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Fremy, D : Amelioration des soins des mineurs victimes d'agression sexuelle ou de maltraitance:
un centre d'accueil et partenariat entre 1'hopital universitaire et l'hopital psychiatrique.
(Improving the nedical treatment for minors who are victims of sexual assault and physical
abuse : a centre through a partnership between a university hospital and a psychiatric hospital)
Sante publique 2003, 15 (n° hors serie) ppl79-284
Summary : The aim of the partnership is the establishment and operations of a centre open
24 hours a day which receives and treat adults and underage victims of sexual assault and
physical abuse from greater metropolitan area of Beasncon. The centre also provides victim
and their families with adapted forensic and psychotherapeutic assistance. The mechanism to
carryout the project will be set out in a contact between the two pospitals, including the
resouces of the two institutions. The centre will fit into the existing network of partners
which is already operational in Besancon. The role of the University of Besancon and the
Faculty of Medicine will be to promote research in the field of physical abuse, its cause and
effects, and and to train future physicians who will later be in charge of handling these types
of cases in their careers.
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75 Y AKX Taub Z#EDHT (1)
@nifty X —)V : KX [Re : Short Visit-Investigation for Child Abuse in France
Dear Ms. Dr. Gaby Taub : Chair-Person,

I found your name in recent ISPCAN Directory as a chair-person of French Society for Prevention of
Child Abuse and Neglect.

I would ask you if you could help our short visit-investigation regarding child abuse in France.

Child abuse cases have seen a 20-fold increase in Japan over the past 15 years. Based on the latest
survey, the number of new cases of child abuse estimated to arise is put at 34,000 per year.

With this as a background, the Ministry of Health, Labor and Welfare, Japan enacted the Child
Abuse Law in the year 2000, with revisions to the Law to be made in three years (i.e., autumn of this
year).

Rainbow Center was established in connection with this problem. It seeks to gather relevant infor-
mation both from at home and abroad, and has begun training professionals in the field of child

abuse.

Our Children's Rainbow Center at this time has been requested by the Japanese Ministry of Health,
Labor and Welfare to conduct a field survey regarding child abuse in France and Germany.

The reason is that although both of these nations have been moving ahead with child abuse initia-
tives, they are virtually unknown here in Japan.

We wish to obtain as much information as possible overseas before undertaking the upcoming

revisions to our existing Child Abuse Law.
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The targets of our survey would include the following : the present status and incidence of child
abuse, mortality rate, key measures in child welfare or abuse-related legislation,improvements
taking place in government organizations dealing with child abuse, approaches to the problem, if
any, by the private sector, hospitals or medical institutions, availability of child abuse information
via organizations, involvement of law enforcement and courts, child therapy, new treatments,
availability at facilities, etc. We would like to survey the systems now in place to deal with child
abuse in these countries, and at the same time make a study tour to observe things on the front
line.

We would also hope to see prevention measures in the field, to see what communities provide in the
way of assistance to parents and children, along with any specific steps for at-risk children and at-
risk families : for example, how many professionals are stationed where (e.g., midwives, nurses,
welfare professionals, etc.), what legal recourse exists, the education and training of professionals,

etc.

The Survey Team will consist of the following five persons, all of whom are members of the
JaSPCAN:
Mr. Masato Hirayu Lawyer, Vice-President, JaSPCAN

Mrs. Yukiko Takahashi Jurist, Heisei-Teikyou University

Mr. Wa-ichiro Iwashi Jurist, Waseda University
Mr. Jun Saimura Specialist in child social work, Aiiku Research Institute
Mr. Ichiro Matsui Pediatrician, Childrena's Rainbow Center (Chief of Survey Team)

The Survey Team would leave Japan on June 29, and spend one week in Germany and France,
respectively. As for places to visit, we are contacting lawyers, social welfare experts and medical
people in the field. A few have answered (July : meeting with Prof. Dr. Wiesner in Berlin : sugges-

tions regarding other facilities, etc.).

