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T he bi-annual Employee Satisfaction Survey is one way that we hear from 
staff. Your ratings and comments on the survey convey your level of        

satisfaction with your work, the workplace, the performance of management, 
your compensation, and a variety of work-related items. It provides a measure of 
what is going well and where there are opportunities to improve in our             
department. The results of the recent Employee Satisfaction Survey have been 
received. Thank you for participating in the survey and providing this important 
feedback to management. 
 

87% of employees participated in the Employee Satisfaction Survey. 
 

The overall employee satisfaction score was 5.7 . This is slightly below the 

last survey (5.79). Scores of 5.0 and above indicate satisfaction. 
 

Departmentôs strengths: Kind of work you do, people you work with, job 
security, and benefits . This is very consistent with the results of previous 
employee satisfaction surveys. Some additional areas in which staff reported 
high levels of satisfaction are: Feeling of accomplishment you get from work, 
opportunities for job related training, information you have to do your job, and 
unit focuses on customer satisfaction/needs. 

 

Opportunities for improvement: Pay is based on performance, pay is 
fair in relation to job requirements, and communication between court 
departments.  Only these three items scored below 5.0. The same areas 
were identified for improvement on the last survey. The satisfaction score for 
communication improved slightly from last year; the scores on the pay items 
declined. 

 

The results of the Employee Satisfaction Survey were generally positive.        
Employees are satisfied in most areas and we have great consistency in our   
organizational strengths. Pay is understandably a concern as employees have 
not seen a performance increase in five years. The Countyôs budget will be flat 
again this year; however, the need for employee pay increases continues to be 
communicated to County Management as a priority consideration when        
revenues improve. 
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Understanding the OODA Loop  
By Kevin Jeffries, Probation Safety Specialist, Arizona Supreme Court  
and Lance Nickell, Lead Firearms Instructor, Maricopa County Adult Probation  
 

Editorôs note: This is part two of a four-part series written by the authors addressing a critical element of officer 
safety, the need to ñthink first.ò The articles have been published in PoliceOne and in APPAôs Perspectives.  

 

S afety can be significantly enhanced by understanding the OODA Loop concept. This concept was    
developed by a USAF pilot and combat veteran, Colonel John Boyd. Simply put, Boyd believed that 

responses to threatening encounters could be broken down into four recurring phases: Observe, Orient, 
Decide, and Act. Further, that the key to success is to speed through the process faster than your         
opponent, and to challenge their thought process by performing in an unexpected manner. 
 
Letôs briefly consider each phase. The first is Observe, which is really situational awareness. In the Orient 
phase, our mind recognizes the threat and the level of the threat. In the Decision phase, our mind chooses 
a reasonable force option or other plan to deal with the threat. Then, in the Action phase, the plan is    
executed. 
 
I have observed hundreds of officers work through countless OODA loops in reality-based non-lethal 
Simunitions training. The vast majority of officers perform correctly and complete the scenario or drill    
successfully; however, approximately 10 percent need some remediation to meet the student learning  
objectives. Officers tend to Observe and Orient very quickly (perhaps because they know some threat or 
serious issue will be presented). However, a few will mentally stumble on the Decision. Many officers wait 
too long to Act even though the decision is made, as they have the force option (i.e., OC spray, TASER, 
baton or firearm) in their hand. They simply do not deploy.  

If you desire more detailed information regarding the results of the Employee Satisfaction Survey, they will 
be posted on the Departmentôs intranet site. 
 
The Likert organizational climate surveys that were completed by a cross-section of staff in recent years 
also provided important information about how staff perceives the organization and its functioning. From 
these surveys, one of the continuing concerns has been that management is only somewhat aware of the 
problems faced by staff. The Empathy and Understanding subcommittee (of the EBP Steering Committee) 
took on the challenge and has been doing some exciting work to improve internal communication and 
boost our ability to build effective relationships. Some of you have already been involved in the             
Appreciative Inquiry process, while others havenôt heard about it yet. Iôm eager to share some of the     
progress that is being made. 
 
