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ABSTRACT 

GRETCHEN MARIE RICHARDS 
HOW INSTITUTIONAL AND UNIVERSITY COUNSELOR POLICIES 
EFFECTIVELY RESPOND TO VICTIMS OF CYBER VIOLENT ACTS: A 
MULTISITE CASE STUDY 
Under the direction of ELAINE M. ARTMAN, Ed.D. 

This multisite case study examined how institutional and university counselor 

policies effectively respond to cyber violent acts. Stake's (2006) multisite case study 

methodology was used to identify seven themes from current literature. Two sites with 

four participants were selected. The participants included two counseling directors and 

the primary counselor assigned to the LGBT community. One participant assigned to 

counsel LGBT students briefly discussed the struggle they had while attending college 

and struggling with the decision to come out or remain in secrecy. 

Data collected from institutional and counseling documents and participants' 

interviews were analyzed for alignment to the seven themes. The results showed LGBT 

couples use cyber space to "out" their partners, and online classrooms are becoming a 

venue for cyber violent acts to occur. Six stories told by the participants provided a range 

of issues experienced by students and especially LGBT students who are confronted 

through technology. The stories ranged from texting threatening messages to kill a friend 

because they no longer spend enough time with the aggressor, to bullying in the 

classroom because there is not a White Supremacy organization on campus, to revealing 

the partner's sexual identity that transitions into violence and attempted suicide. 

xiv 



The study found cyber violent acts against LGBT student population create an 

environment that exacerbates problems faced by LGBT students. Issues identified as 

stressors on student retention, allocation of counseling resources, campus insurance 

coverage, and resources for acute mental health problems are discussed. The findings 

indicate the intricate and fragile existence between cyber violence against LGBT 

students, the struggle counselors have to address concerning institutional policy and 

protocol, and how lack of acceptance can translate to miss opportunities to promote 

tolerance, understanding, and intelligence for all stakeholders in academia. When the 

fragile balance has been compromised, LGBT students will leave the college or 

university to find a safer environment that provides a sense of stability. 

xv 



CHAPTER 1 

INTRODUCTION TO THE STUDY 

Traditional institutional policies and counseling procedures in Institutions of 

Higher Education do not adequately respond to cyber violent acts against the LGBT 

student population (Keller, 2008). Concerning Higher Education Law, the virtual nature 

of cyber violence such as cyberbullying has created a dilemma for the courts on the issue 

of free speech because the act does not fit easily into the legal precedence set forth in 

cases such as Hazelwood and Tinker (Belnap, 2011). The Internet has become a popular 

communication medium that allows freedom of expression to a marginalized community 

(Burleson, 2010). Because LGBT students are invisible on campus and feel the need to 

remain "closeted", violence and an unwelcoming college environment cause LGBT 

students to leave college campuses (Sanlo, 2004). The ability to create policies and 

procedures that are non-linear, which is based on chaos theory are required for higher 

education to address the multitude of social issues experienced on campus (Cutright, 

1997). 

After the Virginia Tech massacre, the implementation and practice of mental 

health and safety policies were scrutinized (Drysdale, Modzeleski, & Simmons, 2010; 

Fain, 2007; Shuchman, 2007). Drysdale et al. revealed approximately 31% of the 

perpetrators' deviant and threatening conduct had been observed but not always reported 

by others before the commission of crimes on campus. Sulkowski's (2011) research 

explained Drysdale et al.'s findings as "warning signs of psychosocial maladjustment" (p. 

1 
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62) that, if taught to college students by the administration or the counseling directors, 

psychologists, and psychiatrists in the mental health department, could enhance reporting 

suspicious activity or crimes. Sulkowski's study established that students' strong 

emotional connection to the university, or "campus connectedness" (p. 54), encouraged 

reporting of potential threats or acts of violence. "In lieu of implementing increasingly 

draconian approaches to violence (e.g., zero tolerance policies, security technologies), it 

may be time for colleges to work toward increasing trust and connectedness in campus 

communities" (Sulkowski, 2011, p. 63). 

Sulkowski's conjectures about the role of educational institutions in encouraging 

new teaching methods and accepting increased responsibility to protect students have 

added new dimensions to safety issues (Dempsey, Sulkowski, Dempsey, & Storch, 2011). 

According to Wright (2000), hacking, fraud, bomb threats, and threatening emails are 

types of cybercrimes on college campuses that have proliferated faster than dot-net 

companies. The rapid increase in cybercrime has created a resource and knowledge 

deficit to address the issues on college campuses (Wright, 2000). 

Cyberspace and technology has created a forum where inhibitions are lowered 

(Dempsey et al., 2011; Kang, 2000; Taylor, 2011; Waskul & Douglass, 1997). Therefore, 

cyberspace has shifted the communication paradigm by creating a forum that has 

redefined the laws of human interaction by permitting new relationships and virtual 

communities built on similar experiences and hobbies (Kang, 2000; Waskul & Douglass, 

1997). Kang found technology promoted the advancement of hate crimes and racial 

prejudices known as cyber-race because cyberspace has lowered individuals' inhibitions 

when communicating with others. Aggression, bigotry, hatred, and other emotions or 
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beliefs that are not typically expressed face-to-face are expressed in cyberspace (Arriaga, 

Esteves, Carneiro, & Monteiro, 2008; Burleson, 2010; Kang, 2000; Perlmutter, 2008; 

Taylor 2011). Furthermore, researchers have questioned if emotional bonds between 

human beings and the avatars or caricatures of users in cyberspace exist (Arriaga et al., 

2008; Dempsey et al., 2011; Taylor, 2011). Taylor's study found emotional bonds of 

acquaintance or higher existed, which she referred to as parasocial interaction (PSI). 

As individuals bond to seek remedies against the bigotry toward their group, the 

solution to balance one agenda will discriminate against another group (Perlmutter, 

2008). One specific group singled out for hate crimes on college campuses is the LGBT 

student community (Burleson, 2010). Burleson examined factors contributing to the 

selection of a college by a lesbian, gay, bisexual, and transgender (LGBT) student and 

found a campus climate that welcomes LGBT students was strongly desired. The LGBT 

student community is a mixed community of varying degrees of closeted and outness 

terms used to describe the level of knowledge by family and friends about the student's 

sexuality (Burleson, 2010, p. 11). Institutionally based intervention programs "can help 

adjust the subjective norm to be more LGBT affirmative and address the barriers to 

perceived behavioral control" (McCabe & Rubinson, 2008). 

In response to the increase in harassment, bullying and sexual violence on 

campuses, the United States Department of Education Office For Civil Rights (Ali, 2010, 

2011) issued two Dear Colleague letters outlining required actions to be conducted by the 

institutions to reduce the incidence of harassment, bullying, and sexual violence on 

campuses. Consequently, the Higher Education Opportunity Act (2008) has been 

expanded in the type, collection, and reporting of campus crime (Ward & Mann, 2011). 
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A paradigm shift has occurred beyond the boundaries of inhibition found in the 

traditional face-to-face methods of communication (Kang, 2000), which has caused the 

Internet environment to become a popular method of expression by the marginalized 

LGBT community (Burleson, 2010; Sulkowski, 2011). However, violent acts are being 

cultivated in the realm of technology (Arriaga et al., 2008; Cheung, 2009; Comstock, 

1989; Wright, 2000) and being used to victimize marginalized populations (Ali, 2010, 

2011; Comstock, 1989; Crick & Grotpeter, 1995). According to Wheatley (1999), the 

invisible realm of cyberspace has created a profound effect on human life because this 

space is overflowing with "interpenetrating influences and invisible forces 

[to]...connect," (p. 53). Within the LGBT community, the connection between the 

influences and forces has provided a false sense of security and relaxation of inhibitions 

because the fear of face-to-face retaliation based on lifestyle choice has been removed 

using the Internet (Burleson, 2010). 

University counseling directors are considered the conduit between the needs of 

the campus community and the administration on policy issues on mental health and the 

promotion of a safer climate (Boyd et al., 2003; Sulkowski, 2011). Furthermore, 

counseling centers are responsible for educating the university community on mental 

health topics and coping mechanisms; serving on campus assessment teams; conducting 

crisis interventions; and counseling students concerning academic, relational, financial, 

and other issues that create stress or exacerbate existing medical and mental health 

conditions (Boyd et al., 2003; Sulkowski, 2011). When counseling directors were asked 

about litigation, approximately one percent stated they are involved in a legal proceeding 

(Barr, Rando, Krylowicz, & Reetz, 2010). To be effective, counseling directors must 
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overcome diverse and complex challenges and the legal obstacles that involve 

confidentiality (Boyd et al., 2003). 

Statement of the Problem 

Because counselors have witnessed the negative consequences of violent acts 

against the LGBT community, McCabe and Rubinson (2008) have challenged counselors 

to become active leaders in the development of policies to protect the LGBT student 

community against discrimination and harassment. For the first time, university 

administrators and mental health counselors are faced with the growing phenomenon of 

technology affecting the inability of the human mind to establish boundaries between 

reality and fantasy, which can cultivate new methods of violence against the LGBT 

student community (Arriaga et al., 2008; Ball, 2004; Burleson, 2010; Cheung, 2009; 

Comstock, 1989; Crick & Grotpeter, 1995; Mason, 2008; Stewart, 2002; Sulkowski, 

2011; Taylor, 2011; Wheatley, 1999; Wright, 2000). 

A contributory explanation of cyber violence because research has found the 

cyber users in adolescence to approximately 27 years of age have difficulty in separating 

fantasy from reality because the mind's eye cannot differentiate between the two worlds 

(Blinka, 2008). Unless the individual becomes grounded in a real world relationship, 

avatars used in cyber worlds have a greater significance in the person's life (Blinka, 

2008). Institutions of Higher Education leadership have been placed in an arena where 

policy and procedures must address issues that change in a nanosecond (Cutright, 1997) 

to effectively provide a safe, secure learning environment that will contribute to higher 

retention rates of LGBT students (Sanlo, 2004). Not all universities (Keller, 2008) and 

counseling departments (McCabe & Rubinson, 2008; Sulkowski, 2011) have effective 
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policies to respond to LGBT victims of cyber violence to entice the students to remain 

enrolled (Sanlo, 2004). 

Purpose of Study 

The U.S. Board of Education Office of Civil Rights has strongly urged all 

schools, P-16, to be vigilant in protecting students from sexual predators and bullying 

(Ali, 2010; Ali, 2011). However, the role of cyber violence as an instrument in the 

commission of the abovementioned crimes has not been studied from a policy 

perspective. Because counselors are the first to identify negative consequences, 

counselors are called to be advocates for creating policies that protect students (McCabe 

& Rubinson, 2008). Therefore, the purpose of the multisite case study was to explore 

how institutional and university counseling policies effectively respond to victims of 

cyber violent acts. 

Research Questions 

The overarching research question was how do counseling directors implement 

counseling procedures in accordance with institutional policies to respond to incidents of 

cyber violent acts against university students? 

Two sub-questions added based on the review of literature were 

How specifically are LGBT students affected by cyber violent acts? 

How do counseling procedures and policies respond to incidents of cyber violent 

acts against LGBT students? 

Theoretical Framework 

According to Ball (2008), complexity theory is a linear approach to setting policy 

boundaries by focusing on the emergence of a phenomenon. Mason (2008) compared 
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complexity theory to chaos theory by describing chaos theory as addressing the 

'sensitivity to the phenomena' (p. 5). Cutright (1997) believed the environment within 

institutions of higher education stipulated the use of chaos theory's non-linear approach 

as the foundation to policy design. Cutright urged institutions of higher education to use a 

nonlinear approach to policy design known as chaos theory because humans do not 

respond to a situation in a linear or point A to B fashion when addressing complex issues. 

The problem of counseling and institutional policies being effective in response to and 

retention of LGBT victims of cyber violence acts was examined. 

Chaos theory in policy design allows for a dynamic, fluid response to complex 

issues (Cutright, 1997), which technology has pushed to the forefront through cyber 

violent acts against students and especially LGBT students (Burleson, 2010). 

Furthermore, the lines between reality and fantasy are blurred through the mind's eye 

(Arriaga et al., 2008; Binka, 2008; Keller, 2008; Taylor, 2011), which can cause 

emotional trauma when a cyber violent act occurs (Keller, 2008). Chaos theory examines 

how a complex system loses stability within a particular environment due to a 

"significant degree of complexity, [after which an] emergent phenomena" (Mason, 2008, 

p. 5) occurs. Stewart (2002) believed chaos will "tell us.. .that the whole line of reasoning 

is an oversimplification and we should find a better way to think about the stability" (p. 

265). Wheatley (1999) described chaos in cyberspace as not being visible to the human 

eye and having a profound effect on human life; perhaps this space is overflowing with 

"these interpenetrating influences and invisible forces..(p. 53). 
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The researcher's synthesis of the institutional relationship to chaos theory and 

complexity theory combined with cyber-aggression (Dempsey et al., 2011), parasocial 

interaction with avatars (Taylor, 2011), and increased expressions of cyber-hate (Kang, 

2000) is illustrated in Figure 1. The definition of chaos theory (Cutright, 1997; Stewart, 

2002; Wheatley, 1999) supports how the fragile the relationship between the outedness of 

an LGBT student, the university's acceptance of the LGBT community and the response 

to cyber violence against the LGBT student can create an unsafe, learning environment 

that forces the student to leave (Burleson, 2010; Sanlo, 2004). The traditional approach of 

how institutions and counselors are prepared through policy is based on a linear response 

approach because the problem is viewed as a cause and effect issue (Cutright, 1997; 

[7* 
Moving from Complexity 
Theory linear approach 
to Chaos Theory non
linear approach to 
phenomena 

Leaders in policy 
making 
Chaos based 
strategic plans to 
address the dynamic 
environment 

Connection of 
interpenetrating 
influences and 
invisible forces 
Reduced inhibitions 
in communications Complexity 

to Chaos 
Chaos & 

Cyber-Space 

Counseling & 
Chaos in 

Education 

Cyber-Space 
& Counseling 

PSI 
Emotional bonds to 
cyber violent acts 

Figure 1. Interaction amid chaos, cyber violence, institutional and counseling policy 
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Mason, 2008). However, to respond to cyber violent acts and the rapid change in how 

relationships and crimes are conducted, an institution and counselors must responded in a 

non-linear, chaos theory view that consistent solutions that respond to problems or issues 

at the "edge of stability" (Cutright, 1997; Stewart, 2002; Wheatley, 1999). 

Significance of the Study 

The significance of the multisite case study is ineffectual and effectual counseling 

and institutional policies to respond to LGBT victims of cyber violent acts were 

identified. A secondary significance is that LGBT students who were victims of cyber 

violence on the participants' sites decided to leave the campus. This is important because 

for institutions because the results indicated to retain students, the students need to feel 

connected to the campus (Sulkowski, 2011), and LGBT students need to have their 

lifestyle accepted and felt safe (Burleson, 2010; Sanlo, 2004). 

Procedures 

This study employed a qualitative multisite case study methodology to investigate 

how counseling directors implement counseling procedures in accordance with 

institutional policies and procedures in response to cyber violent acts against LGBT 

students. Merriam (2009) stated "case study is a particularly suitable design if you are 

interested in process" (p. 33). Stake (2006) expanded the definition of case study to 

include research that will "investigate a phenomenon, population, or general condition" 

(p. 445). 

Merriam (2009) defined case study methodology as an "in-depth description and 

analysis of a bounded system" (p. 40). Creswell (2007) defined research using case 

studies as a "bounded system (a case) .. .over time, through detailed, in-depth data 
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collection involving multiple sources of information (e.g., observations, interviews, 

audiovisual material, and documents and reports), and reports a case description and 

case-based themes" (p. 73). 

The multisite case study used multiple data sources from policies and procedures, 

documents, and interviews to examine reported incidents and the overall response to 

determine similarities and differences and provide rigorous and dependable results 

(Baxter & Jack, 2008). This research reviewed documentation on counseling policies, 

Student Code of Conduct, diversity and inclusion; vision statements; Acceptable Use 

Policy, Mental Health Policy, strategic plans, initiatives, and minutes of meetings 

concerning LGBT students. Counseling directors that oversee the policy design and 

procedures will be surveyed to clarify cyber violent acts against LGBT students and 

policy response on their campus. 

A modified version of Stake's (2006) detailed account of multisite case study data 

gathering, analysis, and reporting was used for this research. Interviews and a review of 

documents were conducted to illuminate the effective or ineffective development of 

counseling policies and procedures to respond to incidents of cyber violent acts against 

the LGBT student population. Development of counseling policies designed to respond to 

cyber violent acts against LGBT students, the university counseling directors were asked 

to participate in in-depth interviews. The researcher has obtained authorization from a 

counseling directors' association from a southern state, which will be referred to as "The 

Association" to protect anonymity. The Association allowed the researcher to interview 

counseling directors who have counseled LGBT student victims of cyber violent acts and 

have developed policies and procedures were the target population for this study. Two 
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counseling directors responded to the sampling survey and met the requirements of (a) an 

active LGBT student community; (b) an attempt to establish or has established resources 

for the LGBT community; (c) counseling policies with acknowledgement of LGBT 

issues; and (d) a counseling director who has treated or supervised the treatment of LGBT 

victims of cyber violent acts. The Association agreed to use Mercer University's 

Institutional Review Board protocol. A modification to interview a member of the 

directors' staff appointed to assist LGBT students was submitted and approved by the 

Institutional Review Board (IRB). The interviews were data and member checked. After 

Chapters 4 and 5 were completed, a peer debriefing was conducted to ensure continuity. 

Limitations 

The limitations of this qualitative, multisite case study are the response from the 

counseling directors because the responses could be influenced by other experiences or 

knowledge outside of cyber violent acts against the LGBT community. The limitation of 

exaggeration could occur if a counseling director embellishes the event; however, the 

questions require the counselors to describe all aspects involved in the incident to limit 

the occurrence of exaggeration. 

Delimitations 

A delimitation of this study is the selection to interview only counseling directors 

in one southern state and excluding other members in the student affairs division and 

administration who have worked with counseling directors to implement procedures or 

create policies to respond to cyber violent acts against the LGBT student population. The 

counseling directors were selected because (1) the association promotes training with 

other professions, such as law enforcement and student affairs to promote better 
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understanding and response; (2) the association is located in the Bible Belt; and (3) the 

association actively seeks treatments and solutions that promote mental wellness. 