I sent a mail a week ago to Prof. Tilman Furnis, Muenster Univ., getting no response at present.

We would be most grateful if you could give us the names and how/where to contact heads of
facilities in connection with our survey, particularly in connection with something proven to be
effective in France, e.g., in-hospital systems (diagnoses, etc.), ways to deal with at-risk children

(premature infants, twins, etc.).
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Thanking you in advance for your kind reply.

Sincerely, Yours,

Ichiro Matsui, M.D.

Children's Rainbow Center : Japan Information and Training Center for Problems related to Child
Abuse and Adolescent's Turmoil.

983 Gumisawa-cho, Totuka-ku, Yokohama, Kanagawa 245-0062, Japan

E-mail: 1) gzx01540@nifty.ne.jp 2) matsui@crc-japan.net

75 v AXE Taub X EHT (3)

Dear Ms. Taub,
I am sending you information on our detailed projects in connection with our visit-survey to France

next month in an attached file of this letter.

Our projects are very wide-ranging and concern many areas of child abuse protection activities, so
we hope to obtain or purchase basic manuals or textbooks on child abuse published in your country
(written in French).

Is it possible to ask you to select some and prepare them in advance for our visit?

We have only five week-days in Paris in which to visit many agencies for our study, so there is very
little time to go to bookstores. It would be very helpful if you could arrange to put together some of
these materials needed for child abuse study.

Thanking you in advance for your kind reply.

Sincerely Yours,

Ichiro Matsui, MD.

®’MI771I01

Detailed projects of the present survey (What we wish to know)

#1 Fundamental statistics on child abuse.

Do you have an "official" annual count of child abuse cases by the government?
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+ Do you have federal statistics or state statistics?

+ Do you have records of child abuse incidence / child population / year?

- What is your impression of child abuse trends and characteristics?

- Do you have an "official" classification of child abuse?

+ Does the classification involve physical abuse / child neglect / sexual abuse / or psychological
abuse?

- Do you have death counts by child abuse / cases per year?

+ How do you differenciate child abuse from discipline (bad upbringing) ?

#2 Major changes in the legal system for child abuse protection during the last century.

#3 Main strategic measures for combatting child abuse today.

- What are the major points for child abuse protection in your country ?

+ Can we obtain the scheme diagrams or manuals you use regarding child abuse protection?
- What is the basic policy of the federal government for protection against child abuse?

- What is the state government's role in protection against child abuse?

+ What is the relationship between the federal and the local government?

#4 Mandated (‘offically" appointed) agency for child abuse reporting.

+ Are mandated reporter and mandated reporting defined by law ?

- Do you have official mandated agencies or information centers in every community?
+ Do you have telephone hotline in the community?

+ Is there any penalty for child abuse reporting?

#5 Role of jurisdiction, courts (juvenile court), prosecutor, lawyer, or judge.
+ Have judges enough experience in child abuse (and child welfare) cases?
- Do you have a system for training judges for child abuse (welfare) cases?
- Are the judges trained as specialists for child abuse cases?

+ What kind of evidences do judges consider to be important?

#6 Role of Non-Governmental Organizations (Non-Profit Organizations).

+ Are there many NGOs (NPOs) in a community?
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- Is the basis of NGOs belonging to a religious party or other group?

+ How the NGOs are supported financially?

+ Is the NGO network active in the local comminity?

+ What do you think about actual conditions and the significance of NGO?

* Does NGO act in cooperation with official agencies?

#7 Role of police.
+ How many cases are reported to the police as child abuse?
- What action do they take after a child abuse case is reported to them?

+ How many cases go to criminal court?

#8 Emergency custody

+ How does a social worker investigate in the home?

- Are home investigations carried out by law?

+ Is there coordination between social workers and police ?

- What kinds of care are provided for children under protection?

+ How a social worker persuade a child abuse fact to the parents ?

- What is the role of the lawyer and judge in a case of emergency custody?

#9 Activity of social worker (Mr. Saimura).

#10 Procedures after child abuse reporting (relational flowgram).