In Tricia OôConnorôs Empathy and Understanding article in this issue of the Chronicle, you will see that the 
Appreciative Inquiry process was piloted in three offices. The E & U subcommittee is using the approach 
to explore how it would look if management was completely empathetic and understood the problems 
faced by staff. The Appreciative Inquiry process was so effective at the pilot sites that the Empathy and 
Understanding subcommittee plans to take it to all divisions by September. 
 
Appreciative Inquiry is a positive approach that focuses on what works in an organization and creating a 
description of where the organization wants to be. Instead of looking for problems, the Appreciative      
Inquiry approach frees individuals to think more expansively and to develop a vision of the possible. The 
approach encourages everyoneôs involvement in the dialogue.  
 
The products of Appreciative Inquiry sessions are easy for management to receive because they are  
positive in nature and point to realistic possibilities. Some of the divisions have been spurred to internal 
action by dialogue that surfaced through the Appreciative Inquiry process. Other matters that have been 
discussed at these sessions, such as cell phones, vehicles, receipt filing, and e-filing, have been acted on 
at the department level and I have updated staff on our progress via email. We are learning from the 
ñperfect worldò defined by staff and striving to obtain it. d 
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Tying It All Together ð the MCAPD Toolbox  
By Julie George -Klein, Tricia OõConnor, Susan Savoy, and Mary Walensa 

 

W hat do the Graduated Responses policy, the EBP intranet site, the EBP Desk Reference, the      
Probation and Parole Planner, the Carey Guides, the Probationer Report form, and departmental 

training on Motivational Interviewing, Stages of Change, case planning, and assessments have in       
common? 
 
They are all an important part of our ñtoolboxò; they are the tools we can pull out and use to assist us in 
creating a safer community through behavior change. 
 
 

This inaction is blatant as the ñbad guyò (role player) is threatening with weapon in hand while standing 
within one armôs length of the officer. In these cases, the officer either waits too long to act; or acts, but not 
until after the scenario is stopped, and they are coached. 
 
Debriefing officers after the scenario usually reveals that the officers who hesitated on the Decision phase 
did so because they did not internalize their use of force training. These officers were not confident that 
they knew the appropriate force option. The delay in the Action phase is more complicated. Officers     
usually give two primary reasons for their reluctance to act. The first is they hang on to the belief that    
verbal commands will change the subjectôs mind. The good news is that officers do develop great verbal 
skills. The bad news is they can over rely on them. Officers need to recognize that continuing to give     
verbal commands allows threatening subjects to close the distance, thus empowering the subject and 
compromising the officerôs safety. 
 
The second reason officers hesitate to act is their concern that their department would not support them in 
their use of force, even a reasonable use of force. This concern is often overstated. The answer again is 
that officers need to know their agencyôs use of force policy and the reasonable officer doctrine from    
Graham v. Connor. It is incumbent upon departmental officer safety instructors to clearly articulate use of 
force philosophies to officers and management alike. Departmental management should have no higher 
expectation of allowable force than the Constitutional requirements of the Fourth Amendment set forth in 
Graham. 
 
Another possibility is that this inaction is more than hesitation; itôs reluctance. The average person does 
not want to ð and perhaps will not ð use deadly force even when in life-threatening situations. In fact, the 
military uses a variety of methods to train and condition soldiers to act lethally when in combat. This      
includes mechanical and mental leverage (Grossman, 1995). Therefore, officers should practice defensive 
tactics and, if applicable, firearms skills (mechanical leverage) and prepare mentally through visualization 
(mental leverage) to combat a reluctance that causes critical hesitation. In the next part of our series, we 
will discuss the aspect of mental rehearsal, and how this exercise can benefit officer safety.  
 
As noted earlier, the successful warrior is one who works through the OODA loop quickly and performs in 
a manner that the opponent will not expect. How does one do the unexpected? I believe a person who  
decides to be physically assaultive has a plan. This plan may be well thought out or spontaneous, and  
includes an expectation of how the victim will resist. I suggest that we resist violently, move quickly, and 
use full power with loud verbal commands.  
 
