for the other. In NVC empathy is
characterised by being fully present to what is alive in you ormther person, in other words what
feelings and needs are present. An empathic state in NVG/@svbaving ‘power with’ rather than
power over— equality and acceptancis present. Empathy is the ingredient that means we really
hear what is happening for the other person, and the other person knows it.

The 13 Step Danceflogtawrie and Belgrafie— provides a framework for learning and practising
the different NVC elements. Theday training culminated with a role play simulation involving an
NGO providing services to Iraqgi refugees, the host community and builkelstgpnshipswith other
NGOs. A key outcome was the difference between approaching the ‘other’ with empathy and an

6Judgement in this context refers to moralistic judgement of who or what we or somebody else is

"The Violence Cycle links with a vast amount of conflict resolution thinking, for example sed $@#orf
dominance andmpact of the learnt rewards andupishment paradigm, Volkan (200describes the way
‘chosen traumas’ contribute tthe judgementsand polarised positions one group adopts with respect to
another resulting in conflict, and Deuts(duoted in TidwellX998)) says that key to conflict resolution is the
‘correction of perception’ (i.e. judgement).

& http://nvcdancefloors.comaccessed 7 October 2009
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intention to connect with their needs, as opposed to the traditional mindset of aiming to ‘fix the
problem’. Asis shown belowboth in the training room and in the fiel choosing to ‘fix the
problem’ often resulted in an alienating the other and a decrease in trust.

5. Outcomes

5.1. The mpact on the staff learning and using NVC

Impact on he Insan Tearm Lebanon

The simulation at the end of the three day introductoraiting makes a helpful comparison
between NVC and traditional approaches. Participants &mpio the roles of Insarproviding
emergency child protection assistance, other local NGOs providing services to Iragis, Iragis and the
host community. At the endof the activity people were asked ‘what contributed to or detracted
from connection and trust between those playing Insan and the otherBfterestingly those
reporting a lack of trust said

x ‘I wanted my fears acknowledged there was a lack of ‘I wanted my
empathy fears
X [there was] ‘Judging and giving solutior’ judgement was acknowledgec

present and ‘Insan’ seemed fixed on the outcome. A key par
NVC is to focus on the connection, not on the outcome. Ol
you have the connection the outcome emerges

X ‘Insan engaged in fact find)’ — there was disconnect when Insan’s intention was to collect
information and not connect with what was alive for others

Whereas connection and trust was enhance when:

X ‘Expressing feelings and needs, in beginhidgin’t trust but built trust through delings and
needs’- shows how the role play brought out the transition from distrust to trust through using
NVC.

X ‘Acceptance and respect and listenirgthose playing the role of beneficiaries experienced
acceptance and respect through the process

X ‘Theyunderstood our fears-how the process gave a framework for beneficiaries not only to be
understood but also to have their difficult situations, their fears, heard
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So how did the training impact on theal Insan’s field work?

Four monthsinto the prgect the psychologistin the team reported howtie social workers (SW)
‘get people to express their feelings and not panic’. They said that that the ‘SW had good
connections with people and when people look sad or angry they know how to handle This'.
SWs said ‘it's easy to notice about people’s needs’. One said
that using NVC helps because people ‘feel comfortable
talking to me. They added ‘at first | thought our project is
left for the US this nothing [not offering material support], then | realise they
week they asked me to | Just need usa come here and have coffee. When my first
family left for the US this week they asked me to come and
i say goodbye-they were in tears’. The same SW said ‘it was
—they were in tears’ a shocking point [surprise, on the training] that we have to
listen to their feelings [and ow] | feel comfortable when
they express their feelings’, [question: because of the

‘When my first family

come and say goodbye

training?] ‘of course!

Also after four monthshe animators/educators (A/Byere very positive, onsaid they often think
feelings and needs with thehildren E.g. oflaild X, they say ‘he’s a loose cannon, he’s got needs to
express himself and for freedom and trust’. [Also with

other children] ‘we saw responses to activities and they ‘ o

have the same needs, to feel at home, familiarity and s Our activities e not
expression’. The A/Eall ‘our activites are not extraordinary, but it's
extraordinary, but it's the way we doftihat counts and so the way we do it that

they tell us personal things ‘this happened and | doi
know what to do”. Of workig with the team they say
[NVG ‘made it possible to be more understandirge.g.

my colleague is frustrated. At first, | feel like they’l
attacking and | now understand and | don't take ‘it
personally. I'm more comfortable when others are frustrated'.

counts’

The Insan management teafRroject Coordinator (A@ndSenior Social Worker (SSW))

In February 2009 two half day sessions were run using case studies and role plagobndtreal
scenarios. Key elements were how to explore issues, agree goals and give feedback in a way which is
not judgemental, but instead meets the needs of all @med. The day following the training the

PC reported how her team meetihgasdifferent because

‘| resisted from imposing my view. Instead the meeting went much better and suggestions
came from everyone’.

After two weeks the SSW reported thaktlsupervision meetingdad gone very well She said

‘| did it like you told me, | trusted the mess. | have learnt many things, for example when
something’s not clear, | process by asking questions like ‘in what way it was not supported?
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Also somthing was said about the relationships between two people in the team so | asked
the team member to do the empathy process with the other person.’

After five months the management team reflect on the impact of using NVC in their management
approach, theysay:

‘People feel more satisfied when they have a space to talk and express their feelings in a
friendly relaxed atmosphere and when they feel that someone is listening without judging,
imposing or telling what to do. The process gives them a boost tegudn the work and or

to be able to communicate better with others when there is a problem.’

And what dahe staff say?

The impact of NVC on the working of the Insan team was summarised when they met with another
NGO about to start using NVC, one Insarspe said:

‘within pur team we hacb.roblemsbecause we each ‘We really needed thi
have different roles and jobs so waantedto do the

work differently with different outcomes. So we real process or we could not
needed this process or we could not have work have worked together’
together'

Clearly, however, NVC doeshting a magic wand and where
staff were frustrated by organisational issues they both acknowledged NVC provided a
mechanism for trust and openness whilst still regretting that ‘this didn’t always get tbivaggyed’

Impact on the psychologisteom Insan in Lebanon and from Tdh in Jordan and Syria

NVC was introducedr$t into the project in €banon through Insan. Six montlager training was
held for the Tdh staff in Syria and Jordan. Therefore the Insan psychologists had more exposure to
NVC’

The summary paper written by Insantwo psychologist¢Appendix @ reflects the very positive
connection between NVC and clinical psychology practice. NVC provides a potent way of thinking
and communicating that links emotions and thoughts, and the vartools introduced to share NVC

have proved very powerful becausss trey state in Appendix:G

‘The capacity to link between emotions and thoughts is an essential objective of the clinical
psychology’

