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Handbook in Support of Implementing the 
"Tutors of Resilience" Model 

(Cesvi) 

 

 

Introduction 

This document collects the action plans prepared by certified facilitators, belonging to the 4 

professional categories (Educators /Teachers, Social Service Operators, Law Enforcement and 

Medical-healthcare Professionals) who took part in the Tutors of Resilience training program 

in Bergamo. 

The goal of this handbook is to provide guidance, during the implementation of the model, to 

professionals who have been trained in one of the several successive sessions supplied by 

professionals who became certified facilitators of the model. 

The text faithfully reports what was prepared and shared with the Cesvi Project Manager by 

the 4 professional categories. 
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Handbook for Educational Professionals (Educators and Teachers) 

Guidelines on how to implement the PEARLS principles in one's professional activity as an 

educator or teacher in contact with children and families. 

The 6 principles and some examples in support of their implementation are listed below. 

 

1) POSITIVE REFRAMING                                                                                                   

WORK ON THE OPERATOR - ON THE WORKING GROUP - MODIFICATION OF WORK TOOLS 

 

At School 

- Remarks collected in a table available to the entire teaching team of the school -  

In the Community 

- during the weekly team meeting, the principle of Positive reframing is submitted to 

the educators’ group, requesting a shift in focus from the aspect of vulnerability to 

that of strengths. For each aspect of vulnerability, the team is invited to identify two 

strengths reported in a table to be assessed monthly.  

- Restructuring of the Individualized Education Plan, with space to be filled in relating 

not only to needs but also to the resources that can be activated. 

- Use of the SWOT table. 

- New way of conducting the working group that keeps eyes open on resources and not 

only on vulnerabilities. 

In Services Regarding Early Childhood: 

- Restructuring of the remark and interview form in which to record the strengths and 

not just the weaknesses. Writing, exchange, and team discussion  
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2) EMPOWERMENT                                                                                                              

CONCRETE INITIATIVES TO MAKE SKILLS AND RESOURCES EMERGE 

At School:  

- Cooperative learning activities, giving pupils a role within the working group 

- Special individual interviews to re-analyse experiences and restore a sense of self-

efficacy 

 

       In the Community Centre: 

- Cooking and tailoring workshops (Community Centre Village) - setting up of 

workshops as a receptacle of skills, often not translatable into real tasks; suggesting 

that women guests engage in and work hard at structured and targeted activities, 

with the aim of reinforcing skills that can also be spent in an external working context.  

- Enhancement of everyday life: Entrusting guests with tasks and duties within 

community life both in informal activities (Cooking, going shopping, proposing and 

organizing an activity for the rest of the group,) and in structured ones (Workshops 

devoted to beauty)  

- Co-constructing the projects with the recipients (community) 

- Special individual interviews to re-read experiences and restore a sense of self-

effectiveness 

In Services Regarding Early Childhood: 

- Active workshops with parents 

- Special individual interviews to re-read experiences and restore a sense of self-

effectiveness 

 
 

3) AGENCY AND ACTIVATION 

At School: 

- Assign the role - tasks - responsibilities in the classroom 
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- Invite beneficiary to attend associations in the area: library, task space, sports groups.  

 

In the Community Centre: 

- Receiving and supporting activation: Not substitute yourself – Inviting activation e.g. 

promoting autonomy in the handling of paperwork or in the activation of a search for 

volunteer/internship experiences  

- Suggesting scholastic orientation/re-orientation paths. Experimenting and choosing 

sports or recreational activities that are close to the person’s inclination 

 

4) RECOVERY 

At School: 

- Use alternative communication strategies: theatre, animated reading of fairy tales, 

puppet theatre, emotional literacy paths. 

In the Community Centre: 

- Use of the reading of illustrated books ("The Hole" "Do We Know Each Other?”).  

- Suggesting an activity (e.g. "In the Storm") that was learned about during the training 

session 

- Guarantee of supervision 

- Orientation and activation of specialist supporting figures to be integrated into the 

network 

In Services Regarding Early Childhood: 

- Protected and reassuring discussion groups devoted to new mothers 

- Individualized interviews  

- Targeted and accompanied orientation towards specialist services if necessary 

 

 

 



 

5 

 

Implemented by 
 

 
 

The content of this document represents the views of the author only and is his/her sole responsibility. The European Commission does 
not accept any responsibility for use that may be made of the information it contains. 

This document was funded by the European Union’s Rights, Equality and Citizenship Programme (2014-2020). 

 

5) LISTENING 

At School: 

- Circle time. 

In the Community Centre: 

- Weekly community centre meeting 

- Gathering information by using tools that are co-constructed (Creation of the family 

tree, Circle of relationships). Asking open-ended and curiosity-arousing questions 

In Services Regarding Early Childhood: 

- Individualized interviews placed at the end of the list to ensure privacy and time needed to listen                             

 
6) SUPPORTING RELATIONSHIP 

At School: 

- Using alternative communication strategies: theatre, animated reading of fairy tales, 

puppet theatre, emotional literacy paths. 

In the Community Centre:  

- Make words match actions (COHERENCE) in Md-Bn Emergency action means 

recognizing and improving their capacity for future planning  

- Clearly clarifying the aims (AUTHENTICITY) in Md-Bn Emergency action means 

accompanying guests in a truly sustainable and feasible project with sincere and 

unjudgmental neighbourliness 

- Care of spaces (e.g. photos of the girls in the community in support of the trust and 

the showing of real people who have already been through the experience.  