We do this in anticipation that the bad guy, true to form, will overestimate himself and underestimate his 
target. When we act in a manner contrary to the perpetratorôs plan, we cause the perpetrator to rethink 
(Orient, Observe and Decide), which causes hesitation prior to Acting and provides officers with an       
opportunity to escape or enhance their defense. This allows officers to get inside the assailantôs OODA 
loop and force the assailant to sort through their OODA loop again. d 
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Graduated Responses policy provides 

guidance in determining how to respond to progress and lack of progress  

case planning and strategy options 

http://courts.maricopa.gov/APD/administration/policy/30/31_013.pdf 
 

EBP intranet site contains 

research to assist you in your efforts to learn more about behavioral change 

individual activities to guide probationers toward progress and success 

unit and division meeting activities to encourage our efforts at becoming a learning organization 

and increasing our knowledge about EBP 

http://courts.maricopa.gov/apd/EBP/index.asp 
 

EBP Desk Reference provides 

effective case planning suggestions and ideas 

assistance in developing strategies with probationers 

guidance in determining strategies for probation officers 

http://courts.maricopa.gov/apd/EBP/3/deskReference_EBP.pdf 
 

Probation and Parole Planner has 

a large variety of problem statements, goals, and strategies 

suggested activities to complete during your visit with the probationer 

recommended activities for a probationer to complete at home 
 

Carey Guides provide 

tools and exercises to assist a probationer in positive behavior change 

avenues of self-exploration and discovery 

information that will help with decisions on future case plan goals and strategies 

http://courts.maricopa.gov/apd/EBP/7/careyGuide.asp 
 

Probationer Report form ï provides insight and guided scripts for conversations toward 

what your probationer regards as movement toward goals 

case plan goals - progress or regress  

problem solving and plan of action development 

identification of support systems 

http://www.superiorcourt.maricopa.gov/AdultProbation/docs/2011May-JunChronicle.pdf 

Article entitled ñWhatôs Behind a Questionò?  
 

Departmental training offers opportunities to learn more about 

accurate assessment of a probationerôs needs 

strategic case planning for success 

effective communication 

http://courts.maricopa.gov/APD/training/index.asp 

 
APETS Case Notes allow for 

tracking progress toward case plan goals and behavior change 

outlining graduated responses associated with probationer behavior 

safety concerns for officers 
 

Aside from the above-mentioned EBP tools, we also have tools to address our safety needs. Defensive 
tactics training, tactical vests, batons, pepper spray, handcuffs, and yes, optional arming, are always vital 
elements of our toolbox.  

http://courts.maricopa.gov/APD/administration/policy/30/31_013.pdf
http://courts.maricopa.gov/apd/EBP/index.asp
http://courts.maricopa.gov/apd/EBP/3/deskReference_EBP.pdf
http://courts.maricopa.gov/apd/EBP/7/careyGuide.asp
http://www.superiorcourt.maricopa.gov/AdultProbation/docs/2011May-JunChronicle.pdf
http://courts.maricopa.gov/APD/training/index.asp
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The Power of Collaboration  
By Tracee Frick  

 

A s the holiday season passes, I find myself reflecting on the power of collaboration. I am thankful to 
have been a part of a wonderful partnership that has grown out of the 85204 project led by the Mesa 

Police Department. In July 2011, I was approached by the Mesa Police Department with an invitation to 
participate in a special project to assist with improving a high-crime, gang-ridden neighborhood located in 
the 85204 zip code area. With the full support of Division Director Wes Shipley, a team of probation      
officers was put together to work on this project that included Brian Slater, Julie Christie, Andy Buttafuoco, 
and Jim Hearn. The other agencies involved in this project included the Mesa City Prosecutors Office, 
County Attorneyôs Office, Mesa Fire Department, Mesa Parole Office, Juvenile Probation, and Community 
Outreach organizations. While the implementation of this project has been directed by the Mesa Police 
Department, I am proud to say that the Adult Probation Department has played a big role in supporting 
this project. A satellite meeting location was established at a retired firehouse located in the target area. 
Every week, team members from the above listed agencies meet to discuss and plan upcoming projects        
designed to support the clean up initiative in the target area.  
 