Follow up evaluation of the two day training for pegtogists (9 imppendix [Eshowed that those
from Jordan and Syria had also started to get the benefits of NVC. Responses to the question ‘what
specific thigs have you put into practi@included:

°The Insan psychologists attended the full range of training fotrtban staff, plus the two day regional
psychdogists’ traning (9 in Appendix)E All bar one of the staff from Syria and Jordan had a maximum of
three daydraining The majority of psychologists from Syria and Jordan attetttetivo day event 9 in
AppendixE
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‘Trying to train the abused women to be aware of heeds and her husband as well, | told

‘I have the need fc
respect, | am going to
discuss that with him,
plus providing him with
some empathy to
reduce his feeling of
lonely

one of them, your husband is acting very aggressively against you,
he left all his family in Irag so he might feels lonely and sad, he has
the need for belonging and acceptance, he can work more to
improve his communi¢@n with you. Then | asked her what
about you, she answered | don’t talk or sleep with him, | feel
insulted and humiliated by him , | have the need for respean, | a
going to discuss that with him,and to improve our
communication plus providing him wh some empathy to reduce

his feeling of lonely.

‘... to allow to them to express their feelings and | don't have to
solve the problem, just to connect’

‘Inner communication between emotions and needs, and self confidence that it works!’

As would be expeed, the psychologists from Insan demonstrated even mandemstanding and
practice. Theiresponses to the same questiofwhat specific things have you put into practice?’

included:

‘The difference between needs and strategies as an essential tipke thra violence cycle’

‘The ability to help beneficiaries use self empathy’

‘The needsardshave been a very helpful tool for us to help beneficiaries recognize their
needs and elaborate them’

‘The empathy in the individual follow up to beneficiariesd the capacity to listen to the
patient’s feelings and needs’

5.2. The mpact on the Iragis and host community

This is, of coursdhe acid test. Ultimately deehaving staff skilled in and practising NVC bring a
tangible difference to lives of the Iresjand the host community? Does it have an impact on child

protection?

To answer tese questions Insan recordestdries of changé® from their work with Iragi families.
In addition, observations were made at events aimed at introducing someitidas drectly to
Iragisand the host community Insan also conducted a quick survey of viefathe beneficiaries.

Thjs is based on the ‘Most Significant Change’ or ‘Stories of Change’ methodology for evaluatory aid
developed byRick Davies and Jess Dart (2005)vesw. kstoolkit.org/Most+&nificant+Change
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Stories of change

The five stories in Appendbgive real examples of the impact of using NVC. They have common

themes:

1) The parents, especiglithe mothers shownanypsychosociasymptoms e.g.

‘The mother did not know how to handle the situation. She couldn’t sleep at night,
had terrible back aches. She couldn’t bear the noise that the children were making.
She was beating up her children amngng to control every move they made.’

2) Initially the mothers are reluctant to open up to the Insaaf§ but over time this changes

as trust develops.

3) The impact of opening up and sharing is cledihe stories tell how mothers moved from

being deepf upset b more at peace

‘| was also able to notice her confidence grow and her body language change over

this time. She began to speak more with peoy
outside the home and spend time with he
Lebanese friend.’

‘Little by little, she was doing some etfoon

herself; she was not beating her children anymo
She was trying to be a support for her husba
and for her children. To surprise her elde
daughter, she oranized a birthday party at Insar
school.... She let her daughter to go out in tl
afternoon for an hour to see her friends

somethingthe mothercouldn’tbeara few months ago.’

‘She let her daughter t
go out in the afternoon
for an hour to see her
friends, somathing the
mother couldn’t beaa
few months ago’

4) Interestingly, one of the mothers experienced a shift from the assumption she states early
on that ‘money was the most essential need for all In&fugees. This sara Iragi woman,
as Story 2 shows, then found for herself the one thing she wamee than anything was

to be heard and understood

‘..she didn’t ask me for money or any other thing, but she asked me to visit her again,

because she needed someone to ligteher’

NVC at work in these stories

Crucially a coreingredient for the transformation these storieseveal isthat the parents have
someone to really hear what has happenedtteem: their need to be heard and get empathy has
been met. NVC’s contribuon is to provide the understanding and procéssensure that empathy
is given. This report mentioned earlier the surprise of one social warkeflecting on the first few

months of the projectwho said:
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‘It was a shocking point [surprise, on the tiag] that we have to listen to their feelinfgnd
now] | feel comfortable when they express their feelings’, [question: because of the training?]
‘of course!’

The stories congently show how the Insan teamractised NVC by listenirfgr the feelings ad
needs of the IraqisAs stated earlier théasic premise of NVC is that when people have their needs
met they feel positive. What these storiesshow is how
‘Before she left she sa | ransformation happens for the Iragis whemany needs are
that my visits had met as peoplereceive empathy from thénsan staff. Notably,
helped her a lot and one of the most powerful needs there is is ‘to matter and

belong’** The stories illustrate this need being met, as one says:

that she would miss me

and the fact there was @ ‘Before she left she said that my visits had helped her a lot and
that she would miss me and the fact teawas somebody always

someone always asking asking about her

about her’

Observations from events introducing NVC directly to Iragis and the host community

Theopenevents with Iragis and the host commitynare summarised in Appendix Hhey differed
from otheranimations and group se®ns (here Insan staffan groups for children and or parents
with NVC shaping their approach) because the clear intention wasdoNVC to give the parents
non-violentchoices in the home thus increasiting child protection environment.

Running the eentswas challenging for a variety of reasons (see ‘challenges’ heldgvilescribed in
AppendixE (point 6) the Insan staff were given additional training to help them support the NVC
consultant in running the sessions. Indekd intention was for thestaff to take the lead, though
sometimesthis proved to be too ambitious (again see ‘challenges’ below).

The four events attracted a variety of group size, from 31 to 3, andppendix Hdescribes the
flexibility of the approaches used, frolarge scale ipup work to a two hour chat with a group of 5
parents over food. Thisis a small example diow working with NVC can reinfor@mmunity
participation (which, asquoted earlier fromO’Leary and Squiré2008) is a ‘fundamental and
underlying principle foTdh) and bring child protection approaches into everyday conversations.

Though the events varied Appendixshows that there were some common themes:

x Parentsstrongly agreeavith the conceptof the dominant violence cyclend its impact.