+ Do you have any flowchart (or manual) for child abuse reporting and the procedures after the
reporting ?

- Can we have a copy?

- How a social worker "assess' es the reported children and parents?

- Do you have a standard on "risk assessment" for child abuse cases?

- Can we have a copy?

#11 Treatments for abused children and abusing parents
+ Legal basis for the treatments? (federal or state law?)

- Treatment for children :
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Give your opinion in regard to the following types of care : foster care : adoption : group home care :
protective services (institutions, workhouse, reform school, etc.)

- Treatments for parents :
Please give us your opinion of the following type of therapy : counceling : classes for parenting :

therapy program : self-perception : group therapy approaches : etc.

#12 Primary prevention measures for child abuse.

- Do you have a list of "at risk" children, parents, or families for child abuse?

- Do you have a support system in place for "at risk children" and their families as premature birth,
or twin birth, etc. in the hospital or medical institutions?

- How do you maintain the "well-being" of children in the community?

- Is there a Legal basis?

- Who and what agencies support a "family at risk" in the community?

- Is there good cooperation between social workers and medical professionals
(doctors, nurses, midwives, health visitors) ?

+ Would you give us a rough idea of maternal-child health policy and activities in your country?

+ Can we obtain printed information on Maternal-child statistics?

A"TF774I02

#9 Activity of social worker (Mr. Saimura).

Present Conditions and Problems of Social Work in Japan

#1 Measures for social worker burnout syndrome

Help for abused children is characterized by intervention with or without regard for the parent's
wishes, because it starts with information on a case of abuse. This will presumably result in some
inevitable antagonism on the part of a parent. Especially in Japan, it is the child guidance centers
which are vested with the principal authority or function to handle cases of abuse, including accep-
tance of notice, investigation (including site-visit), temporary custody (including legal custody), and
introduction to child care facilities or foster parents. Therefore, cases are rapidly increasing in which
a parent resorts to violence at the site inspection or threatens to take over or see the child in a case

of authorized custody. Thus, excessive stresses lead to more and more social worker burnout. Mea-
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sures to deal with such situations constitute one of the important problems.

We would like to obtain your views on the following :

Actual situations involving assault by parents and obstruction of welfare staff, together with the
measures used to deal with them.

Staff stress and burnout situations and measures to deal with them (mental health and care for
staff involved).

Appeal system available to parents.

#2 Training and securing social workers

Our Child Welfare Law in Japan certifies graduates from qualified schools specializing in training
social workers or, social welfare or psychology university graduates for appointment to child welfare
positions (social worker). However, the Personnel Administration of local governments does not
recruit specialized workers:instead, it often appoints general administrative workers to serve tem-
porarily on the child welfare staff, to avoid institutional stagnation. (Japan still basically depends on
the lifetime employment system. To renew and revitalize personnel environment, a reshuffling of
personnel generally takes place every three to four years. Since specialized workers' workplace is

limited, many local governments do not wish to recruit them.)

Social workers must be highly trained professionals in terms of risk assessment and so on to cope
with child abuse. However, general administrative workers are assigned only for short periods,
making it difficult for them to gain cumulative professional experience/skills, and to train supervi-
sory staff. This is a grave concern, and behind it all is lack of due public appreciation of the special

nature of the social worker's task.

In this connection, we would like to ask about the following :

Situation and problems regarding the training of your social workers and the qualification system
used.

Their appointment system.

Their on-the-job training and supervision.

#3 Basic idea and system for child protection
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In Japan, more than 90% of children needing protection are accommodated in welfare facilities, with
less than 10% entrusted to foster parent (s). From the viewpoint of children's sound growth, it goes
without saying that children should be brought up in a warm family atmosphere. For this reason, the
Ministry of Health, Labor and Welfare is trying to promote child protection in a family-like environ-
ment by initiating a subsidy system to encourage the down-sizing of child care facilities, and last
year by establishing a system for special foster parents or relatives. Also in June 2003, the Special
Committee on Child Protection was established under the National Advisory Council on Social Secu-
rity, and relevant discussions are now underway. However, at present very few people wish to care
for a foster child for only a given period, although many wish to adopt one. Efforts are being made to

deal with this very difficult situation in Japan.