Our first big accomplishment was the organization of community service projects. We organized and    
supervised two weekend projects that involved clean up in our 85204 target zone. Working side by side 
with approximately 15 probationers, we were able to remove twenty-three tons of trash and debris from 
the streets.  
 
A special thanks to Brian Slater, Julie Christie, Andy Buttafuoco, Jim Hearn, and Connie Sinsabaugh for 
assisting with this project. We worked hard along side of each probationer, sending the message that you 
do not have to be on probation to perform the giving act of community service. Iôm sure I speak for the 
group when I say we found this to be a rewarding experience. A special thanks also goes out to our      
Fugitive Apprehension Unit for their assistance with the warrant round up that followed soon after the 
community clean up project. They worked with Mesa Police to clear 24 warrants in the target zone. 
 
On December 21, 2011, APO Brian Slater, APO Andy Buttafuoco, and I met Mesa Police at 7:00 a.m. at 
the W. Steven Martin Toy Drive in Chandler, Arizona.  

They are important measures that offer opportunities to protect ourselves as we perform our dual role of 
encouraging positive behavioral change while monitoring court orders. Dealing with different levels of risk, 
one of the key components of EBP, means changing our behavior and being mentally prepared to deal 
with the varied situations we face as employees in the Adult Probation Department.  
 

http://courts.maricopa.gov/APD/training/index.asp 

http://courts.maricopa.gov/APD/administration/policy/14/index.asp 

http://courts.maricopa.gov/APD/administration/policy/15/index.asp 

 
Up and coming is the enhancement of tools and training available to assist us in our personal wellness. 
We interact daily with a population that oftentimes taints our perspective on life, and protecting ourselves 
mentally and emotionally is paramount if we are to effectively assist probationers and their families, while 
serving our community. 
 

http://courts.maricopa.gov/apd/cism/index.asp 

http://courts.maricopa.gov/APD/training/index.asp 

http://ebc.maricopa.gov/ehi/eap.aspx 

 
Each of these components is not a tool that is used in isolation. Instead, they combine to create a large 
toolbox that offers us many options for dealing successfully with our multifaceted roles in probation. d 

http://courts.maricopa.gov/APD/training/index.asp
http://courts.maricopa.gov/APD/administration/policy/14/index.asp
http://courts.maricopa.gov/APD/administration/policy/15/index.asp
http://courts.maricopa.gov/apd/cism/index.asp
http://courts.maricopa.gov/APD/training/index.asp
http://ebc.maricopa.gov/ehi/eap.aspx
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We arrived with a list of twenty-four families in the target area that had been identified as families in need 
by Mesa Police, Adult Probation, and Parole. We were able to select three toys for each child in each  
family. While the wait was a bit long, it gave us time to partake in the complementary breakfast and       
socialize with officers from agencies around the county. We filled our trucks and vans with toys and 
headed back to the firehouse to organize for the wrapping event the next morning. On December 22, 
2011, we met at the firehouse, where the rubber met the road. Wrapping supplies donated by the        
generous staff at PSC were put to use. Eighteen high school students and several community members 
assisted us in wrapping holiday gifts for approximately 90 children. Many of the families received a frozen 
turkey, thanks to PSC officer Robin Hargrove. When Robin was approached by Pita Jungle regarding their 
wishes to donate turkeys to a good cause, he immediately thought of the 85204 project. A special thanks 
also goes out to Boyd Frick who helped Mesa Police with the delivery of gifts to community families and to 
APO Liz Cage who was responsible for donating candy bars (decorated as Frosty the Snow Man),      
multiple toys, and quilts to the project. Finally, a thank you goes out to Community Restitution Supervisor 
Colleen Evans. She was responsible for providing this project with dozens of quilts made by probationers 
from community service projects. At 2:00 p.m. on December 22, 2011, with wrapping paper scraps      
covering the firehouse floor, we put down our scissors and tape to begin the final phase of delivery. The 
families in the target area received their holiday presents, food boxes, holiday desserts, and quilts. This 
was truly a rewarding experience for everyone involved. 
 