"' This is reinforced by Vanier’s (1998) observation of the path from ‘loneliness and insecuritgrtpeane
through community’ taken by a sevgarold autistic girl. Vanier believes the girl’s journey was possible
because of the lee she encountered and he describes how this embraced elements such connecting with her
true value and understanding her historfth of the latter elementdranslate into empathy ilNVC
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x Parentsconsisently andenthusiasticallydentified the needs (without them being named as

such) underpinningheir situations. For example, after watchinganflict shown in a
children’s puppet show the adults picked up the needs words (in Arabic) to thladvvove

and respectvere missing in the scenario.

Parents got the transitions from frustraticio
peace that identifyinginmet needs and having
them acknowledgedrings. One refugee was
judging herself as ‘stupid’ and ‘incompetent’
since, not being local, shedii't know who could
fix her washing machine. Once she understooc
she had unmet needs for acceptance, support
and connection, and that her self judgements
were not ‘true’ she visibly relaxed and said
‘that’s exactly right’

Parents started to see how NVautd influence
their understanding of and behaviotowards
their children. In one group the parents stated
that learning the violence cycle ‘stamsth our

‘One refugee was judging
herself as ‘stupid’ and
‘incompetent’ since, not being
local, she didn’t know who
could fix washing machine.
Once she understood she had
unmet needs for acceptance,
support and connectimg and
that her self judgements were
not ‘true’ she visibly relaxed
and said ‘that’s exactly right?

children at a young age’. In another group the parents told how their son was hard to
control,and whenthe mother hits him she feels ‘guilt and awfulThe motherexplained

‘When the motler hits him
she feels ‘guilty and awful'.....
once the parents understood
that their child was trying to
meet his need for freedom
[when refusing to paint] and
not being ‘bad or ‘good’ they
looked physically relieved,
smiled for the first time and
said ‘nav we will have more
patience with him”

how ‘he wants to draw on one
page, for exampldyut then if you
ask him to draw a second page he
won't do it’. The groupvere
asked ‘when he wort turn the
page what needs dgou think are
important for him?" The mother
grabbedthe word freedom from
the many scattered on the floor in
Arabic.Once the parents
understood that their child was
trying to meet his need for
freedomand not being ‘bad’ or
‘good’ they looked physidgl
relieved smiled for the first time
and said ‘now we will have more
patience with him’

x All those that attended the sessions s#igy would like toknow more about NVC and that

they could see it having an impact on their lives and their treatment of ttéldren.
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5.3.The impact onChild Protection

The examples throughout this documes#rveto illustrate how NVQasa practicaimpact on chil
protection. To take a broader view we dmok at how it fitswith the guidancegiven byTerres des
hommes’(2006)Child Protection Manual.

ForTdh defining child protection involves being mindful of four building bloBkstection as rights
based, Protection as state responsibility, Protection as humanitgiaciple and Protection as
empowerment.

NVC contribites very strongly to at least two of these.

1. Protection as rightbased-i.e. underpinned by the Convention on the Rights of the Child

Firstly there’'s a deep connection betweBiWVC and human rightsWe see that human rightsiekto
‘protect’ needs. Forexample there is auniversalhuman needo be heard and a righo freedom of
speecha need forequality and fairness and a higto free assembly. Take any human right from the
1948Declarationonwards and underneath you'll firduman needs. Meetingeeds means meeting
rights.

Second, and wore interesting is the relationship between NVC arile impact or workability of
human righs frameworksin practice Arerightsto be met, claimed or achievedrow is this done?
How do | meet my right for fredom of speechfor example,and meet yours too?In some ways
different groups ‘claiming rightsan ceate mae polarity and confligtin fact thedualistic'win/lose’
paradigm ‘human rightséxists in cangenerate a mindset by whichl claim my rights ayour
expense’ And when there’s more polarity and conflict that means more unmet needs and rights to
be claimed!

So what's missingPackson (2003)writing about the modern elevatioof ‘rights’ and ‘justicebver
the concept oftraditional charity says the key question is novhat does the moral codgor justice]
look like but ‘how do you become just?.e. ‘how do

we integrate the spirit of thehumanvights standard, ‘The question is not ‘whe
into our everyday being?’ This is where NVGwith its does the moral code [for
wealth of wisdomon the processdirectly linked the
mutual achievement ofeeds,comes in By giving the _
Insan staff the thinking and skilis practice empathy do you become just?”

with themselves and others, by having ther

deconstruct their self judgements and their ow

prejudices, NVC provides mfmework anda process in which unmet needs are nrethe moment.
And because NVC focuseshlming fullyconnectedin the moment, in the presenit doesn’t stumble
into outcomeoriented polarity especiallycreated when people demand of others to ‘mesiy
rights’.

justice] look like?’ but *how
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2. Protection as empowerme

nt

NVC seeks to work with afiterrelated needs, not needs separated as billidrall like rights With
the Iraqgi refugees, Insamitnesed how giving empathyo meet someone’s neeslfor, for example,
respect orto matter and ke seenmadeit more possible for the individual to take gi® to meet
other needs. \Wen this happens there can be remarkable outconassthe Insan team recounts

“If we build a positive

relationship withepple, therthey also start tochange their violent

relationships intgpositive ones. In this case weilt friendship with the mother and elvly
began to ask her about hodirty the house is, then we began tdkdo her about how and
why shehits her children.First she begaraking cae of the house.Sowly she then started

to speak to her dildren not beat them, and then shregan

‘Slowly she then starte to take her daghter from her husbarid bed andake care
to speak to her children of her.”

and not beat them, an

d This example powerfully @inforces theview that child

then she began to take protection is about empowering pqae in their own lives.

her daughter from her
husband’s bed’

Effective child mptection work canclearly be done in the
absence offormal state mechanisms. Akea Tdh manual
says:

“Protection is fundamentally about people. It is a mistake
to think of states, authorities and agencies as e

actors in the protection of populations at riskPeople are always kectors in their own

protection.”

And the contribution of NVC?