In view of the above situation, we wish to ask about the following :
Your basic approach and policy regarding protection for abused children.
Present conditions and problems regarding the foster parent system.

Present conditions and problems related to your backup system for foster parent (s).
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Dear Dr. Matsui,

I have arranged for our meeting to take place on Tuesday, July 8th from 18h00 to 20h00.There will
be at least four professionals present at the meeting: a psychologist, a pediatrician, a children's judge,
and a socialworker (myself). Since I speak fluent English,I will serve as the interpreter for those of
my colleagues who do not.

The meeting will probably take place at the Hopital des Enfants Malades (sick children's hospital) in
the center of Paris. I will confirm the exact location as soon as possible.

Kind regards,

Gaby Taub
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| include a number of other coun .
those country. project | leaders whose comrmtment and excellent
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and more alllances are being forged and our
- me bers are more involved in a mulhtude of

conferences, suchas the recent APSAC Colloq m in Orla.ndo, .

Florida and the BASPCAN Conference in York, England. Joint
planning efforts also are underway with respect to the 2004
Brisbane, the 2005 European :

reach ﬂiat all these orgamzw
recogmze parhcular]y the effo

and should shortly be avallable on the ISPCAN members’ web
page. The sections that will be available will be the Core,
Health, Legal and Social Sectors. In keeping with the WHO

World Report on Violence and Health this tool emphasizes both

prevention and multidisciplinary cooperation. It is based on the
public health approach and children’s rights. This version is
about to be presented at the August 2003 European Conference
in Warsaw, Poland and will now go for broader consultatmn to
experts in all of WHO: gtons around the world, as well as to

~Malaysta, Thaxland, Brazil and Arger 'naarereachmgthen 3 |
year mark and we are hopeful that funding can be extended to

. We are very gratehl to

work make this success possxble ‘We are currently in the
process of developing useful and meaningful evaluation criteria.
for these projects with the very able help of ISPCAN Executive
Councillor Deborah Daro. .

Marcellma Mlan, M. D., Canada

National Partner Program connects
Japan & France

chzld lreatmentmtfzma&ﬁ‘ermlazlhaalwntexm

Recently, this type of professional exchange occurred between
members of JASPCAN (Japanese Society for the Prevention of
Child Abuse and Neglect) and AFIREM (French Society for
Information and Research on Child Abuse and Neglect).

Dr. Ichiro Matsui, Director of the Department of Information
and Research of the Children’s Rainbow Center (CRC) in
Yokohama, and Mr. Jun Saimura, a specialist in social work with
children at the Japan Child and Family Research Institute in
Tokyo, were asked by the Japanese Ministry to conduct a field
survey regarding child abuse in Germany and France. Because
both of these individuals are active in the JASPCAN (Japanese
Society for the Prevention of Child Abuse and Neglect), the first
place they sought help was from fellow ISPCAN National
Partners, AFIREM.

The JASPCAN professionals and their interpreter traveled to
Paris on 9 July 2003 and met with a number of AFIREM mem-
bers at the Sick Children’s Hospital. AFIREM members partici-
pating in the meeting included Nicole Ageneau, Social Worker;
Dominique Girodet, Pediatrician; Caroline Mignot, Pediatrician;
Anne Tardy, Children’s Judge; and Gaby Taub, Social Worker and
ISPCAN Councilor.

Individual introductions were followed by a brief presentation
of JASPCAN and of AFIREM. The participants then proceeded to
discuss a wide variety of subjects, from both the Japanese and the
French point of view, including:

sk incidence of child abuse;

3% definition of child abuse;

s administrative protection of children at risk;

sk judiciary protection of children in danger;

3K respective roles of different professionals in a

multidisciplinary approach;

3k evaluation;

sk reporting;

3% treatment;

sk primary prevention;

sk training; and

3k role and function of organizations such as JASPCAN and

AFIREM

In the course of the ensuing discussion, similarities and
differences in the French and Japanese approach to child abuse
and neglect were identified. Despite the cultural differences and
the language barrier amongst the participants, communication
flowed freely and a common professional culture facilitated
mutual understanding.