- Clear and explicit educational interventions 

- Paying attention to the hospitality phase in the facility (Bed prepared with special 

sheets and blankets) 

In Services Regarding Early Childhood: 

- Care of the environments and materials available to children and families  
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Handbook for Social Service Operators 

 

In defining the Action Plan of the group of social service operators (social workers and 

educators of the Children and Families Service), in order to facilitate colleagues in becoming 

familiar with the PEARLS principles in a concrete and relevant way, it was deemed useful to 

start from the phases of taking charge of users, which involves each operator. Each phase was 

combined with the principles that, from the experience of implementation, were found to be 

most useful in promoting the effectiveness of the operator's actions. For each principle, tools 

and possible actions have been listed, some of which were borrowed from the training session 

of the Tutors of Resilience. 

STAGE: INTERPRETING THE DEMAND AND NEEDS: 

At this stage it is essential to apply the principles: 

- LISTENING  
- POSITIVE REFRAMING - examples of tools that can be used for this purpose: in the storm, 

50:50, eco-map, cultural mediation, interview 

We suggest: 

- using an active listening policy that makes it possible to go beyond prejudices and 

assumptions and  

- training at one’s own ability to immediately identify the positive characteristics of the 

user 

STAGE: CONSULTING 

At this stage it is essential to apply the principles: 

- EMPOWERMENT PRINCIPLE that goes to work on the user’s resources of I can, I am, I 
have  

- POSITIVE PRINCIPLES OF REFRAMING & LISTENING preparatory to and indispensable for 
working on the previous principle 
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STAGE: TAKING ON RESPONSIBILITY 

At this stage it is essential to act on the basis of all PEARLS principles, in particular: 

- POSITIVE REFRAMING PRINCIPLE  
- EMPOWERMENT PRINCIPLE  
- AGENCY AND ACTIVATION PRINCIPLE 
- LISTENING AND COMMUNICATE ACTIVELY PRINCIPLE (examples of possible tools to be 

applied are the 50:50 workshop, the eco-map, to accompany the user throughout the 
territory, work towards micro-objectives, propose the "in the storm" workshop, suggest 
making a timeline, use the support of the parenting and active listening kit) 

- RECOVERY PRINCIPLE: useful for this purpose are the use of picture books, the use of 
the supporting parenting kit, and proposing a timeline 

- SUPPORTIVE RELATIONSHIP PRINCIPLE. In order to carry out this principle in the best 
possible way, the operator's posture is fundamental, characterized by transparency, 
clarity, being there and not shirking away. The "the ladder of trust" workshop can be 
proposed. 

 

STAGE: RE-ORIENTATION 

- We suggest putting the AGENCY AND ACTIVATION PRINCIPLE to work, in order to allow 
the user to become the protagonist of his/her own life. 
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Handbook for Law Enforcement Professionals 

The document represents an outline to guide the professional in the implementation of the 

PEARLS principles during his/her professional activity. The principles do not necessarily have to 

be implemented in the order they are listed; the order below helps to provide a reference frame 

to the action of the tutor of resilience that starts from the change in the operator's point of view, 

up to taking charge or activation of the user/subject and/or colleague/friend in difficulty . 

1) Positive reframing principle: expanding the operator's point of view on the user, shifting the 

focus from vulnerabilities and/or difficulties to the strengths and resources that will allow 

him/her to cope with the adverse event. 

The Tutor of resilience, naturally a bearer of prejudice, must be able to see beyond appearances 

and identify, in the face of the beneficiary’s many vulnerabilities and weaknesses, as many 

strengths on which to then be able to "work". The police operator, sensitized to a vision without 

prejudice, once the resources in the user have been pointed out, must be able to identify them 

and "mirror" them in the beneficiary himself, so that he/she too can see them and, subsequently, 

improve 

Below is an example of implementation of the principle taken from real cases that actually 

occurred during the implementation stage of the model: 

The case of Irina: a woman victim of domestic violence does not file a complaint against her 

abusive husband because she is economically dependent on him. Following some brief bits of 

information, the police officer who listens to her urges her to overcome her fear of driving, a great 

limitation that binds her to her husband, so as to become independent and find a job that allows 

her to support herself and her children. 

 

2) Empowerment Principle: mirroring, mobilizing and strengthening users' qualities, skills and 

talents 

It is the duty of the Tutor of Resilience to strengthen the resources that have been pinpointed, 

identified and mirrored. He/she must therefore enhance the user's abilities to allow him/her to 

believe, have hope and return to being an actor in his/her own life. It is important to establish a 
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relationship of trust with the user which transmits hope while also promoting access to the 

resources of the context (individuals, associations, groups and institutions). We need to 

remember that traumatic experiences can lead to the loss of one's own points of reference, 

generating feelings of disorientation, helplessness and weakness in individuals. This is the reason 

why the principle of empowerment proposes to strengthen the beneficiaries by enhancing the 

resources that are available to our users. 

The resources we refer to are of various types: 

- those that the user can activate to achieve results (talents, skills and competences, acquired 

in different contexts but which can be activated); 

 

-  the resources that represent his/her points of reference, such as beliefs, a set of values, and 

emotions; 

 

-  the external ones available to the user that help him/her cope with adversity, such as 

friendships, family, trusted people, professionals, institutions, etc. (resource paradigm - I can, 

I am, I have) 

The case of Sabrina and the cakes: Sabrina was a 16-year-old girl, victim of witnessed violence 

against her mother and direct violence. Following the complaint filed by her mother and herself 

against the husband and father, she felt frustrated and lost, as well as completely tied to her 

family. Sabrina wanted to leave school, the professional hospitality institute she was successfully 

attending, because she wanted to find any kind of job in order to help her mother and brothers. 

