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Section lll. Veteran Engagement and Service Delivery A. Military Cultural Competency

“@Give an Hour”, a non-profit network of mental health professionals who volunteer to donate an hour

of free mental health services each week for military personal, their families, and the community has
incorporated Department of Defense “free” military cultural competency trainings into their volunteer
orientation. Mental health professionals who volunteer are encouraged to learn more about military culture
through an online module and a separate handbook created by the National Center for PTSD. A handbook
created for military servicemen and their families about deployment is also offered. This is an excellent
resource for clinicians. These resources can be found on the “Give an Hour” website (www.giveanhour.org).
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i. Outreach Challenges

A recent Boston Globe article
chronicled the experiences

of several veterans who

talked about their need for

an adrenaline rush. One
Marine veteran complained

of the transition from a high
stress environment to being
home and encountering
“peacefulness,” which had
become unfamiliar. He got

into barroom fights because

it was the closest experience

to combat he could find. One
veteran said, “I was looking for
that rush, and you just couldn’t
find it.” Other veterans drove
90 miles per hour to achieve
the exhilaration they needed.™
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Negative perceptions about VA- When all of this has been

based care, particularly among accomplished, effective outreach
female veterans, as well as lack is an indispensable step toward
of access to VA facilities for success. However, before

rural veterans and those with crafting an outreach campaign,
eligibility issues (e.g., dishonorable it is important to understand

discharge), can lead veterans to where our demobilizing
community-based organizations as military members go for
a preferable, more easily accessible information. While the chart

source of care. Community- is based on information from
based organizations can attract a RAND study of National
veterans and ease their concerns Guardsmen and Reservists,
by understanding the barriers to it is also applicable to active

service engagement, becoming duty members.
knowledgeable about the norms

of military culture, and paying

attention to appropriate staffing

and program design. Please

see page 25 for tips on how

community-based organizations

find and recruit female veterans

even when the women do not self-

identify as veterans.

RAND Study Deployment Experiences of Guard and Reserve Families
Implications for Support and Retention

Service members and spouses turn to families first for information, then

to faith-based groups, then to friends and neighbors. Family, faith-based
groups and neighbors are likely to draw on community-based organizations
and the internet for information. Because TriCare and Family Readiness are
the top military resources now used, community-based organization serving
veterans should be on the resource lists of these organizations.
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Section lll. Veteran Engagement and Service Delivery

Brochures

Effective Brochures and Flyers

Lessons Learned

Staff turnover made contact
information printed on the
brochure obsolete.

If you have multiple program
components and multiple
audiences, create separate
brochures custom tailored to
appeal to a specific audience.
Each brochure should have
the consistent “look and feel”
of the overall program.

Veterans are accustomed

to DoD and VA language
that is forceful. Participation
is often mandatory. While
veterans and families/
friends often prefer services
provided by community-
based organizations, include
endorsements and seals from
endorsing National Guard
Bureau/Reserves to increase
comfort level.

Integrate the strength of

an easily updated 8 %2 x 11
flyer within the format of a
higher quality but more static
brochure.

ii. Maximizing Traditional Outreach to Veterans

Use a title instead of a staff person’s actual name. Be
sure the phone/e-mail is answered by staff dedicated to
veteran service delivery.

When using a name, leave enough space around the
contact information section of the brochure to apply a
sticker displaying current contact information.

Tell the reader what he/she can expect along with a
“value proposition” (e.g., free child care and meals and
travel reimbursement while gaining or improving skills,
knowledge, housing, job, etc.).

When providing mental health services use non-medical
language.

Use recognizable photographs from the local community
in addition to stock photography.

Use language that is inviting and emphasizes choice.

Use Frequently Asked Questions (FAQs) as an effective
way to share facts.

Use testimonials from peers of the target audience.
When launching a new program, ask for testimonials
about the need for these new services.

Create Memorandum of Understandings or informal
partnership with state National Guard Bureau or other
veteran referral sources.

Create a fold-up flap to create an inside pocket to
secure a tri-fold 8 %2 x 11 flyer inside a brochure. This
allows the inclusion of time sensitive or rapidly changing
information (a new service or program) without
reprinting the whole brochure.
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ii. Maximizing Traditional Outreach to Veterans

Effective Brochures and Flyers

Flyers on bulletin boards in Create flyers with tear-off information tabs along the
public places, armories, VA bottom of the flyers.
hospitals or clinics, and job

placement agencies require Urge readers to enter the contact information into their

veterans to have a pen and cell phones.

paper to copy the contact

information.