AFIREM offered the Japanese delegation a number of AFIREM
publications including the professional journal “Les Cahiers de
I’AFIREM,” proceedings of past AFIREM congresses, and a num-
ber of pedagogical tools developed by AFIREM.

All those present expressed the desire to extend this first con-
tact through e-mail exchanges between JASPCAN and AFIREM as

well as through future ISPCAN National Partner meetings.
Gaby Taub, MSW
Membership Chair, ISPCAN, Secretary, AFIREM, France
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ANNIE GAUDIERE

Une réunion
du Conseil d'Administration
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Philippe NOGRIX,
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ANNIE GAUDIERE
Directrice Générale du SNATEM
2" RANG

FraNGOIs DELALANDE

Direction Générale de I'Action Sociale 3 RANG

JEAN-PIERRE GRIFFAULT
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Direction de la Protection |udiciaire de la
Jeunesse  PASCALE BOUVET
Direction de ['Enseignement Scolaire
S{M()NE CHALON irection de nseigne e

MaRIE-FRANCOISE VIALATON
Conseil Général de Seine-et-Marne
LAURENCE PREVOST

Direction Générale de la Santé
FranCOISE LARROQUE

Enfance Majuscule

ANNE-AYMONE GISCARD
D'ESTAING
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Direction Générale de la Police Nationale - DCSP
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Commissaire du Gouvernement
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JEAN-PIERRE GUETTET
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CONSEIL D'’ADMINISTRATION

MINISTERES

® DIRECTION GENERALE DE L'ACTION SOCIALE

® DIRECTION GENERALE DE LA SANTE

® DIRECTION DE L'ENSEIGNEMENT SCOLAIRE

© DIRECTION DE LA JEUNESSE ET DE L'EDUCATION POPULAIRE
® DIRECTION DE LA PROTECTION JUDICIAIRE DE LA JEUNESSE
® DIRECTION GENERALE DE LA GENDARMERIE NATIONALE

® DIRECTION GENERALE DE LA POLICE NATIONALE

® DIRECTION GENERALE DES COLLECTIVITES LOCALES

CONSEILS GENERAUX
e ALLIER

® BAS-RHIN

e COTE D'OR

® DEUX-SEVRES

® [LLE-ET-VILAINE

® | OIRE

e LOIRE-ATLANTIQUE
° RHONE

® SAVOIE

® SEINE-ET-MARNE
e VAL-D'OISE

e VIENNE

PERSONNES MORALES DE DROIT PRIVE
© FONDATION POUR L'ENFANCE
o FEDERATION ALEXIS DANAN - ENFANCE MAJUSCULE
® ASSOCIATION FRANCAISE D'INFORMATION
ET DE RECHERCHE SUR L'ENFANCE MALTRAITEE (A.F.I1.R.E.M)
o FEDERATION NATIONALE DES ECOLES DES PARENTS
ET DES EDUCATEURS (F.N.E.P.E.)
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4 s Chaque jour, prés de 5 000 appels sont accueillis par le
L accuell deS appels 119. Cette fonction se traduit par I'écoute, I'orientation,
I'information et la transmission de l'information aux

au 119

services départementaux. Chaque appel mobilise trois
niveaux d'intervention.

Le pré accueil :

Cette fonction est prise en charge par une équipe de pro-
fessionnels de la téléphonie.

Leur role est de filtrer les appels incongrus, d'accueillir
les usagers, de leur présenter le service et d'orienter les
appels explicites vers le plateau d'écoute.

Le plateau d‘écoute :

Il est composé de 50 professionnels de formations com-
plémentaires : psychologues, juristes, travailleurs sociaux.
Quatre compétences seront requises ; étre formé a la rela-
tion, avoir une connaissance des pathologies liées a la mal-
traitance, maitriser les fonctionnements institutionnels et
connaitre les réseaux sociaux départementaux.

