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∗ The experience of violence and victimization 
including sexual abuse, physical abuse, severe 

neglect, loss, domestic violence and/or the 
witnessing of violence, terrorism or disasters.  

∗   
∗ (National Association of State Mental Health Program Directors, 2006) 
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Defining Trauma 



Trauma Informed Systems 

System 
•A balance between competence and kindness 

Services 
• Services are ecologically sound, culturally competent and based 

on the needs and choices of the client partner/customer. 

Workforce 
• The workforce leadership and all levels of staff recognizes the 

need for wellness (e.g., self-care strategies infused in 
professional and personal activities goals and outcomes). 



Views - Examples 
Common View Trauma Informed View 

Views negative behavior solely as 
clients’ choice.  

Views clients as wanting to do well but 
possibly 1) lacking the necessary skills 
to get their needs met or 2) having 
developed misunderstood patterns of 
behavior in response to challenges.  

Characterizes clients’ challenges in 
negative language (acting out, 
uncontrollable, manipulative, defiant). 
Communicates an expectation of 
failure.  

Characterizes clients’ challenges in 
constructive language (in need of 
emotional regulation, coping and or 
calming strategies or skills). 

Utilizes an authoritarian approach.  Uses a collaborative and integrative 
approach.  



Health & Human Services Agency 
Trauma-Informed Systems Policy Statement 
 
 
 
 

Improve the health and wellness of our 
community by providing innovative and 
integrated: 

• Policies 
• Practices 
• Services 
• Systems 
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HHSA Trauma Informed Principles 

• Safety:  Trauma and stress can compromise our 
physical, emotional and social safety 

• Trustworthiness:  Trauma and stress can make one 
question another’s intentions 

• Choice:  Trauma and stress can involve lack of control 
and feeling helpless 

• Collaboration:  Trauma and stress can lead to isolation 
and fear 
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HHSA Trauma Informed Principles 

• Empowerment:  Trauma and stress can lend to the 
questioning of one’s own capabilities 

• Inclusion of Client Partners:  Customers are the 
experts 

• Understanding and respect of socio-ecological 
factors:  There are interactive levels of influence in an 
individual’s ecology 

• Wellness and recover/discovery:  Recovery (and/or 
discovery) from trauma and stress is possible 
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Trauma Informed Scan 

∗Five lenses to review: 
• Policies 
• Practices 
• Environment 
• Language 
• Client partner / consumer 

involvement 
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Next Steps for TI System Integration 

• Develop annual   
Action Plans 

• Coordinate across   
the Agency 

• Educate the 
workforce 

• Provide services 
within a Trauma 
Informed System 
framework and lens 
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HEART: Journey to a Positive  
Customer Experience 
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H.E.A.R.T. 
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HEART: Journey to a Positive  
Customer Experience 
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HEART: Journey to a Positive  
Customer Experience 
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HEART: Journey to a Positive  
Customer Experience 
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Journey to a Positive  
Customer Experience 
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HEART: Journey to a Positive  
Customer Experience 
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HEART: Journey to a Positive  
Customer Experience 
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HEART: Journey to a Positive  
Customer Experience 
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HEART: Journey to a Positive  
Customer Experience 
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How does the County’s HEART Initiative thread into its 
focus on Trauma Informed Systems?  
 

They are mutually enriching, and promote 
a similar approach for all customers 

 

Trauma Informed Systems and the 
County’s HEART Initiative 
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∗ We are careful not to re-traumatize our  
customers as we provide assistance. 

 
∗ We believe that “Recovery is Possible,” both in 

addiction and mental health treatment.  
 
∗ We encourage our customers to “Live Well.” 

Helpful 
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∗ We ensure that all competencies and  
policies are accessible to staff 
 

∗ We are creating an action plan for Trauma Informed 
responses 
 

Expertise 
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∗ We give our non-threatening availability to our 
customers at all times. 

 
∗ We use active listening to work with others’ strengths 

and goals 

Attentive 
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∗ We demonstrate inclusiveness and cultural  
sensitivity. 

 
∗ We create a respectful workplace and service  

provider atmosphere. 
 
∗ We show interest in others’ needs. 
 

Respect 
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∗ We are responsive and timely with services. 
 
∗ We make being on time a priority to show  

respect for others. 
  

 

Timeliness 
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Questions?!? 
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Mark Silvia, Human Services Program Manager 
Eligibility Operations 
1255 Imperial Ave., San Diego CA 92101 
mark.silvia@sdcounty.ca.gov 
(619) 3385-2803 


	Trauma Informed Systems Integration and HEART: Changing the culture from within�
	Defining Trauma
	Trauma Informed Systems
	Views - Examples
	Health & Human Services Agency
	HHSA Trauma Informed Principles
	HHSA Trauma Informed Principles
	Trauma Informed Scan
	Next Steps for TI System Integration
	HEART: Journey to a Positive �Customer Experience
	H.E.A.R.T.
	HEART: Journey to a Positive �Customer Experience
	HEART: Journey to a Positive �Customer Experience
	HEART: Journey to a Positive �Customer Experience
	Journey to a Positive �Customer Experience
	Slide Number 16
	Slide Number 17
	Slide Number 18
	HEART: Journey to a Positive �Customer Experience
	Trauma Informed Systems and the County’s HEART Initiative�
	Helpful
	Expertise
	Attentive
	Respect
	Timeliness
	Questions?!?