Ensure the flyer design retains Invest in developing an attractive, recognizable program
program branding and the logo.

look and feel of the program’s

ST e e Use the same or similar headlines and text as in other

program materials.

Please see the Resources section on page 49 to compare and contrast Community Circles
brochures. Traditional media—brochures, flyers, newsletters, print ads, or a print ‘free’ media
article—allows for a “hard copy” of information that is tangible to the veteran or family
member and friend. It can be carried on their person or hung on a refrigerator or a bulletin
board and can be easily retrieved when it's time to seek services. Yet social media, which is
discussed in the next section, is more readily shared. Combining traditional media and social
media will support the greatest dissemination of messages about services.
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Section lll. Veteran Engagement and Service Delivery B. Effective Outreach and Engagement
iii. Outreach to Veterans in the Digital Age

) Blog: A web site that contains an online personal journal with reflections, comments, and often hyperlinks
provided by the writer.

Wiki: A web site that allows visitors to make changes, contributions, or corrections to other visitor’s
publications.

Tweet: A post or status update on Twitter, a microblogging service.

Social Network Sites: Facebook, YouTube, MySpace, LinkedIn, Plaxo, etc.??

18 Engaging Veterans and Families To Enhance Service Delivery




Section lll. Veteran Engagement and Service Delivery B. Effective Outreach and Engagement
iii. Outreach to Veterans in the Digital Age

"...young veterans
aren’t meeting over
games of pool at
legion halls. They're
meeting online.”*




Section lll. Veteran Engagement and Service Delivery B. Effective Outreach and Engagement
iii. Outreach to Veterans in the Digital Age

) Quick Tips on Gaining Permission to Use Cell Phone Numbers

One challenge of conducting a “texting campaign” is gathering veterans’ cell phone numbers and permission
to use them. To facilitate this:

 Design intake forms (online and print) to collect mobile phone numbers and permission to send text messages.
e Offer an “opt out” feature.
e Demonstrate or sample the information to be received.
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iii. Outreach to Veterans in the Digital Age

Social Media ' Search Content Ads Radic&TV PSA
e

-
i

“Syndication Content and Enrollment Platform




Section lll. Veteran Engagement and Service Delivery B. Effective Outreach and Engagement
iv. Connecting With Veterans, Families, and Friends

) The Yellow Ribbon Reintegration Program is “a national combat veteran reintegration program to provide
National Guard and Reserve members and their families with sufficient information, services, referral, and
proactive outreach opportunities...” The program offers events for soldiers and their families during pre-
deployment, deployment, demobilization, and post-deployment. Within the program’s web site is a resource
page with links to organizations that address the needs of service members. To be listed as a resource

or participate in Yellow Ribbon events, contact your local National Guard Unit or your state’s Joint Force
Headquarters and ask to speak with their Yellow Ribbon Program Office.®* http://Awww.dodyrrp.mil
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iv. Connecting With Veterans, Families, and Friends

Lucy Zammarelli, Director of Mental Health Services, Willamette Family, Inc, Eugene, OR.
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Section lll. Veteran Engagement and Service Delivery B. Effective Outreach and Engagement
iv. Connecting With Veterans, Families, and Friends

Create partnerships with community based
organizations that serve women and seek
permission to do in-person recruitment

. N including participating in the organizations
b ; &’ events by having an information table with staff
- (preferably female veteran or military affiliated).

Examples include:

A e Head Start and/or other providers of child
b care (particularly subsidized care)

e Domestic Violence Shelters/ Organizations
including Rape Crisis Hotlines

e Public Health Clinics and obstetrics/
\ gynecological practices or women’s health
\ hospital based services as well as hospital
l social workers

‘ e Parent Teacher Associations or Councils in
elementary schools

e Juvenile Justice and Family Court social
workers
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Section lll. Veteran Engagement and Service Delivery C. Enhancing Service Delivery
i. Method One: Understanding Trauma-Informed Care

“When you think veteran —
you don’t think of women.
As much as society is trying
to change, it's still a man’s
world."”

