
In This Issue

Pg 1: Summary of The Art of 
Listening

Pg 2: Sentinel Event Reviews

Pg 3: Critical Infrastructure 
Month

Pg 4: LEAD Series 

Pg 5: LEEF Journal & 
Professional Research Pool

Pg 6: ILETSBEI Information 

ILETSBEI
NEWS

Upcoming Events

Police Mid- 
Management Role in 

the 21st Century
Begins January 27th, 2020

*Click on the class to register*

Women in Criminal  
Justice Conference
in Bloomington-Normal

 April 7 & 8, 2020

Summary of The Art of Listening from Effective Police 
Supervision   By: Claudia Theobald, Graduate Assistant

Listening is a difficult skill to learn, but 
a primary qualification for supervisors. 
People think faster than they speak so they 
concentrate on other things rather than 
just what is being said. It is easy to expand 
knowledge by listening. 
Listening is an active process requiring 
comprehension and evaluation. Supervisors 
should make a sincere effort to understand 
messages coming from subordinates. Pay 
attention to the speaker, take notes, ask 
to repeat, ask for clarification, and repeat 
back to the speaker. Supervisors should give 
their undivided attention and make eye 
contact with the speaker. Supervisors need 
to stay open-minded and be aware of their 
own biases or preconceptions. Personal 
feelings should not block communication. 
It is important to stop talking; one cannot 
listen if they are talking. Do not give a 
response or even form a response until 
the speaker is finished talking. Waiting 
until the complete message is sent before 
responding suspends judgement, reduces 
interpretation errors, allows concentration 
on the entire message, and avoids jumping 
to conclusions. Supervisors should take time 
to evaluate and look for value and meaning 
in the message. Try to listen to what is not 
being said, as the speaker may be avoiding 
or missing crucial information. 
Communication is more complex than the 
verbal message. Nonverbal cues are an 
important aspect of communication. When 
it comes to the impact on communication, 
only 7% comes from actual words said, 38% 
comes from the way it was said, and 55% 
comes from nonverbal cues (Mehrabian, 
1981, p.90). Cues can include gestures, 
facial expressions, stance, posture, body 
movement, positioning, eye contact, and 
body tension. This can show the speaker’s 
inner most thoughts and feelings. One’s 
state of mind can be acted out through 
nonverbals. For example, if someone is 
tapping his foot, he may be impatient; if he 
raises his eyebrow, he may be in disbelief; 

or if he is interested, he may lean forward. 
One single cue may not be significant, but 
several cues can be important. Nonverbal 
communication reinforces or contradicts 
verbal communication. Supervisors 
should not only watch the speaker’s cues 
but should also be sure that their own 
are coordinated to the verbal message. 
Voluntary movements by the supervisor 
should explain, emphasize, and reinforce 
the verbal component but must not distract 
from the message either. 

Positive Feedback Techniques
1. Base reactions on fact, not personality.
2. Be motivational. Enthusiasm can improve 
work performance.
3. Be specific.
4. Contribute to knowledge.
5. Develop a personal relationship based on 
trust. Officers can see through phoniness.
6. Keep the discussion issue oriented.
7. Limit feedback to what is essential.
8. Provide reinforcement.
9. Select an appropriate time, place, and 
approach to give feedback.
10. Summarize the discussion and make 
sure your message has been received and 
understood.
11. Treat every officer fairly and equally.

References
Mehrabian, A. (1981). Silent messages:   
    Implicit communications of emotions and             
    attitudes. Belmont, CA: Wadsworth.
More, H. W. & Miller, L. (2015). The art of        
    listening. In S. Decker-Lucke (Ed.), Effective        
    police supervision (pp. 87-92) London:       
    Routledge, Taylor & Francis Group.