Definition of Terms 

Avatar is a graphic art character rendering designed by a person to reflect a 

fantasy (Arriaga et al., 2008; Dempsey et al., 2011; Taylor, 2011). 

Cyber-aggression is the use or combination of overt or relational forms of 

aggression using technology (Dempsey et al., 2011). 

Cyberspace is a fictional term coined by novelist Gibson (1984) to describe a 

virtual reality where people log their minds into computer technologies capable of 

entering, perceiving, and exploring the data matrix. 

Cyber violent acts occur when end users commit violence on the Internet or in 

virtual worlds that could include bullying, rape, stalking, or other crime committed 

virtually to invoke fear or emotional harm in another (Cheung, 2009). 

Hate crimes are motivated by victim's race, color, ethnicity, religion, sexual 

orientation, or national origin (Garner & Black, 1999). 

Outness is a term used to define the level of knowledge family, friends, and 

members of society have regarding an individual's gender identity (Burleson, 2010). 

Overt aggression can include physical aggression such as throwing objects, or 

hitting, and verbal overt aggression can include threats or teasing (Dempsey et al., 2011). 

Pansexual, also referred to as Omni sexual, is an individual who expresses or 

involves sexuality in many different forms or uses a diverse range of sexual outlets 

(Dictionary.com, 2012). 
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Parasocial interaction is the emotional connection or reaction between the media 

user and a mediated persona, as if the character were an acquaintance (Taylor, 2011). 

Relational aggression is the disruption or denigration of a victim's social status or 

interpersonal relationship (Dempsey et al., 2011). 

Second Life is a three-dimensional world that hosts virtual university campuses 

(Keller, 2008). 

Summary 

Chapter 1 outlined challenges presented to college leadership. These challenges 

include (a) the overall acceptance of the LGBT student community by the other students 

(Burleson, 2010; McCabe & Rubinson, 2008), (b) the role of cyberspace in cyber violent 

acts (Arrriaga et al., 2008; Dempsey et al., 2011; Taylor, 2011), and (c) how nonlinear 

responses in chaos provides a stronger foundation for policy design for institutions of 

higher education (Cutright, 1997). The research problem, purpose of the study, research 

questions, the significance, and procedures used to conduct the study were described. 

Chapter 2 presents current literature on chaos and complexity theory from 

conception to education; the emotional connection between human beings, the Internet, 

and cyber violent acts; and counseling roles on college campuses. Chapter 3 describes the 

procedures used in population and sample selection, confidentiality, data collection and 

analysis, reliability and validity of the data used in the qualitative multisite case study. 

Chapter 4 reviews the data analysis. Chapter 5 summarizes the findings and the future 

research to address the issues this study has uncovered. 



CHAPTER 2 

REVIEW OF RELATED LITERATURE 

This chapter begins with an explanation of complexity and chaos theories as the 

theoretical and conceptual framework of the study. The review of literature explored the 

influences of policy design and how current events on college campuses have created a 

call for change in how colleges respond; review counseling policies and procedures; 

examine campus connectedness in the reporting of crimes and violence on campus; 

outline the definition of cyber violent acts for this study and the role of the avatar; and 

review of the challenges faced by lesbian, gay, bisexual, and transgender (LGBT) 

students through violence and cyber violent acts. 

Chaos and Complexity Theory 

Complexity theory scrutinized the emergence of phenomena and the cyclical 

relationships between relative calm and paradigm shifts that defined the boundaries 

within an organization, field, or segment of society that resulted in the development of 

policies or rules (Kuhn, 1970; Rihani & Geyer, 2001). Until the mid-to-late 21st century, 

complex systems were studied using linearity (Capra, 1983; Rihani & Geyer, 2001). 

However, with the advancement of technology, coupled with research in biology, social 

sciences, and mathematics, researchers discovered complex adaptive systems through the 

emergence of non-linear paradigms that represented systematic evolution (Capra, 1983; 

Rihani & Geyer, 2001). According to Rihani and Geyer, three components of behavior in 

complex systems exist "order, chaos, and self-organized complexity" (p. 239). Order 
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from chaos based on the qualities and non-linear dynamics in natural sciences can be 

clearly observed, and the observation of chaotic states in organizational management 

demonstrates the complexity of the theory (Thietart & Forgues, 1995). 

Chaos theory was observed in chemistry, physics, and economics research to 

elucidate non-linear dynamics and the three states of equilibrium stability, explosive 

instability, and chaotic disequilibrium (Thietart & Forgues, 1995). The study of chaos has 

expanded to determine if causational relationships of the unexplainable, stable-unstable, 

and complex realms exist (Thietart & Forgues, 1995). According to Barnard (1968), "The 

survival of an organization depends upon the maintenance of equilibrium of complex 

character in a continuously fluctuating environment" (p. 6). Consequently, the 

maintenance of the equilibrium can be established at every level of the organization using 

management control (Thietart & Forgues, 1995). Order from chaos based on the qualities 

and non-linear dynamics in natural sciences can be clearly observed (Thietart & Forgues, 

1995). 

Stewart (2002) wrote, "Imagine that the state of the system is described by the 

coordinates of a point in some huge-dimensional phase space" (p. 59). According to 

Stewart, the phase space is the area or topology where the initial conditions are 

established. Initial conditions can affect behavior when the rule or behavior has modified 

the initial condition will affect the overall response to the behavior or rule. He further 

explained that stretch and fold are the rule cycles or behavioral reaction to the 

disequilibria and the process of re-establishing equilibrium. The equilibrium will never be 

re-established at the same point where disequilibria began; therefore, the bell can never 

be un-rung (Stewart, 2002). 
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According to Stewart (2002), "The computer-assisted proof of chaos was 

a...major breakthrough" (p. 144) because mathematics only requires a single proof for 

existence. Stewart discussed how Lorenz, like other chaos theorists, plotted the attractor 

response mathematically. However, Lorenz plotted the attractor using z at the highest 

point of attraction (Stewart, 2002). This method established an infinity loop with the 

highest peaks located near the top of each loop and provided a "short-term prediction" 

analysis which later would be referred to as the "Butterfly Effect" (Stewart, 2002, pp. 

126-127). Lawrence and Lorsch (1967) studied six large, complex organizations' 

"differentiation and integration" to determine the degree of differentiated behavior and 

integration between subsystems (p. 2). Chaos, according to natural scientists, would 

occur when deterministic rules create random events that affect the systems' behaviors 

within an organization (Thietart & Forgues, 1995). 

Role of Chaos and Complexity Theories in Business Leadership 

The role of chaos theory in management has been explored in natural sciences far 

more than in social sciences (Elliot & Kiel, 1996; Marion, 1999; Ormerod 1998; 

Sanderson, 2000; Thietart & Forgues, 1995). While introducing new venues of research 

on chaos and organizational theory, recommendations for additional research in 

"prediction impossibility" (sensitivity to initial conditions; Thietart & Forgues, 1995, p. 

26), non-replicability of past situations (time irreversibility; Elliot & Kiel, 1996; Marion, 

1999; Ormerod 1998; Sanderson, 2000), attraction toward configurations (strange 

attractors), invariance at different organizations (fractal forms), and stepwise change to 

processes (bifurcation) have been made to provide complementary theoretical support to 

existing theories (Thietart & Forgues, 1995). The ultimate goal of chaos is to move to 
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equilibrium; yet, for complex adaptive systems equilibrium in management translates into 

stagnation (Rotmans & Loorbach, 2009). Complex adaptive systems (CAS) was 

developed from complexity because of the "capacity to change and learn from 

experience...and the set of constantly adapting nonlinear relationships" (Rotmans & 

Loorbach, 2009, p. 186). Rotmans and Loorbach's description of CAS is closely related 

to Stewart's (2002), Waldrop's (1992), and Wheatley's (1999) description of chaos. 

Therefore, "disequilibria," "system level management," "status of the system determines 

the way it is managed," "flexible and adjustable" objectives "at the system level," and 

"creating space for agents to build alternative regimes is crucial for innovation" 

(Waldrop, 1992, p. 188). 

Complexity and chaos theories interlocked on a nationally televised stage when 

Commander James Lovell of Apollo Flight 13 uttered, "Houston, we have had a 

problem" to the National Aeronautical and Space Administration (NASA) Mission 

Control Flight Director Eugene "Gene" Kranz (Useem, 1998, p. 65). Kranz's leadership 

and ability to maintain calm during a life and death situation allowed the engineers in 

Mission Control to find a resolution to the problem (Useem, 1998). Useem asserted that, 

before the multiple explosions occurred on Apollo 13, Kranz built teams of teams to 

promote communication and understanding between the members of Mission Control in 

the event of an incident because failure is never an option. 

Chaos Theory in Educational Leadership 

Osberg, Biesta, and Cilliers (2008) argued, "Complexity itself suggests 

'emergentist' alternative to representational epistemology" (p. 214). The researchers 

believed the inability of complexity models and theories to be 'isomorphic' could not 
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uphold the representation in education. Osberg et al. disputed complexity being used for 

presentation or representation in education "since we cannot understand something 

complex in all its complexity (as humans we have limited means and limited time), 

models, by definition, have to reduce complexity" (p. 217). Because complex systems are 

"'incompressible' they cannot be 'reduced' without losing something" (Cilliers, 1998, pp. 

7-10; Osberg et al., 2008, p. 217). Mason (2008) took a different approach by comparing 

complexity with the philosophy of education. 

Complexity theory explores the boundaries set by policy and the relationship of 

order and stability stemming from a multifaceted, multi-relational dynamic that exists 

within organizations (Ball, 2004). Mason (2008) expanded Ball's definition of 

complexity theory's focuses on the emergence of the phenomena, whereas chaos theory 

explores the 'sensitivity to the phenomena' (p. 5), thereby challenging the traditional 

paradigms of educational philosophy. Mason challenged the traditional elements of 

"teaching, learning, and educational research...qualitative research and participatory, 

multi-perspectival and collaborative (self-organized), partnership-based forms of 

research, premised on interactionist, qualitative and interpretive accounts." In Mason's 

view, complexity theory points to methodological, paradigmatic, and theoretical 

pluralism (Mason, 2008; Morrison, 2002). 

Cutright's (1997) model for higher education strategic planning utilized chaos 

theory and complexity patterns to develop a 10-step process. Chaos theory has expanded 

from a mathematically based principle to a "'language' that is capable of describing and 

shaping our understanding of phenomena across disciplines and specific circumstances" 

(Cutright, 1997, p. 6). The research by Curtight found chaos theory supported strategic 
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planning in higher education "because of flexibility in response to turmoil; a well-

developed mission statement equates to an attractor in chaos maintaining stability; 

feedback is critical in chaos to re-establish stability when turmoil occurs therefore chaos 

is important for the strategic planning process" (pp. 7—9). 

Chaos and Complexity Theories in Policy Development 

Evaluation and social sciences' research failure has presented challenges to 

building effective public policy (Sanderson, 2000; Weiss, 1995). The scientific 

methodology or quantitative research has been the gold standard for developing 

operational designs to measure research; however, the methodology has failed to verify 

causal foundations (Sanderson, 2000; Griffin, Shaw & Stacey, 1999). 

Chaos, Violence, and Victimization 

Even when stories of organizational and personal struggles are overwhelming and 

appear to be insurmountable, "the story gives us hope. ..to embrace our despair as a step 

on the road to wisdom, encouraging us to sit in the unfamiliar seat of not knowing and 

open ourselves to radically new ideas," (Wheatley, 1999, p. 6). New order emerges when 

chaos reorganizes disruptive or disorderly events known as "dissipative structure," 

(Wheatley, 1999, p. 21); therefore, disequilibrium initiates growth, not balance. Strict 

control by leadership over disorder cannot lead to new growth even if followers look to 

leadership to guide them through the chaotic event. The view of an organization being a 

machine creating power for the leadership should transition to organizational power that 

lies within the synergy of relationships (Wheatley, 1999). 

Initially, a chaotic equation on a computer will create sporadic movements of 

colors and shapes; however, as the equation continues, order and patterns will become 
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prevalent, supporting the scientific belief that order stems from chaos (Wheatley, 1999). 

Chaos is the final stage before total disorder and randomness occurs; however, a strange 

attractor materializes and order begins to appear (Wheatley, 1999). Chaos theory was 

applied to mathematical science to define how processes can move from stability to out 

of control randomness, and back to a new order (Elliot & Kiel, 1996; Griffin et al., 1999; 

Lawrence & Lorsch, 1967; Marion, 1999; Ormerod 1998; Stewart, 2002; Thietart & 

Forgues, 1995; Weiss, 1995; Wheatley, 1999). However, Stewart (2002) stated his 

philosophical reflection on chaos theory, "When the dynamics of a system goes chaotic, 

there's a trade-off between the precision to which we know its current state, and the 

period of time over which we can say what in detail it will do" (p. 358). 

Cyber Law Precedence and Policy 

When litigation occurs, the college, counselors, and other individuals may be 

listed in the lawsuit brought forth by the state, client, client's estate, or other injured 

party. Courts will review facts and law to determine if a party is negligible, for instance 

(a) did a special relationship or duty of care exist that was not met, (b) was the act 

foreseeable that not addressed, and (c) did the college operate within the realm of federal 

and state statutes (Kaplan & Lee, 2007)? Two wrongful death cases, such as Shin v. MIT 

(2005) and Scheiszler v. Ferrum College (2002), examined the role of the mental health 

counselors, psychiatrists, and administrators in the students' deaths. However, Strutin 

(2011) asserted the legal, ethical, and constitutional boundaries are unclear when 

addressing "social centers of cyberspace... [because] no guidelines for criminal defense 

discovery or investigation within networked social spaces can be found in existing 

statutes and ethics codes" (p. 228). 
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Due to the new venue of human interaction, the justice system struggles with 

adapting rules of discovery, codes of ethics, and case law precedence with little guidance 

(Strutin, 2011). Because of the increased usage of the Internet and social networking 

sites, Strutin believed "the virtual socialscape exists at right angles to the physical world, 

and so our perceptions must bend accordingly" (p. 229). 

Belnap (2011) reviewed the legal ramifications of free speech based on responses 

to cyberbullying. Belnap cited Lieberman's (2010) broadcast on cyberbullying debates 

after Tyler dementi's suicide, which defined cyberbullying as "more pernicious than 

traditional bullying because it allows 'cruel or sadistic behavior to be amplified and 

publicized, not just on the campus [of a school], but throughout the world"' (p. 501). The 

intensification of Internet bullying can be a factor in the victims' experience of acute 

psychological response (Belnap, 2011). Cyberbullying highlights the dilemma public 

schools have to address concerning First Amendment rights of free speech and the 

school's responsibility to protect students. However, the only college teenage victim of 

cyberbullying reviewed was Tyler Clementi (Belnap, 2011). 

On March 16, 2012, Dharun Ravi was found guilty on 15 counts, including 

invading the privacy of Clementi and his lover referred to as M.B.; however, Ravi was 

only found guilty on the counts of New Jersey's hate crime known as bias intimidation, 

based on sexual orientation against Clementi (Supiano, 2012). Supiano quoted the 

Director of Information-Technology Policy and the Institute of Computer Policy and Law 

at Cornell University, Tracy Mitrano, who believed this case and Mr. Ravi will contribute 

to the discussions on the role of technology in student interaction. After the verdict, 

Rutgers released the following statement "Freedom of expression, tolerance, the right to 
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personal privacy, and the open discussion of ideas are integral parts of any university 

community.. .this sad incident should make us all pause to recognize the importance of 

civility and mutual respect in the way we live, work, and communicate with others" 

(Supiano, 2012, online paragraph 17). 

According to Belnap (2011), "Because the area of law is relatively new and 

because the U.S. Supreme Court has yet to weigh in on the issue of speech that could be 

defined as cyberbul lying, state and federal courts have struggled to fit recent instances of 

off-campus digital or electronic speech into the foundational framework created by 

Tinker, Fraser, andHazelwood" (p. 532). However, to regulate off-campus speech when 

the parties are student-on-teacher or student-on-administrator is an "inappropriate 

extension of power to government agents and will result in the regulation of speech that 

should be protected" (Belnap, 2011, p. 532). 

Megan Meier was a teenager who committed suicide because she was 

cyberbullied (Belnap, 2011; Cooley, 2011); the offender, the mother of Megan's 

classmate, was tried in United States v. Drew (2009) (Cooley, 2011). Because the 

cyberbullying came from an account with a fictitious name, the State of Missouri and 

federal officials over Missouri decided not to try the case. Conversely, the U.S. Attorney 

General's Office in Los Angeles decided to charge Drew under the Computer Fraud and 

Abuse Act (CFAA) for violating the terms of service agreement with MySpace and "was 

found guilty on three counts of misdemeanor violations of the CFAA" (Cooley, 2011, p. 

15). During the appeal, the judgment for acquittal was granted because the court stated 

the following: 
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The proposition that a misrepresentation of one's identity, in violation of an 
Internet social networking site's private user agreement, is a federal crime. Such a 
decision would have had an incredible effect on the world of online networking— 
for its users, for the operators of its sites, and for the courts. Admittedly, users had 
significantly more at stake within this prosecution than Web site operators, all of 
these stakeholders were benefited by the court's decision guarding against these 
significant ramifications. (Cooley, 2011, pp. 19-20) 

According to Cooley (2011), cyberbullying cannot be compared to schoolyard bullying 

because of the magnitude of the malicious act. In an attempt to fill the void in the law, the 

prosecutors in the Drew case attempted to narrow the gap (Cooley, 2011). In April 2009, 

U.S. Representative Linda Sanchez presented the Megan Meier Cyberbullying Prevention 

Act; however, the constitutionality of the law has not been tested (Cooley, 2011). 

Policy Design Influence 

Because the justice system is struggling to define and enforce laws that address 

cyber violent acts (Belnap, 2011; Cooley, 2011; Strutin, 2011), "Education and 

accountability.. .increased eligible age limits on social networking sites.. .monitoring of 

...users to ensure.. .compliance with.. .agreements, are steps.. .toward curbing the type of 

reprehensible ... conduct that served as the catalyst for the Drew prosecution" (Cooley, 

2011, p. 24). Strutin demonstrated how rules of discovery and court in a traditional 

setting are being challenged in the virtual world. Therefore, based on the examples of the 

justice system's struggle in defining cyber violence, can counseling directors and 

institutions develop effective policies and practices to respond to cyber violent acts 

against the LGBT student population? 