The collaborative relationships built between the 85204 team members continue to grow. As a result of 
our continued sharing of information, probation officers are able to take immediate action regarding recent 
police contact with their clients. Probation officers are able to provide police with background information 
on high risk cases that pose safety concerns to both police officers and community members.  
 
The sharing of information with the Mesa Prosecutors Office has been very beneficial as lists of folks on 
probation that have pending Mesa cases are being provided to probation officers. Historically, many of 
these pending misdemeanor cases were not discovered unless an updated criminal history was prepared. 
 
I am proud of the work that has been done by the 85204 team and look forward to future projects. It is 
amazing what we can accomplish when we take down the barriers between agencies. We put our titles 
aside and simply worked together as a group of professionals that shared a common goal to improve our 
community. d 
 
ñWe make a living by what we get. We make a life by what we give.ò - Winston Churchill  

From left: APO Brian Slater, APO Boyd 

Frick, APO Julie Christie, APO Supervisor 
Tracee Frick, APO Liz Cage, APO Andy 
Buttafuoco, and APO Robin Hargrove  
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Adult Probation Facilities Updates  
By Tom OõConnell 

 

O ur Department has been working closely with Maricopa County Facilities Management on a variety of 
building-related moves, remodels, and planning for the future. In November 2011, we started working 

on updating a ñMaster Space Planò of all offices in Adult Probation. This involved site visits to each facility 
to assess current space issues and building-related concerns. Once finalized, this plan will help us         
prioritize where we can improve on providing appropriate work facilities for our staff.  
 

Effective February 21, 2012, the Regional Court Centers (RCC) and Early Disposition Court (EDC) moved 
out of the Central Court Lower Level to the newly opened South Court Tower. Those staff are now located 
on the second and third floors of the new Court Tower.  
 

The new Courtôs address is 175 W. Madison St., Phoenix, AZ 85003. Most criminal court divisions will now 
be located in the South Court Tower. (Note: the abbreviation for this building is SCT, not to be confused 
with SCTS, which is the abbreviation for our Departmentôs Scottsdale Office). 
 

After the RCC and EDC have vacated the Central Court, some office renovations will begin in the Central 
Court Lower Level to allow for the Court Liaison Unit and the Probation Revocation Courts to move from 
the 4th Avenue Jail to the Central Court. This move is anticipated in late summer 2012. 
 

The West Court Building 5th and 6th floors are receiving a much needed update to include new paint,      
carpet, and re-model of the workstations to better accommodate the work functions for the Presentence 
Division and the post-sentence screenersô functions. This re-model will also allow for the Presentence staff 
from the Southeast Facility (SEF) to move downtown. 
 

A few staff from the RCC and EDC will remain at SEF, along with Pretrial staff; however, they will be    
moving to a newly renovated location across the hall from their present location. Because these projects 
create a number of logistical challenges, those staff will be moved to a temporary location near the      
cafeteria at SEF until the renovations are completed later this year. 
 

As additional plans are implemented for building moves or renovations, we will keep you informed. d 

Adult Education Program Receives Prestigious  
Showcase in Excellence Award  

By Lindell W. Rhodes, MA, CMPI  

 

A fter 4 ½ months of being inspected, examined, and judged, your 
APD Adult Education Program was awarded the Arizona Quality 

Alliance (AQA) Showcase In Excellence Award. This award is based 
on the nationally recognized Malcolm Baldridge criteria. In the past, the APD Sex Offender, Financial  
Compliance, and SMI units won this award. A main goal of AQA is to assist organizations in finding and 
implementing proven best practices and to achieve a cost-effective competitive advantage. 
 
I want to thank Chief Broderick and Maricopa County Manager David Smith for encouraging us to compete 
in the AQA award program and to use the results as a tool for continually improving our performance. Chief 
Broderick's guidance coupled with evidence-based principles, Maricopa County's insistence on Managing 
For Results, and the Arizona Department of Education providing us with proven research-based principles 
helped us create and sustain a successful program. 
 
