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Introduction 
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• What types of difficult conversations are you 
having with people paying support or people 

receiving support?

• What manual or electronic case management 
tools are you using during your conversations to 

keep you focused?



What if… you had the 
opportunity to be present in 

the room with Stephen 
Pattock before the Route 91 

shooting?
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3What if you had the opportunity to be 
present in a room with Elliot Rodgers 

before the Santa Barbara attack?
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He would rather die than give her a dime – at least on paper.

Prosecutors say a Kentucky father hacked into Hawaii's death 

registry, impersonated a doctor and created his own death certificate 

in order to fake his own demise to avoid paying more than $116,000 

in child support to his ex.

Kentucky dad hacks Hawaii system to fake death 

rather than pay 6-figure child support debt

What if… you had the opportunity to be present in a room 
prior to any of these child support associated  news 

reports?

“This operation was conducted to remind parents of the importance of making 
regular child support payments and hopefully renew their commitment to do 
the right thing,” said Sheriff Provenzano. “Child support is a safety net for many 
Somerset County families. Children depend on child support for their basic 
needs such as food, shelter, healthcare and back-to-school clothing. 
Conducting these roundups gives us the ability to better serve children and 
families with the financial support they need and deserve.
“The roundup was a great success as far as the statistics show,” he said. “What 
we don’t see is how many delinquent parents pay up once they know we are 
looking for them. Knowing that they face possible arrest encourages delinquent 
parents to uphold their obligations or face incarceration. It creates a 
compounding effect of payments that lasts weeks after the roundup.”

A total of 38 parents were arrested as part of a 
3-day sweep by Somerset County Sheriff
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https://www.foxnews.com/category/us/crime
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Planning and Analysis
6

What do we consider before speaking to a 
person paying, a person receiving 
payment, or a subject or witness?
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Assess and organize information and 
requirements (The Planning Boards)
•Facts
•Information
•Inferences
•Objectives

Planning and Analysis



PLANNING & ANALYSIS 8
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IMPRESSION 
MANAGEMENT

First Impressions
• Stereotypes & Biases
• Warmth & Competence

Branding

Opening Lines (Engage & Explain)

Predictable Dialogue
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PERSPECTIVES 
WHEEL
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WHAT IS RAPPORT?
11
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ORBIT

ORBIT

HEEAAR 
Principle

Interpersonal 
Behavior Wheels

Honesty

Empathy

Evocation

Autonomy

Adaptation

Reflection
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Initial study 
included 2,000 

hours of interviews

• Terrorists
• Murderers
• Sex offenders

More Yield Less Yield
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WHAT IS NOT RAPPORT?
Being nice.

Being weak.

Being a push-over.

Being their friend.

Using psychological “tricks” on people.

Something you do at the introduction before the “real business” of interview.

Offering water, cigarettes, or seeing if they are alright to continue.
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Building Rapport – the HEEAAR Principle

• Open-Ended Questions (TED)
• Effective Silence
• Minimal Encouragers
• Summarizing, Paraphrasing, 

Mirroring
• Reflections: Simple & Double-Sided
• On the one hand you say X, but on 

the other hand you say Y – help me 
understand

• Non-Judgmental Affirmations
• Don’t Argue

GOOD LISTENING 
SKILLS

Derived from the work of Laurence & Emily Alison.
The materials here are for official use only (FOUO). Any persons seeking to reproduce any of these materials must seek written consent from the El Dorado County District Attorney unless such 

reproduction is consistent with official use by a government agency. For comments or suggestions please contact Vern Pierson at vern.pierson@edcda.us or (530) 621-6472.

Autonomy

Empathy

Honesty
Avoid using deceit or trickery; be clear, objective and direct; keep calm and 
leave emotions at the door.

Draw out the subject’s underlying values and core beliefs to uncover their 
motivations.

Objectively identify and acknowledge the subject’s relevant perspective, 
thoughts or feelings without judgment or feigning personal agreement.

Actively listen to your subject and repeat back their own words to obtain 
more detailed and complete information. Reflection

Adaptati
on

Evocatio
n

Have a flexible agenda so that you are able to actively listen to your 
subject.

Provide choices and openly acknowledge that it is the subject’s right to 
choose whether or not to share and cooperate.



REFLECTIONS/ SONAR

Simple Reflection Pick up on key words and reflect them back to the subject to encourage further discussion.

Double-Sided 
Reflection
(On One Hand)

Create a contrast between different statements by the subject or between statements by the 
subject and known evidence.
Ex: “On one hand you say x, on the other hand we have evidence of Y – help me understand.”

No Arguing
Do not argue when you get resistance. Rather, acknowledge the resistance by reflecting it back to 
the subject. 
Ex: “I can hear your feeling frustrated by this, help me understand why.”

Affirmation Acknowledge & reinforce positive behaviors to motivate disclosure.

Reframe
Restate information back to the subject, using slightly different wording, to help assure the subject 
that you understand what they have told you so that you can then refocus to a particular topic or 
change the topic. 

Derived from the work of Laurence & Emily Alison.
The materials here are for official use only (FOUO). Any persons seeking to reproduce any of these materials must seek written consent from the El Dorado County District Attorney unless such reproduction is 

consistent with official use by a government agency. For comments or suggestions please contact Vern Pierson at vern.pierson@edcda.us or (530) 621-6472.
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Be Sincerely Curious 18
• Credibility Matters
•  You can’t fake this

• Course Correct 
• When mistakes are made
• Apologize

• When misinterpreted
• “What I did mean, what I didn’t mean…”

• Take a Break 

• Empathy vs. Sympathy
• Stay within the Ethos of HEEAAR
• Recognize how people see themselves
• Treating individuals as human beings



Elon Musk
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How Did this Conversation 

Go?
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WHAT IS NOT RAPPORT?
Being nice.

Being weak.

Being a push-over.

Being their friend.

Using psychological “tricks” on people.

Something you do at the introduction before the “real business” of interview.

Offering water, cigarettes, or seeing if they are alright to continue.

WICSEC Conference | 2024

21



Rocky Rambo
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Capitulate

CooperationConflict

EMPATHY

HONESTY EVOCATION

AUTONOMY
REFLECTIO

N

ADAPTATIO
N 23
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Assess and organize information and requirements
• Facts
• Information
• Inferences
• Objectives

Role Play (Time Permitting) 
Managing a Parent Who Provides False Information

Context: You are a child support customer service representative speaking 
with a parent who is not disclosing their full income. You have reliable information 
indicating another source of income. The challenge is to get the parent to provide 
the correct information without pressuring or confronting them aggressively.

Objective: Participants must use HEEAAR skills to address discrepancies and 
gather truthful information.
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Assess and organize information and 
requirements (The Planning Boards)
•Facts
•Information
•Inferences
•Objectives

Role Play 



Questions?



Thank you!

Contact Info
Vern Pierson

District Attorney, El Dorado County, California
 530-621-6474/ vern.pierson@edcda.ca

Tamara Thomas, Executive Director
Edge Consulting and Training

209-303-1385/ 
tltthomas@edgeconsulttrain.org 

 

mailto:vern.pierson@edcda.ca
mailto:tltthomas@edgeconsulttrain.org


We would love to hear your thoughts 
about this workshop. It only takes a few 
minutes! 

You can rate workshops easily through the 

Conference App. On the event main menu, 

go to the agenda. Tap on Workshop Title to 

view the detail page, then tap the "Session 

Feedback" button.
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