The essence of public policy began when communities tried to achieve something 

as a community (Stone, 2002). Nevertheless, the creation of policies has extended beyond 

solving public problems to addressing the formation or reformation of groups and 



24 

organizations to achieve a public purpose. Therefore, Stone believes that groups and 

organizations are important because decisions of the polis are collective. 

According to Sanderson (2000), researchers are required to modify social process 

research methods, such as access and analysis of functionality of policies, for change to 

occur. Sanderson stated, 

It requires us to recognize that evaluation is necessarily itself a highly 
complex endeavors if we accept the realist notion of a multi-layered social 
reality, the applicability of the concept of dissipative systems and the force 
of hermeneutic accounts of the role of human agency. It requires us to see 
evaluation essentially as a craft or 'practice'. This is not the application of 
'techniques' to well-defined policy con-texts which will provide a 
definitive answer to the question 'are our objectives being achieved?' 
Rather, it is more an exercise in crafting an approach comprising a range 
of methods appropriate to particular circumstances, which will provide 
some understanding of the wider appropriateness of policy initiatives, (p. 
450) 

Sanderson (2000) also believed three key functions used to determine if 

appropriateness in a policy exists are (a) identification of the consequences or effects 

experienced between stakeholders and policy, (b) the 'understanding of how those effects 

are brought about' and (c) the relationship between the stakeholders and 'alternative 

normative frameworks' created by the policy (p. 450). 

Recommendations for Higher Education 

Because of sexual assaults and other violent acts against women on campus 

(McMahon, 2008), and "the lack of consensus among colleges and universities about 

what constitutes a comprehensive, campus-wide approach to managing acutely distressed 

or suicidal students" (The JED Foundation, 2006, p. 2), the Dear Colleague Letters 

strongly recommended all institutions of higher education become more vigilant in 

providing safer climates (Ali, 2010, 2011). The template designs were detailed to assist 
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institutions in creating comprehensive guidelines for campus safety (Ali, 2010, 2011; 

JED Foundation, 2006; McMahon, 2008). 

LGBTAnti-Harassment and Anti-Bullying 

The Dear Colleague Letters assist institutions of education to follow Title IX and 

other regulations in order to remain compliant and continue to be eligible to receive 

federal funds. The month following Rutgers University student Tyler dementi's suicide 

as a result of cyberbullying by two fellow classmates, The White House and Department 

of Education ("White House Issues Guidance On Harassment In Schools", 2010) released 

guidelines on harassment and discrimination against LGBT students on local to federal 

levels. The DOE sent a communique to universities, colleges, and schools stating legal 

obligations to protect students lie with the educators (Ali, 2010). The letter reinforced 

anti-bullying and anti-harassment policies, which include "race, color, national origin, 

sex, and disability" are also "to include such bases as sexual orientation and religion" (p. 

2). Furthermore, the letter reminded the institutions to know was not enough, but the 

school must act in accordance to the federal, state, and local statutes and regulations. 

The White House held a conference on March 10, 2011, with parents, coaches, 

community leaders, and educators to discuss how to prevent harassment and bullying by 

working together ("White House Conference on Bullying Prevention Set," 2011). In 

April, Ali (2011) sent another communique on sexual violence, statistics, and effects 

from the Office of Civil Rights because "acts of sexual violence are vastly under-

reported" (p. 1). The communique reminded institutions of education of the six 

obligations under Title IX that must be met concerning sexual violence and the assistance 

the institutions can receive from the Office of Civil Rights. The six steps included (a) 
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take immediate and appropriate action; (b) stop the sexual violence, prevent 

reoccurrence, and address the aftermath; (c) take precautions and protect the complainant; 

(d) have a grievance policy and procedure in place; (e) preponderance of the evidence 

will be the foundation of the grievance policy; and (f) both parties in the complaint must 

be informed of the outcomes (Ali, 2011). 

National Institute of Justice Sexual Assault Template 

The National Institute of Justice (NIJ) began to research four areas (a) publicizing 

crime reports, (b) prevention and response plans for criminal actions, (c) implementation 

of crime logs, and (d) preservation of rights for victims of sexual assault, which 

Institutions of Higher Education are required to be compliant per federal statutes 

(McMahon, 2008). The policy parameters released by the NIJ that must be used by 

institutions concerning sexual assault to meet federal mandates and deliver a zero 

tolerance message are (a) definition of sexual assault to include behavioral definitions, 

(b) what constitutes sexual activity consent, and (c) detailed scenarios containing the 

elements of sexual assault with non-strangers (McMahon, 2008). Another component of 

the sexual assault template according to McMahon is to provide a list of off-campus 

counseling services to the victim. 

The JED Foundation Suicidal Ideation Policy Recommendations 

The JED Foundation (2006) provided a three-pronged approach that included 

prevention, intervention, and postvention to address the increased suicidal ideation on 

college campuses. Additional recommendations to prevent suicide included a mental 

health task force to conduct analysis, create, and deploy a campus-wide initiative to 



27 

prevent suicides through increased awareness of the symptoms and signs of suicide for 

faculty, staff, administration, and students. 

Campuses were urged to reduce or remove potential lethal means to conduct the 

suicide (The JED Foundation, 2006). Establishing a case management or monitoring 

committee would provide a means to conduct an intervention upon the threat of a suicide 

(The JED Foundation, 2006). Post intervention should include outreach programs, mental 

health resources to individuals affected by the suicide or attempted suicide, and 

encouraging the media to report responsibly (The JED Foundation, 2006). 

The JED Foundation (2006) also suggested three areas every college and 

university should consider when developing the framework for policies concerning 

acutely distressed or suicidal students. The three areas according to the JED Foundation 

are (a) develop a safety protocol, (b) develop an emergency contact notification protocol, 

and (c) develop a leave of absence and re-entry protocol. 

Higher Education Opportunity Act on Counseling, Crime, and Safety 

The Higher Education Opportunity Act (P.L. 110-315; HEOA) was amended in 

2008 with additional guidelines on safety procedures and the reporting structure of 

universities, including (a) reporting relationships between local and state law 

enforcement agencies with campus security personnel, (b) inclusion of all evacuation 

procedures and emergency notification, (c) institutions with on-campus housing must 

disclose and implement a missing student notification procedure, (d) enhanced fire safety 

guidelines, (e) reporting of hate crimes, (f) clarification of terminology concerning on-

campus housing, and (g) program participation agreement (PPA) requirement concerning 

disclosure of the results of disciplinary proceedings to the alleged victim of any crime of 
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violence or a non-forcible sex offense (Ward, & Mann, 2011). Data on campus crimes are 

gathered from three areas where crimes occur and must be reported by the institution: (a) 

crimes occurring on campus, (b) crimes occurring on property within or property adjacent 

to the campus, and (c) property or non-campus buildings that the institution of higher 

education owns or controls (Ward & Mann, 2011). If an institution has been determined 

noncompliant, sanctions can be placed against the institution, such as loss of federal 

funding that could include grants and/or student loans. The Department of Education can 

also invoke fines up to $27,500 per violation. A Whistle Blower Protection Clause has 

been added into the HEOA to encourage reporting of violations and to protect individuals 

from retaliation for notifying the Department of Education of infractions (Ward & Mann, 

2011). 

HEOA Definition of Campus Security Authorities Expanded 

Under the HEOA, campus crimes are reported to traditional law enforcement 

authorities or campus security officials (Ward & Mann, 2011). In 2008, as cited by Ward 

and Mann, additional data of possible crimes can come from reliable sources that have 

not been investigated by campus security authorities or law enforcement agencies are to 

be counted (Ward & Mann, 2011). Sulkowski (2011) believed campus connectedness in 

students had a direct relationship to the level of crime reports on the campus. The 

additional individuals that are not a member of the campus police or security department 

that are now identified as a Campus Security Authorities (CSA) include (a) dean of 

students, (b) director of athletics, a team coach or a faculty advisor, (c) student resident 

advisor or assistant or a student who monitors access to dormitories, (d) coordinator of 

Greek affairs; (e) physician in a campus health center, (f) counselor in a campus 
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counseling office, (g) victim advocate, and (h) sexual assault response team (SART) in a 

campus rape crisis center (Ward & Mann, 2011). However, if SARTs, counseling 

directors, physicians, or victim advocates were provided a caveat the positions would not 

be considered a CSA if the school did not identify the locations where crimes should be 

reported or do not have significant responsibility for student and campus activities (p. 

75). 

Current Issues Effecting Counseling Policies and Procedures 

Current issues can include (a) recent court rulings; (b) traumatic events; (c) 

change or creation of laws; and (d) public demand to address local, state, or federal 

issues. This section will review current events reviewed by task forces that have affected 

changes or recommendations concerning the practices and policies of university 

counseling departments. When incidents of violence occur on campuses, according to 

Windmeyer, "[t]here is a lesson to be learned by all colleges when it comes to making a 

safe learning space for all students" (Supiano, 2012, online paragraph 14). 

Virginia Tech's Contribution to Counseling Centers 

After the Virginia Tech Massacre in 2007, the methods universities used to 

address mentally ill students and on-campus emergencies involve "complex legal and 

societal problems associated with mental illness [that] have been laid at the doorstep of 

colleges and universities for years, but now schools are under more scrutiny than ever 

before" (Smith & Fleming, 2008). The Department of Education (DOE) Family 

Educational Rights and Privacy Act (FERPA) were amended to permit counseling 

directors to disclose information concerning patients who posed a threat to themselves or 

others (FERPA Guidelines, 2011). The modification of FERPA provided greater 
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flexibility for educators, counseling directors, or institutions to share information with the 

"appropriate parties" without consent of the student or family in order to prevent a threat 

against the health and safety of others (FERPA Guidelines, 2011). In keeping with 

FERPA, the Health and Human Services (HHS) Health Insurance Portability and 

Accountability Act (HIPAA) has adopted exceptions to confidentiality pertaining to 

critical incidents (College Mental Health and Confidentiality Regulations, 2009). 

However, "Virginia Tech was unable to recognize the serious danger posed by Cho until 

it was too late" (Smith & Fleming, 2008, p. 14). 

According to Smith and Fleming (2008), review of the Virginia Tech reports from 

governmental and counseling agencies indicated faculty, students, the CARE Team, 

Cook Counseling Center and administrators were aware of Cho's disturbing behavior, but 

communication was not shared among the various stakeholders. Furthermore, Cho had 

received special education with Individual Education Plans (IPE) throughout elementary, 

junior and high school due to his inability to speak clearly (Smith & Fleming, 2008). 

Virginia Tech was not aware of Cho's prior educational assistance and was not 

adequately prepared to handle the student's needs, a fact that caused legislators to debate 

if a permanent school record with mental and health issues should follow students to 

enable the next school to respond accordingly (Smith & Fleming, 2008). Smith and 

Fleming's review of other cases that involved school shootings, suicide, and other acts of 

violence discovered the following key elements: (a) the propensity to commit violent acts 

cannot be determined unless the individual has begun to act out violently; (b) the ability 

to carry out suicidal ideation cannot be determined unless an attempt has been made; (c) 

parents that are made aware of an attempt should share the liability of the student's 
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actions; and (d) administration, faculty, and others can be held accountable for the 

violence or suicide if circumstances presented themselves and a special relationship had 

been developed. 

Shuchman (2007) studied the restructuring of mental health services in colleges 

and universities after the Virginia Tech Shooting and the reaction through the eyes of 

psychiatrists, mental health, and legal counseling directors in higher education. The 

obstacles identified by Shuchman's study included communication failure between 

internal departments such as medical clinic and the counseling center or other 

departments, and misunderstanding the purpose of FERPA and HIPAA laws that are to 

protect the academic or medical records of individuals. 

Counseling Experiences Post Virginia Tech 

After the Virginia Tech Shootings, the State of Virginia scrutinized the mental 

health policies (Bonnie, Reinhard, Hamilton, & McGarvey, 2009) and found "the 

weakness in the existing policy is epitomized by its legal structure" (p. 796). The primary 

weakness was found in the lack of integration and operations of the services system 

between the state mental health association (SMHA) and the community services board 

(CSB). The CSB included case management, crisis intervention, nonemergency 

outpatient care, involuntary commitment petition procedures, and overseeing mental 

health care for clients (Bonnie et al., 2009). The obstacles identified by Shuchman (2007) 

included communication failure between internal departments, such as medical clinic and 

the counseling center or other departments, and misunderstanding that the purpose of 

FERPA and the Health and Human Services Health Insurance Portability and 

Accountability Act is to protect the academic or medical records of individuals. 
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University Counseling Centers' Policies and Procedures 

McCabe and Rubinson (2008) stated that counseling directors are exposed to the 

negative consequences of the actions by students or others; therefore, counseling 

directors should be involved in the policy design. However, counseling directors are 

governed by a professional code of ethics that could interfere with counseling directors' 

participation in collaborative efforts (Bishop, 2006). In addition to governance outside of 

the institution, research has indicated other dilemmas counselors address include but are 

not limited to (a) increased numbers of students seeking mental health services, (b) 

waitlists of clients seeking counseling, and (c) session limitations (Barr et al., 2010; 

Bishop, 2002, 2006; Dickerson, 2006). 

University Counseling Directors' Challenges 

The number of college students seeking counseling services on university 

campuses has increased 33% over the past 20 years, and more students have a prior 

history of receiving counseling services (Bishop, 2002, 2006; Gallagher, 2006; Gallagher, 

Bruner, & Weaver-Graham, 1994). In a survey of Association for College Counseling 

Center Directors (Barr et al., 2010) stated approximately "77% of directors reported that 

they believed that the number of students with severe psychological problems on their 

campus had increased over the past year" (p. 5). The reasons students seek counseling 

involved suicidal ideation, victims of sexual assault, anxiety, academic concerns, 

relationships, depression, personality disorders, legal issues, chronic illnesses, and to 

obtain emergency mental health initiatives when a campus is in crisis (Barr et al., 2010; 

Bishop, 2006). 
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To treat students, the clinical triage model on university campuses has been 

promoted to deal with the increase in acute mental health incidents on college campuses. 

Rockland-Miller and Eells (2006) stated, 

The costs of waiting lists.. .including increased emotional distress, potential 
danger to self or others, a poor image of the service, loss of revenue and a missed 
opportunity for treatment.. .concluded that a triage system is an alternative to 
waiting list system, with multiple benefits, (p. 41) 

Rockland-Miller and Eells believed the logistics and risks of implementing a clinical 

triage model for counseling center on college campuses would "have a potential impact 

to important variables such as the number of medical leaves, psychiatric hospitalizations, 

and more broadly, student retention, and will allow key constituents to experience the 

university as a place that is more caring and responsive" (p. 50). According to Barr et al. 

(2010), the average waitlist for counseling clients is 14 weeks with approximately 28 

clients pending during the year. Furthermore, most counseling directors reported there 

was a stipulation or limit on counseling sessions in place at their university (Barr et al., 

2010). 

Resource availability for counseling centers has been a point of contention 

because the results of the survey found approximately 85% of counseling directors 

indicated university administrators are aware of the intricate mental health issues and 

high demand for the counseling directors' time (Barr et al., 2010; Bishop, 2006). Another 

concern raised by Bishop was the ability of psychologists to meet the requirements of 

current counseling services based on their academic training. However, Bishop concluded 

that, although students require more services, psychologists still provide a therapy that is 

clinically based, and the "existence of a college-counseling center, armed with resources 



34 

that are adequate for the population of the campus, can be a key factor in managing 

crises, assisting in recruitment and retention efforts, and reducing liability risks" (p. 17). 

Bishop urged counseling directors to be persistent "to ensure that campus decision 

makers are well informed about mental health issues, understand how a counseling center 

might contribute to other goals of the institution, and employ personnel who are well 

trained to perform the necessary services and functions" (p. 17). 

University Counseling Center Resources 

Understanding the role of mental health counselors and the resources available to 

the department, the Association for University and College Counseling Center Directors 

(AUCCCD) Annual Survey (Barr et al., 2010) of424 counseling center directors 

provides an overview of the challenges and needs. The demographics indicated 21% of 

the respondents had been a director for over 15 years. The percentage of counseling 

directors identified as non-White racial or ethnic background was approximately 15%. 

Female counseling directors are the majority with 58.4%; however, according to 

AUCCCD (Barr et al., 2010) the majority of the 58.4% had been directors for less than 

10 years. Only 13% of the counseling directors and 8% of staff identified themselves as 

an LGBT. Approximately 66% of the directors that responded to the survey have a PhD, 

9.7% had obtained a PsyD degree, 43.5% considered themselves as counseling 

psychologists, 97.4% considered the United States as their citizen country, and 44.5% of 

the counseling directors were from urban campuses. The largest percentage of 

respondents (19.3%) were from institutions ranging from 2,501 to 5,000 in population 

with 73.9% of the institutions not being religiously affiliated, and 45.5% of the 

respondents had a combination of undergraduate and graduate students on the campuses. 
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The International Association of Counseling Services standards have only been adopted 

by approximately 28% of the counseling directors and 81% of the directors said there 

were sexual orientation-nondiscrimination policies in place at their institutions. 

"Thirty-four percent (34%).. .reported ... a waitlist of clients waiting to receive 

ongoing treatment. The average number of weeks ... waitlist was in place was 14 

weeks... average ... maximum number of clients ... during the year was 28 clients" (Barr 

et al., 2010, p. 4). Approximately 49% of the counseling directors reported some method 

of session limitations existed (Barr et al., 2010). The average paid mental health staff to 

student ratio was 1 to 1, 940 with approximately 11.4% of the student population seeking 

mental health services, and 66 percent provide psychiatric services on campus (Barr et 

al., 2010, p. 5). The frequency of presenting concerns is presented in Table 1. The 

AUCCCD survey found 45% of the centers generate a DSM-IV TR diagnosis on many of 

the clients; 11% used telephone triage; 48% of the centers conduct full intake 

assessments; and only 19% did not use a pre-assessment tool (Barr et al., 2010). The 

International Association of Counseling Services (LACS) is the primary governing body 

for university counseling centers or services (Boyd et al., 2003; IACS, 2009), yet only 

28% of the AUCCCD survey participants acknowledged their compliance with LACS 

standards (Barr et al., 2010). 