Agairoffers a strudure and a language that brings tlenceptof

‘empowerment’ to life byseeing the full comiexity of the rounded human beingnot just someone

who has to ‘improve their se
process’. The impact is one of

If esteem’ or ‘be asked to contribagepat of a project planning
deeper empowerment that comes fs®if awareness, self empathy

and connedbn with others. Staff trained in NVC are able give the support and freedom that

connecting ¢ the needs of the

‘After learning abou
needs and judgements
the parents understood
how childrenwvanted to
belong to their
community and they
were wearing these
clothes to belong. The
parents were more
relieved and not angry’

other brings, as the following examples illustrate:
The Insan Project Coordinator says:

‘Doing sessions with the parengdbout the violene cyclehelped
more for parents to understand their childreetter and why they
behave in certain ways withoytdging them ard this reduces
violence and badommunication. Just understanding theedsof
the children without saying they are bad. n Ithe beginning the
parentswere saying their childredion’t hawe respect and they want
to wear whatever they want compared to Iraq, and thegiidn’t do
it when they were kids- and they don'’t listen and they don't
understandand they don'trespectauthority. After learningabout
needs and judgment etc the parentsinderstood how children
wanted to belong to their community inebanonand they have a
need to be part of the commugitand they were wearing these
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clothes to belong Theparentswere more rekved and not angranymore’
Onelnsan psychologist recalls

‘...workingwith the mother a lot-there was a big change in tlmelationshipbetween the
mother and childrer-she started by locking them in the house and depriving because she
thoughtthey’re beng bad, and so she was punishing them, and by the end she understood
their needs, and she let thewisitstheir friends, and do things she had prevented them from
doing to start with. Also this affected thehaviourof the children because they waakso
respondingbefore in theéviolence cycldi.e. with judgement and blameand so her
behaviourwas impacting on ther.

NVC doesn't stand alone

NVC'’s most powerful contribution to Child Protection is probably thatithesall activities. Above
are exanples from theproject coordinato and psychologists. pendix Gncludes stories of change
from the social workersisitingpeoples homes, whilst it was the animators who were quoted
previously sayin@ur activities are not extraordinary, but it's tlveay we do it that counts’ This

NVC influencedpproachisreflected in Insan’s suey' of beneficiaries-which focussed on service
type and delivery-that found thatmore than 90% of respondents thought Insan’s seviwere
different to other NGOs.

6. Implementing NVG-some thoughts about the difficulties

Whilst the feedback from the Insan team and the psychologists in Jordan, Syria and Lebanon was
overwhelmingly positive, the concerns that people have with the approach were consistent. The
broad themes are shared and discussed here and as we’ll see, most of the difficulties reflect an early
and developing understandjnof NVC in its fullest sense.

The difficulties are common in development and emergency work

Interestingly, the difficulties faced ammmon within participatory approaches. For example, as
guoted earlier Schmelzle (2005) says ‘all contributors agree on the importance of... integrative
processeqwhilst acknowledging] how difficult it can be’. TH#ficulties tend towards issues of
compliance i.e. getting people to engage in what seems more straightforward in the training room or
coaching sessionUnlike other approaches however, lookingahgh an NVC lens helps understand
the difficulties and in this way is safistainingi.e. the ‘approach provides insights intcand helps

work with, the difficulties.

As mentioned earlier, NVC brings a way to put frameworks like ‘do no harm’ into prattloelps
development and emergency workersally connect with the needs of others thrdughe use of
empathy, whilst helpingthem alsoconnect with their own learnstrategies® that might be‘doing

2|nsan collected 75 questionnaires from Iraqis

¥ The term ‘stratgy’ in NVC has a very specific meaning. It means anything we do to meet our needs. So,
everything we do is a ittegy to meet needs, sleepingprking, walkingdrinking alcohg eating certain
foods,reading this document The strategies we use tendhe learnt, though often we see them as ‘natural
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harm' in the first gace. Crucially, i8 very hardfor people not to use their ownlearnt strategies
because giving them up means not meetihgit own needs.This isstark for anyone who wantgo

meet theirown need for contribution, for examplday ‘getting things done and fixing problermsan
efficient way and then finds themselves working in a communitarian culture that values lunch over
timekeeping** This is doublyagonisingfor international workers whoséearnt strategies are most
differentfrom those used by the communities they work amongst.

Applying newlylearnt NVG-concerns raised by staff in Lebanon, Jordan and Syria

A common cooern, raised by the Insan team and heard on many workshops:

‘It's easy to use with people who tell us what their needs are, but not so easy with people
who don’t want to share.’

When | read this sentence it's sounding like there are unmet needs indffensember, maybe to
contribute or for connection. When the other person doesn’t shdtes creates feelings of
frustration. Maybethe staff member is judging or blaming the person or themsetrethe NVC
process A deeper grasp of NVC would help staff member realise this through self empathy and
so then be better placed to connect with the other person. If they’re not sharing then this is a
strategyto meet needs (maybe for safety or trust or autonomy?) That’'s what's there to connect to,
andit's not the end of tle line. It's how it is now.As the stories of change illustrate, over time
people given empathy became more relaxed, more open and talkative and, ultimately, more
engaged with their life and family.

Another point often raised bgeopleis that it’s:
‘hard to do NVC when people aredrdsted in material needs'

Clearly,dominant unmet need for refugees include safety, shelter and health. If these are the
unmet needs and people are fixed on what strategies they want to meet thettsn@eg. housing or
a job) then this is what is talked about and explored.

However, the situation is more messy and complex than this. Jobs and housing, for example, are
often not available. A neNVC conversation might just end withit's not possilte to find a job so

what else can you do?’ In contrast an NVC conversation connects with the unmet needs underneath
their desire for a job or housing. So, as well as considering the job and the house, what the Insan
team found was the very process of Iy these needs truly heard had a transformative impact on

the refugees. Consider, again, the example of the woman who, at first, said that ‘money was the
most essential need for all Iraqi refugees’. The shift she experienced as she received empathy fro
the social worker is described in tewories of chang (Appendix i where the social worker says:

and right'. The ‘natural and right’ strategies we adopt will be different for people from diffeplaces. It's
common to hear judgements of people using strategies that are different to those we'resfiawitin.
! As the Consultant learnt most painfully in Sri Lanka
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‘..she didn’t ask me for money or any other thing, b

she asked me to visit her again, because she nee ‘She didn’t ask m
someone to listen to her’ for money or any
If people are domin@d by a thought that they need work ot other thing, but she
a home through empathy for their situations the asked me to visit

conversation deepens not only into how these needs might

- _ ) her again, because
met in different ways but also into a place of understandi

and connection that can bring much more peafwe the she needed
individual. someone to listen to
her’

Another anxiety raisedis

‘It's difficult for someone to use it from one side, if tl.<
other is not using the same approach.’

This point is oftercomes upwhen people fairly new to NVC see it as a tool to get an outcome.
However, theintention behind NVC is tooanect, not to fix or changanything (though powerful
changes always arise through the connection). NVC isn’t something to get right. The person using
NVC can do so regardless of what's happening for the other. Someoné\¥hill respond to the

other person’s feelings and needs, whether they’re expressed in NVC or through judgemental rage.