Homeless Californian Woman Veteran

“There was a lot of sexual
harassment and sexual assault
that probably factored into

my drinking more. | think my
homelessness came from poor
choices because of my drinking.”

“Some women come into the military
with stuff from their childhood and
that exacerbates, especially when you
have to prove yourself equal to the
guys. You think you're fine but then
something comes up”

CA Homeless Female Veteran
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i. Method One: Understanding Trauma-Informed Care

Children and Trauma

Children in military families face unique challenges

in comparison to their non-military peers. Children

of active duty military families have to cope with the

stress of moving to new bases;

having a frequently absent parent

who then reintegrates into the .|

family; or potentially manage a Ly

parent’s death or severe injury. i

Military children may become 1‘ %1

traumatized by these experiences. ' oy !
b

The National Child Traumatic

Stress Network offers guides for
families, medical providers, and :
educators on how to tailor services ,\
to a child who has experienced a . .
traumatic event associated with | ,,
a parent serving in the military.

Guides and other resources

regarding military child trauma

can be found at The National ‘ {
Child Traumatic Stress Network's - \
website: http://www.nctsnet.org/ |
nccts/nav.do?pid=ctr_top_military. *

) Sesame Workshop’s Talk, Listen, Connect initiative offers bilingual resources and support to military
families with young children facing challenging transitions in their life including coping with deployments,
homecomings, injuries, and death. For more information and to download and view these resources, please
visit sesamestreet.org/tlc. Major support for Sesame Workshop's Talk, Listen, Connect initiative has been
provided by Defense Centers of Excellence for Psychological Health & Traumatic Brain Injury, Irag Afghanistan

Deployment Impact Fund of the California Community Foundation, BAE Systems, Walmart Foundation,
American Greetings, and Military OneSource. Additional support has been provided by Lockheed Martin
Corporation, New York State Office of Mental Health, McCormick Foundation, USO, Military Child Education
Coalition, Joseph Drown Foundation, BNY Mellon, Oshkosh Defense, Department of Veterans Affairs — Vet
Center Program, and Corporation for Public Broadcasting.
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Training in Trauma-Informed Care

The National Center on Family Homelessness and
the Center for Social Innovation have partnered to
create T3, an innovative training institute committed
to improving the skills and knowledge of people
working in health and human services. T3 is founded
on the belief that a skilled workforce is critical

to mounting a serious response to our nation’s
complex social problems. Through self-paced online
units, advanced skills courses, and onsite trainings,
T3 offers evidence-based, skills-focused training

on trauma, trauma-informed care, motivational
interviewing, and other relevant topics.*

Learn more at www.ThinkT3.com

t
think » teach » transform

Trauma-informed service providers will be able to see through the lens
of understanding how trauma impacts veterans’ world view. This lens
allows the service provider to focus on how to help the veteran establish
control and security in their work and home environments so the veteran
can experience success, rather than having service providers focus on

what is “wrong” with the veteran.>°
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Section lll. Veteran Engagement and Service Delivery C. Enhancing Service Delivery
ii. Method Two: Addressing Traumatic Stress

) Community Circles project features specialized group therapy for veterans’
families and includes other program components, including facilitated peer-
to-peer counseling and/or recreational events. These peer to peer activities
provide opportunities for military families to express their frustrations, share
experiences, and relate to others who best understand their experiences

and challenges. Community awareness campaigns are tailored to the local
needs of each site. Activities include workshops, lectures, discussion groups
for military members/veterans and their families, community social services
providers, law enforcement groups, educators, faith-based groups, social
organizations and the general public.
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Re-experiencing Hyperarousal

Avoidance Emotional Numbing
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ii. Method Two: Addressing Traumatic Stress

“The best part was that
we both committed to
doing this group.”

Program participant

Skills Learned

e Taking a Time-Out
e Breathing Calmly

e Enhanced Listening
e Paraphrasing

e Sharing Thoughts
e Sharing Feelings

* Problem Solving

e Decision Making

“(This Group) is
life-altering.”

Program participant

“For the first time in my life
| realized why | used drugs
and alcohol and why | have
argued with my wife.”

“| feel it (the group) helped
in our communication and Program participant
helped our marriage.”