Counseling Directors and Confidentiality 

Tarasoff v. Regents of the University of California, 17 Cal. 3d 425, 551 P.2d 334, 

131 Cal. Rptr. 14 (Cal. 1976), a wrongful death case, resulted in two decisions, known as 

Tarasoff I and II, that outlined the boundaries of counselor-client confidentiality. The 

court ruled a counselor or therapist was responsible for exercising reasonable care to 
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Table 1 

Frequency of Presenting Issues in College Counseling Centers 

Presenting issue n 

Self injury 9 

Depression 38 

Anxiety 40 

Substance abuse/dependence 11 

Eating disorders 7 

Suicidal thoughts/behaviors 15 

notify intended victims or police if the threat of serious danger is presented by the patient 

(Cal. 1976). The discharge of this duty may require the therapist to take one or more of 

various steps. Thus, it may call for him to warn the intended victim, to notify the police, 

or to take whatever steps are reasonably necessary under the circumstances (Tarasoff v. 

Regents of the University of California, 17 Cal. 3d 425, 551 P.2d 334, 131 Cal. Rptr. 14 

(Cal. 1976). 

Confidentiality is not a legal term; however, confidential communication and 

privileged communication are legal terms that protect an individual's communication 

with a physician or medical professional, which includes most therapists (Hill & Hill, 

2011). Privileged communication does permit the client/patient to sue the physician or 

therapist for disclosing the confidential communications to external bodies, such as the 

courts. The underpinning that allows the client or patient to sue is based on giving the 
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individual the freedom to speak freely in an attempt to seek treatment in a safe and 

conducive environment (Hill & Hill, 2011). 

Counselor Survey on Confidentiality 

An ethical self-reporting survey distributed among nationally certified counseling 

directors to identify guidance in the modification of the American Counseling 

Association found confidentiality and ethics created concern in approximately 30% of the 

counseling directors surveyed (Gibson & Pope, 1993). Confidentiality concerns included 

breaking the bond of confidentiality if the client discloses child abuse, displays homicidal 

tendencies, or expresses suicidal ideation; not disclosing the boundaries of confidentiality 

and treatment; and accidental disclosure of a client's name while teaching a course or 

speaking to a family member or friend (Gibson & Pope, 1993). 

The 366 colleges and university counseling directors that are members of the 

national Counseling Directors Association received a survey to identify current trends, 

budgetary issues, creative programs, internal and external administrative concerns, and 

ethical and clinical issues (Gallagher, 2006). In a review of mental health counseling 

quantitative research methodology and missing data, Sterner (2011) discovered, "despite 

guidelines and ethical standards specifically calling for more accountability as part of the 

study's methodology, the prevailing attitude seems to be 'ignore and delete' data without 

fully considering the significance of these actions on the study's results" (p. 62). Sterner 

called for rigid quantitative methodologies and training in research to enhance the 

credibility of counseling research. 
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Counseling and LGBT Research 

Singh and Shelton (2011) conducted a 10-year literature review on counseling 

LGBT issues and found the quantitative research does not provide a "deep structural 

understanding of LGBT issues in counseling that qualitative inquiry provides" (p. 217). 

Singh and Shelton (2011) cited statistics that compared to heterosexuals, the LGBT 

population utilizes counseling services "2 to 4 times greater" (p. 217). Because gender 

variance is identified as a mental disorder and the original research on LGBT population 

was conducted in prisons and clinical settings, Singh and Shelton believed mental health 

professionals and researchers are not properly instructed on LGBT concerns. 

The 10-year literature review produced just 12 qualitative articles on LGBT issues 

(a) one article used phenomenology, (b) three concentrated on treatment experiences, and 

(c) none addressed intervention models. Ironically, the Journal of Counseling Psychology 

did not obtain qualitative articles on LGBT issues from 1998 to 2008 (Singh & Shelton, 

2011). As a result, a "disadvantage of premature qualitative development is the present 

lack of in-depth understanding in the counseling research field with regard to LGBTQ 

concerns and needs" (Singh & Shelton, 2011, p. 223). 

Wester, McDonough, White, Vogel, and Taylor (2010) studied the relationship 

between counselors and male-to-female transgender clients, defining transgender as 

"individuals.. .who experience a mismatch between their biological sex and their 

psychological awareness of gender, feeling more comfortable in the identity of the other 

gender" (p. 214) and "they are not sexually aroused by this identification...but that it just 

feels authentic with respect to their true sense of themselves" (p. 214). The findings 

indicated, "Being transgender is not an experience of the majority culture, and for this 
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reason, many mental health care providers lack the education and experience to serve this 

population expertly" (Wester et al., 2010, p. 214). Even though counselors are advised to 

be competent in the issues surrounding transgender individuals, the literature on 

transgender individuals and services is sparse (Wester et al., 2010). According to Wester 

and associates, when clients are forced to transition from their current counselor the 

clients' experience increased emotions and pain. Likewise, the counselors become 

conflicted between the desire to help their clients versus their professional commitment. 

Counselors must identify the internal struggle with their transgender client's 

change and how the family responds, because if a counselor has stronger feelings toward 

the family, he or she may attempt to persuade the client to drop their goals and return to 

the family (Wester et al., 2010). However, if the counselors are advocates for transgender 

rights, the counselors could attempt to downplay the emotions and struggles of their 

clients and bring family members in for counseling under false pretenses, such as marital 

counseling, which will result in greater conflict (Wester et al., 2010). 

Magnitude of Crimes and Violence on College Campuses 

Many studies have been conducted on the causation, response, and aftermath of 

crimes committed on college campuses (Bonnie et al., 2009; Comstock, 1989; Dickerson, 

2006; Drysdale et al., 2010; Keller, 2008; McMahon, 2008; Meyer, 2008; Shuchman, 

2008; Smith & Fleming, 2008; Sulkowski, 2011; Wright, 2011). Researchers have found 

the increase of student enrollment with mental health and severe psychological issues 

contribute to the causation of crimes on college campuses (Dickerson, 2006; Drysdale et 

al., 2010). The increase of students enrolled with psychological problems, the role of 

technology in communication, and crimes committed on campus has brought created new 
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challenges to old problems for counselors and administration (Burleson, 2010; Dickerson, 

2006; Kang, 2000; Keller, 2008; Sulkowski, 2001). 

Causation of Violence on Collegiate Campuses 

Dickerson (2006) stated colleges are enrolling more students with mental health 

issues. External variables such as diversity, culture, degreed programs with high levels of 

expectations, and economic pressures, combined with internal conflicts such as suicidal 

ideation, eating disorders, test anxiety, grief, anger, depression, drug abuse, alcoholism, 

sexual addictions, and marital conflict/relationships, are some reasons individuals seek 

counseling. During college years, adaptation and experimentation occurs for many 

students, which can influence the student's emotional stability (Dickerson, 2006). 

Because of the increased number of violent acts on campuses, students with mental 

illness, problems with healthcare and treatment for the mentally ill and economic 

downturns causing schools to reduce services and staff, universities are confronted with a 

complex, and daunting task of providing safety, healthcare, and quality education during 

a national fiscal crisis (Dickerson, 2006). 

Criminal Acts and Violence Statistics on Collegiate Campuses 

The Department of Education, Secret Service, and the Federal Bureau of 

Investigation (Drysdale et al., 2010) issued a study focused on violent acts committed on 

college campuses from 1900 to present. The study reviewed 272 cases 228 incidents 

(84%) occurred at 4-year institutions, 214 incidents (79%) were on campus, and 26% 

transpired in the administrative or classroom environment. Two hundred and forty-seven 

individuals were injured with 281 deaths; however, the numbers did not include the 
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assailant's death. Drysdale and associates identified 10 factors that contributed to or 

triggered the criminal actions. The top five are presented in Table 2. 

Table 2 

Factors That Motivated or Triggered the Violence on College Campuses 

Categories n % 

Related to an intimate relationship 77 33.9 

Retaliation for specific action(s) 31 13.7 

Refused advances or obsession with the target and/or response to 
academic stress/failure 23 10.1 

Acquaintance/stranger based sexual violence 22 9.7 

Psychotic actions 18 7.9 

The American Psychiatric Association survey results identified the impact 

depression and suicidal ideation had on the student population (College and Mental 

Health Guidelines, 2009). The results of the survey showed that (a) 14.9% (11,938) of 

80,121 undergraduates surveyed on 106 campuses had been diagnosed with depression at 

some point in their lifetime; (b) 32% (3,820) of the 14.9% that had been diagnosed 

occurred within the previous school year; (c) 43% (34,452) of the students surveyed were 

so depressed, they found it hard to function; and (e) 9% (7,211) were struggling with 

suicidal ideation. 

Domestic Violence and Intimate Partner Violence 

According to the National Criminal Justice Reference Services (NCJRS Statistics, 

2010) in 2008, approximately 32% of the students were victims of domestic violence. 
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Victims were four times more likely to know the offender rather than experience stranger 

violence. College women constituted between 15% to 30 % of 9-1-1 calls and emergency 

room visits caused by domestic abuse. The national statistics indicate that in 2008, five 

million violent acts were committed, 22% of the homicides were female in which 23% of 

the 22% were killed by a family member (NCJRS, 2010). 

Aggravated and/or Sexual Assault 

In 2008, 48% of crimes reported on college campuses were for sexual and 

aggravated assault; 19% were designated as forcible rape (NCJRS, 2010). Approximately 

8% of the forcible rapes on campus were deemed as incapacitating enough so the victims 

sought mental health, crisis, or victim centers' assistance. Two out of 10 sexual assaults 

were committed by a stranger (NCJRS, 2010). NCJRS conducted a meta-study of 61 

cases and found 18.9% of convicted sexual assault offenders were sentenced for new 

sexual assault crimes within five years after their prior conviction (NCJRS, 2010). 

Stalking 

The 2008 statistics (NCJRS, 2010) indicated 20% of undergraduate students have 

been stalked or harassed by a former dating partner. Ironically, approximately eight 

percent of the victims in the survey acknowledged involvement in initiating the stalking 

or harassment. National statistics (NCJRS, 2010) estimated about 2.5 million women 

over the age of 18 were stalked. Stalking included 66% of unwanted phone calls or 

messages, 36% involved spreading rumors, 34% involved spying on or following the 

targeted victim, and 31% of the stalkers went to an unwanted location where the victim 

was found. Intimate partner stalkers are found to use more insults, interfering, threats, 

violence, and weapons than other types of stalkers (NCJRS, 2010). Furthermore, NCJRS 
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(2010) stated in 2003, the statistics revealed approximately 23% of women in an abusive 

relationship face significant risk factors, for femicide (homicide of women). 

Cyber-Violence on College Campuses 

According to McCaghy, Capron, Jamison, Carey, & Arbaugh (2006), although 

"sexual deviance is not a new phenomena.. .the Internet has changed this dramatically" 

(p. 370), resulting in cyber-crimes on college campuses occurring faster than new dot-net 

ventures (Wright, 2000). Colleges are attempting to embrace technology by entering into 

virtual worlds to develop classrooms; however, the new endeavor has introduced new 

risks and liabilities because "the technology is still in its nascent stage, it is too early to 

assess all of the risks, but a few have already come to the fore" (Keller, 2008, p. 18). 

Virtual Worlds and College Campuses 

Keller (2008) described a student walking to the campus to attend class when a 

dragon swoops down from "the roof top, assaults her, and flies away" (p. 17). This is a 

description of a university campus, set up by faculty to teach online courses in Second 

Life. The assault was real within the virtual world and was conducted by another student, 

something that raises the question of liability of the institution concerning the assault and 

whether it is an insurable or insured risk (Keller, 2008). 

Ohio University is one of 178 accredited institutions that has purchased multiple 

virtual private islands at $1,000 USD per island to build virtual classrooms for faculty 

and students to attend with interactive chat, and symbols that can be found on the real 

world campus (Keller, 2008). According to Keller, if a class is scheduled all student 

avatars must be present in the virtual classroom or the students are considered late. The 

virtual campus has been used to release the pressure of women having to dress in the 
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hijab at Dubai's Women College and to prepare students to continue coursework in the 

advent of a major disaster, such as the University of New Orleans after Hurricane Katrina 

(Keller, 2008). Keller cited issues with cyber-shooting on the Ohio campus shortly after 

the Virginia Tech shootings. In addition to unwanted avatars trying to shoot up the 

campus, cyber rape and cyberbullying are prevalent on the virtual campus, demonstrating 

virtual campuses are as hard to secure as real world campuses (Keller, 2008). 

Although Second Life can provide positive experiences for universities and the 

stakeholders, there are negative consequences that campuses must consider when 

conducting risk assessments and analysis within virtual campuses. Keller (2008) stated 

the threats for virtual campus security include cyber assaults, code of conduct and terms 

of service violations, tort liability, off-campus problems, and policy issues. Intellectual 

property, copyright issues, property disputes, property damages, defamation of character, 

first amendment issues, and tax implications have stemmed from using virtual campuses 

in Second Life (Keller, 2008). Campuses can minimize the risks, Keller stated, if the 

university conducts a thorough assessment and inventory; comprehends the terms of 

service and technology; trains faculty and students on the usage of virtual worlds; 

discusses general liability, casualty, cyber-risks, policies and future policies with the 

current insurance broker; and acts proactively, rather than responding to an incident. 

Most importantly, Keller suggests the institution needs to be involved by building an 

avatar and participating in the institution's admissions, virtual activities, and on-line 

classes to understand the perils that may exist (Keller, 2008). 



Cyber-Aggression 

In an examination of the paradigms of overt and relational aggression, Dempsey 

and others (2011) found "cyber-aggression involves the transmission of aggressive 

behavior. ..via cyber-technology" (p. 297). The act of cyber-aggression can be based on 

overt or relational aggression or both, with overt aggression defined as either physical or 

verbal, such as threats, hitting, teasing, or throwing items; this method of aggression is 

typically displayed by males. Relational aggression, the predominant method for females, 

is the "denigrating a victim's social status or disrupting interpersonal relationships 

through social exclusion, rumor spreading, or instigating peer conflicts" (Dempsey et al., 

2011; Crick & Grotpeter, 1995). Dempsey and others found students who participated in 

overt or relational aggression in the real world also participated in cyber-aggression, and 

approximately 10% of the aggressors had participated in an aggressive act within the past 

30 days. The implication of the study was "even though cyberspace provides an outlet for 

aggressive behavior," not all aggressors were using technology, which provides an 

insight to the prevention and intervention of aggression among adolescents (Dempsey et 

al., 2011, p. 301). 

Avatars and Par asocial Interaction 

Asynchronous communication permits accessibility to many individuals to 

interact and communicate online (Taylor, 2011). Taylor researched the role of avatars as 

tools in asynchronous communications, compared to parasocial interaction (PSI), to 

verify the existence of emotional ties. PSI studies the relationship between the "mediated 

personas," either TV personality or avatar, and the "media users'" emotional attachment 

level or response (Taylor, 2011, pp. 207-208). Taylor found the use of avatars has a 
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direct relationship to the level of empathy experienced by the media user, and cartoonish, 

humanlike avatars received a higher emotional response than object-based avatars 

(Taylor, 2011). Taylor cautioned as avatar usage expands, other emotions could be 

experienced. 

Taylor's (2011) study provides a foundation to research the possibility of using 

avatars to treat individuals with emotional issues, and to obtain a higher response to 

online surveys. Rizzo, Neumann, Enciso, Fidaleo, and Noh (2010) examined the use of 

avatars and virtual worlds in mental health treatment and applications using the 

University of Southern California Integrated Media Systems Center's Performance 

Driven Facial Animation. The three-dimensional avatar software captures realistic 

expressions including frustration, attentiveness, and puzzlement, in addition to the "six 

universals of facial expressions happy, sad, fear, anger, disgust, and surprise" (2010, pp. 

471^472). Rizzo and Associates collected data to advance the depiction of human facial 

articulations by avatars through video and animation, to create better mental health 

applications for the 21st century. The study indicated emotions that were clearly 

understood were happiness and sadness (Rizzo et al., 2010). However, happiness rated 

higher in animation and sadness rated higher in video. The study has been extended. 

Avatars and Violence 

Arriaga and others (2008) measured the heart rate state of hostility, and 

aggressive thoughts in undergraduate students playing violent video games versus virtual 

reality to determine the short-term effects of aggressive behavior. The theory of 

aggression utilized in the study was the information-processing models of aggression 

(IMPA), which established clarification on "the processes involved in learning, 
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disinhibition [sic], and instigation of human aggressive behavior," (Arriaga et al., 2008, 

p. 522). Arriaga and others believed that when a virtual reality device was used in 

conjunction with a violent video game, the immersion and interaction in the game would 

create a stronger relationship with the individual's avatar. 

The IMPA could measure the increased aggressive behavior; however, the results 

did not support the hypothesis that a stronger bond existed between the participant and 

the avatar (Arriaga et al., 2008). Although the data do not support the hypothesis, the data 

do exceed the midpoints, which meant a relationship was present, but the relationship 

was not strong (Arriaga et al., 2008). During the time of the study, virtual reality was 

introduced as a new forum in video games; therefore, the newness of virtual reality could 

have had an impact on how the participants responded in the study, perhaps because the 

participants were more interested in the technology and not the violent games (Arriaga et 

al., 2008). Although the IMPA study did not support a strong correlation between the 

participant and the actions of the avatar, the study did surpass the midpoint set for the 

data, indicating an emotional tie did exist (Arriaga et al., 2008). 