And lastly people often experience that:

‘the application is the difficult part, even if you understand your feelings and needs’

‘We are using this i The applicationis the difficult part. Sustainable NVC cannot be
our personal life, in learnt in a two day Workshoplndeegl, as shown |er¢Pend|x Ethe .
. : staff and managers at Insan received much training plus coaching
our relationships, . : . , . o
. in-between. Essentially, if you don’t practice NVC you’'ligit it.
it's the only thing The successes Insan have had reflacteal shift in culture within
that has truly the organisation, as the project coordinator says:

helped us solve our

bl , 'we are using this in our personal life, in oalationshipsit's the
problems

onlything that has truly helped us solve quoblens

NVC offers a different ways of thinking and communicating. As
such it is akin to learning a new language and this takes much time and practice. It certdinly isn’
easy to shift the conditioning and language we grow up with. Indeed the Insan psyistoimade
the following observation regarding supporting NVC in the future:

‘The training should be continuous. We could therefore meet each two months to share our
experiences, reinforce our kndww, and practice additional exercises and role plays in
order to consolidate our preequisites, and learn more techniques’
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Challenges with bringing NVC directly to communities

Some difficulties came up whilst introducing NVC to the Iraqi refugees and host commuAisies.
mentioned earlier, participation woris difficult

Attendance— NVC has been used very successfully in other communities around the world. The NVC
consultant's own experience in Sri Lanka and the UK has been with fairly stable populations.
Running groups with more transient refugee comntigsi in Beirut was more tricky. The number of
people expected could never be known, people might have other commitments, attending other
NGO events for example, or may have been moved on by UNHCR to a new country. In addition, new
refugees were arrivingll the time. Because of this, there was not the consistent group membership
needed to best learn and practise NVC. Indeed, when the Insan psychologists attempted to establish
a parent group to meet weekly for two months, numbers quickly dropped fromol3. The
transient, busy target group may have been a factor in this. It's also likely another aspectmqtertin

to training parents was in playthe background of the Insan staff leading the groups.

The background of the Insan staffNVC takes time tdearn and more time to practice. The
governing Centre for Nonviolent Communicatidhas a rigorous procedure for certifying trainers,
though it supports others sharing NVC. Therefore it takes time before people are ready to teach
NVC and also many mopeople have the capacity to learn than teach. One consistent observation
was the Iraqi parents seemed to respond more to the NVC Consultant than some of the local staff.
One possible explanation is thahen the participants sawhat the Insan staff runing the groups

were twenty years youager than their average agehe Iragis had unmet needs forpossibly,
connection or respect orto have theirsituations understood The Iragis may also have had
judgements that théright strategy to use in a learningituation is to have ‘older teachersBecause

being with the team in group setting triggered unmet needs in the Iraqis the latter chose not to
come again.Understanding the needs in this way can help think of different strategies in the future
to meet their needs. However, iterestingly, most of these same people, in particular the
psychologists and social workéPsieported sound outcomes when meeting people individually in
their homes.

7. Conclusion and recommendations

This report has told the story dfie use of NVC ian emergency programma Beirut plus parallel
work in Jordan and Syridnformation gathered from the partner organisation, Insan, and the Iraqi
refugees suggests bothdhbeneficiaries and the NGO have benefitted from the deepamection

that working withempathy brings. In addition, we have seen how the personal transformation
experienced by familiethrough the work of the project has impacted on child protection. This
report has illustrated how child protection can take placéhimabsence of nostate actors.

> www.cnvc.org
'8 Animators/educators also ran groups but did not do home visits. They, and the psychologistsi@nd soc
workers supported the NVC consultant by facilitating small group work.
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We have seen how NVC’s main contribution is to breatheniterelationships. However, this is not
an easy process and projects seeking to use NVC in the future might be mindful of the following
recommendations:

Recommedations

1.

Training for all staff and managers is needed for a project to have a truly NVC culture.
Organisational systems, such as job descriptions, staff supervision and case management
meetings all need to be underpinned by NVC consciousness. Havimg sudture would
encourage staff to share their own feelings and needs in the situation and begin to create truly
‘power-with’ as opposed to a ‘powewver’ relationships.

Management truly need to challenge their thinking around ‘who makes decisions alhait,
ensuring that staff are included at every turn. NVC is counter to formal power structures that
meet the needs of some at the expense of others. For staff to engage with beneficiaries with
NVC the organisation must constantly work at their own [dké&Ctice.

After initial training NVC conversations can be had in any setting, from the home, shop and
coffee house to the training room.

Staff having a coaching approach is vital, i.e. once beneficiaries have some understanding of NVC
it is then staff'gole to say, for example, ‘we discussed judgements last week and the needs that
they come from, what have you thought about that since in relation to your children’'s
behaviour?’

Having a dedicated NVC specialist in the team is important. Initially ist@fft fhard to ‘think

NVC’ so having someone with a remit to observe the organisational systems and the scenarios
staff face on a daily basis and how they deal with them, and then provide NVC alternatives is
extremely powerful.

Beyond the work in this pfject, NVC can be used as a framework to bring individuals and
communities together in a process that uses openness and honesty to establish understanding
and trust.
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Appendix A Terre des hommes Foundation in Lebanon

Tdhwas present in Lebanon for 2@ars before handing over its projects in 2004 to two local NGOs

in Saida: Lana wa Mostakbal and Ard el Insan, as well as Insan wa Mostakbal in Baalbek. These NGOs
remain active aiding children living with physical disabilites and providing servicesptove

education and nutrition.

From the outset of the 2006 War between Hezbollah and Israel and at the request of Lana wa
Mostakbal and Ard el Insa Tdhimmediately mobilised an emergency aid project to distribute items

of first necessity to inhabitants whhad fled the conflict. A Tdh international team returned to
Lebanon to support its partners in the distribution of mattresses, blankets, diapers and cereals. Ov
1,800 children directly benefited from nutritional supplements and material goods distdbhy

Tdh's partners. Adding to the long list of conflicts experienced in this region, the 2006 coa#lict w
not without traumatic effect on the Lebanese population and especially on children.

The mass return of families to their villages at the end dftiilgy meant that Tdh had to transfer its
activities to the villages affected by the conflict. The scale of the human and material devastation
caused by the war led to psychological trauma as well as massive social vulneraslityich for
adults as fochildren.

In September 2006, Tdh commenced a project focusing on psychosocial intervention and child
protection to aid children and families returning to their villages. In its efforts to mitigate the
psychological consequences of conflibdh togetherwith local municipalities and with the support

of Unicef and the European Commission (ECHO), created 11 centres in South Lebanon where
children could play and express themselves through sports, dance, drama, art, etc.. They aldo carrie
out social work i3 additional villages. Through the recreational activities, the centres’ animators
helped Tdh social workers and psychologists to detect children in diffictléysick, the injured, or

the victims of abuseand to provide them with the necessary cahe parallel with this support work

for children, Tdh also cared for the most vulnerable families by supplying material support and
protection, especially medical care.