November 2019

Illinois Law Enforcement 
Training and Standards Board
Executive Institute

Excellence - Our Guiding Principle

Leadership · Partner · Serve · Guide · Empower

Promoting Professionalism in Policing

https://iletsbei.com/lead_training_series/police-mid-management-role-21-century/
https://iletsbei.com/lead_training_series/police-mid-management-role-21-century/
https://iletsbei.com/lead_training_series/police-mid-management-role-21-century/
http://www.linkedin.com/in/executiveinstitute
https://www.facebook.com/ILETSB.Executive.Institute
https://www.facebook.com/ILETSB.Executive.Institute
https://twitter.com/iletsbei
https://www.iletsbei.com/


November 2019

www.iletsbei.com

2

Most law enforcement personnel are familiar with the review 
process. Whether or not a law enforcement practitioner 
has been directly involved in a review or investigation, most 
practitioners understand the process and procedures of 
these reviews. In a webinar hosted by the Quattrone Center, 
presenters John Hollway and Dr. Mallory O’Brien discussed 
the foundations of a sentinel review and their relation and 
applicability to justice agencies. A sentinel review explores all 
factors of a major event, such as a death in custody, wrongful 
convictions, or police encounters escalating to violence. For 
example, in a wrongful conviction the sentinel reviewers 
will look at other factors related to the event, such as the 
arresting officer’s record and call log for the shift in question, 
the booking process, information on the convicted person, 
and the court proceedings. Sentinel reviews look at why the 
event occurred and work to prevent similar events in the 
future. The presenters’ explanation and practical application 
of sentinel reviews encourages more departments to use 
them. 

The primary focus of the webinar 
was to explain why sentinel reviews 
occur, who the stakeholders are, 
and how to use a sentinel review 
to benefit a justice agency. Hollway 
starts by defining “error” as it 
pertains to sentinel reviews. An 
error is any unintended or undesired 
outcome. Additionally, an error 
can be any time a system is not 
working as designed. Common 
examples of errors in the criminal justice system are: cold 
cases, unsuccessful interventions, intentional misconduct, 
and unintended consequences. Sentinel reviews are used to 
explain why these errors occur in the first place. Once the 
error has been identified, the review process begins.

While explaining how a sentinel review unfolds, the 
presenters made an analogy and gave a simple example. The 
presenters compared the review process to swiss cheese. 
The whole purpose of a sentinel review is to discover what is 
causing errors, and then making the necessary corrections to 
limit or eliminate the errors. In the swiss cheese model, an 
error occurs when you have several slices and all the holes 
line up. This allows you to see through each slice of cheese. If 
you look at each slice of cheese as a stakeholder in the error, 
each hole is how that individual stakeholder failed in their 
duty. 

The review process is lengthy, but not necessarily difficult. 
Given the nature of these reviews, it is important to keep 
in mind that attention to detail is key. The first step of the 

sentinel review process is to identify the error. After the error 
has been identified, a team must be created or a sentinel 
review board contacted. The sentinel review board will 
identify the key stakeholders in the error. Once they have 
been identified, the review board will gather documents 
from each of the stakeholders for analysis. After this, the 
stakeholders will review the timeline leading to the event and 
make interview recommendations. Following this, the review 
board will conduct the interviews and analyze the responses. 
The board will then begin to draft problem statements to 
present to the stakeholders. Once given the information, 
the stakeholder will then agree on a problem statement(s). 
Once the statement(s) has been made, the review board 
will draft potential interventions. If the stakeholders find the 
potential interventions adequate to combat the error, they 
will agree to the interventions. Finally, once the intervention 
is implemented, the review board must publish deidentified 
learnings and evaluate the impact. If the interventions fail, 

the cycle will start over in pursuit of 
a correction. 

Sentinel review boards can be used 
when an agency is facing an issue 
that is multifaceted and cannot 
be corrected through the use of 
simple problem-solving techniques. 
These issues and errors are 
complex and often include multiple 
agencies. Sentinel review agencies 
can help provide an agency with 
case selection, identification of 

stakeholders, identification of event participants, gathering 
data, potential reform identification, observations and 
interviews from sociologists, explain procedures being used, 
and offer recommendations for improvements.