After signing the report, speaking with the local police officer who was following the case, Sabrina, 

with great regret, told the officer how much, in another family context, she would have liked to 

continue studying, creating and decorating special cakes, given the satisfaction she felt in 

accomplishing the tasks they gave her at school. The police officer, relying on the girl's passion for 

this profession, on her skills and competences in creating fantastic sweets and on the joy that 

Sabrina showed while talking about her cakes, pushed her to believe in herself, in her 

competences, and to transform that passion and those skills into something that could allow her 

to become the protagonist of her own future which, in addition to giving her considerable 

satisfaction, could become the profession with which she could help her family in coping with 
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expenses. A few years later, Sabrina graduated as a pastry chef and was hired with that title at a 

bar-pastry shop, where she is the only professional in the sector. 

(In this case, in addition to seeing both “I can” resources, therefore personal skills and 

competences, and “I have” resources, the hospitality school, we can also apply the agency and 

activation principle, which is explained below). 

 

3) Agency and activation principle: promoting the initiative and reactivation of the user so that 

he/she can go beyond the experience of passivity and feel him/herself a protagonist in 

his/her life 

Once the tutor of resilience has identified the user's resources on which he/she can leverage to 

activate a rebirth, he/she must ensure that the user him/herself becomes aware of them and 

takes action to promote a change in his/her life. 

The aids and stimuli that the Tutor of resilience can provide to the beneficiary must be centred 

on the user and the operator must be careful to absolutely avoid replacing him/her. Only in this 

way will the person become aware of his/her own strengths and abilities, managing to take action 

to change his/her life, passing from a person who suffers passively to a person who acts. It is 

therefore important for the tutor of resilience to be able to disconnect his/her own point of view, 

detach him/herself from the natural reading of that situation and focus on the user's point of 

view, putting him/herself in the other’s shoes, applying a user-based approach, considering 

his/her real needs, his/her actual necessities taking into consideration above all the social and 

cultural context in which he/she lives (we can remember the story of the little monkey and the 

little fish) 

Practical example of implementation of the principle: To encourage user activation it is certainly 

useful to leverage the importance of protecting one’s children, who benefit from the parent's 

awareness of the need to live in a healthy environment and to transmit to them an adequate 

affective education, based on respect of and love for others. 
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4) Recovery principle: integrating the principles of trauma - informed care to promote the user's 

ability to recognize their emotions and accompany them in the process of elaborating those 

emotions 

It is important to help the user, within the limits of our professional skills, to recognize the reasons 

that have kept him/her imprisoned in the abusive situation or in the toxic trap and immediately 

encourage him/her to contact professional psychologists of the anti-violence network so that 

'these mechanisms can be eradicated. It is important to dissuade the user from the belief that 

he/she has been held in the abusive situation due to his/her own stupidity, inability or 

superficiality and to encourage him/her to dig into their past, with the help of the professional, 

to process those traumas that affect their current way of conceiving relationships and self-

respect. Abused women are resentful of and angry with themselves for having endured abuse for 

too long, but only by digging into their own past can the person understand what childhood 

traumas there were and the reasons that led them to think they deserved abusive behaviour. 

Often those who suffer abuse or harassment and devaluation during childhood mature a low self-

esteem, or no self-esteem at all, and this lack of personality leaves room, in adulthood, for 

unbalanced relationships characterized by bullying and abuse on the part of the partner (often 

narcissistic and manipulative), which the user thinks he/she deserves. It is therefore important to 

give a name to the emotions of anger and pain that the user expresses at that moment, explaining 

to him/her that these emotional peaks are transient and must subsequently leave room for that 

awareness of him/herself, of his/her own traumatic experience and of the reasons for the 

reported events, so as to avoid the repetition of those toxic mechanisms. Without this awareness, 

in fact, the emotions of anger and pain cool down over time and give way to that emotional 

emptiness and loneliness that the toxic relationship had filled up until then. Only if we know who 

we are, what potential we have and what we want are we immune from all forms of abuse. Finally, 

it is therefore important to invite the user to quickly undertake a psychological path in order for 

the anger to cool down, and to prevent loneliness and guilt from taking over the user's good 

intentions so it is not necessary to go back and make another complaint. 
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5) The Principle of Listening and Communicating Actively: Providing active listening that allows 

you to welcome the life stories of users and give a value to the emotions linked to them. 

The police operator, sensitized on the ability to question their own point of view (positive 

reframing), will become more willing to engage in active listening. Providing active listening 

means capturing the user's life stories and all of the related emotions, providing the beneficiary 

with an attentive, interested and welcoming moment of listening. The Tutor of Resilience must 

be able to grasp the nuances, facial expressions, non-verbal communication and anything that can 

"tell" about the user much more than just words. That Tutor must be able to ask questions 

appropriately, respecting the person, valuing him/her as the protagonist of the interview, 

adopting effective and empathetic communication that allows the user to open up and show 

trust. (client language-centred) 

Practical example of putting the principle to use: traumatized woman who may use non-explicit 

or ordinary modes of communication and might have difficulty reporting what happened. (e.g. 

https://youtu.be/tomheamiriy). The police officer in the video shows that he is able to understand 

and accept the victim's confessions in a serious and professional way and is able to show the 

victim that he has time and that that victim has all his attention in sharing and reporting what she 

has experienced. 

 

6) Principle of a Supporting Relationship: Weaving a helping relationship with the beneficiary 

that allows the construction of a bond of trust and collaboration. Making the user feel 

welcomed, respected, believed allows for the construction of a bond of trust that also 

facilitates taking the user on to other professionals belonging to the network. 