Program participant
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ii. Method Two: Addressing Traumatic Stress

“| like that my mom can
go with me. She wants
to help but doesn’t have
any way to help me. It's
frustrating.”

“My husband doesn’t
understand me anymore.
Even | don't get it (PTSD).
| want to be a part of this
group.”
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ii. Method Two: Addressing Traumatic Stress

) Expressions of Anger %

Passive Response: Expressing emotions but failing to respect one’s rights
and feelings.

Assertive Response: Expressing emotions with mutual respect for the
rights and feelings of one’s self and one’s partner.

Aggressive Response- Expressing emotions that violate the other person’s
right to be treated with respect and convey a serious lack of concern for
the person’s feelings and safety.
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iii. Method Three: Online Therapy

One type of interapy is based on
cognitive behavioral therapy and is
illustrated by the service offerings of
Prevail Health Solutions.

Prevail Health Solutions is an online
service that offers behavioral health
and wellness programs. Prevail
offers a product called Vets Prevail
that addresses PTSD for recent
veterans through three types of
care: cognitive based therapy,
motivational interviewing, and peer
support. Multimedia presentations
deliver the cognitive based therapy.
An instant message function allows
veterans to talk with social workers
and peers creating a supportive
environment in which the soldier
knows he/she is not alone. Also, the
program encourages the veterans
to engage in healthy activities to
promote a successful transition

to civilian life.” Prevail Health
Solutions has 2,500 registered
users as of 6/14/10.7¢ Learn more at
http://prevailhs.com.
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Resources
Appendix;

NOTE: The National Center on Family Homelessness does
not endorse any specific training, services or providers,
nor is responsible for the content found on the following

websites.
Sources of Referrals/Connectivity to Veterans

Federal Referral Sources:

Department of Defense
http://www.defense.gov/

Military Home Front
http://www.militaryhomefront.dod.mil/

Yellow Ribbon Reintegration Program
http://Awww.dodyrrp.mil/

Department of Veterans Affairs
http://www.va.gov/

Vet Success
http://vetsuccess.gov/

Homeless Veterans
http://www1.va.gov/HOMELESS/index.asp

Center for Minority Veterans
http://www1.va.gov/centerforminorityveterans/

National Center for PTSD
http://Awww.ptsd.va.gov/

Gl Bill
http://www.gibill.va.gov/

My HealtheVet
https:.//www.myhealth.va.gov/mhv-portalweb/anonymous.
portal?_nfpb=true&_nfto=false&_pagelabel=mhvHome

National Resource Directory
http://www.nationalresourcedirectory.gov/

Army Career and Alumni Program
http://www.acap.army.mil/veterans/veterans.cfm

US Army Wonder Warrior Program
http://www.aw2.army.mil/index.htmi

Warrior Care
http://Awww.warriorcare.mil/

Marines: Manpower and Reserve Affairs
https://Awww.manpower.usmc.mil/portal/page?_pageid=278,1&_
dad=portal&_schema=PORTAL

Department of Labor: Veterans’ Employment and Training
Services
http://www.dol.gov/vets/

United States Department on Health and Human
Services: Substance Abuse and Mental Health Services
Administration

http://www.samhsa.gov/vets/index.aspx

State/Local Referral Sources:

Network of Care for Veterans and Service Members:
California and Maryland
http://veterans.trilogyir.com/clients.cfm

Links to State Office of Veterans Affairs
http:/Awww.va.gov/statedva.htm

County Veteran Service Officers
http://www.nacvso.org/modules.php?name=Content&pa=show
page&pid=10

Town Veteran Service Officers
Contact local city/town

Adjutant General of State National Guard
Contact local state National Guard

Contact your Congressmen
http://www.congress.org/congressorg/directory/congdir.tt

Public, Private,
Community Colleges
Contact Dean of
Student Affairs
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American Red Cross
http://www.redcross.org/

Veterans of Foreign Wars
http://www.vfw.org/

American Legion
http://www.legion.org/

Network of Care for Veteran and Service Members: Library

http://sandiego.networkofcare.org/veterans/library/index.cfm

211, Information and Referral Search
http://www.211.0org/

Service Women's Action Network
http://www.servicewomen.org/index.asp

Grace After Fire
http://Awww.graceafterfire.org/

Coalition for Iraqg and Afghanistan Veterans
http://coalitionforveterans.org/ciav/home/