Leur mission premiére est d'étre a I'écoute des usagers,
de procéder a l'évaluation des situations a travers le
contenu des appels, puis de transmettre les informations
aux départements.

Toutefois, une grande partie de I'activité consiste & appor-
ter une aide immédiate aux personnes par un soutien psy-
chologique ponctuel, une orientation vers des structures
locales, ou bien encore, répondre a une demande d'infor-
mation précise.

Un service minitel dialogue pour déficients auditifs est
accessible par une ligne directe gratuite : le 0800 559 557.

Les coordonnateurs :

Une équipe de coordination (psychologue, juriste, tra-
vailleur social) encadre les professionnels du pré accueil
et du plateau technique. Elle assure l'interface entre le
119 et les services sociaux départementaux.

Les coordonnateurs maitrisent I'ensemble des procé-
dures de transmission d’information aux départements,
valident les contenus et assurent le suivi. Ils sont en rela-
tion permanente avec les correspondants et les disposi-
tifs départementaux d'action sociale.

L'ensemble du personnel est soumis au secret profes-
sionnel, conformément aux conditions prévues a l'article
226.13 du code Pénal.
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*: Accompagné d'une formule de politesse.

BRI DB TR

ENLETOE  WSEE, To T RVERR, &
x1n%0)ﬁﬂ3@ﬁ¢ %O)

B AAN
/f\’

LA GRILLE DE REPONSES

ZHhAHMELR MMM

Bonjour, vous &tes au 119, téléphane natlonal pour I'enfance maltraitée. Vous 8tes 3 I'accuell nous vous &coutons