The operator must act as far as is his/her responsibility, and share (as much as is possible within 

the limits of the obligations of confidentiality linked to the investigative secrecy of the activities 

of P.G.) the information with the other professionals belonging to the network (we are links in the 

same chain), make the user aware of the existence of a network that can support him/her (local 

services/anti-violence network). 

 

 

https://youtu.be/tomheamiriy
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Handbook for Healthcare Professionals 

 

Initial considerations: 

- Healthcare workers = prescribers? 

The healthcare category (represented in our group by a midwife from the clinic, two family 
pediatricians, two nurses, a psychologist) has in its methodology of action the tendency to 
"prescribe". Traditionally, the healthcare professional (except for the psychologist) considers 
him/herself to be and is considered to be the custodian of knowledge that is expressed in 
indications that the patient is required to follow: the healthcare professional prescribes and 
the patient applies. 

This approach, which has been criticized for some time in every aspect of care but still widely 
used in professional practice, is particularly strident and ineffective when it comes to support 
for resilience in the event of suffered/witnessed violence. 

For us healthcare professionals, learning to "take a step back" and leave the scene to the 
patient, as we have learned, is a fabulous result. 

- “Impulse to help" vs awareness and intentionality 

Each one of us, even before the PEARLS course for Tutors of Resilience (ToR), being in 
contact with patients in need of support due to stressful situations, had the opportunity to 
apply some of the PEARLS principles, but generally in an unconscious and inconstant way, 
drawing on our own human resources and driven by the desire to do good.  
The result of this emotional engagement not guided by awareness and intentionality 
sometimes risks being even deleterious for the healthcare professional and/or for the 
patient. 

Approaching the PEARLS model for ToR and implementing it in a guided way for the months 
of apprenticeship made it possible for us to internalize these principles, to concretize them in 
conscious and intentional practices: awareness and intentionality make the difference. 



 

14 

 

Implemented by 
 

 
 

The content of this document represents the views of the author only and is his/her sole responsibility. The European Commission does 
not accept any responsibility for use that may be made of the information it contains. 

This document was funded by the European Union’s Rights, Equality and Citizenship Programme (2014-2020). 

 

- The prevention of violence 

The professional characteristic of our group of healthcare professionals is to operate on a 
large audience of diverse users by means of multiple actions: healthcare education, 
surveillance, support and care in selected cases. Our mission is largely that of prevention. 

In this sense, in our implementation, it was important to learn how to create a welcoming 
environment for users, which would facilitate the expression of their needs and support for 
parenting skills. 

- Networking 

As healthcare workers, we work in our clinic in a personal relationship with the user. Even 
when our activity is aimed at groups of users (see midwives in childbirth preparation courses), 
we are generally not aware that we are part of a help network made up of various 
professionals, which is an immense resource. 

Being ToR therefore does not mean loading ourselves with tasks that do not belong to us, but 
on the contrary, being open to the user, seizing that initial moment the user offers us which 
is sometimes unique, doing our part and networking with other professionals. 

 

Applying the PEARLS PRINCIPLES 

1) POSITIVE REFRAMING (NEW POINT OF VIEW) 

Transported into the healthcare field, this corresponds to the discovery/expansion of the 
resources inherent in the patient. In order to promote the enormous potential (hidden or 
obvious), we need to change our outlook, go beyond the user's vulnerabilities by adopting a 
new point of view so that difficulties are no longer identified as shortcomings, but as obstacles 
that can be overcome. During adolescence, for example, there is a maximum return on 
intellectual, physical, psychological, emotional properties: we usually speak of an age of crisis, 
but by changing perspective, it is possible to find numerous strengths. Therefore, it is 
important to focus on what are defined as "activating questions", that is, those which 
concretely promote the difficult, but not impossible, path of seeking potential. For example: 
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"I noticed that you are very determined, use this quality also on yourself to look for positive 
elements", "From the way you speak I can perceive a high degree of sensitivity. That is not a 
defect, exploit it: it will help you in never being superficial". 

 
2) EMPOWERMENT  (GIVING VALUE TO TALENTS) 
 
Enhance the ability of the reference adult in their educational role to remain focused on the 
child's need even when he feels challenged. 
Accompany the beneficiary's concrete actions with comments that emphasize the positivity 
of his/her intervention: "You were really an attentive mother and you knew how to grasp her 
needs ... you have shown that you are a reliable father, capable of managing that difficult 
situation ..."             
 
 
3) AGENCY AND ACTIVATION (TAKING FLIGHT) 
 
It is essential, with a view to promoting resilience, to support the user in RETURNING TO THE 
CENTRE. This process can be concretely supported by the operator when he/she makes the 
user think about what he/she wants, what he/she fears, what project he/she has (for example 
by asking the person: "How do you imagine yourself in xxx months?"). In this sense, you can 
also invite the user to DO things (for example, resume practicing a favourite sport, invest in 
activities that make him/her feel good) and confirm his/her abilities (positive reinforcement), 
making him/her feel COMPETENT. 
 
 
4) RECOVERY (REALLY BEING THERE) 
 
Supporting the other by accompanying him/her in the elaboration and integration of his/her 
experiences can be acted upon in the healthcare sector in various ways. It is essential to help 
the user GIVE A NAME to the experiences and events, including traumatic ones, which have 
affected him/her, connoting them with an emotional correlation. 
The operator can, for example, suggest that the user should keep a diary or make a report, to 
facilitate the work of expanding on and integrating the experiences, or to write his/her own 
story, possibly supporting him/her in doing so. This function can also be supported by pointing 
out to the user that he/she has found him/herself in a really difficult and painful situation, 
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shifting the focus from "what is wrong with me" to "what happened to me" (Trauma Informed 
approach). This can be conveyed, with respect to the reinforcement of maternal abilities, by 
actually speaking to a mother and telling her that taking care of a small child is in itself difficult 
and tiring. 
 