Iraq and Afghanistan Veterans of America
http://iava.org/

American Veterans
http://www.amvets.org/

Military Officers Association of America
http://www.moaa.org/

National Association of County Veterans Service Officers
http://www.nacvso.org/

Swords to Plow Shares
http://www.stp-sf.org/

Veterans Assistance Foundation
http://www.veteransassistance.org/

Wounded Warrior Project
http://Awww.woundedwarriorproject.org/

National Association of American Veterans
http://www.naavets.org/index.asp

National Coalition for Homeless Veterans
http://www.nchv.org/
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National Military Family Association
http://www.militaryfamily.org/

National Veterans Foundation
http://Awww.nvf.org/

Veterans of Modern Warfare
http://www.vmwusa.org/index.php/about

TurboTap.org
http://www.turbotap.org/register.tpp

Real Warriors
http://www.realwarriors.net/

After Deployment

http://www.afterdeployment.org/web/guest/home

Armed Forces Crossroads
http://www.afcrossroads.com/index.cfm

Warrior Gateway
http://www.warriorgateway.org/

Military.Com
http://www.military.com/

Army Emergency Relief
http:/Awww.aerhg.org/

Navy-Marine Corps Relief Society
http://www.nmcrs.org/

Air Force Aid Society
http://www.afas.org/

Coast Guard Mutual Assistance
http://Awww.cgmahg.org/

Defense and Veteran Brain Injury Center
www.dvbic.org/index.html

Brain Line
http://www.brainline.org/

Student Veteran Association
http://Awww.studentveterans.org/index.php

National Amputee Foundation
http://www.nationalamputation.org/

National Veterans Legal Services Program
http://Awww.nvlsp.org/




Department of Veteran Affairs

National Center for PTSD

PTSD 101: Military Culture
http://www.ptsd.va.gov/professional/ptsd 101/course-modules/
military_culture.asp

Essential Learning

Military Cultural Competence
http://Awww.essentiallearning.net/student/content/sections/
Lectora/MilitaryCultureCompetence/index.html

Center for Deployment Psychology

Course 101: Military Culture and Terminology
http://www.deploymentpsych.org/training/training-catalog/
military-culture-andterminology/

Swords to Plowshares

Combat to Community
http://www.combattocommunity.org/

Military Spouses Corporate Career Network
http://www.msccn.org/

Recruit Military
https://Awww2 recruitmilitary.com/

Veteran Employment and Training Services
http://Awww.dol.gov/vets/

VetlJobs
http://www.vetjobs.com/

VeteranEmployment.Com
http://www.veteranemployment.com/

VeteranJobs.Com
http://Awww.jobsdvets.com/

Veterans Green Jobs
http://veteransgreenjobs.org/

Military Job Zone
http://Awww.militaryjobzone.com/

Military Exits
http://Awww.militaryexits.com/

Walmart
http://walmartstores.com/careers/7787 .aspx

The Department of Defense
http://www.defense.gov/

Give an Hour
http://www.giveanhour.org

The Iraq War Clinician Guide
http://www.ptsd.va.gov/professional/manuals/irag-war-clinician-
guide.asp

The Soldier/Family Deployment Survival Handbook
http://www.giveanhour.org/skins/gah/display.
aspx?moduleid=2a285ab0-5db1-4f36-9b91-f2263¢
973c32&mode=user&CategorylD=b34c8bf1-e565-
409d-9b84-65ef48936ef0&Action=download_
resource&ObjectlD=b1883cf2-1045-43c1-91b4-
783a21bb73ea&IgnoreTimeOQut=true

DoD, VA, State, and Community Partnerships in Service to
New Veterans and Their Families
http://www.apsa.org/portals/1/docs/svi/KudlerSAMHSA0808.ppt

Presentations on Veteran Suicide and Returning Veterans
http://www.healthandperformancesolutions.net/Give %20
An%?20Hour/GAH_71008.html

http://www.healthandperformancesolutions.net/Give %20
An%?20Hour/GAH_62408.html
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Army
http://www.army.mil/