Dr. Mallory O’Brien has used sentinel reviews in several large 
case reviews. Sentinel reviews have been used in Milwaukee 
and Minneapolis. In both cases, Dr. O’Brien and her 
colleagues have examined the various causes of a particular 
issue in each of these cities. She can coordinate with other 
agencies within the cities to broaden her database. In her 
experience, she and her team have seen success in the use of 
sentinel reviews. 
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The United States is composed of 16 infrastructure sectors 
that are crucial to the country’s security, economic security, 
and public health/safety. Presidential Policy Directive 21 
(PPD-21): Critical Infrastructure Security and Resilience was 
implemented in 2013 to strengthen and maintain critical 
infrastructures.1 The 16 Sectors that PPD-21 aims to protect 
are Chemical; Commercial Facilities; Communications; Critical 
Manufacturing; Dams; Defense Industrial Base; Emergency 
Services; Energy; Financial Services; Food and Agriculture; 
Government Facilities; Healthcare and Public Health; 
Information Technology; Nuclear Reactors, Materials, and 
Waste; Transportation Systems; and Water and Wastewater 
Systems.1 These sectors are so important to the United States 
that it would be devastating if they 
were compromised. Although 
each sector is equally important, 
this article will highlight three 
sectors: Commercial Facilities, 
Communications, and Information 
Technology.1

The Commercial Facilities sector 
contains a variety of locations 
that the public uses for shopping, 
business, entertainment, and 
lodging. These facilities rely on the 
public having undeterred entry, 
therefore, they should not use intense security measures to 
restrict access. Within the Commercial Facilities sector there 
are eight subsectors, which include entertainment and media, 
gaming (e.g., casinos), lodging, outdoor events (e.g., theme/
amusement parks, fairs, campgrounds), public assembly 
(e.g., arenas, stadiums, zoos), real estate, retail, and sports 
leagues.1

The Communications sector is the foundation for all 
businesses, public safety organizations, and government. The 
Communications sector is vital to the critical infrastructure 
sectors because it allows communication among the sectors. 
Although at one time this sector was only used for voice 
services, it has advanced to an interconnected system 
that utilizes terrestrial, satellite, and wireless transmission 

systems.1 This unit is relied on heavily to ensure that the 
infrastructures are protected. Outages that occur are the 
responsibility of the communications sector, which can 
respond to these issues to resolve them as quickly as possible 
so sectors and government officials can communicate, 
especially in a crisis. Since this sector is relied on by other 
sectors, it is also very involved with other sectors, including 
Energy, Information Technology, Financial Services, 
Emergency Services, and Transportation Systems.1

The dependence on the Information Technology sector has 
been growing rapidly among businesses, governments, 
academia, and private citizens. This sector is relied on to 
construct hardware, software, information technology 

systems and services, and the 
Internet. The intricacy of this 
sector allows it to detect potential 
threats and/or weaknesses that 
must be resolved. The Information 
Technology sector partners with 
the Department of Homeland 
Security to assess possible risks 
that are present and implement a 
strategic plan to protect the sector 
against those risks.1

Each of the 16 infrastructure 
sectors identified by PPD-21 are 

vital to the security, safety, and health of the United States. 
These infrastructures make it possible for the nation to 
perform necessary daily functions by providing essential 
services including facilities of businesses, entertainment, 
lodging, communication, critical manufactured products, 
supplied energy, means of transportation, and many others.2 
To learn more about these infrastructures, you can visit the 
Cyber + Infrastructure (CISA) website. 
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NEW COURSE 
Tuition Free  

When 
Week 1: Jan 27 — 31, 2020 
Week 2: Feb 24 — 28, 2020 
Week 3: Mar 23 — 27, 2020 