 
5) LISTENING (LISTENING WITH AN OPEN HEART AND MIND) 
 
According to the LISTENING principle, we health professionals can more consciously use 
communication methods that allow us to welcome the patient, also giving more value to the 
emotions related to what they bring us. 
There are various methodologies to make use of in order to communicate with our patient: 
to promote the ability to reflect, we can reduce the amount of judgment we pass on him/her, 
to give a sense and a meaning to what has been said, it is important to introduce brief 
comments. 
The interview must also be a "protected" moment, in which the patient feels welcomed with 
empathy as well as being at the centre of the operator's interest; the operator should show 
interest not only for the facts or requests, but also in the feelings and for what is 
communicated. 
Even in everyday situations such as those in doctors' offices, reflecting on these 
communication skills can be very useful for us. 
It is very important to present ourselves well to the patient, especially if the patient is a minor, 
explaining who we are, reassuring him/her and normalizing his/her emotional experiences or 
his/her reactions (knowing that it also happens to others can reassure him/her) and finally, 
as far as possible, provide meaning, at least partial meaning, to his/her symptoms or illness. 
Finally, it is possible to use tools such as fairy tales, stories, the reading of an illustrated book 
or using some photos to better understand certain situations or to convey some messages. 
  
6) SUPPORTING RELATIONSHIP (TRUST EACH OTHER) 
 
 

This is the helping relationship that makes it possible to build up a bond of trust and 
collaboration in order to foster growth and awareness of the person: it is not activated 
spontaneously, but must be created and supported. 
It allows the beneficiaries to feel accepted and respected, to feel internal security, to regain 
trust in others with a view to genuine interest. 
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Expressing genuine interest such as calling or writing to the mother who is worried about her 
visit to the pediatrician, taking her situation and person to heart, making her feel that she is 
not alone and that I remember them and their situation. 
Monitoring, without being intrusive, a situation of neonatal growth that is not splendid, but 
in which the mother is engaging in breastfeeding which she cares a lot about, albeit with great 
effort. By giving her positive feedback and supporting her in her choices. 
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Handbook in Support of Implementing the 
"Tutors of Resilience" Model 

(PVC) 

 

 

Introduction 

This document collects the action plans prepared by certified facilitators, belonging to the 4 

professional categories (Educators /Teachers, Social Service Operators, Law Enforcement and 

Medical-healthcare Professionals) who took part in the Tutors of Resilience training program 

in Vilnius. 

The goal of this handbook is to provide guidance, during the implementation of the model, to 

professionals who have been trained in one of the several successive sessions supplied by 

professionals who became certified facilitators of the model. 

The text faithfully reports what was prepared and shared with the PVC Project Manager by 

the 4 professional categories. 
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I Action plan for the health sector professional category 

 

Positive reframing: Widening the provider’s point of view on the beneficiary, to shift his/her 
perspective from focusing on impairments and psychological wounds, to strengths and capacity to heal.  

• Before and after the meeting, reviewing own attitudes towards the child, family, group to which 
they belong, family / developmental history. 
• Collaborating with other professionals (how they see the case, the child), helps to expand their 
vision. 
• The child's minimal effort is noticeable (eg not in a consultation but coming to it). 
 

Empowerment: Assisting beneficiaries to reinforce their own qualities, skills, and talents and mobilize 
them. 

• Helping beneficiary to see what external resources he or she has (“I have”) and then, if there 
is a time, internal resources are explored (“I can”, “I am”). 

• Providing options (help options, drawing tools for drawing, different games to play, etc.). 
• Choosing the tasks, that the beneficiary is able to complete; 
• Observing any slightest manifestation of the beneficiary's skills during the conversation / 

meeting. 
 

Activation and Agency: Promote the beneficiary’s self-reliance that will allow him/her to overcome 
the traumatic sense of passivity and helplessness and to feel again like the main character of his/her life.  

• Involving beneficiary in the development of his / her examination and treatment plan; 
• Cooperating with other institutions (interdepartmental meetings); 
• Helping to see and name even small changes; 
• Assisting in setting realistic, achievable goals; 
• Appling “Fall into a Storm” exercise. 

 

Recovery: Integrate trauma-informed care to enhance beneficiary’s emotional recognition and 
accompany his/her own recovery. 
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• Preparing himself to emotionally accept the traumatic experiences told by the beneficiary 
and the symptoms associated with them. 

• Providing and maintaining space for the beneficiery to reveal his or her suffering, while 
listening empathetically. 

• Teaching beneficiery to notice, become aware of and name the body sensations that arise 
here and now. 

• Teaching and training the exercise that helps grounding. 
• Discovering a safe place in the body, training to focus on a safe place in the body. 

 

Listening and Communicating Actively: Provide an active listening that will allow you to welcome 
the stories and validate the related feelings 

• Choosing a safe place for the individual conversation (where no one unexpectedly enters, no 
distractions). 
• Avoiding interference with communication (interruption, sharing of advice, moralization, 
etc.) before, during and after the conversation. 
• Being aware of your non-verbal communication (body posture, tone of voice, tempo, facial 
expressions, etc.). 
• Planning enough time for the conversation. 

 

Supporting relationship: Support the beneficiary through building a trusting relationship with 
him/her 

• Informing the beneficiary about the specialists (who I am, what the specialist is, what the 
purpose of the meeting / conversation is, etc.). 