Blinka's (2008) quantitative study on massively multiplayer on-line role-playing 

games participants and their relationship with their avatars studied three levels of 

participants (a) adolescents between the ages of 12 to 19, (b) emerging adults between the 

ages of 20 and 27 years of age, and (c) adults over the age of 27. Blinka's findings 

demonstrated adolescents and emerging adults exhibited a stronger emotional bond with 

their avatar. The bond contributed to the development of self-esteem and self-efficacy as 

the participants become competent and skilled at online games through the avatar. 
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Consequently, the stronger the emotional bond or immersion with the avatar, the 

more the participant was concerned about how the avatar acts and is viewed by other 

avatars online (Blinka, 2008). Participants with a strong immersion and identification 

with their avatar acknowledged they would daydream about the game and their avatar 

(Blinka, 2008). The participants with the least attachment to the avatars were married 

adults, which prompted Blinka to posit that when an individual has a real world 

relationship, the need to maintain or develop a relationship with an avatar is not 

necessary and the participant plays the game for the social interaction and skills 

acquisition. Ironically, 77% of the men in the study used an avatar of the opposite sex, 

referred to as "gender swappers" (Blinka, 2008, p. 6), and 98% of the women used same 

sex avatars. Blinka did not pursue the use of opposite sex avatars as a means to explore 

transgender or LGBT identity or expression. 

Violence Against LGBT Students on College Campuses 

Crime reports by LGBT students are inconsistent because LGBT community 

members would have to disclose their sexual orientation in the report, something many 

fear would increase the probability of criminal acts committed against them (Burleson, 

2010; Kidd & Witten, 2008). Furthermore, LGBT and women share a similar philosophy 

the desire to forgive and forget that a family member or loved one would cause harm 

because of who or what they are (Kidd & Witten, 2008). Burleson found fear of 

retaliation based on sexual identity prompted students in the LGBT community to felt 

comfortable using technology to learn about campus resources available to meet the 

needs of the LGBT community. Furthermore, the students in the study would not indicate 

on the college applications their sexual orientation, thereby creating a challenge for 
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college leadership to distinguish the needs of the LGBT community (Burleson, 2010). 

According to Green, Strolovitch, Wong, and Bailey (2001) and Meyer (2008), a strong 

correlation exists between anti-gay hostility and population density. 

The reporting of violent acts against transgender victims lies within the legal 

definitions (Kidd & Witten, 2008). The term transgender, according to Feldman and 

Bockting (2003), has been expanded to depict human beings "who transcend the 

conventional boundaries of gender, irrespective of physical status or sexual orientation." 

Kidd and Witten, cited in The World Health Organization (WHO, 2007) report on gender 

violence, acknowledged studies on gender-based violence have been predominately on 

violence against women. Consequently, even though transgender violence was prevalent, 

it remains predominately unreported due to fear (Comstock, 1989; Kidd & Witten, 2008). 

Violence Against LGBT Statistics 

Approximately 75% of transgender participants surveyed by Kidd and Witten 

(2008) stated they were victims of verbal assault and approximately 50% had been 

physically assaulted, but the assaults resulted in lack of response by the LGBT 

community. Research conducted by Dunbar (2006), along with Rose and Mechanic 

(2002), "found differences among various forms of violence. For instance, they have 

demonstrated hate-motivated physical violence correlates with more trauma than hate-

motivated verbal violence" (Meyer, 2008, p. 264). 

The TranScience Longitudinal Aging Research Survey (2007) indicated 70% of 

the two-thirds surveyed believed the underlying cause of the act was hate-crime based. 

According to Kidd and Witten (2008), "hate crimes, violence, and abuse are facts of life 

for a great number of transgender-identified individuals" (p. 33). The National Coalition 
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of Anti-Violence Programs (About AVP, 2006) research noted the decline in reporting 

crime between 2003 and 2004 was possibly a result of the transgender populace 

attempting to remain concealed in an effort to decrease anti-transgender attitudes (Kidd & 

Witten, 2008). Kidd and Witten cited the following statistics: (a) 59.5% of the 

participants experienced either violence or harassment, (b) 26.6% experienced a violent 

incident, (c) 14% reported rape or attempted rape, (d) 19.4% reported assault without a 

weapon, (e) 17.4% reported having items thrown at them, (f) 10.2% reported assault with 

a weapon), and (g) 37.1% reported some form of economic discrimination. 

The Relationship between LGBT and Hate Crimes 

Bigotry has undergone a transition from "being unfair, invidious, undemocratic" 

based upon individuals' religion, race, or ethnic origin to "Race Revolution" being 

applied to other prejudices (Perlmutter, 2008). "The value of education is not in its 

intellectual broadening of the individual, but in how it is used to change society" 

(Perlmutter, 2008, p. 349). College campuses are a microcosm of society, and Perlmutter 

challenges leadership to break the barriers through education in order to better society. 

Consequences of oppressive systems were hate crimes (Meyer, 2008; Perry 2001). 

In approximately 40 interviews conducted with lesbian women, gay men, and two 

heterosexuals from different races, who were victims of hate crimes, Meyer (2008) found 

the language used by the offender compounded the victims' anti-social characteristics, 

causing hate crime to become harder to define. Meyer demonstrated the confusion 

experienced by members of the LGBT community concerning abuse due to gender 

identity. For instance, a white gay male believed the violent acts committed against him 

were based on homophobia because of the language used by the offenders. However, a 
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Black, lesbian female could not make that assumption because the majority of offenders 

used misogynistic terms (Meyer, 2008). 

Victim Trauma 

Chaos theory has been used as a description of the phenomena surrounding 

victimization but not the process of how victims re-establish equilibrium (Eisenbruch, de 

Jong, & van de Put, 2004; Ituarte, 2003; Schehr & Milovanovic, 1999). "Psychological 

trauma is an affliction of the powerless. Traumatic events are extraordinary...because 

they overwhelm the ordinary human adaptations to life [and events], confront human 

beings with the extremities of helplessness and terror, and evoke the responses of 

catastrophe" (Herman, 1997, p. 33). Herman defined psychological trauma as "intense 

fear, helplessness, loss of control, and the threat of annihilation" (p. 33) to reiterate the 

effect of psychological trauma. 

Melsky (2004) studied the relationship between the aggressors and victims of 

crime during a traumatic event and found in many cases the victim will assume the 

aggressor's personality during the trauma as a survival mechanism. This survival 

mechanism has been referred to as Stockholm syndrome (Melsky, 2004). Some victims 

have the ability to regain some normalcy, yet their personality will exemplify the 

aggressor's behavior (Melsky, 2004). In extreme cases, posttraumatic stress disorder 

(PTSD) will integrate with the aggressor's identity, forcing the victim to experience 

secondary symptoms of PTSD, such as depression, amnesia, suicidal ideation (Melsky, 

2004). 

The recovery process starts as soon as the traumatic event has ended when "the 

first law enforcement officer makes contact with the victim" (Melsky, 2004, p. 19). 
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Melsky cautioned all professionals working with victims not to judge the victim because 

the victim chose to identify with the aggressor in order to survive the trauma. Because "a 

traumatic experience produces extreme response," understanding this concept will enable 

professionals assisting victims to recover on the victims' time (Melsky, 2004, p. 19). 

Summary 

Chapter 2 presented current research on complexity, chaos, victimization on 

college campuses, counseling, and various guidelines institutions of higher education and 

counseling directors should consider when addressing issues of LGBT victims of cyber 

violent acts. Seven themes were identified in the literature review (a) policy design 

influence, (b) current issues that have impacted counseling policies, (c) counseling 

policies and processes, (d) magnitude of violence and crimes on campus, (e) cyber 

violent acts on campus; (f) cyber violence against the LGBT students, and (f) victim 

trauma. 

Policy design influences can stem from recommendations from organizations 

such as the Department of Education (Ali, 2010, 2011), policy templates to guide the 

institution in developing a comprehensive policy (McMahon, 2008), or federal, state, and 

local statutes and case law (Belnap, 2011; Strutin, 2011). The current event most 

campuses consider as a catalyst for change in responding to individuals that pose a threat 

to self or others would be the tragedy at Virginia Tech and the creation of Behavioral 

Response Teams (Bonnie et al., 2009; Shuchman, 2007). 

Counseling directors are confronted with lack of resources (Barr et al., 2010; 

McCabe & Rubinson, 2008) and session limitations (Bishop, 2006) while addressing the 

problems brought to them by the increased enrollment of students with acute mental 
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health issues (Dickinson, 2006). The magnitude and causation of crimes on campus were 

examined to find the top three indicators were directly related to relationships (Drysdale 

et al., 2010), which is now complicated with the parasocial interaction between end users 

and the avatars (Blinka, 2008; Taylor, 2001) and the inability for the mind's eye to 

differentiate between reality and fantasy (Arriaga et al., 2008; Blinka, 2008). The 

inability to differentiate between reality and fantasy (Arriaga et al., 2008; Blinka, 2008) 

and the emotional connection between the person and the avatar (Blinka, 2008; Taylor, 

2001) has created a new psychological paradigm resulting from cyber violent acts 

(Keller, 2008). 

When a marginalized community, such as the LGBT community, uses cyberspace 

to freely express themselves because of low inhibitions (Burleson, 2010), the 

vulnerability and exposure has permitted more violence to occur (Green et al., 2001, Kidd 

& Witten, 2008; Meyer, 2008). When such events occur, counselors are tasked with 

addressing the victims' trauma (Herman, 1997; Melsky, 2004) and possibly seeking 

additional internal or external resources. Chapter 3 explains the details of the qualitative 

methodology, data gathering and analysis, participant selection, and interview techniques 

used to capture the data for this case study. 



CHAPTER 3 

METHODOLOGY 

Chapter 3 describes the research methodology and design chosen for the study 

including the research question, selection of the population, and participants. Additional 

information on trustworthiness of data, methods of obtaining and maintaining informed 

consent and confidentiality, data collection, and data analysis concludes the chapter. 

Using a multisite case study (Merriam, 2009; Stake, 2006), the researcher explored 

policies and procedures of two counseling centers at two public, 4-year institutions to 

respond to incidents of cyber violent acts against members of the campus' LGBT student 

population. The study employed multi-data analysis with documents and interviews that 

used a modified Stake's (2006) case study procedures. 

Research Questions 

The overarching research question was how do counseling directors implement 

counseling procedures in accordance with institutional policies to respond to incidents of 

cyber violent acts against university students? 

Two sub-questions added based on the review of literature were 

How specifically are LGBT students affected by cyber violent acts? 

How do counseling procedures and policies respond to incidents of cyber violent 

acts against LGBT students? 

54 
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Research Design 

The researcher used a modified Stake's (2006) multisite case study design to 

collect, organize, and conduct the analysis gathered from the two selected sites. 

Categories and assertions were identified using a priori codes, which are determined 

before collecting the data. Coding continued until theoretical saturation of data was 

achieved. This design was appropriate because deep, rich, textural data from different 

views and perspectives through the examination of institutional policies, counseling 

procedures, and interviews with the counseling directors and their appointed staff 

counselor and/or intern, and the updated policies, bi-laws and policy letter obtained at the 

directors' meeting, contributed to the research on the procedures implemented by 

counseling directors in accordance with institutional policies to respond to incidents of 

cyber violent acts against LGBT students. 

Site Selection 

The researcher's request for participation in this study (Appendix A) was 

accepted by the southern state counseling directors' association (Appendix B), which will 

remain anonymous for this study and will be referred to as "The Association." Following 

Creswell's (2007) use of "purposeful maximal sampling" (p. 75), the researcher 

distributed a purposeful survey to the counseling directors of a southern state to select 

two institutions that meet the following criteria for the proposed case study: (a) an active 

LGBT student community, (b) an attempt to establish or has established resources for the 

LGBT community, (c) counseling policies with acknowledgement of LGBT issues, and 

(d) a counseling director who has treated or supervised the treatment of LGBT victims of 

cyber violent acts. 
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The first qualifying site, referred to as Renewal University, was a large campus 

approximately 2-hour drive outside of a busy metropolis. The campus has approximately 

1,200 full-time faculty and staff serving approximately 12,000 students with more than 

100 programs of study with an approximately 60:40 ratio of bachelor's and graduate 

studies and nearly 200 active student organizations on campus. The active LGBT student 

community has a dedicated counselor and resources to assist the LGBT student 

population and oversee the Safe Zone program. 

The second qualifying site, referred to as Utopia University, is a large campus 

located in a northern metropolitan region within the southern state with approximately 

26,000 undergraduate and graduate students providing approximately 75 degree 

programs, with more than 150 student organizations. Utopia University has an 

administrative task force to address diversity issues, dedicated counseling resources, and 

active student organizations to promote and assist LGBT students and their lifestyles. 

Participants 

A purposeful sampling process (Merriam, 2009) was used to select the interview 

participants based upon the criteria of (a) an active LGBT student community, (b) an 

attempt to establish or has established resources for the LGBT community, (c) counseling 

policies with acknowledgement of LGBT issues, and (d) a counseling director who has 

treated or supervised the treatment of LGBT victims of cyber violent acts. The survey 

was distributed electronically; however, the survey did not receive the expected results to 

move the study forward. After 10 days, a reminder was sent requesting the population to 

respond to the survey. The response rate did not increase to aid the researcher in site 

selection process. Therefore, the researcher requested to attend the next Association 
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meeting, which was accepted. The researcher presented the foundation for the study and 

renewed interest in the research. Two qualifying directors and sites were identified 

through the meeting and purposeful survey. 

Procedures 

The state-affiliated association of counseling directors agreed to use Mercer 

University's IRB process to conduct this multisite case study (Appendix C). During the 

interview process, the directors at both campuses requested the LGBT counselors be 

accepted as participants, and an IRB modification request was submitted and accepted 

(Appendix D). The study included a review of current counseling policies and procedures 

on cybercrime and violent acts against the LGBT students and other policies the 

counselors use in addition to their department policies. The association provided access 

to the listserv to distribute a purposeful survey with 19 questions (Appendix E) to the 

members for the selection of the three case sites. Approximately 48 members received the 

survey and had 30 days to complete the survey online. 

The preliminary survey was divided into four sections: (a) demographics, (b) 

criteria, (c) counseling procedures, and (d) participation willingness with contact 

information. The questions were broken into four categories: (a) best answer questions 

are found under demographics, (b) select all answers that qualify the question which are 

found under criteria, (c) yes/no questions are found in counseling procedures, and (d) 

yes/no questions are under the participation section. Potential participants who requested 

to participate in the interviews provided contact information in Part III. 

The demographic section included four multiple-choice questions to determine (a) 

the type of institution and (b) educational and background experience of the counselors. 
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The counseling experience section included 10 questions; four were multiple choice 

questions to determine (a) student enrollment, (b) types of clients' issues, (c) role in 

policy making over the past 5 years, and (d) role of department in safe zones for the 

LGBT community. The following five questions were yes and no questions on the 

experience with counseling LGBT students and victims of cybercrimes. The responses 

from the demographics and experiences section were used to identify likely interview 

participants. Survey participants who were not willing to participate in the interviews 

were instructed to stop after Question 14 and submit the survey. Individuals willing to 

participate in the interviews were asked to continue to the questions in Part III, the final 

section. Part III asks four yes/no questions about the willingness to be interviewed and 

counseling policies available for review and provided fields for potential participants to 

enter the contact information. 

Because the response to the survey was minimal after sending a reminder 10 days 

after the initial email with the survey link, the researcher was permitted to attend The 

Association meeting to introduce and explain the study. At the meeting, qualified sites 

were identified but not scheduled until the directors completed the purposeful survey to 

determine if the sites met the qualification criteria. The researcher attended the entire 

meeting, which reviewed the increase in same sex violence on campuses and bi-laws and 

policies used by all institutions associated with this organization, in addition to each 

institution's customized policy. 

Upon completion of the meeting, the researcher received the potential 

participants' contact information. After the purposeful survey was completed and the 

criteria confirmed, the researcher emailed a thank you with the informed consent and 
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confidentiality guidelines. While the interviews were being scheduled, the directors 

requested to bring their LGBT counseling representative to the interview. If a director is 

unable to attend a meeting, a staff member can attend because the counselors are 

considered an extension of the director. 

The directors' request for dedicated LGBT staff counselor be interviewed and the 

information received at the meeting, the researcher submitted an Institutional Review 

Board (IRB) For Human Subject Research Request for Modification/Amendment 

requesting (a) addition of the level of participants to include the Counseling Directors, 

Counselors, and possibly counseling interns with the interviews being conducted 

simultaneously; (b) the reduction of sites from three to two; and (c) the inclusion of new 

Bi-Laws, policies, and policy letter to the documentation. The request was approved by 

the IRB. 

Documents 

The case study examined the following on-line institutional documents (a) 

Strategic Plan, (b) Mission Statement, (c) Diversity Statement, (d) Diversity and 

Inclusion Policy, (e) Counseling Procedures/Policy, (f) Mental Health Policy, (g) Student 

Code of Conduct, (h) Acceptable Use Policy, (i) Internet Policy, and 0) LGBT student 

organizations. On Utopia University's website, additional documents pertained to LGBT 

issues and the university's initiatives, minutes of the LGBT Task Force Meetings, and an 

outlined plan on Diversity, Inclusion, and LGBT issues within institutional documents. 

The researcher requested a copy of the counseling procedures the participants use and 

requested the documents be provided at the interview. The primary counseling policy and 

procedures document had recently been reviewed and revised at both institutions and the 
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updated version was not posted on the website. If the researcher was unable to locate the 

policy from both websites, the counseling director was requested to provide a copy. 

Document Storage 

As required by Stake's (2006) multistep process for documentation and storage, 

the researcher included a chain of evidence log (Appendix F) to track electronic backups 

of documents, other electronic files, and the electronic transfer of MP3 files to and from 

the researcher and transcriber that has signed a confidential agreement (Appendix G). 

The researcher destroyed all MP3 recordings after the data and member-checking process 

was completed per IRB protocol (A. Richardson, personal communication, March 21, 

2012). 

The researcher used Pendaflex Essentials letter size alphabetic all-purpose file to 

maintain the transcripts, interview field notes, policies, and other documents received 

from the participants, along with the completed worksheets and IRB documentation. In 

addition to a paper file, the documents were scanned and stored electronically for data 

protection. The documents received were labeled with a non-descriptive code assigned to 

each participant, and with the date and time received in the upper right corner to maintain 

chronological receipt record of the documents. Upon completion of the study, the files 

were maintained in a locked file cabinet in the researcher's home office. 

Interviews 

Two counseling directors and the LGBT counseling representative at Renewal 

University and Utopia University were interviewed to acquire perceptions of counseling 

procedures in accordance with institutional policies for response to incidents of cyber 

violent acts against the LGBT community. The interview appointments with each 



61 

participant were scheduled via phone and confirmed by email. The email included the 

informed consent form (Appendix H) and confidentiality guidelines (Appendix I) as 

attachments to enable the participants to review the documents before the interview. 