Navy
http:/Awww.navy.mil/swf/index.asp

Marines
http://www.marines.mil/Pages/Default.aspx

Air Force
http://www.af.mil/

Coast Guard
http://Awww.uscg.mil/

Military.Com
http://Awww.military.com/

Acronym Lists for Military Cultural Competency:

Department of Defense Dictionary of Military Terms
http://www.dtic.mil/doctrine/dod_dictionary/

MilitaryWords.Com
http://www.militarywords.com/

Military Acronyms and Abbreviations
http://Awww.militaryacronyms.net/

Social Media Consultants:

Heather Mansfield

DIOSA Communications
www.diosacommunications.com

Commonwealth Creative Associates
http://www.commcreative.com/

(877)620-6664
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Google Adwords:

Google offers free advertising through Google Grants. To
qualify for a Google Grant an organization must be 501(c)(3)
non-profit and not have a website that solicits for car, boat,

or real-estate donations. Other requirements of Google Grants
can be found by following the link below. To be considered
for a grant an application must be filled out containing sample
search key words that would prompt an organization’s ad to
appear, a sample of the ad that would appear, and a brief
statement about how an organization would benefit from the
grant. Organizations can receive a $10,000 dollar a month grant
to be applied to Google Adwords. There is no set end date to
the grant as long as an organization is actively engaging the
Adwords program. Please follow the link to learn more:

http://Awww.google.com/grants/details.html

PTSDITBI: Overlapping Symptoms

¢ Sleep disturbances/insomnia/fatigue

¢ Irritability/anger/aggression

e Problems thinking and remembering

e Changes in personality

¢ Withdrawal from social, work, family activities
e Hypersensitivity to noise

(Drake, Defense and Veteran Brain Injury Center, 2009)
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Brochures:

Other National Center for Homelessness
Veterans Publications:

Understanding the Experience of
Military Families and Their Returning
war Fighters: Military Literature and
Resource Review, January 2010.
http://www.militaryfamilylifeskills.org/
downloadables/NCFH_MilitaryLitReview_
web.pdf

Organizational Guide to Providing
Trauma-Informed Care to Female
Veterans

(to be released September 2010)
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This was written by Risa Greendlinger and Peter Spadoni and with contributions from John
Kellogg and Ellen Bassuk, M.D. A number of individuals provided feedback that greatly improved
the quality and relevance of these materials, including Michael Amiet (Prevail Health Solutions),
Myles Bristowe (Commonwealth Creative Unified Marketing), Bruce Bronzan (Trilogy Integrated
Resources), Amy Fairweather (Swords to Plowshares), Steffany Fredman, Ph.D. (National

Center on Post Traumatic Stress Disorder and The Boston VA Medical Center), Megan Grandin
(National Center on Family Homelessness), Kathleen Guarino (The National Center on Family
Homelessness), Megan Klein (Coalition of Iraq Afghanistan Veterans), Heather Mansfield (DIOSA
Communications), Candice Monson, Ph.D. (National Center for PTSD and The Boston VA Medical
Center), Yaniv Newman (Swords to Plowshare), Casey Taft, Ph.D. (National Center for PTSD

and The Boston VA Medical Center), Barbara Van Dahlen (Give An Hour), Michael Vanderwood
(Swords to Plowshares), and Katie Volk (The National Center on Family Homelessness). Bob
Lukens, Logica Design, provided the layout and design.

The Tool Kit for Effectively Engaging and Delivering Services to America’s \ieterans and their
Families is a product of The National Center on Family Homelessness on behalf of the
Community Circles of Support for Veterans’ Families, created and designed with funds from the
Walmart Foundation.

The US DOL Women's Bureau Region IX funded a two part demonstration project for California
homeless female veterans and the community-based organizations that provide them with
services. This tool kit contains a summary of that project.

For more information on this initiative, please contact The National Center on Family
Homelessness, 181 Wells Avenue, Newton Centre, MA; (617) 964-3834, www.
familyhomelessness.org/resources

Public Domain Notice

All material appearing in this report is in the public domain and may be reproduced or copied
without permission from The National Center on Family Homelessness and the Walmart
Foundation. However, citation of the source is appreciated. No fee may be charged for the
distribution of this material.

Recommended Citation

Greendlinger, R. and Spadoni, P. (2010). The National Center on Family Homelessness.
Available at www.familyhomelessness.org/resources.
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