• Being not in a hurry in the relationship, "going" at the child's pace. 
• Communicating without preconceptions and evaluation. 
• Speaking about important things to the beneficiary, showing curiosity about the 

beneficiary's attitude, opinion, etc. 
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II Action plan for the education sector professional category 

 

Positive reframing: Widening the provider’s point of view on the beneficiary, to shift his/her 
perspective from focusing on impairments and psychological wounds, to strengths and capacity to heal. 

• Searching together with parents for signs of child’s strengths, encouraging the parents to 
name the child’s strengths. 

• Together with teachers look for the strengths of the child / family / class, encouraging 
teachers to identify the strengths of the child / family / class. 

• Encouraging educators not only to find and see the strengths of the child / family / class, 
but also to praise the child / family / class for strengthening those strengths. 

• Organising psychoeducational activities with children with a purpose to change children's 
negative attitudes towards other children, showing the meaning of misbehaviour and how 
to deal with it. 

• Using the 50/50 method to help teachers / parents find not only the child's difficulties, but 
also the same strengths and resources.  

 

Empowerment: Assisting beneficiaries to reinforce their own qualities, skills, and talents and mobilize 
them. 

• Using the “Caught in the Storm” method to help children / parents / educators discover 
and strengthen their strengths, while breaking down one major difficulty to make it seem 
more overcome. 

• Using “I am. I have. I can. ” method to help children / parents / educators overcome 
feelings of helplessness and passivity, focus on their strengths and talents and use them. 

• Choosing a circle for the child, in which the child would feel able, able, able, confident. 
 

Activation and Agency: Promote the beneficiary’s self-reliance that will allow him/her to overcome 
the traumatic sense of passivity and helplessness and to feel again like the main character of his/her life.  

• Helping educators to express their fears and anxieties about working with different 
children using the “Suitcase of Feelings” method and find active ways to overcome 
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those fears, develop the ability to reflect, promote self-confidence, overcome the 
traumatic sense of passivity. 

• Involving children themselves in drawing up individual help plans, strengthening their 
ability to reflect, highlight their difficulties, discover their strengths, and at the same 
time draw the attention of adults to the child's needs, individuality and opportunities.  

• The Desire Chest method can be used. 
 

Recovery: Integrate trauma-informed care to enhance beneficiary’s emotional recognition and 
accompany his/her own recovery. 

• Looking for causes of difficult child's behaviour, meaning of symptoms, thus making it 
easier for them to stay with it, to endure, to ensure safety. 

• Maintaining the coherence and stability when working with children, thereby 
strengthening children's sense of security. 

• Creating support network, supervisions, case discussion groups for other educators, to 
strengthen their own psychological resilience. 

• Organising support groups for parents, parenting skills training, lectures on topics 
relevant to parents, strengthening parental recovery, the ability to take care of their 
children, withstand the child's feelings and difficulties. 

 

Listening and Communicating Actively: Provide an active listening that will allow you to welcome 
the stories and validate the related feelings. 

• Keeping eye contact, be here and now, reflecting feelings, keeping a safe distance, be at 
eye level with children, a respectful tone, when talking to children. 

• To enable parents / children to hear, to normalize situations, to confirm and stay with 
all their feelings in individual conversations, meetings, class hours, parents' days, 
consultation hours for parents. 

• Creating a supportive, safe environment for disclosure, sharing, etc., with meetings 
only with people involved with the child or case. 

 

Supporting relationship: Support the beneficiary through building a trusting relationship with 
him/her 
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• Organising periodic meetings to help to build a supportive working relationship with the 
children / parents by planning consistent discussions and support. 

• Organising professional days at school or in the classroom, where children’s parents lead 
classes, strengthen community and support. 

• Using the “Hand of Trust” method, where children can think about people who are 
trustworthy, providing security and protection. 

• Encouraging parents to have an individual regular time with their child to build a 
supportive and secure relationship. 

• Promoting a good relationship with students, for example by sending a message to the 
child about their health, support during recovery and that he / she is welcome to return to 
class. 

 

 

III Action plan for the social services sector professional category 

 

Positive reframing: Widening the provider’s point of view on the beneficiary, to shift his/her 
perspective from focusing on impairments and psychological wounds, to strengths and capacity to heal.  

• Allocating specific time for self-reflection after consultation / direct work, to become 
aware of what has been achieved, to test attitudes from the perspective of strengths. 

• Conscious monitoring of one's attitudes towards parents of children - assessing their 
efforts and accepting their limitations. Staing away from the frequent "bad, malicious" 
vision of parents. 

• Gathering information about the client / family from different sources - helps to see a 
fuller picture, powers, strengths. 

• In case of relapses - to notice, highlight progress for oneself and other professionals, 
regardless of relapses. 

 

Empowerment: Assisting beneficiaries to reinforce their own qualities, skills, and talents and mobilize 
them. 
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• Asking targeted questions that will help grasp the client's strengths, opportunities, and 
acquired skills. 

• Helping to stay, accept negative emotions and take the time to purify the space that he 
would like to achieve. To trust, to stay together, not to offer one's options, not to take on 
the role of a savior.  

• Do not deny personality because of actions, help to tilt / exploit available resources 
elsewhere. For example, young people who spend time on the street have leadership skills, 
but they exploit them, say, by stealing. And at work with us, they can reveal them when 
leading a team or being in charge of money by going to the store, and so on. 

 

Activation and Agency: Promote the beneficiary’s self-reliance that will allow him/her to overcome 
the traumatic sense of passivity and helplessness and to feel again like the main character of his/her life.  