Continuing activities in 11 villages throughout 2008, Tdh maintained regular contaatommunity
leaders and stakeholders in order to promote community participatory child protection systems.
Three children’scentres the construction of community spaces, youth miprojects and case
management for the most vulnerable dhien were amongdh’s actions.

Further to Tdh’'s activities in the south during 2008, in August Tdh commenced a project in Beirut
responding to the needs of Iraqi refugees in partnership with Insan Association and with financial
support from ECHO. This project is curhgfinded until August 2010. The Lebanon project is part

of a regional project responding to the needs of Iragi refugees in Syria and Jordan as well.

In June 2009 Tdh commenced a two project in the Palestinian Camps and gatherings in the Tyre area
of Souh Lebanon. The child protection focused project uses a similar model of intervention
developed to address the needs of the Iragi refugees. It is community and child participatory based
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with the following four axis; stakeholder capacity building, protactiof extremely vulnerable
children, youth participatin and conflict transformation.

Tdh has a trusted and solid reputation globally for impartial and reliable delivery of human#atian
to children and families in harmony with and at the community leve

For more information on Tdh in Lebanon and around the world: www.tdh.ch
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Appendix B-Examples of neeslas used in NVC

CONNECTION
acceptance
affection
appreciation
belonging
cooperation
communication
closeness
community
companionship
compassion
consieration
consistency
empathy

inclusion

intimacy

love

mutuality

nurturing
respect/selfrespect
safety

security

stability

support

to know and be known
to see and be seen
to understand and
be understood
trust

warmth

PHYSICAL WEREING
air

food
movement/execise
rest/sleep

safety

shelter

touch

water

HONESTY
authenticity
integrity
presence

PLAY

joy
humour
PEACE
beauty
communion
ease
equality
harmony
inspiration
order

(c) 2005 by Center for Nonviolent Communication
Website: www.cnvc.org Email: cnvc@cnvc.org

Phone: +1.505.244.4041
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MEANING
awareness
celebration of life
challenge
clarity
competence
consciousness
contribution
creativity
discovery
efficacy
effectiveness
growth

hope

learning
mourning
participation
purpose
seltexpression
stimulation

to matter
understanding

AUTONOMY
choice
freedom
independence
space
spontaneity
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AppendixC- Examplesf feelings as used in NVC

Feelings when your needs are satisfied

AFFECTIONATE EXCITED JOYFUL
compassionate amazed amused
friendly animated delighted
tender ardent glad
warm aroused happy
astonished jubilant
CONFIDENT dazzled pleased
empowered eager tickled
open energetic
proud enthusiastic PEACEFUL
safe giddy calm
secure invigorated clear headed
lively comfortable
ENGAGED thrilled certred
absorbed content
alert GRATEFUL fulfilled
curious appreciative mellow
engrossed moved quiet
enchanted thankful relaxed
fascinated touched relieved
interested satisfied
intrigued HOPEFUL serene
involved expectant still
spellbound encouraged tranquil
stimulated optimistic passionate trusting
surprised
INSPIRED vibrant REFRESHED
amazed enlivened
awed EXHILARATED rejuvenated
wonder blissful renewed
ecstatic rested
elated restored
revived

(c) 2005 by Center for Nonviolent Communication
Website: www.cnvc.org Email: cnvc@cnvc.org
Phore: +1.505.244.4041
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AFRAID
apprehensive
dread
foreboding
frightened
mistrustful
panicked
petrified
scared
suspicious
terrified
wary
worried

ANNOYED
aggravated
dismayed
disgruntled
displeased
exasperated
frustrated
impatient
irritated
irked

ANGRY
enraged
furious
incensed
indignant
irate

livid
outraged
resentful

AVERSION
animosity
appalled
contempt
disgusted
dislike

hate

Feelings when your needs are not satisfied

DISCONNECTED
alienated
aloof
apathetic
bored

cold
detached
distant
distracted
indifferent
numb
removed
uninterested
withdrawn

DISQUIET
agitated
alarmed
discombobulated
disconcerted
disturbed
perturbed
rattled
restless
shocked
startled
surprised
troubled
turbulent
turmoil
uncomfortable
uneasy
unnerved
unsettled
upset

EMBARRASSED
ashamed
chagrined
flustered

guilty

mortified

PAIN
agony
anguished
bereaved
devastated
grief
heartbroken
hurt

lonely
miserable
regretful
remorseful

SAD
depressed
dejected
despair
despondent
disappointed
discouraged
disheartened
forlorn
gloomy
heavy hearted
hopeless
melancholy
unhappy
wretched

TENSE
anxious
cranky
distressed
distraught

edgy

fidgety
frazzled
irritable
jittery
nervous
overwhelmed
restless
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VULNERABLE

fragile
guarded
helpless
insecure
leery
reserved
sensitive
shaky

YEARNING
envious
jealous
longing
nostalgic
pining
wistful

CONFUSED
ambivalent
baffled
bewildered
dazed
hesitant
lost
mystified
perplexed
puzzled
torn

FATIGUE
beat
burnt out
depleted
exhausted
lethargic
listless
sleepy
tired
weary
worn out
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AppendixD - Insan Association’s summary of their activiSeptemter 2008August 2009

Number of cases: 247

Average number of visits per case: 6 to 7
Number of members in families visited: 1004
Individuals over 18 years assisted: 186
Children assisted: 45

Adolescent assisted: 75

Psychological cases: 151

The psychologidaonditions that were identified and how many of each there were:

Disorde Frequenc
Adjustment disorder 44
Anxiety 23
Depression 20

Post traumatic disorder 7
Behaviouraproblems 7
Psychosis 2
Gender problems 1
Personalitydisorder 1
Psychosomatic disorder 1

Number of Iraqi children attended Insan School: 10
Youth micro projects: 1
Community Harmonization parents group workshop: 3 sessions

A one session Community Harmonisation parents group, with different groups each time in different
areas: 6
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Appendix E-The process of introducing NVC in the project

[72)

D

(L]

th

Input process Date Target group Role of the input plus involvement
with Iraqi Refugees-for detailed
analysis of the impact of each stage
see the relevant sections in the text

Development of September| Tdh Child The development of two local staff wit

local capacityto | 08 Protection Gficer | influential roles within the project was

assist with and and Insan Project | a significant outcome. This maintaine

sustain the training Coordinator the susainability of the NVC element
within the project and also, within 6
months, provided an Arabic speaking
resource to train Tdh staff and partner
in Jordan, Syria and Lebanon. In Jun
09 the two staff ran NVC training for a
local partner in Lebanon withotihe
NVC Consultant