At the beginning of the interview, the researcher reviewed the informed consent 

and confidentiality guidelines and addressed any concerns or questions. After the 

participant confirmed he/she understood the consent and confidentiality statements, the 

researcher had the participant sign two Informed Consents with IRB Stamp and two 

Confidentiality Guidelines. The first copies of the signed documents were for the 

researcher's file, and the second copy was for the participant's records. 

After confidentiality and security of information were reviewed and signed, the 

researcher explained to the participants that they could request a break, terminate the 

interview at any time, or seek clarification of a question before responding. The 

researcher explained to participants that reasonable care was taken to protect the list of 

participant names through the use of key identifiers, which was an alphanumeric 

character ranging from numbers one through four that did not disclose any portion of 

name, state, location, or college campus. The identifiers were used during the interview 

in order to limit name recognition by the transcription service used to transcribe the MP3 

files. The researcher informed the participants that the transcriptionist had signed a 

confidentiality agreement. The researcher explained the procedures after the data and 

member checking of transcripts, per Mercer IRB protocol to protect the confidentiality of 

the participants, the recordings would be destroyed. The communication stated, "If you 

have transcribed recordings there is no need to store the audio versions. You will still 

know how to link the codes back to the interviewees if needed. You don't have to risk 
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someone getting their hands on the audio tapes and recognizing someone's voice" (A. 

Richardson, personal communication, March 21, 2012). Additional interviews could be 

requested to clarify meanings or content. The explanation process took less than five 

minutes. 

Based on the results of the validity test of the interviewing instrument, two semi-

structured interviews, digitally recorded and transcribed, (Baxter & Jack, 2008; Creswell, 

2007; Merriam, 2009; Stake, 2006; Yin, 2009) were used by the researcher. The 

participants were interviewed in a conversational style at an offsite location or by 

telephone. To encourage maximum openness, participants selected the time and place 

were the interview occurred. The phone interviews were conducted in an office, with no 

one in the office other than the researcher, behind two large closed wooden doors, and 

with a counseling Sound Screen electric fan running to ensure the conversation could not 

be heard or understood outside of the interview room. 

The interview questions (Appendix J) were based on Stake's (2006) data 

collection design that required primary themes identified in the literature review is used 

to develop the questions. The literature review for this study identified seven themes: (a) 

policy design influence, (b) current issues effecting counseling procedures, (c) university 

counseling centers' procedures, (d) magnitude of crimes on campus, (e) cyber violence 

on college campuses, (f) cyber violence against the LGBT students on college campuses, 

and (g) victim trauma. The semi-structured interviews were designed to move from a 

broad to specific questions on each theme that can have three to 10 questions per theme. 

Questions were designed to elicit each participant's description of developing counseling 

policies and procedures. 
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Interviews were arranged with the researcher sitting directly across from the 

participants. A voice-activated digital recorder with a noise cutting option was used to 

ensure integrity and clarity of the interviews and transcripts. During the interview, the 

researcher engaged the participant by asking open-ended questions to clarify the roles, 

responsibilities, and procedures concerning counseling policies and procedures as they 

pertain to incidents of cyber violent acts against the LGBT student community (Appendix 

J). The use of a voice-activated recorder to save the recordings into MP3 files provided 

greater reliability of transcripts and reduced transcription time (Stake, 2006). At the end 

of the interview, the researcher thanked the participants for his or her time and responses, 

and advised that within seven to ten business days an email would be sent to the 

participant's chosen email address with the transcript attached for review and approval. 

Immediately after each interview, the MP3 files were sent electronically to the 

transcription service after the information was entered on the chain of evidence log. After 

the researcher received the transcripts, data checking was conducted by listening to the 

recording while reading the transcript. The researcher contacted the participants to 

confirm receipt of the transcripts. Participants were told that if he or she approved the 

transcripts, a reply to the email with the word approved, should be returned to the 

researcher. Secondly, the participants were informed in the email that during the data 

checking process the researcher blacked out all names, locations, and identifiers to 

prevent recognition of the participant, the institution, or the location. If the participant 

needed to modify or clarify a matter, then another appointment was made to conduct the 

member checking in person. When the participants agreed that the transcripts did not 

require modifications and the researcher received the email confirming approval, the 
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researcher waited until the next business day before the MP3 recording of the interview 

was destroyed to protect the participants' anonymity according to Mercer IRB protocol 

(email March 21, 2012). 

Transcriber-Confidentiality 

The transcription service signed a confidentiality agreement to ensure the integrity 

of the data and the anonymity of the participants. The transcripts were completed and 

returned to the researcher with the recording within 1 to 3 business day(s) from the 

receipt of the MP3 formatted data. 

Interview MP3 File Storage 

The MP3 files were tracked with the chain of evidence log. The information 

recorded on the log included the (a) participants' identifier code, (b) date MP3 file was 

sent, (c) total number of interview minutes, (d) number of transcript pages, (e) date 

received, and (f) the researcher's initials. The MP3 files were sent electronically to a 

transcription service in Texas. The original MP3 files were returned with the transcripts 

and the researcher will log them into the chain of evidence log. After the MP3 files were 

transcribed, data and member checked with approvals, the MP3 files were destroyed 

according to Mercer University's IRB protocol. 

Trustworthiness of Data 

To ensure the trustworthiness of data collected, the integrity of the data was 

maintained using MP3 files, data checking, member checking, and peer debriefing by an 

external auditor. After Chapter 4 was completed, a counselor outside of the association 

was asked to read the chapter to provide additional data verification and checking. The 

external counselor acted as a subject matter expert reader to verify proper use of clinical 
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terminology to ensure data are clearly explained within the context of the counseling 

profession. The interview instrument was tested for validity by interviewing a counseling 

director not associated with the organization selected for this study. The interview 

transcripts were sent electronically for the participants to review and to reply to the email 

sent with the word approve. Otherwise, the participants were instructed to request a 

follow-up meeting with the researcher to repeat the process until the participants 

approved the transcript. 

Data Analysis 

Stake's (2006) term Quitain, which means "an object or phenomenon or condition 

to be studied—a target, but not a bull's eye" (p. 6), referred to the themes that are studied. 

This study used a modified version of Stake's worksheets to code deductively based on 

the themes identified in the literature. Each data set was categorized into significant 

statements from the reviewed counseling and institutional documents from each 

institution, and from transcripts of the participants' interviews. The data were analyzed 

individually and collectively against the literature review themes to identify if new 

themes exist. Documents outlining the University President's objectives and goals, LGBT 

Task Force Committee Minutes, and specific mission statements were only found at one 

site but were permitted based on IRB document explanation and the contextual lens the 

data added to the study. The updated By Laws, policy changes, and a copy of a policy 

letter the researcher received at the association meeting were approved by the IRB to be 

used in the study, which will be used in Chapter 5 discussions. 

The second worksheet had been designed by Stake (2006) to categorize and 

organize significant statements from the various data sources as the source for unit 
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analysis that will be used by the additional five to six worksheets. The analysis was used 

to identify the primary themes that will form the foundation of the study. In this study, 

the literature review identified seven predominant themes as the foundation that defined 

the documents and framed the questions used to collect the data. Table 3 lists the themes, 

which are referred to as potential issues, and the literature source. The themes derived by 

the literature review were listed using Stake's Worksheet 2 presented in Table 3. 

The study employed multi-data analysis with institutional documents, counseling 

policies, and interviews with the Counseling Directors. The analysis for the documents 

and interviews were based on Stake's (2006) seven-step approach with worksheets, 
i 

which include (a) graphic design of the case study, (b) themes (research questions) of the 

case study, (c) analyst's notes while reading a case report, (d) ratings of expected utility 

of each case for each theme, (e) matrix worksheets, (f) matrix for generating theme-based 

assertions from case findings (track i), (g) matrix for generating theme-based assertions 

from merged factors (Track II), (h) matrix for generating theme-based assertions from 

important clusters (Track III), and (i) multi-case assertions for the final report (Appendix 

K). The planning the final report worksheet was omitted because there was only one 

researcher and two sites, therefore the worksheet was not required. 

Document Analysis 

Stake (2006) stated that, "Each important finding needs to have at least three 

(often more) confirmations and assurances that key meanings are not being overlooked" 

(p.33). Deductive reasoning with descriptive or topic (Saldana, 2011) coding was used to 

analyze the data and the data were placed into categories based on the seven themes. The 
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Table 3 

Themes Related to Potential Institutional Counseling Issues Identified from Current 
Literature 

Potential issue 

Policy design influence 

Current issues affecting counseling 
procedures 

University counseling center procedures 

Magnitude of crimes and violence on 
campus 

Cyber violent acts on campus 

Cyber violence against LGBT students 

Victim trauma 

Source 

Ali, 2010, 2011; Ball, 2004; Cutright, 
1999; Drysdale et al., 2010; Kim & 
Sankey, 2009; Osberg, Biesta, & Cilliers, 
2008; Mason, 2008; McMahon, 2008; 
Rotmans & Loorbach, 2009; Sanderson, 
2000; Stewart, 2002; The Jed Foundation, 
2010; Waldrop, 1992; Ward & Mann, 
2011; Weiss, 1995; Wheatley, 1999 

Burleson, 2010; Keller, 2008; Kidd & 
Witten, 2008; Shuchman, 2007; 
Sulkowski, 2011; Ward & Mann, 2011 

Burleson, 2010; Ituarte, 2003; McCabe & 
Rubinson, 2008; Perlmutter, 2008; Schehr 
& Milovanovic, 1999; Singh & Shelton, 
2011 

Dickerson, 2006; Drysdale et al., 2010; 
Keller, 2008; Smith & Fleming, 2008 

Keller, 2008; Sulkowski, 2011; Taylor, 
2011; Wright, 2000 

Burleson, 2010; McCabe & Rubinson, 
2008; Mason, 2008 

Eisenbruch, de Jong, & van de Put, 2004; 
Herman, 1997; Ituarte, 2003; Melsky, 
2004; Schehr & Milovanovic, 1999 

second cycle of data coding used Stake's worksheets as the framework to conduct axial 

coding to identify "action/interaction; structure and process; and casual, intervening, and 
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contextual conditions" (Saldana, 2011, p. 164). The researcher continued the coding 

cycles until theoretical saturation occurred, and reviewed the various worksheets 

designed by Stake to develop the themes, factors, and assertions for the proposed 

multisite case study results. 

Each theme used Stake's (2006) analyst notes while reading a case report 

worksheet. The first section of the worksheet includes the analyst's synopsis where the 

identification of the case, activity, key information, sources or context is listed. Next, 

situational constraints are described pertaining to the one event. The uniqueness between 

the individual issue or event against the other issues or events in the research were 

compared against the Quintain worksheet themes based on prominence and expected 

utility. Conceptual factors were listed for purposes of tracking the reported findings. The 

final step was to identify the excerpts that were added into the dissertation and 

commentary pertaining to the excerpts. 

Next, the researcher listed the themes found in the documents in the left column. 

Each issue was identified in the right column and was ranked based on uniqueness and 

relationship to the primary themes. Rankings were assigned as follows H for high utility, 

M for medium utility, and L for low utility. High utility meant the issue is vital or useful 

in the development of the theme. Medium utility meant a contribution to the theme exists, 

but it is not foundational. Low utility meant that an issue has relevance but not pivotal to 

the theme. 

After the findings were completed for each issue in the documents, the researcher 

completed Stake's (2006) matrix for generating theme-based assertions from case 

findings rated important. Issues found in the documents were listed in the right column 
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with the findings listed below the issue. After the worksheet was completed, the 

researcher reviewed each finding and created an outline based on the importance for an 

overall review of each issue or participant. Subsequent to this process, the researcher 

generated a theme-based assertion of the entire case study. 

The generation of a theme-based, assertion was accomplished by using Stake's 

(2006) matrix for generating theme-based assertions from merged findings rated 

important. The researcher composed a list of merged and special findings from each issue 

found in the documentation and ranked according to the themes. The rankings were H, 

M, and L for high, medium, and low importance. If the data indicated caution is 

warranted when drafting the assertion if an assertion is "atypical," the notation "ATYP" 

was placed in the appropriate cell (Stake, 2006, p. 59). 

After completing the matrix for generating theme-based assertions, the researcher 

identified factors in the documentation for analysis. This step required the researcher to 

look at the theme or find the "central idea having importance related to the situation" 

(Stake, 2006, p. 64) and look for the factor that "is widely found, sometimes influential 

variable of interest well beyond its situation" (Stake, 2006, p. 64). The factors were 

identified and merged into clusters. The researcher created an "emerging themes" chart 

for the documents (Stake, 2006, pp. 66-67). In the final step, the researcher completed 

Stake's (2006) process the multicase assertions for the final report for the documents. 

Interview Analysis 

Using Stake's (2006) seven-step approach with worksheets, the researcher first 

read all the data and studied each interview with the corresponding documentation as 

though the data were a single case study. After individual analysis of each interview was 
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themes and findings for the entire proposed case study. The researcher used the same 

methodology designed by Stake as stated in the document analysis in the analysis of the 

interview transcripts. The researcher created a visual aid of the research study with the 

graphic design of the case study worksheet. The themes (research questions) of the case 

study worksheet were employed to identify and document the themes found in the 

researcher's literature review. Stake's (2006) analyst notes while reading a case report 

worksheet aided the researcher in documenting the initial findings in the documentation 

and transcripts. The process of determining the ordinariness of the situation used the 

ratings of expected utility of each case for each theme worksheet (Stake, 2006) to 

determine if the situation is highly unusual, somewhat unusual, or ordinary. 

The researcher then employed Stake's (2006) three-step process to organize the 

data for the final report. The researcher started the process by arranging the findings in 

each case with the matrix for generating theme-based assertions from case findings 

(Track I) worksheet. Then, the researcher combined like findings in each case with the 

matrix for generating theme-based assertions from merged factors (Track II) worksheet. 

The final step was the organization of factors assigned to each finding or cluster for the 

final report by using Stake's (2006) matrix worksheet, the matrix for generating theme-

based assertions from important clusters (Track III). 

Upon completion of the matrix process, the researcher used the multicase 

assertions for the final report to organize the assertions and identify the case(s) where the 

assertion was found, which provided the researcher with a final comprehensive 

organization of data analysis (a) main topics, (b) issues, (c) context pages, (d) quotes, and 
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(e) single-mentioned topics to complete the Planning the Final Report worksheet (p. 47), 

which was not used because there was one researcher and two sites. 

Researcher Subjectivity 

"Subjectivity is not seen as a failure needing to be eliminated but as an essential 

element of understanding" (Stake, 1995, p. 45). Stake's view on subjectivity was 

narrowly defined by CreswelPs (2007) statement that "researchers' interpretations cannot 

be separated from their own background, history, context, and prior understandings" (p. 

39). Therefore, this researcher addressed bias before performing the research and used the 

following statements as a template to safeguard against predetermined beliefs and 

attitudes that could encumber the integrity and validity of the research. The researcher 

conducted member checking, bracketed data to keep bias from skewing the results, and 

employed a third-party review by a counseling director not associated with the 

participants' organization to ensure integrity. 

The researcher's background includes work in campus public safety with a focus 

on logistics, policies, and investigations. The researcher has also engaged in the 

coordination of special events involving diplomats and high profile leaders. With an 

undergraduate degree in Criminal Justice and a Master's degree in Public Safety 

Leadership, the career path has kept this researcher focused on areas of human conflict, 

information technology, and public safety. After returning to college to achieve the 

Master's degree, the researcher began working in the counseling center on campus where 

she revised the counseling policies. In addition to working with the mental health 

counselors, the researcher restructured and trained the administration, staff, and faculty 

on the emergency response and pandemic procedures and policies for various universities 
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and created the policies for blood borne and air borne pathogen responses for one 

university's health and sciences division. Throughout this researcher's career and 

personal life, members of the LGBT community have become close friends and 

supervisors. This researcher's passion is to serve others through empowerment that she 

believes comes through knowledge and understanding. 

Reporting Results 

The researcher developed a comprehensive report that describes the complexity of 

the phenomena studied and was presented in a format easily understood by the reader 

(Baxter & Jack, 2008). Themes from the literature review (Table 3) served as the 

foundation for data reporting using tables and narratives. Stake's (2006) multisite case 

study data analysis framework provided a roadmap to analyze significant statements 

identified in the interviews; documents and cross-interview analysis were presented in a 

table of organized themes. The interview and document analysis was included in table 

format to display the findings discussed in the report narrative. 

Summary 

A multisite case study in qualitative research captures the participants' 

understanding by describing the situation encompassing the phenomena in conjunction 

with historical data, documents, and interview techniques (Baxter & Jack, 2008; 

Creswell, 2007; Merriam, 2009; Stake, 2006; Yin, 2009) between the counseling and 

institutional policy effectiveness to respond to cyber violent acts. Two counseling 

directors and the counselors assigned to the LGBT student community were interviewed. 

The documents reviewed included counseling policies and procedures that were obtained 

through the participants. The institutional documentation was gathered from the 



institutions' websites and included (a) vision and mission statements, (b) strategic plans, 

(c) mental health policy, (d) acceptable use policy, (e) student code of conduct, (f) 

diversity, and (g) inclusion statements and policies. The researcher used Stake's (2006) 

case study data gathering techniques, with analysis and reporting templates, to identify 

and illuminate the development of counseling policies and procedures for response to 

incidents of cyber violent acts against the LGBT student community. The results of the 

data analysis are presented in Chapter 4. 



CHAPTER 4 

RESULTS OF DATA ANALYSIS 

Chapter 4 explains the data results based on Stake's (2006) multisite case study 

methodology, which consisted of (a) identification of themes within the literature review, 

(b) analysis notes of transcripts and documents, (c) ranking of relationship and 

uniqueness to the themes in each case, (d) identification and rank of theme-based 

assertions in each case, (e) repetition of the process of ranking of relationship and 

uniqueness to the themes for the combined cases, (f) repetition of the identification and 

ranking of theme-based assertions for the combined cases, and (g) an outline of the data 

according to importance for the final report. The seven themes are (a) policy design 

influence, (b) current issues affecting counseling procedures, (c) university counseling 

center procedures, (d) magnitude of crimes and violence on campus, (e) cyber violence 

on college campuses, (f) cyber violence against the LGBT students on college campuses, 

and (g) victim trauma. 