• Encouraging people to take responsibility for their own lives when building a relationship.  
• Empowering that person, but also creating practical situations where the person can feel 

independent. For example: Suggest that the biological mother take the first steps towards 
the child - through a joint consultation with the child. 

 

Recovery: Integrate trauma-informed care to enhance beneficiary’s emotional recognition and 
accompany his/her own recovery. 

• Performing the function of a mediator - to bring a message of patience and respect to the 
client, allowing them to go at their own pace, not to overwhelm with the help processes, 
the involvement of other specialists. 

• Raising the expectations by very clearly identifying the stage of change at which the 
beneficiary is.  

• Do not give up, follow your plan, express your position regarding the provision of services, 
while allowing the person to express their position. For example: Do not rush to end 
consultations if you feel you still need them, trust your expertise. 
 

Listening and Communicating Actively: Provide an active listening that will allow you to welcome 
the stories and validate the related feelings. 
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• Not only to hear but also to return to an important topic in the current moment. So 
showing that we are really listening. 

• Helping to show the person’s story for the person themselves (why it seems important to 
share it with us now). 

 

Supporting relationship: Support the beneficiary through building a trusting relationship with 
him/her 

• Bringing reality to the side - helping to identify what needs to be improved. Respectfully 
confronted. 

• Keeping boundaries with support, normalizing different feelings at the same time. 
Maintaining respect even when you disagree with decisions / actions. For example, when a 
young person is misbehaving, share and that we are angry, but also that the young person 
remains important. 

• Creating space for different feelings. For example: To give a message to young people that 
even when they are tired / feel hard emotionally / have a lot of work, they can come to us 
to stay and relax, there is a separate room for that. 

 
 

IV Action plan for the law enforcement and child protection sector 
professional category 

 

Positive reframing: Widening the provider’s point of view on the beneficiary, to shift his/her 
perspective from focusing on impairments and psychological wounds, to strengths and capacity to heal.  

• Reviewing attitudes to different professional categories and professionals; 
• Believing in a child - the investigation will show the way forward, but the initial reaction of 

professionals is important. Work with the attitude “children fantasize, lie, don’t 
understand what happened”; 

• Reviewing attitudes towards the victim in general (both men and women can be violent); 
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Empowerment: Assisting beneficiaries to reinforce their own qualities, skills, and talents and mobilize 
them. 

• Praising a child or person who has reported contacting the police / services for doing 
so; 

• Performin a “I can, I have, I am” exercise with the child to help them identify their 
resources; 

• Separating the needs of the child and parents; 
• Working with carers - helping to identify the carers' own resources; 
• Helping caregivers identify child resources; 
• When working with a probationer - to help him / her identify his / her positive 

resources; 
 

Activation and Agency: Promote the beneficiary’s self-reliance that will allow him/her to overcome 
the traumatic sense of passivity and helplessness and to feel again like the main character of his/her life.  

• Allowing to choose from two options, if available; 
 

Recovery: Integrate trauma-informed care to enhance beneficiary’s emotional recognition and 
accompany his/her own recovery. 

• Clear and calm initial conversation with the child; 
• Introducing yourselves to the child and parents, explaining why are you here, what 

functions do you have. 
• Explain to the child how all procedures will go on; 
• Understanding the behavior of a child / adult who has experienced violence; 
• Understanding the problem of domestic violence (why silent, why not speaking, changing 

the display). 
 

Listening and Communicating Actively: Provide an active listening that will allow you to welcome 
the stories and validate the related feelings. 

• Before taking interventions - name the feelings, show that you see / hear / understand; 
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• Using more open-ended questions and encouragement (“Tell me more” instead of 
interrogation); 

 

Supporting relationship: Support the beneficiary through building a trusting relationship with 
him/her 

• Learning to better understand and recognize the child and their feelings; 
• Understanding the causes of the child's abuse; 
• Organizing debriefing opportunities in a team after difficult events; 
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Handbook in Support of Implementing the 
"Tutors of Resilience" Model 

(ECF) 

 

 

Introduction 

This document collects the action plans prepared by certified facilitators, belonging to the 4 

professional categories (Educators /Teachers, Social Service Operators, Law Enforcement and 

Medical-healthcare Professionals) who took part in the Tutors of Resilience training program 

in Warsaw. 

The goal of this handbook is to provide guidance, during the implementation of the model, to 

professionals who have been trained in one of the several successive sessions supplied by 

professionals who became certified facilitators of the model. 

The text faithfully reports what was prepared and shared with the ECF Project Manager by 

the 4 professional categories. 
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ACTION PLAN FOR THE HEALTH SECTOR PROFESSIONAL CATEGORY 

 

Recovery:  

• Be attentive to your patients' emotional states - seek help/provide support from a specialist 
if necessary 

• Ask about and take into account the basic needs of the patient 
• Keep up your education, increase your knowledge of the different forms of 

treatment/support 
• Adapt the methods you choose as individually as possible to the patient 
• Invite other specialists to work with you - teamwork can be particularly valuable in the 

recovery process 

Listening and Communicating Actively   

• If possible, allow the patient to finish his statements 
• Try to make eye contact, use polite words, remember the name of the patient, 

speak in a calm voice 
• When talking to the patient, make sure to convey at least some reliable knowledge 

in a simple manner 
• Be alert to different (not always illness related) information from the patient or 

observed symptoms which may indicate violence, mental illness - DEMAND 

Positive reframing 

• Ask clearly and simply about the needs and expectations of the client 
• Notice at least 1 resource/good thing/thing the client already has or has achieved  
• Appreciate and name the fact that the patient has reached out for your help 
• Include in your interview  
• how the patient coped with the same or similar situations in the past;  
• what the patient considers to be their success in treatment/disease so far  
• what information the patient needs from you now 
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Empowerment 