3-day introduction | September| Whole team, This was the foundation training for th

of NVC during the | 08 including Insan team in Beirut, following this

team induction managers training the team began using NVC wi

training each otherin the team and during their
contact work with Iraqis e.g. during
home visits and running groups with
children

Telephone Every Insan Poject To maintain the momentum in

coaching three Coordinator and betweenConsultantisits, recognising

weeks or | Tdh Child that application of learning requires

so for the | Protection Gficer | support and coaching. The Insan

duration of | initially, and project coordinator was then able to

the project | latterly the Insan | support the team in the use of NVC
management

Trairing in staff February | The Insan This was run in response to the gaps

management and | 09 management team| identified when talking with the Insan

supervision using managers and team in January 09. It

NVC aimed to reinforce the use of NVC in
the management proess, especially
staff supervision

Half day sessions | February | The Insan team These sessions reinforced the use of

to deepen the 09 NVC with Iragis at a deeper level. Fo

learning in specific

exanple, social workers reported their
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NVC topics;
empathy, self
empathy, yes/no
decision making

confidence in working with people in
distress by being fully present with
empathy

’

6 Introductory, 3 February | Iragi parents A conversation was had with parents
hour event to help | 09 attending about their experiences in general and
Iragis see their children’s even(8 | their situations with their children.
situation through parents in total) They were shown how their experieng
an NVC lens can be seen with NVC and were askeq if

they were interested in more input on
this—to which they said yes.

7 Half day sessions | February | The Insan team This training prepared the Insan staff {o
on how to 09 run ‘Community Harmonisation’ events
introduce NVC to with Iraqis that were grounded in NVQ
Iragi refugee intended to follow on from the
parents and introductory event in 6
children

8 The Insan team February | Iragi parents Groups were run by the Insan staff wit
with the 09 support from theConsultant
Consultant
introducing NVC

9 1 day introduction | April 09 Tdh psychologists| This was the first training for the staff
to NVC and 1 day and psychological | from Jordan and Syria, Lebanon staff
using NVC in counsellors from | had been included in the previous
suppat groups Lebanon, Jordan | training too
with parents and and Syria
children

10 | 3day introductory | April 09 INGO, UN and localThis training was delivered by the Tdh
NVC training run NGO staff in child protection officer and I
three times, once Lebanon, Jordan | project manager, with the NVC
in each of Jordan, and Syria working | Consultant
Syria and Lebanon with Iraqi refugees

11 | 3 day introductory | June 09 Naseem Centre for Delivered by the Tdh child protection

training

victims of torture

officer and Insan project manager
without support from theNVC
Consultant
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AppendixF-Wwhat the three day training in NVC covered

Event/ FR=E=E=E=====m
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[ m

BREAK THE W Negative feelings ™

VIOLENCE ::: :::

Punishments CYCLE - unmet
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Rewards cycl m Positve feeli m

y Positve feelings

[ m

BREAK THE - metneeds
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Judgements i ”
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AppendixG - A paper prepared by Insan’s two psychologists, June 2@#rah Rizk and Sahar
Mallah

NVC approach is a tool that can be used to show people their cycle of violence in aeway. It
can make them realize the roots of conflietsd the reason why they arise.

Understanding the difference between judgment/feelings/ needs is a major key to break the
violence cycle.

The card¥ usedrepresent a visual and emotional support tHastigates patients to open up and
relate between certain feelings and needs they might be experiencing.

This technique can be used at several levels. Indeed, it can be used in a very superficial stdly. But
it can reduce apparent conflicts betweenquee.

However, when using this technique in a psychological way, people are invited to speak about
themselves, about their own life experiences and some of the difficult and painful moments that
they have lived in the past.

On the other hand, those painfuhemories are often repressed in our consciousness. They often
leave traces and emerge in different ways... The conflict is the best example

Therefore, those who reprise a lot of bad memories, sometimes find the need to express their
suffering in one wayroanother. They need empathy and support.

They need to understand where those ambivalent emotions of love and hatred come from. Because,
it is the main causes for these conflicts that they are facing, therefore, they can sometimes show
aggressiveness towds themselves or towards their surroundings without being aware of it.

Consequently, in psychology, we can use this technique as a tool of mediation to facilitate the
development of speech and help the person find their own words that describe best ¢ediings
and needs, and also promoting associations and reduce the resistance.

Psychologists work on the root causes of conflict and attempts to regulate by bringing people to
understand the origin of problems and to readapt accordingly with respectingntlieiduality and
freedom of choice of each person.

Moreover, the main tool of our work is a neutral floating listening to the beneficiary’s speech. We
also try to reinforce their insight.

The NVC exercises are tools that help convert emotions into theufhtugh the use of words,
images or role plays. The capacity to link between emotions and thoughts is an essential objective o
the clinical psychology.

" The cards are one tool used, they are laminated squares of paper, each with one need word printed on
English and Arabic. Thake a very powerful way to help people begin to identify their needs by asking
someone to ‘pick up a word that's importafar you inthis situation’
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AppendixH - summar

y of events introducing NVC directly to Iraqgis and the host samity

Even

Outcome

8 parents attended a pupps
show given by 30 children. In
facilitated discussion the
parents were introduced to the
violence cycle and identified
the needs of the characters in
the show.

During an enthusiastic discussion, parents agreed with tncept of the
aviolence cycle. One said it starts with our children at a young age.
When the needs cards were placed on the floor the parents quickly
picked up the words-i.e. they connected with the concept easHy
identifying ‘respect’ and ‘love’ as imgy most important in the conflict
shown by the puppet show.

Even

Outcome

31 parents attended this evel
run by Insan animators and
socialworkers, trained by the
NVC ConsultantSessions
included ‘judgements’ and
‘conversations you enjoy’.
CONSULTANan sessions on
the violence cycle and needs.
The Insan staff facilitated smal
group work.

The participants identified the conversations they enjoy as he
‘listening, trust, connection and understanding’. About 75% of the grq
were engaged in thexplanation of the violence cycle, and identified
their own violence cycle situations. For these situations the Insan
facilitators then introduced the needs cards asking ‘what needs do yqg
think are important here’. Parents quickly picked up cards shgpwow
they connect with this concept. One woman, describing her judgeme
and frustration about her washing machine not working, understood t
| it was her needs for support, connection and acceptance that were
creating feelings of deep frustration (nbeing local, she didn’t know

judgements of herself, i.e. for being ‘stupid’ and ‘incompetent’ were n
‘correct’. When these needs were highlighted she said ‘that's exactly|
right'.

