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• In this session, we will

• Identify different stakeholders and resources 
involved in the support process

• Become familiar with basic support structure 
of AFS-USA – on the volunteer and staff levels

• Gain a basic understanding of existing support 
tools

• Become familiar with several proactive 
support strategies

• Learn what to report to whom (and how) 
when support situations come up



AFS 
Participant 
Learning 
Objectives

• Personal 

Development

• Interpersonal 

Relationships

• Intercultural 

Knowledge

• Global Awareness

Participant Support 
Philosophy at AFS-USA

We transform challenging experiences 
into learning opportunities

Presenter
Presentation Notes
AFS-USA Learning ObjectivesAFS-International is helping partners across the network adopt these Learning Objectives into their orientation curriculum. Goal is for AFSers across the network to be aware of the Learning Objectives.



Stakeholders
& 

Resources



What is a Liaison?

• First point of contact for participant and host family
• A trained “first responder”
• An objective ear
• A facilitator of healthy relationships, problem-solving, 
and learning

• A mediator of interpersonal conflict
• A documenter of Monthly Contact reports for student, 
host family and school



What is a Support 
Coordinator?

• An experienced volunteer – many have been with 
AFS for decades

• A resource for liaisons

• The link in the chain of communication between 
liaisons and Support staff

• Often wears many hats – doing Support, organizing 
events/orientations, finding host families and 
recruiting participants



What is an Associate Support 
Coordinator?

• An extra layer of trained support volunteers within a 
team between the Support Coordinator and Liaisons

• Usually assigned to a chapter or smaller region within 
the Area Team

• A resource for liaisons

• Works with liaisons, host families, hosted 
participants, Support Coordinator, and staff



What is a Participant Support 
Specialist?

• AFS-USA staff 
• Works with several volunteer teams
• Works with both Sending and Hosted participants
• Hosted: Facilitates communication between local Support 
volunteers and partner staff

• Sending: Works directly with natural families
• Other roles include

• Works with TDS and volunteer team to link liaisons to hosted participants
• Facilitates Intercultural Learning
• Collaborates with other AFS-USA departments (Travel, Compliance, etc.)
• and more



What is a TDS?
• Team Development Specialist 

• AFS-USA staff in the field

• Each TDS has one, two or three Area Teams in the same 
geographic region

• Stakeholder in the Support process when a move is needed

• Roles include
• Recruiting liaisons
• Recruiting host families
• Developing school relationships
• and more



What is a Duty Officer?

• AFS-USA staff person

• Responds to emergency situations during nights, 
holidays, weekends

• Every AFS partner country has a D.O. system

• AFS-USA volunteers should use the AFS-USA D.O.

• 1-800-237-4636, ext. 9

• 212-299-9000, ext. 9



AFS-USA Participant Support 
Department Structure

WEST TEAM 

Manager
Senior Participant 
Support Specialist

Participant Support 
Specialist

EAST TEAM 

Manager
Senior Participant 
Support Specialist

Participant Support 
Specialist 

Regional Travel 
and Logistics 
Coordinator 

Regional Travel 
and Logistics 
Coordinator 

Presenter
Presentation Notes
The department is divided into East and West, but this doesn’t necessarily match the geography of the country, just an approximate division.Each PSS has approx. 250 participants to support, both hosted and sending.



Işıl Nart-
Alexander

Manager, West

Barbara Telser-Gadow
Director

Candace O’Malley
Sr. Manager, East

Thomas Quinn Smith
Specialist

Veronica Lorya
Specialist

Amanda Brown
Specialist

Diana Sarabia
Sr. Specialist

Roslyn Randall
Specialist

Julie Ball
Regional Travel 

& Logistics 
Coordinator

Ian Loumos
Sr. Specialist

Adriana Miladinovic
Specialist

Anjanae Wilson
Specialist

Sarah Tice
Regional Travel 

& Logistics 
Coordinator

Maria Feliciano
Specialist

Kendra McKechnie
Specialist

Rebecca Oswalt
Specialist

West
Working hours: 10-11 am to 6-7pm EST

East
Working hours: 9-10 am to 5-6 pm EST

Mia Oliveri
Specialist

Participant Support Team

Presenter
Presentation Notes
RTLCs help with Travel Waivers, and report to the PSMs



Area Team Support Structure

Team Support 
Coordinator

Associate Support 
Coordinators

Liaisons

Participants and Host families

Others:

• Participant Support 

Specialist (staff)

• Team Development 

Specialist (staff)

• Area Team Chair

• School Staff

Presenter
Presentation Notes
One size does NOT fit all, but this is a simplified representation of how teams can structure their Support volsASC role is new to some teams.If you’re interested in learning more about how to structure a Support team, there is the session…



Support Structure

• Sending Perspective

Support 
Staff

AFS Partner 
Country Volunteers

Sending

Natural family

• Hosting Perspective

Support 
Staff

Compliance

Travel

Hosting
Volunteer

Student

Host family

Team 
Development

Medical plan

AFS Partner 
Country

Presenter
Presentation Notes
This presentation focuses on the Hosting perspective, but this is a glimpse of the difference between the stakeholders on each side.