Purposeful Survey 

A purposeful survey was sent to the members of the counseling directors to select 

participants who met the criteria of (a) an active LGBT student community, (b) an 

attempt to establish or has established resources for the LGBT community, (c) counseling 

policies with acknowledgement of LGBT issues, and (d) a counseling director who has 

treated or supervised the treatment of LGBT victims of cyber violent acts. The survey 

was sent to 50 members on the email listserv, with two emails returned as undeliverabie 
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leaving a potential participant pool of 48. Eleven completed surveys were returned for a 

response rate of 23%. Two of the 11 respondents were identified as meeting the criteria 

of (a) an active LGBT student community, (b) an attempt to establish or has established 

resources for the LGBT community, (c) counseling policies with acknowledgement of 

LGBT issues, and (d) a counseling director who has treated or supervised the treatment of 

LGBT victims of cyber violent acts. 

The survey consisted of three sections: (a) general demographic information, (b) 

counseling experiences, and (c) contact information for counselors who qualified and 

who would like to participate in the study, and a request for permission to receive a copy 

of the counseling policy either before or at the time of the interview. The following tables 

are an overview of the responses concerning demographics and counseling experiences 

gathered from the purposeful survey. 

Demographic Results 

To gain a better understanding of the potential participants' campuses, a question 

was asked to identify the campus characteristics. Only 36% of the respondents were on 

college campuses that offered only undergraduate courses and 82 % indicated students 

lived off campus (Table 4). 

The experience as a counselor on a university campus was asked in an attempt to 

identify if there was a particular range of years of experience for most counselors. Table 

5 indicates that 1-5 years, 11-15 years, and over 21 years are equally distributed with 

27%. Secondly, the other years of experience indicate an equal distribution of 9 percent 

as indicated in the Table 5. 
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Table 4 

Percentage of Participants' Campus Characteristics (N = 11) 

Campus characteristic n % 

Undergraduate only 4 36 

Undergraduate/graduate 7 64 

Students living on campus 2 18 

Students living off campus 9 82 

Table 5 

Participants' Number of Years of Experience as a University Counselor (N = 11) 

Years of counseling on a campus n % 

1-5 3 27 

6-10 1 9 

11-15 3 27 

16-20 1 9 

21 or more 3 27 

The purpose for Table 6 was to present data on the potential participants' level of 

education. The Other category, with a 55% response rate, presented unexpected results 

(a) M.S. in Social Work, (b) School Counseling, (c) Counselor Education, (d) Ed.S. 

Counseling, (e) Ph.D. in Counseling Psychology, and (f) Education and Supervision, 

which demonstrated the various levels of educations and degrees counselors have on 

campuses. 



Table 6 

Percentage of Counselors' Level of Education by Degree Type (N = 11) 
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Level of degree n % 

M.S. Community Counseling 2 18 

Ph.D. Community Counseling 1 9 

Ph.D. Psychology 2 18 

Other 6 55 

Because the study was based on how counseling directors implement counseling 

procedures in accordance to institutional policy, the question in Table 7 was designed to 

determine the percentage of counseling directors that created both counseling and 

institutional policy and/or modified the policies on a departmental or institutional level. 

The contrast between 70% of potential participants creating institutional policy within the 

past 5 years compared to 40% participating in the modification of institutional policy 

indicates that once a policy has been created, the cycle to review existing policies may be 

too long if it extends beyond 5 years. 

Table 7 

Percentage of Counselors' Stated Roles in Policy/Procedures Creating and Modification 
(N = 11) 

Stated role n % 

Created counseling policy/procedures in the past 5 years 7 70 

Modified counseling policy/procedures in the past 5 years 7 70 

Created Institutional policy/procedures in the past 5 years 7 70 

Modified Institutional policy/procedures in the past 5 years 4 40 
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Violence against women was an issue that 100 % of potential participants address 

in the counseling centers on campus as indicated in Table 8. 

Table 8 

Percentage of Participants Reporting Issues by Clientele (N = 9) 

Presenting issue n % 

Violence against women 9 100 

Violence against LGBT 6 67 

Received threats or violence on the internet 5 56 

Cyber violence to real-world violence 3 33 

Fear of retaliation if report to campus police 3 33 

The participants in the survey indicated that 36% had counseled a victim of cyber 

violent acts with only 18% supervising a member on the staff who was treating a client 

that had been victimized by cyber violence (Table 9). When the qualified participants 

were interviewed, the data indicated the perception of FaceBook and texting as an 

instrument of cyber violent acts was subconsciously known but not followed through by 

the participants. Future use of the question will require a better explanation or example of 

the term cyber violent acts. 
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Table 9 

Percentage of Responding Participant and Type of Counseled or Supervised Cyber 
Violent Act Treatment (N = 11) 

Counseled or supervised n % 

Counseled victims of cyber violent acts 4 36 

Supervised victims of cyber violent acts 1 9 

Counseled LGBT victims of cyber violent acts 2 18 

Supervised LGBT victims of cyber violent acts 1 9 

The Association for University and College Counseling Center Directors 

(AUCCCD) survey indicated that 13% of counseling directors identified as a member of 

the LGBT community and 8% of their staff (Barr et al., 2010). However, the purposeful 

survey indicated 64% identify as, or has a member who identifies as, a member of the 

LGBT community (Table 10). 

Table 10 

Percentages of Counseling and LGBT Demographics and Resource (N = 11) 

Counseling and LGBT demographic or resource n % 

Members of counseling staff that identify as LGBT 7 64 

Primary counselor assigned to LGBT students 6 55 

Counseling maintain safe zones for LGBT community 6 86 

Provide seminars on diversity and inclusion to students 1 9 
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Theme 1: Policy Design Influence 

The literature review scrutinized the role of external organizations and agencies 

have in the development of higher education policy and procedures (Ali, 2010, 2011; 

Liddle, 1996; McMahon, 2008; Stone, 2002; The JED Foundation, 2006). The 

participants' interviewed stated institutional policies "play a big role" when developing 

new counseling or modifying current counseling procedures. In fact, "we are pretty lucky 

at our institution because we do not have restrictions or mandates" when developing 

counseling policies. Policies that have a broader scope, such as harassment and other acts 

of violence, are used more when developing counseling procedures and policies. 

Developing policy on a campus with a positive, welcoming atmosphere created 

and supported from the top down is important when addressing issues of marginalized 

communities, which has occurred at Utopia University. Renewal University has 

experienced progress in policy creation that addresses issues of marginalized students. To 

develop policy for a marginalized community, research may be required which Renewal 

has begun to address the issues faced by the LGBT student population according to PI. 

According to all participants, campuses that embrace diversity will contribute to the 

development of strong, resilient, self-confident students. 

Finding 1: Changing of the Guard 

PI stated retiring leadership has created a foundation of traditional policy, which 

provided the base for specialized policies and procedures. According to P3 and P4, close-

minded individuals on campus can create a sense of a homophobic campus. Therefore, a 

campus needs to have a paraprofessional to provide support to communities such as the 

LGBT students according to P3. 
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Finding 2: Institutional Policy Committees 

Because there are many overlapping roles on a university campus, it is important 

to identify the key departments and players on the campus when creating policy 

according to P2. Likewise, when the participants are on institutional policy committees 

the focus to add words like "inclusion and diversity to the mission and value statements" 

become an important part of their function according to PL The increased need to 

address issues surrounding the LGBT student community, a collaborative approach to 

build policies and procedures by moving and renaming the Office of Institutional 

Diversity to the Student Affairs Division at Renewal University was well received. Policy 

collaboration should include members from the university help services such as 

university police, counseling office, housing and residence life office, and judicial affairs. 

Theme 2: Current Issues Affecting Counseling Procedures 

The predominant answer to this question was the increase in students seeking 

counseling with acute, severe, and chronic mental illness. P2 had to develop a scope of 

care that identified the level of resources for students the counseling center could 

effectively treat while trying to find external assistance for students beyond the scope of 

care so they are not abandoned. PI uses a five-dimensional model with the humanistic, 

holistic, and developmental model because the models consider the whole person. In the 

case of Clementi, PI stated the counseling department would look at the entire event as a 

tragedy and reach out to all parties on campus to assist the students in coping. Likewise, 

as counselors "educating students not to use electronic means such as email to report an 

emergency or crisis" is necessary to provide a timely response. 
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Finding 3: Increase in Students with Acute, Severe, and Chronic Mental Illness 

P3 stated, "Personally, I have clients with schizophrenia, bi-polar disorders, a lot 

of trauma, autism, depression, and lots of developmental concerns." PI responded to 

address students from the sense of the whole person the counseling department employs 

the Five Dimensional Model. Because the counseling department has seen more students 

with acute and chronic mental illness, P2's department developed a scope of care for 

what students could be treated effectively. P2 also stated procedures for students that fall 

outside of the scope of care are also in place to avoid abandonment issues. 

Finding 4: External Counseling Training on Procedures 

According to P2, counseling organizations and seminars provide informative and 

helpful guides on cyber issues, confidentiality and H.I.P.P.A., ethics, and meeting the 

students' needs. Being able to navigate technology without inadvertently violating any 

laws or confidential issues is key. Participants also discussed briefly how counselors 

share in issues that are on the campus and how to resolve the problem effectively. 

Theme 3: University Counseling Center Procedures 

Severe, acute mental illness has increased over the past 5 years according to the 

participants. The primary cause for seeking counseling often stems from relationships, 

such as improving the quality of the relationship, breaking up with someone, assault or 

abuse, and in some cases relationships that involved being drugged and/or raped. At this 

time, Renewal University is restructuring its counseling policy and procedures to include 

LGBT initiatives, and remain session limit free to promote a human growth model as the 

foundation for treatment methodology. Approximately 80% of Renewal University 
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students attend an average of 10 counseling sessions; however, 20% of the students 

require long-term therapy. 

Utopia has experienced a rise in students with anxiety, depression, PTSD, trauma, 

and substance abuse. To address substance abuse, the department that oversees students' 

success has developed a substance abuse recovery program that provides group support 

and counseling. The university goals are to prevent, research, treat, and conduct peer 

intervention. P2 stated the counseling department conducts many preventative programs 

to assist Resident Life staff in recognizing harassment, abuse, violence, and the role of 

the RA. 

Finding 5: Behavioral Response Teams 

The participants mentioned the incident at Virginia Tech and how the tragedy 

aided in the development of cross-functional teams. The teams review behavior of 

members on campus who have been reported for consideration by Behavioral Response 

Team (BRT) and for the use of the National Behavioral Intervention Team Assessment 

(NaBITA). Although the student responsible for perpetrating the violence will be 

removed from campus, as counselors we have to reach out to the student to provide 

services according to PI. P4 had noticed some changes on campus and that the response 

team on campus was developed approximately 3 years ago; however, was unsure if the 

changes were directly related to the BRT. P2 believed the BRT is helpful because of the 

case-by-case review. The review allows customized consequences based on the situation 

to be given to the student rather than a measured response while maintaining institutional 

guidelines and policies. 
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Finding 6: Mandated Counseling 

Both universities have mandated counseling sessions through the judicial process. 

Depending on the seriousness of the act, the student may receive counseling from the 

university counseling staff or the student can be referred out with stipulations or 

conditions that must be met in order to be reinstated on campus. Although rare, special 

cases may require couples counseling. Due to lack of resources, counselors often are 

required to address a specialty field for which they are not sufficiently trained or 

experienced. In the case of a mid-size campus, a psychiatrist may not be a full-time 

employee on campus to treat students who require prescriptions to control a mental 

illness, and the university relies either on the doctor or on practitioner to assist when 

external resources are not available. The participants discussed the importance of forging 

a teamwork approach with the wellness center in order to provide comprehensive services 

to their students. 

In the case of a student who has been recognized as a potential threat to self or 

others, another dimension is added to the procedures. PI stated, "Okay so we are seeing 

something here that was more [than] clinical; is there something wrong here. ..this is a 

campus safety piece which goes above the five-dimensional model; we have to look in 

terms of safety." Unfortunately, we have a lot of hospitalizations, the mental health issues 

are getting more severe every year," stated P3; therefore, we "deal more with the after 

effects, more than we do the preventative." 

Theme 4: Magnitude of Crimes and Violence on College Campuses 

The increase of students diagnosed with acute, severe, or chronic mental illness 

demanding for more therapy providing less time for counselors to hold proactive 
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seminars; and the occurrence of different types of interpersonal violence has contributed 

to the formation of cross functional teams at Utopia University. Renewal University 

relies on the counseling department to conduct threat assessments, the BRT to review the 

individual cases, and in some cases patient advocates to assist the student in addressing 

the issue(s). 

Finding 7: Interpersonal Violence 

Violence associated with relationships was the most discussed topic by the 

participants because, if the issue is a breakup, argument, struggle with identity, rape, or 

abuse, a relationship is involved. Utopia has recently developed an Interpersonal 

Violence Task Force to address the issues of relationship violence P2. Due to the size of 

Utopia, different departments have been developed to assist students, such as an 

Ombudsman Office to mediate disputes; a special division to assist students with 

substance abuse; and an LGBT resource center. When counseling a student on a 

relationship issue, safety precautions are usually discussed and, in some cases, the client 

is asked if they want the police to come over and file a report. On P3's campus, there are 

safe rooms that only the police know the locations to place, for protection, individuals 

who are being threatened, harassed, stalked, or abused. If a student is an offender, then 

assessments are conducted at every session to ensure the student is not transitioning into a 

deeper level of threat. To demonstrate how an assessment occurs, a story was told and is 

summarized below. 

Story 1: Cannot Live Without You 

A client with Borderline Personality Disorder was sent to the participant because 

they could not overcome a close friend developing a new relationship with someone else. 
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Fearful of losing a close friend, the student has made threats of killing their friend. 

Mandated sessions are held on a regular basis to assess whether the student is becoming 

more of a threat to their friend. The threatened friend remains in contact with the 

borderline personality student because they are seen together on campus, making it 

difficult to protect either party when both parties remain in some form of contact. 

Theme 5: Cyber Violence on College Campuses 

Although the participants are aware of cyberbullying, cyber stalking, cyber 

harassment, texting, sexting, and other means of harassment through FaceBook and 

Twitter, the new forum for aggression and threatening behavior is the online classroom. 

According to PI, if the online students behaved in a real classroom as they do online, the 

chances of being removed from the campus would be high. However, the student will not 

exhibit the same online behavior as when they are in a mandated face-to-face session 

with the counselor. 

Story 2: Online Class Bullying 

A white, male student exhibited aggressive, threatening behavior in the online 

courses because he was angry the campus would not allow representation of white 

supremacy in the same method as the other marginalized students. When the student was 

mandated to attend counseling sessions, the online persona the student had exhibited was 

inconsistent when they met with the counselor. The participant believed the student felt 

inhibited in the presence of the counselor and did not reveal the online behavior. 

Although his behavior in person was mild, mandated sessions were still required until 

either, the counselor terminated him or the student completed the collegiate program. In 

some cases, if a student demonstrates a greater level of threat or the condition worsens, 
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the student can be removed from the campus and courses immediately and sanctioned or 

receive conditions for re-enrollment at the institution. 

As in the case with Story 1, the student in Story 2 has mandated counseling 

sessions to be reassessed for threat level and coping strategy. Although cyber violent acts 

may feel or appear to be beyond the scope of counseling because of the intangible nature, 

it is not. Even though the act was committed in a virtual setting, or was not directly 

received from a person in a face-to-face setting, counselors are tasked with assisting the 

victim and the offender in overcoming the trauma and repeating the behavior. 

Finding 8: Personality Difference Between On-Line and Face-to-Face Interaction 

The male in the online class cyberbullying story was very different when he met 

with me according to PI. Had PI not read what he had written, PI would not have 

believed he was capable of making appalling statements. The student was demure student 

that is very sad, broken, and felt very ineffectual in the world. To assess the student 

NaBITA was used to determine he was a moderate risk. Because the student was 

attending on-line courses, he was considered less of a threat risk than if he had been on 

campus attending classes. 

Story 3: The Unknown SKYPER 

In another incident, a student began receiving threatening messages from an 

unknown person via SKYPE. The incidents were reported to campus police to 

investigate. The investigation found a stranger located in another state was sending the 

threats to the student. In this case, the campus police investigated the situation and 

counseling will address the needs of the student. Many times, cyberbullying and other 

acts are reported to the Behavioral Response Team, which has broadened the focus to 
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include cyber violence or campus police, but are not directly assessed by counseling. 

However, training on how to reach out to victims of cyber violent acts will be considered, 

according to P2. 

Finding 9: False Sense of Security 

In Story 2 and 3, the participants discussed how the threat was perceived as being 

less than if the student or offender had been on campus. In Story 2, the on-line student 

could have gone to the campus because of his enrollment status. In Story 3, because the 

offender was the offender was a stranger located in another state, the university police 

felt a level of danger was not present. 

Theme 6: Cyber Violence Against the LGBT Students 

Both universities have active student organizations and Safe Zone programs for 

the students. Some universities provide many resources and student support services for 

in-country and international LGBT students. For instance, Utopia has placed the offices 

for diversity, international students, and counseling in close proximity to support and 

resolve cultural conflicts in the LGBT population. Another resource Utopia has begun to 

address separate housing for the LGBT students because the goal of Utopia University is 

to make the environment a safe, comfortable place for all students, according to P2. 

Finding 10: LAMBDA Pressure to Maintain a Veil of Secrecy 

On the other hand, Renewal University has varying levels of outedness within the 

student population, with many close-minded individuals on the campus still promoting a 

sense of secrecy as a means of protection. "There are some people out there that are 

openly LGBT and would screw someone anyway because they are not as out," according 

to P3. Because of the need for secrecy to protect the level of outedness, LAMBDA and 
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the members of the LGBT community can become disorganized and difficult to assist. P4 

stated, "If liberal is considered being welcoming and loving and encouraging of all 

students liberal, then I'm all for it.. ..No one should be denied safety, or a great education 

because of who they love, or who they are attracted to, or the color of their skin, or their 

religion, or lack thereof'. Utopia and Renewal have received requests from pansexual, 

transgender, and queers to create new student organizations to address other issues 

experienced by the LGBT students. 