A O/, W) (LT

KT S

TYPES D'APPELS | ENFANT | ADULTE | COMPORTEMENT DE L'APPELANT| OBJETDE LAPPEL| ATTITUDE CONSEILLEE PHRASE CONSEILLEE ATTITUDE (5) DECONSEILLEE (5)| PHRASE DECONSEILLEE
Prenoncer la phrase d'accuell en
MUETS SANS INDICES Rester calme, ne pas raccrocher | respectant des pauses, Inviter Raccroché rapide, silence. | Si votis ne parlez pas je vals
penser 4 la difficulté pour celui | I'appelant 4 parler, 4 rappeler Penser 4 une intention cachée raccrocher.
qui est au bout du fil de parler. | le service. i persistance du sflence, chez celul qui appelle.
indiquer un possible raccroché. *
MUETS AVEC INDICES Brults de I'environnement, respiration, autres... VRester calme, ne pas raccrocher. | Prononcer fa phrase d'accueil..... Raccroché rapide, sllence. | Si vous ne parlez pas Je vals
Penser 4 une intentlon cachée raccrocher.
chez celul qui appelle.
TYPES D'APPELS | ENFANT | ADULTE | COMPORTEMENT DE LAPPELANT| OBJET DE L'APPEL|  ATTITUDE CONSEILLEE PHRASE CONSEILLEE | ATTITUDE (5) DECONSEILLEE (5)| PHRASE DECONSEILLEE
BREFS - Cris, jurons, insultes directes, Indéterminé  |Rester calme, ne pas raccrocher, | Bonjour, vous étes au 119.... Manifester de I'énervement, Je ne t'al pas insulté,
SANS POSSIBILITES personnalisées. tenter de nouer un dialogue. | Ce numéro est A pour vous aider. | prendre pour sof les mots enten- | pourguol tu m'insultes 7
D'INTERVENIR Explications et recentrage sur | 51 vous vous exprimez autrement | - dus. Réagir de fagon directe Ce service n'est pas ld
les missions du service, Recul. | peut-étre que nous pourrions vous |  sous forme de conversation. pour cela.
En cas d'échec, inviter poliment aider 7
au rappel et raccrocher *
BREFS AVEC - Multipler les questionnements, | Tu pourrals m'en dire plus,
POSSIBILITES —_»777 | Evprime des phrases bréves  |Référence & des M.T | Falre préciser une question ou | - Souhaites-tu ou souhaitez-vots entrer dans ['appel. Je suis I3 pour t'écouter.
DINTERVENIR une remarque, présenter e nous parler de cela 7
senicsi
TYPES D'APPELS | ENFANT| ADULTE | COMPORTEMENT DE L'APPELANT | OBJET DEL'APPEL|  ATTITUDE CONSEILLEE PHRASE CONSEILLEE ATTITUDE (5) DECONSEILLEE (5)| PHRASE DECONSEILLEE
ERREURS Rectifier nformation erronde. ' C'est une erreur, vous vous trouvez | Agacement, raccroché, réponse Vous n'étes pas au bon
au 119, numéro national...... rapide. numéro.
omae (N | e Wi Taope ver o poess— Jo vl ‘e passr oo qu | Esper dordponredn | Qe vewedu savor 7|
[— et b s it vapowoir Vaider, L. ekl oo R
DINFORMATION Particuller A préciser Tranrerer J! nppel vers le plateau.  Je vais te passer quelqu'un qui.... Essayer de répondre 4 la Que veux-tu savoir ?
|
DOCUMENTATION | Tranlérer lappe! vers le plateau Essayer de réponare dla | Que sothaite2-vous au juste?
Normal/particuller A préciser  JA tranférer d |agent compétent. demande.
TYPES D'APPELS | ENFANT| ADULTE| COMPORTEMENT DE LAPPELANT| OBJETDELAPPEL]  ATTITUDE CONSEILLEE PHRASE CONSEILLEE ATTITUDE (5) DECONSEILLEE (5)| PHRASE DECONSEILLEE
rcmances (R Aborde sans agresshité une quest'| A repdrer  [Tranférer rapidement I‘appel Je vals te passer quelqu'n qu'va..| Familartés, questionnement | Quest-ce quise passe chez
B R —— PR it UL RSk N — fooo e T—
ECHANGES { Abarde une question hors mlssmn A cemer Réorientation ou transfert | Notre service a pour mission..... Agacement, énervement. On ne peut rien pour vous
| | el |
ECHANGES | Aborde une question/d la mlss Repéré Tranférer I'appel vers le pfareau Jo vais vous passer un profassionnel. | Essayer de répondre soi-méme. | Moi, ce que je peux vous dire.,
| -
| (s Insults directes, " Dbt | Wester e . trantirer VO"S Wies sur e daccuél 0us | ™ Fapondre aux insutes, | Ne me parez pas sur e ton |
personnalisées, contestation d'un 'appel vers le plateau ou i allons vous passer qqn qui va pouvoir | raccrocher brutalement,
fait. vers les services administratifs | vous aider.
’ (Coordorinateurs).
TYPES DAPPELS | ENFANT) ADULTE| COMPORTEMENT D LAPPELANT| OBIETDELAPPEL| ATTITUDE CONSEILLEE | PHRASE CONSEILLEE | ATTITUDE () DECONSEILLZE (5| PHRASE DECONSEILLER
- l Pleurs, cris, souffrance réelle. Alde Tranfert de 'appel en Urgence |y ades gens ici qul vont pouvoir Panlquer, Rappelle-nous plus tard |
URGENCES ‘ [ \Anaiser par des mots réconfortan! t aider, Je vas te passer tout de sulte | e falre patlenter trop longtemps.

..... e . N SRV . AT SR (R e b
| R Fleurs cr/s sauffrance elle, Tenler T apalsemem puis un Panlquer, renvayer vers un autre Naus ne traitons pas ce genre
| \ transfort vers le plateay, | Nous allons vous passer qgn qui va.. service. de probldme |

IMPORTANT L'agent d'accuell dolt étre extrémement attentlf 2 ne pas entrer dans I'appel, Tout sppel évcluant vers une forme d'échanga doit étre passé & un profassionnel du plateau
C.D. SNATEM. NOV 2001
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