Where 
MTU4 - East Moline 

About PMR21C 
National Faculty 

Classroom & Online 
Solution-Focused Curriculum 

Who Should Attend 
Commanders, Lieutenants,  
Watch Commanders, other 

Middle Managers  

Registration Required 
Registration Deadline 

January 6, 2020 or 
until the class is full 

Questions? 
Contact Jeff Fritz or  

Barend Wurth  
at (309) 298-2646 or 

ja-fritz@wiu.edu 
b-wurth@wiu.edu

Police Mid-Management Role in the 21st Century 
Session PM-202 

Police Mid–Management Role in the 21st Century is an intensive and inspiring 
intermediate-level leadership education 
program designed for law enforcement 
middle managers, as well as supervisors 
transitioning to middle management 
positions within their organizations.  

PMR21C provides you with enhanced 
leadership abilities and the necessary 
competencies to effectively manage a 
team of law enforcement professionals in 
response to the ongoing needs of the 
community and your police department 
itself.  

PMR21C is a part of our Leadership, 
Empowerment, Advancement and Development (L.E.A.D.) 
training and certification program. 

Personal and Professional Impact 
▪ Identify key characteristics of effective managers
▪ Work yourself to a higher level of thinking as it

relates to your personal and professional growth
▪ Exchange ideas and learn new skills in an interactive setting
▪ Explore different management techniques, contemporary topics and

emergent trends
▪ Learn to align your management styles and strengths with performance in

your work environment

Cost 
Tuition and lodging are provided for Illinois local law enforcement by the ILETSB 
Executive Institute. Transportation and meals are the responsibility of the registrant 
and/or the nominating department.  

A non-refundable administrative fee ($250) for persons accepted into the class is 
due by January 17, 2020.  

Academic Credit 
Completion of PMR21C qualifies you for undergraduate and graduate academic 
credit from the School of Law Enforcement and Justice Administration at Western 
Illinois University. 

2020 LEAD Series 
Leadership, Empowerment, Advancement, and Development 

Promoting Professionalism in Policing 

Illinois Law Enforcement Training and Standards Board Executive Institute 

Discover More 

Click Here to Register 

REGISTRATION OPEN! 

https://iletsbei.com/
www.iletsbei.com
https://iletsbei.com/lead_training_series/police-mid-management-role-21-century/
mailto:ja-fritz%40wiu.edu?subject=
mailto:b-wurth%40wiu.edu?subject=
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The Professional Research Pool for Criminal Justice Science 
(PRP) is a platform for researchers and participants in the 
criminal justice field to conduct and complete research. 
Research is essential for implementation of empirically-
based criminal justice policies and practices. Through the 
PRP, researchers can disseminate studies to valid participants. 
Professionals from all criminal justice fields may join as a 
participant to contribute to studies. 

This month we are highlighting Police Interactions with 
Community Members (Building Trust & Legitimacy). The 
purpose of this study is to better understand sworn law 
enforcement officers’ characteristics and behaviors related to 

their interactions with community members. In completing 
the survey you will respond to items about the demographic 
characteristic of the community you have policed in for most 
of your career, consider how community members in this 
area may view you, consider behaviors that you engage in for 
effective policing, and consider your own responses to people 
from other cultures. This research will be used to consider 
how officers balance needs related to safety and crime 
control with police legitimacy and justice in the communities 
they work in. 

To join the PRP and for more information, please visit here.

Law Enforcement Executive Forum

Illinois Law Enforcement Training and Standards Board Executive Institute 
Information

The Law Enforcement Executive Forum provides the criminal 
justice community with best practices and emerging technology 
for law enforcement leaders. The Forum journal is written for 
and by criminal justice professionals and scholars to share their 
opinions and success with others. Published quarterly, the 
Forum journal provides readers with current issues, trends, and 
evidence-based practices in the field of criminal justice.

Subscribe to the Law Enforcement Executive Forum today!  
If interested in submitting an article, please submit it to the Law 
Enforcement Executive Forum via Scholastica.