Comments made at the end included: ‘I enjoyed it because it gave us
chance to talk’, ‘If  wasn’t here | would just be sitting at home. It has
given us a chance to get to know people.’ ‘I like the topic.” ‘When we
home there will be no changes because life is like that'.

Even

Outcome

5 parents came so W
approached this as a chat ove
some food. The parents made
comparisons between schools
in Iraq and the Insan school.
From here we developed a
conversation about why people
use violence, the ipact and
alternatives, i.e. we discussed
the violence cycle, judgements
and needs.

One woman explained how she sometimes hits her son because h
hard to control, but when she hits him she ‘feels awful and guilty’. Sh
described how he wants to dramn one page, for example, but then if
you ask him to draw a second page he won’t do it. The five adults we
asked ‘when he won't turn the page what needs do you think are
important for him?’ themother grabs the word freedoin It was pointed
out that raher than being a ‘good’ or ‘bad’ boy your son is doing what
knows best to meet his need for freedom. By seeing him in this way
take you away from automatic judgement and punishment. The moth
and husband looked physicatilieved, smiled for ta first time and said
‘now we will have more patience with him’. Il Axpressed interest in
exploring these ideas further.

It was planned to introduc
NVC to a group of parents
through a series of workshops
run by Insan psychologists. Th
intention wasfor the parents to
use NVC in their home and
therefore increase child

Three sessions were run, by the third participant numbers went froi
to 3. The drop in attendance raises some questions pertinent to the
relevance or method of introductioof NVC with this group. One reasqg
ienay be that NVC itself didn’t seem appropriate or valuable to the Irag
Another possible consideration is that the psychologists running the
sessions were both females under the age of 24-(RAg older Iraqgis
(whowere in the majority) may have felt more inspired or interested ir

protection.

anybody who could help her fix her machine). She saw that her initiall

up

nts
hat

ot

a

go

he
can
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N

someone closer to their own age.
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Appendix| - Stories of Change from the Insan Team

From Story 1

When we first started visiting, the family seemed to have a lot of issues. The nuthaot know

how to handle the situation. She couldn’t sleep at night, had terrible back aches. She couldn’t bear
the noise that the children were making. She was beating up her children and trying to control every
move they made.

After a while, the mothetrusted us, she was opening up and talking about her feelings, needs. Little
by little, she was doing some effort on herself; she was not beating her children anymore. She was
trying to be a support for her husband and for her childrén. surprise her ldest daughter, she
organized a birthday party at Insan scha®he bought a cake and brought some juice for all the
class. She let her daughter to go out in the afternoon for an hour to see her friends which she
couldn’t tolerate a few months ago.

From Sory 2

The family lives in Zaaytrieh, and has mother, father and five children. They live in Lebanon since
2005. When we visited them for the first time, we explained the psyaduial project and said we

were going to visit them every once in a whileeThother didn’'t seem interested and said money

was the most essential need for all Iragi refugees. But after a few visits, a trusting relatio@ship

built between us, and her children aparticipatingin the activities.

Once | was in Zaaytrieh | sawetmother and she asked me to visit her. When | went, she told me
about her daughter who had an operation. She was very frightened. the mother needed nothing but
someone to talk to about her problems, she didn’t want money because an association paid for th
operation; so, she didn’'t ask me for money or any other thing, but she asked me to visit her again,
because she needed someone to listen to her, since she doesn’t go out and no one but us visits her.

From Story 3

This story is about a LebaneEgyptian &mily | have been visiting since November 2008. The family
have various problems ranging from financial to psychological. The family is a mother, father and 4
children, including a baby. | have been working mainly with the mother and the children.

The aimily have had some ad hoc support from other organisations in the past. In the beginning the
mother was very defensive and did not want us to visit and did not trust me. After around one
month she began to open up and talk more openly about her situatiShe also began to smile
which is a big thing for her, she would never show any emotion before. Baytoona who work with the
family as well were very pleased with this and came to me especially to tell me about this and thank
us for the work. One of the pblems they family also had was in terms of hygiene and the mother
neglecting the children. Both of these situations have also improved. She trusted me and began to
ask me to visit her regularly. | was also able to form a good relationship with theechidho also
trusted me.

From Story 4
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This story relates to a family of 5, a mother in her 40s and her 4 sons between the ages of 51 and 2
living the Dikweneh area of Beirut.

When they first arrived the mother was extremely upset and felt very alohe. wais unable to talk

about what was upsetting her and cried very easily. Her husband was kidnapped in Iraq and they had
no news of him. She also did not feel part of the Iraqgi or Lebanese community here as she very much
kept to herself.

We could do veryittle for this family materially. | visited the family on a regular basis and
encouraged the mother to talk, allowing her space to do so whilst her sons were out although
sometimes they were in the home too. At first it was difficult for her to expressdieand she
would just cry and was unable to find the words on some occasions and didn’t want to on others. |
felt that she had a need for emotional support and to feel that she was not alone. It was clear that
she felt not only alone but insecure in Leloa. Whilst she had 4 sons, it was not easy for her to talk
to them about everything, in particular about her husband. She wanted to be strong for her children
and to try and keep away thoughts of her husband.

However, after a couple of visits she waseato relax with me and open up. She began to trust me,

as did the children, and she was always very happy for me to come and sit with her. | would allow
her to talk about what she felt was important. After a couple of months | noticed that she was much
more relaxed and she began to laugh which she had not done before. She also began to talk about
the future in a much more positive way. She felt that there was somebody who cared about her and
she felt free to talk about both good and bad things. | was alde to notice her confidence grow

and her body language change over this time. She began to speak more with people outside the
home and spend time with her Lebanese friend. The fact that she was able to grow close to a
Lebanese woman helped her feel l@ssecure.

It seemed that she just needed somebody to acknowledge her situation and help take away some of
the frustration she was feeling. Before she left she said that my visits had helped her a lbaand t
she would miss me and the fact there was strody always asking about her.

From Story 5

When 1 first visited the family | felt that their biggest needs were emotional support and equality.
They felt like foreigners and could not integrate into Lebanese society. So they told me about the
way Lebanespeople treat them and look down on them. They felt like they were on their own and

no one was supporting them not even the other NGO’s. During the visits, | gave them a space to talk
about their needs, their feelings, their experience in Iraq and LehahRoese discussions made them
trust me and provided them emotional support, | was also able to find out their material needs and
refer them to other associations. They began to ask for my advice about a lot of things and invited
me for coffee each time thesaw me in the area. | worked with this family for 5 months and was
able to notice positive changes in their life during this period. They told me that | had become a
member of the family and | made them change their view towards Lebanese people.

Once thg arrived to USA they called me to let me know that they had arrived safely and to thank
me again and they said that if | was ever in America | would have a home to.stay in
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