• compliment/appreciate previous actions, treatment attempts 
• ask what the patient already knows about his illness (emphasise fact-based 

knowledge) 
• ask about the patient's possibilities and skills that can be used here and now 
• Try to use age-appropriate words/phrases when talking to the patient: 
• age-appropriate 
• adapted to the patient's specific expression 
• adapted to the social context of the client 

Supporting relationship 

• Building trust and resources around the child 
• Assurance of confidentiality  
• Accepting the child so that the child knows they are not bad but their behaviour is 

inappropriate 

Activation and Agency:  

• Giving the child tasks, specific roles in the group/class and responsibility for tasks 
• Encouraging the child to be independent in his/her actions 
• Organising situations so that the child has the opportunity to prove him/herself in 

new situations  

 

ACTION PLAN FOR THE EDUCATION SECTOR PROFESSIONAL 
CATEGORY 

Positive Reframing 

• working on thoughts  
• cognitive-behavioural techniques 
• noticing and naming successes 
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• change in documentation, in the language used 
• drawing on working methods such as motivational dialogue, positive discipline 
• changing the beneficiary's perspective, focusing on expectations and needs 
• going beyond systematic and stereotypical thinking, changing perspectives 
• focusing on the client's resources 

Empowerment 

• Using metaphors to work with the client 
• Arranging survival strategies, asking the child what he/she is struggling with and 

how to deal with it  
• Introducing ways to deal with aggression and anger  
• Working on the child's competences and skills, using his/her resources and talents 

Activation and Agency:  

• Giving the child tasks, specific roles in the group/class and responsibility for tasks 
• Encouraging the child to be independent in his/her actions 
• Organising situations so that the child has the opportunity to prove him/herself in 

new situations  

Recovery: 

• Focusing attention on the child's emotions 
• Providing knowledge about trauma and its effects - raising awareness 
• Supporting the child to talk about their emotions 
• Supporting the child to seek other professionals, seeking new forms of support for 

the child 
• Creating a multi-disciplinary team working to help the child 

Listening and Communicating Actively  

• Establishing communication principles, talking about yourself and not others 
• Using communication based on NVC 
• Giving the child our attention 



 

5 

 

Implemented by 
 

 
 

The content of this document represents the views of the author only and is his/her sole responsibility. The European Commission does 
not accept any responsibility for use that may be made of the information it contains. 

This document was funded by the European Union’s Rights, Equality and Citizenship Programme (2014-2020). 

 

• Knowing the criminal procedures and rules of intervention when a child reports 
violence 

• An open attitude - honesty and openness to the child and their needs  

Supporting relationship 

• Building trust and resources around the child 
• Assurance of confidentiality  
• Accepting the child so that the child knows they are not bad but their behaviour is 

inappropriate 

ACTION PLAN FOR THE SOCIAL SERVICE PROFESSIONAL CATEGORY 

Positive reframing 

• Looking for exceptions, showing alternative possibilities of action 
• Helping to find life goals that are hopeful for the future (building the future) 
• Considering ways to cope with the situation and improve life (diagnosing difficulties and 

how to use one's strengths to cope with them) 

Empowerment:  

• Complementing, motivating and looking for resources - recognising them  
• Helping to identify professional predispositions and how to use them in life 
• Searching for past successes  
• Searching for interests together with the beneficiary  
• Examining how I used to cope with difficult situations, developing strategies on how to 

cope with difficult situations 

Activation and Agency:  

• Searching for opportunities to gain new professional qualifications together with the 
beneficiary 

• Help with enrolling children in day-care centres 
• Finding ideas and support for spending time together with the children  
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• Maintaining regular contact with the school 

Recovery: 

• Finding an appropriate long-term support path for the beneficiary e.g. psychotherapy, 
group classes, parenting school, support group 

• Support with regular visits to professionals  
• Work with family assistant/contract 
• Supporting recovery, sharing emotions 

Active listening, Listening and Communicating Actively  

• Using communication methods such as paraphrasing, mirroring 
• Following what the beneficiary brings, naming feelings  
• Adapting language to the client and their developmental period 
• Being able to focus the conversation 
• Creating the right conditions for talking with beneficiaries (time and place) 

Supporting relationship 

• Accompaniment in carrying out tasks 
• Regular meetings, individual approach to the beneficiary 
• Mutual respect and non-judgmental attitude during meetings 

 

ACTION PLAN FOR THE POLICE PROFESSIONAL CATEGORY 

Positive reframing 

• Showing a new perspective 
• Looking for resources to deal with difficult situations 
• To share and extend one's knowledge (scenarios, brochures) 

Activation and Agency:  
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• Creating interdisciplinary teams to help the beneficiaries 
• Conducting super missions for employees 

Empowerment:  

• Conducting prevention workshops  
• Hearing children in accordance with legal procedure 
• Hearing children in appropriate conditions  

Recovery: 

• Having a calm conversation with the child 
• Explaining to everyone what the purpose of the conversation is and why you are talking to 

the child 
• Knowing about violence, its effects and how the victim reacts and behaves after such an 

experience 

Listening and Communicating Actively  

• Using paraphrasing and open questions 
• Being open and understanding of the emotions of the person you are working with 

Supporting relationship 

• Understanding the emotions of the child and their carers 
• Superiors after difficult experiences for staff 

 

 

 