We keep busy -- our Education Program assists between 1,000 and 2,000 adults per year reach their   
education goals. Even with all the help I described, if it were not for the hard working, dedicated staff in the 
Education Program and the support of the APD probation officers, we would not have received the AQA 
Showcase in Excellence Award. I wish to thank everyone for their support. 
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A Little Respect Goes a Long Way  
By Joseph Pallo  

 

D o you know you are the first probation officer who ever referred to me as Doctor 
Smith?ò I wasnôt sure I understood what he meant. It seems that the defendant, 

assigned to my SMI caseload, is a 2002 graduate of a prestigious medical school   
located here in the United States. While an intern undergoing a grueling schedule that 
most doctors experience, he became addicted to methamphetamine. The use of drugs 
during this time period coincided with Dr. Smithôs diagnosis of Paranoid Schizophrenia 
and Major Depressive Disorder. Prior to his graduation, Doctor Smithôs criminal history 
was clean. 
 

ñWell, you are a doctor. Why wouldnôt I refer to you as Doctor Smith?ò I asked. He was an overachiever in 
school. He lettered in sports and graduated high school tied for the number one ranking in his graduating 
class. Recognition of his achievements seemed to be a component that was lacking for this individual. He 
responded, ñI feel like I have let down a lot of people in my life and especially myself. Thank you for    
treating me with respect.ò 
 

We sometimes refer to those on our caseloads as ñcriminals,ò yet our training tells us to treat our          
probationers with empathy. Using Motivational Interviewing techniques, we are expected to listen for 
change talk and assist our probationers in finding their way to recovery. The reality is that we sometimes 
donôt take the time, or find the time, to understand our clientôs story. 
 

Dr. Smith is a felon and therefore fits the definition of a criminal. It would be easy to place him on colors, 
direct him to job search, and enforce his deferred jail term. However, getting to know and understand Dr. 
Smith would take a bit more effort. By showing Dr. Smith a little respect and taking time to understand his 
journey, I found someone who was well on the way to making changes. So far, he is on track for early   
termination of probation. He hopes to have his conviction set aside and his civil rights restored, and then 
practice medicine to assist those affected by substance abuse. For the record, his UAôs have been clean. 
 

Postscript: Since this essay was originally written some months ago, I am pleased to report that Dr. Smith 
remained in compliance with his terms and conditions of probation. His career objectives have shifted 
however. He is enrolled in a counseling program at a local university so that he can assist in the treatment 
of substance abusers and addicts. ñIt will be hard for anyone to pull a fast one past me,ò he joked, referring 
to his own struggles with addiction. Dr. Smith has earned early termination of probation and is seeking the 
restoration of his civil rights. d 

 
At the award ceremony, I informed the AQA staff 
and attendees of a few little known facts: 1 in 5 high 
school diplomas issued by the Arizona Department 
of Education is a GED, a high school graduate 
earns almost $10,000 a year more than a person 
that did not finish high school, and there are 
825,000 Arizona citizens that do not have a high 
school diploma or GED. Letôs reduce that 825,000 - 
send your clients to your APD award-winning Adult 
Education Program. Call PSC 372-5509, WRC   
372-5769, Garfield 254-7030 #241. d 

APO Joseph Pallo  

From left: Cathy Wyse, Kristi Wimmer, Therese Wagner, 
Lindell Rhodes, Sydney Moore, Megan Weldon, Dan Rod-

gers, Bill Pebler, Dan Sitzler, and Steve Lessard.  
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You have rights; 
The right to be informed. 
The right to protection.  
The right to attend trial. 
The right to be heard. 
The right to be notified.  
The right to restitution. 

REACHING EVERY VICTIM  
 

Battered Womenõs Justice Project 

Mothers Against Drunk Driving 

National Crime prevention Council 

National Domestic Violence Hotline 
 

For more information you can contact Tony Bidonde at 

602-372-8286 