Communication Flow (Hosting)

http://www.afswiki.org/w/uploads/c/c3/Support_chain_of_communication.jpg
http://www.afswiki.org/w/uploads/c/c3/Support_chain_of_communication.jpg


When a dialogue could improve 
the experience, a Liaison will…

• Obtain multiple perspectives from all parties involved:

• Host family

• Student

• School

• Collaborate with the Support Coordinator and other volunteer stakeholders

• Facilitate a Support Meeting

• Have separate conversations with the participant and the host family

• Meet with the participant and the host family together

• Encourage host family and participant to explore cultural factors that could be 
influencing the situation

• Report the outcome of the meeting

• Document all actions taken in a timely, factual, objective manner

Presenter
Presentation Notes
Emphasis should be on communication, always.



Understanding Department of 
State Regulations

• Dept. of State issues J-1 visas

• Dept. of State regulates
• Screening of host family and school placements
• Placement deadlines
• Student moves
• Monthly contact requirement
• Incident reporting

•Liaison must be within 120 mile radius

Presenter
Presentation Notes
DoS regulations drive our documentation and reporting needs.AFS has network standards, as well as CSIET standards to comply with as well



Participant Support 
Process

Communication Chain 
and Support Tools

• Host Family Questionnaire

• Reflective Essay

• Plan for Success

• Support Agreement 

• Warning Letter

• Joint Counseling Call 

Presenter
Presentation Notes
Host Fam Questionnaire is something we want ALL students and host families to do



Explanation of Support tools
Host family rules outlined in the Host Family Questionnaire
Orientations Arrival, Post-Arrival, Mid-stay, Pre-Return, End-of-Stay
Support Meeting a dialogue between the student and host family 
facilitated by the Liaison and/or Support Coordinator
Cultural Exploration Toolto identify cultural factors influencing a 
Support issue
Reflective Essay for the student’s perspective in his/her own words
Plan for Success a collaborative document including guidelines, 
expectations, and action items for the student and host family
Support Agreement for Support issues that could jeopardize the 
placement and/or program
Warning Letter last chance before an Early Return
Joint Counseling Call with partner staff and participant

Presenter
Presentation Notes
All host families should be encouraged to do the Questionnaire. It is in the Handbook.Orientations are network-wide. Part of the AFS curriculum that unifies AFSers all over the world.Cultural Exploration Tool is still being developed and tested, hope to expand soon



Case Studies



Case Study Directions
1. Elect one person in your group to be “reporter” 
and one person to be “recorder”

2. Read the case study

3. Discuss these three questions:
• What are the cultural factors that may be 

playing a role?
• What proactive measures could have been 

taken?
• What are the next steps?



Support Reporting Example
Student is 
having issues 
academically 
and getting 
unsatisfactory 
grades. The 
host family 
cannot 
determine if it 
is lack of 
effort or that 
the student 
does not 
understand 
the materials.  

Volunteer meets with the 
student and determines it is a 
general misunderstanding and 
gives the student resources to 
overcome the situation which 
the student does.  Issue 
Resolved

Volunteer determines that the 
student
lacks the effort to receive higher 
grades. Volunteer informs the 
student of what the expectations 
are and informs the PSS. Gives the 
student 2 weeks to make 
improvements based on feedback. 
PSS reports to Partner staff.

Student improves academic performance.
Volunteer does not have any additional 
concerns
But will continue to check-in as necessary. PSS 
informs Partner country. PSS closes Support 
case. Issue Resolved

Student does not comply with feedback after 2 
week period. Volunteer and PSS draft a Plan for 
Success for student and begin another 2 week trial 
period.

If there is no improvement after 2 weeks on Plan for 
Success, escalate to a Support Agreement with another 2 
week trial. If no improvement after 2 weeks on a Support 
Agreement escalate to a Warning Letter with 1 week 
trial. If no improvement, Early Return.  If situation 
improves at any point, then deescalate accordingly.



Support Resources on the Wiki: www.afswiki.org



Thank you!

Mia Oliveri
Participant Support Specialist

Barbara Telser-Gadow
Director, Participant Support

Allison Barton
Team Chair and Support Coordinator, 

Central California Coast

Helen Armstrong
Support Coordinator, Alaska

Linne Shields
Support Coordinator, Dallas
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