The following articles will be available in 19.4 of the Law 
Enforcement Executive Forum: 

The Administration of Naloxone by Law Enforcement Officers: 
A Statewide Survey of Police Chiefs in Illinois explores 
naloxone implentation, training, perceptions, beliefs, 
attitudes, and potential impacts. Concerns of law 
enforcement officers are described, along with possible 
positive outcomes. 

Does the Customer Matter? Designing a Responsive Criminal 
Justice System addresses the missteps of the criminal 
justice system and provides approaches to involving the 
"customers" of the criminal justice system. 

A New Model for Law Enforcement Management and 
Leadership Pedagogy for the 21st Century proposes a 
new model for supervisory-level training. This model 
involves students in their learning process. 

Police Recruit Selection Criteria Should Include Consideration 
of Potential for Future Leadership discusses criteria 
police chiefs from four states use for promoting to 
leadership roles. Various leadership traits and styles are 
illustrated. 

American Distrust and the Police: Serving America’s 
Communities covers the application of excessive force 
and the effect this has on America's distrust of law 
enforcement.  

Visit the Law Enforcement Executive Forum website here to 
purchase the whole volume or individual articles!

The Professional Research Pool for Criminal Justice Science

Promoting Professionalism in Policing

https://www.prpforcjscience.com/
https://iletsbeiforumjournal.com/index.php/subscribe-pro
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School and Campus Safety Program

Employee Introduction

The Executive Institute recognizes 
budgetary constraints or a tight 
schedule can limit officers from 
attending a traditional classroom 
course. That is why we introduced a 
series of cost-free online courses that 
gives the officer the flexibility to learn 
from home or at work. Click here for 
more information. 

The Online Learning Network: 

• Provides opportunity to work from 
a location with an Internet 
connection anytime, anywhere

• Has interactive learning 
activities;

• Has built-in learning and 
knowledge assessments;

• Meets current statutory 
requirements click here for      

    mandates and related courses;
• Has a library of relevant topics for 

law enforcement;
• Tracks and retains officer training 

records;
• Provides a Certificate of 

Completion for training 
records.

Online
Learning
Network

Online Learning Network

The Illinois School and Campus Safety 
Program is a partnership between 
the Illinois Terrorism Task Force and 
Western Illinois University, which 
provides awareness and preparedness 
training to enhance organizational 
capacity to plan for, respond to, and 
recover from an emergency or disaster. 
As such, the program partners with 
other entities invested in safety, 
including the Federal Emergency 
Management Agency, the Illinois 
Emergency Management Agency, the 
State Terrorism & Intelligence Center, 
New Mexico Tech, and others. 

A list of our available courses are 

available in our brochure, accessible 
here. Courses are divided into K-12 and 
Higher Education. Courses available 
include Student Behavioral Threat 
Assessment, Incident Response to 
Terrorist Bombings, Understanding and 
Planning for School Bomb Incidents, 
Developing Emergency Operations 
Plans, and Campus Emergencies 
Prevention, Response, and Recovery. 

Keeping our schools and campuses 
safe requires communication 
and collaboration on the part of 
administrators; faculty and staff; first 
responders including police, fire, and 
EMS; and many other entities.

Deja Brown is a 
new graduate 
assistant at 
the Executive 
Institute. She 
has been 
working for 
the Executive 
Institute 
since January 
2019 as an 
intern. During 
that time, 

she has earned her new graduate 
assistant position working closely 

with the School and Campus Safety 
program. She is from Skokie, IL and 
recently graduated from Western 
Illinois University (WIU) in May 2019 
with her Bachelor of Science degree 
in Law Enforcement and Justice 
Administration. She is continuing her 
education by pursuing her master’s 
degree in Business Administration at 
WIU. Deja is active in Alpha Phi Sigma 
Criminal Justice Honor Society and 
the Minorities in Blue organizations at 
WIU. Her most current future career 
aspiration is to become a federal 
investigator. 
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