Finding 11: Heterosexual versus LGBT Relationship Pressure 

According to P3, unlike a heterosexual relationship the individuals can date 

without expectation to live together, LGBT couples feel the external force of secrecy to 

become roommates quicker in order to protect their level of outedness. LGBT students 

that do not want to be "figured out," will arrange a roommate situation to deflect why the 

students spend a lot of time together. One participant discussed their struggle with 

outedness, the need to remain in secrecy while living on campus while attending 

undergraduate courses. 

The intensity of secrecy causes LGBT relationships to grow faster and possibly 

increase the fear or cause LGBT students will not to go to campus police when an 

incident occurs. According to PI, P2, and P3, family pressure and reactions to the 

students' gender identity has caused parents to (a) call the counseling center wanting to 

know about their child; (b) try to read the child's e-mail; and (c) read postings on 

FaceBook that cause embarrassment. "As counselors, we respond to the issues as they 

arise, we have to break the spell of cyber violent acts." Although a campus may appear 
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and is welcoming to diversity and inclusion, it is necessary to conduct research on the 

level of fear concerning coming out according to P2. 

Story 4: LGBT Crisis and Fear of Faculty Rejection 

One incident cited by a participant was about a young lesbian who was afraid the 

instructor would not understand the current situation to allot time to complete the 

semester's work. The response to the request referenced it would be fine because it is not 

as if they are just coming out. This level of pressure and secrecy can cause one partner to 

sever all ties from friends, community, and the campus to protect him or herself, and 

institutions have seen cases of new clients who have transferred from an out-of-state 

university to continue their education and find protection. 

Story 5: Texting with Negative Consequences 

Although texting is a forum to commit cyber violence, the participants realized 

they did not really focus on how texting is used to bully, stalk, or commit other acts of 

cyber violence. Several stories stemmed from this conversation and the couples usually 

ended the relationship and left the college to begin a fresh start. However, one story 

demonstrated the magnitude of transitioning from cyber violence to real world. 

Story 6: Cyber to Real World Violence 

One partner in a homosexual relationship on campus began to text about the 

relationship. The messages in the texting created intensity between them. Eventually, the 

couple began to be physically aggressive toward each other. One partner had been 

involved in prior relationships where physical violence and injuries were sustained. At 

one point, the other partner became so distraught he attempted suicide in the dorm. The 

other partner called the campus police and counseling was notified of the attempt. During 
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the initial session, the couple transferred their experience to another story and began to 

deny anything had occurred. In spite of the desire to remain a couple, the physical 

aggression returned and incarceration ensued. This resulted in the couple separating and 

seeking alternative locations with family and seeking community support to begin a new 

life. The couple was under the age of 25. 

Theme 7: Victim Trauma 

Victim trauma can be handled on or off campus; however, there are times, such as 

holidays or breaks, when students must have resources close to their homes or visiting 

locations. In some cases, local women's shelters to protect battered women will not 

accept lesbians, according to P3. However, both universities are conducting research to 

find resolutions to the issues faced by LGBT students. 

Finding 12: Students' Insurance Challenges with Resources 

Insurance coverage, according to the participants, has become another obstacle in 

the services and treatment clients can receive. Due to the issue of insurance, Utopia has 

hired an individual to vet the resources before recommendation. This individual verifies 

the types of insurance plans the resource will accept; payment plans for students without 

insurance; and location of the facility, such as is it on a bus line for students without 

transportation. 

Finding 13: Shelters for Abused Women Restrictions 

When a lesbian reports abuse and needs to seek shelter, according to P3 the 

lesbian is advised not to disclose their sexual identity. For unknown reasons, some 

shelters designed to protect abused women and children will not accept lesbians into the 
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shelter. To circumvent the lesbian from being rejected by the shelter, the student is 

warned to maintain their identity a secret and seek alternative resolutions quickly. 

Finding 14: Increased Hospitalization for Students with Mental Illness 

The increase in students enrolled with acute, severe, and chronic mental illness 

has required an increase in hospitalization. According to P3, increased hospitalization has 

placed a strain on university resources because of the reduction of mental health hospital 

beds and community services. Because the counselors are ethically bound to "Do No 

Harm," other solutions are being considered to reduce the potential for abandonment and 

distrust issues. 

Finding 15: Cyber Violent Acts Contributing to Low Retention Rates of LGBT Students 

The stories of the LGBT couples' use of texting and social networks to out their 

partner the results were the same, the students left campus to find a safe place with 

support. Although counselors can contribute to retention rates on college and university 

campuses, the ethical dilemma of "Do No Harm" requires the counselor to support the 

decision of the client, when the decision will contribute to healthy, emotional healing. 

Document Analysis 

The documents acquired from both sites for data analysis included (a) Counseling 

Department Policies and Procedures Manual, (b) Institutional Mental Health Policy, (c) 

Institutions Strategic Plan, (d) Diversity and Inclusion Policy and/or Mission Statement, 

(e) Acceptable Use Policy or IT Usage Policy, and (f) Student Code of Conduct. One site 

had additional online documentation that addressed concerns and initiatives taken to 

support LGBT students on campus. Using Stake's (2006) methodology design, the 

documents were analyzed based on the seven themes identified in the literature review. 
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Counselors' Mental Health Policy 

The primary counseling department policies and procedures at both sites is a 

collaborative effort among a number of counseling directors combining the best practices 

of the International Association of Counseling Services (LACS) and Council for the 

Advancement of Standards. This confluence of documents has established a base of 

consistency in approach and treatment of clients. Furthermore, the document has been 

adopted by the participating institutions as policy. In addition to the primary document, 

each counseling department has an additional procedural manual to address the culture of 

the institution. 

The primary document identified the mission of the counseling departments to 

assist students to benefit and develop within the educational context. This mission is 

accomplished through efforts to support the goals of the institutions and students by 

working with administration, faculty, and staff by creating (a) developmental, (b) 

preventative, (c) consultative, (d) remedial, and (e) training initiatives. The initiatives are 

fundamental for embracing diversity and expanding the ability of emotional intimacy to 

reverse the negative impact on student retention, removing stressors through intervention 

strategies when necessary by enhancing cooperative relationships. 

University and college counseling centers are responsible for crisis intervention, 

group counseling, and individual counseling through assessment, evaluation, and 

counseling with an emphasis on personalized attention. The development of personalized 

attention relies on capturing deeper knowledge through assessment and evaluation 

techniques, inventories, and personal interviews. Counselors assist students in coping 

with issues such as educational skills and strategies, abuse, social, family, relationships, 
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depression, anxiety, suicidal ideation, substance abuse, PTSD, decision making, life stage 

challenges, sexual identity and intimacy, issues surrounding ethnic and cultural diversity, 

and acute emotional distress where the client presents a danger to themselves or others. 

Counselors must navigate a delicate balance of dual relationships, advocacy, and 

sensitivity to clients' needs while bound by ethics. Counselors are expected to participate 

vigorously in advocating the needs and issues of all students, the underserved, and the 

culturally diverse. While counselors are required to collaborate in administrative 

decisions, the ethic of Do No Harm is pervasive in the actions and activities the 

counselors are assigned. Because the primary role of a counselor is to promote emotional 

wellness on university and counseling campuses, the recommended counselor to student 

ratio is 1:500-5000 must be determined by factoring the services available to the local 

community and campus. 

Counseling Department Procedures 

The counseling department policies at Renewal University are under revision and 

slated for completion before the next fall semester. The revised procedures are to equip 

students with different levels of resources that will aid in the development of social, 

emotional and academic success through accepting, responsive, knowledgeable, 

competent, professional, and ethical counseling professionals and staff. Currently, 

counseling session restrictions do not apply for enrolled students. Counseling works 

closely with the wellness clinic to provide a holistic approach to treating the clients, with 

safety being the first concern while upholding confidentiality. If a student requires 

services beyond the expertise of the clinical and counseling staff, students receive 

external referrals. Students are expected to be present for appointments and if the 



95 

appointments are missed, there are time sanctions involved when scheduling another 

appointment. 

Utopia University has several departments under student affairs to address 

different issues, such as mediation, counseling and psychological services, conflict 

management, and alcohol and substance abuse. Because Utopia has more than twice the 

enrollment of Renewal University, Utopia has attempted to address the needs of the 

students through the development of specialized departments with subject matter experts. 

Institutions' Strategic Plans 

The institutions' strategic plans were reviewed to understand the commitment to 

diversity, inclusion, safe learning environments, and mental health initiatives. The 

structure of the strategic plans reflected the culture of the campus. Renewal's strategic 

plan was a continuation of committee work outlining the vision, principles, concepts, and 

inspiration behind the document; whereas Utopia's reflected a straightforward, corporate 

approach as to how goals in the action plan would be accomplished through the action 

items. Utopia addressed how the campus environment would embrace inclusion in its 

policies, curricula, and procedures through shared governance, equity, and diversity. 

Renewal University did not address diversity specifically but referred to improving 

campus life by providing balanced programs that included cultural and educational 

programming. 

Diversity and Inclusion Policy and/or Mission Statement 

The diversity and inclusion plans were analyzed to understand the institutions' 

commitment to multicultural, ethnic, gender identity initiatives on campus. The 

university documentation was unique in the approach. Renewal University focused on 
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ethnic and multicultural needs of the campus, whereas Utopia University embraced the 

ethnic, multicultural, and gender identity. Both campuses provided different opportunities 

to learn about the areas of diversity that were the focus of the department. 

The mission statements addressed enhancing the quality of life on and off 

campus, the globalized economy, and the need to expand intellectual community on 

diverse societies and cultures. Both universities acknowledged the importance of future 

leaders' need to be globally competent to compete. Utopia used strong action verbs to 

demonstrate the commitment and resources that are provided on campus to achieve the 

mission, vision, and plans developed to achieve a united, informed, tolerant, accepting, 

appreciative, educated student body, faculty, staff, and administration in the various 

styles and attitudes surrounding multiculturalism. Achieving the overall goal included 

training events, seminars, guest speakers, safe zones, creating monthly themes with 

educational vignettes supporting the themes, and scholarships awarded to students who 

demonstrated advocacy and involvement with marginalized communities such as the 

LGBT population. The policies and procedures for Renewal University's Department of 

Institutional Diversity are currently being revised. 

Utopia's LGBT Initiatives and Task Force 

Utopia has developed resources to promote diversity and inclusion of all students; 

however, the university has developed a LGBT Task Force to provide safe havens for 

students who are LGBT and to educate the internal and external community on LGBT 

issues to promote a safe, learning environment and campus life that will engage the 

students. The Task Force meets approximately four times per year to discuss educational 

programs to schedule issues or concerns that have been raised by the LGBT student 
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community and/or faculty and staff, and conduct research to find new programs, 

partnerships, or information that will enhance the lives of LGBT stakeholders at Utopia. 

Acceptable Use Policy or IT Usage Policy 

The acceptable use or Information Technology Usage Policy governs students, 

faculty, staff, and administration on the criteria for permissible usage of computers, 

technology resources, and Internet, which can include website restrictions, type of 

content that is permitted to be downloaded, and email etiquette with the consequences of 

policy violations outlined. Although both campuses had in-depth detail concerning 

plagiarism, copyright protection, state laws governing use of computers, Fair Use Act, 

computer lab hours, access to equipment, technical services, and criteria for qualifications 

as an end user, the use of technology in a threatening, harassing, or violent manner was 

limited to three or four words or lines, to warn end users the practices were not 

acceptable and consequences would occur. However, the level or types of consequences 

were not outlined. 

Student Code of Conduct 

The Student Code of Conduct is a policy that governs the actions and behaviors of 

college students while on campus or attending collegiate events either on or offsite. The 

Student Code of Conduct is strictly maintained at most universities and infractions of the 

Code of Conduct can be heard before the Administrative Judicial Council on campus; the 

process can vary from campus to campus. For the two participating sites, both codes 

addressed academic honesty; however, one code of conduct was a high-level overview 

with a promise to maintain and behave in an ethical manner. Utopia's Student Code of 
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Conduct consisted of 11 pages including drug and alcohol usage, campus life disruption, 

financial, and jurisdiction of conduct code on an individual and organizational level. 

Renewal University's Student Code of Conduct has a contract or pledge students 

are to abide by. The code requires faculty to provide verbal and written reprimands and 

notification sent to the department chair, dean, and the director of the judicial affairs 

office. If the student's behavior is uncontrollable, campus police are notified 

immediately. The actions that are to be taken in the event of a student who is threatening 

or potentially violent, distressed; or is sexually assaulted, has an alcohol and substance 

addiction, or is suicidal are clearly outlined with brief examples, step-by-step procedures, 

and contact information, which includes names, titles, and phone numbers. There is not a 

section addressing actions that could be identified as a hate crime or aggressive act 

toward a marginalized community such as the LGBT student community. 

Summary 

Chapter 4 reviewed the data collected and analyzed using Stake's (2006) modified 

multi-site case study worksheets. The researcher found a close resemblance between 

Cass' (1984) model of human identity formation and the struggle of higher education 

leadership to embrace the LGBT community contribution to the veil of secrecy, which 

heightens the occurrence of cyber violent acts. The participants felt the Behavioral 

Response Teams on campus provided a source of confirmation; however, when mandated 

counseling was required for threatening behavior, the results rarely were successful 

because a client must be willing to receive help to heal. The counselors expressed 

concern about the increased number of enrolled students with acute mental illness, 

inadequate insurance coverage, and limited number of hospital beds when a client 
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requires hospitalization adds complexity to successful client therapy. At an institution 

unrelated to this study, the university released a majority of professional counselors 

during mid-semester without permitting a smooth transition. This action resulted in 

students experiencing distrust, abandonment issues, depression, and in some cases 

suicidal ideation. 

The online classroom has become a venue for bullying that, according to the 

participants would not be acceptable if the student had acted out in the same manner in a 

traditional classroom with an instructor present. Although universities have a student 

code of conduct and information technology acceptable usage policy, the types of cyber 

violent acts are not defined nor are the consequences and guidelines for monitoring and 

reprimands are not clear. When participants were interviewed, many knew texting and 

FaceBook were venues or methods for conducting cyber violence subconsciously; 

however, when treating a client the participants did not address the role or how to be safe 

or protected when using cyberspace. 

Unfortunately, the cyber violent acts committed against the LGBT students in this 

study stemmed from their partner. The cyber violent act was a method use to force the 

client into coming out. In one case, the cyber violent act turned into physical violence. 

The aggressive partner had been in abusive relationships before his current partner. 

However, the partner under attack responded by attempting suicide. The attempted 

suicide was the catalyst to notify the counselors of the issues. In the cases described by 

the participants, regardless of the level of cyber and physical violence, either one or both 

students left the campus to find support from other family or friends, and establish a new 

life away from the current partner. When counselors need to locate resources for the 
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clients, insurance coverage, diminished resources for acute trauma and mental health 

issues, and bans on accepting lesbians or the abused partner in a shelter can be difficult. 

At times when an abused partner is seeking emergency shelter, the counselors will 

instruct them to hide their gender identity or else the shelter will not permit the client to 

stay. The discussion of the significance of the findings in accordance with counseling and 

higher education leadership and recommendations for campus administrators will be 

presented in Chapter 5. 



CHAPTER 5 

SUMMARY, CONCLUSIONS, RECOMMENDATIONS 

Chapter 5 contains the findings, draw conclusions, and provide recommendations 

for future research based upon the results. The review of documentation and interviews 

brought a deep, rich understanding concerning counseling procedures, institutional 

policy, and the methods used to respond to cyber violent acts against the student 

population in general and the LGBT community specifically. 

Summary of the Study 

Chapter 1 provided an outline of the study by introducing the problem, problem 

statement, purpose of the study, research questions, theoretical and conceptual 

framework, and the procedures that would be used to conduct the research. Chapter 2 

provided the foundation to the study by identifying the seven primary themes that were 

used to collect and analyze the data according to Stake's (2006) multisite case study 

methodology. The seven themes identified were (a) policy design influence, (b) current 

events that effect counseling procedures, (c) university counseling procedures, (d) 

magnitude of violence and crimes on campuses, (e) cyber violent acts on campus, (f) 

cyber violent acts against LGBT students, and (g) victim trauma. 

Chapter 3 described the sites and participants selected and outlined the procedures 

used to collect the data from interviews and documentation using Stake's (2006) 

methodology. The participants were qualified through a purposeful survey. Interviews 

were conducted face-to-face and by phone. The institutions' documentation that included 

101 
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(a) strategic plans, (b) mission and value statements, (c) inclusion and diversity 

statements and policy, (d) mental health policy, (e) acceptable use policy, (f) student code 

of conduct, and in the case of Utopia, (g) presidential LGBT initiatives, and (h) minutes of 

the LGBT task force. The participants provided the counseling departments' policies and 

procedures. 

Chapter 4 presented the findings of the study, which included information 

gathered by respondents of the purposeful survey, the seven themes and the subthemes 

that were identified through the a priori coding process. The study produced 15 findings 

and 6 stories including (a) changing of the guard; (b) institutional policy committees; (c) 

increase in students with acute, severe, and chronic mental illness; (d) external counseling 

training on procedures; (e) behavioral response teams; (f) mandated counseling; (g) 

interpersonal violence; (h) Story 1: Can't Live Without You; (i) Story 2: Online 

Cyberbullying; (j) personality difference between on-line and face-to-face interaction; (k) 

Story 3: The Unknown Skyper; (1) false sense of security; (m) LAMBDA pressure to 

maintain a veil of secrecy; (n) heterosexual verses LGBT relationship pressure; (o) Story 

4: LGBT Crisis and Fear of Faculty Rejection; (p) Story 5: Texting with Negative 

Consequences', (q) Story 6: Cyber to Real World Violence; (r) students' insurance 

challenges with resources; (s) shelters for abused women restrictions; (t) increased 

hospitalization for students with mental illnesses; and (u) cyber violence contribution to 

retention rates of LGBT students. 

Chapter 5 presented discussions on the themes identified in the study, 

implications based on the findings, and recommendations for future research. The 

researcher discussed policy design and the struggle to reform mental health initiatives. 



103 

Cass' (1984) human identity model was used to demonstrate the relationship of an 

institutions' outedness and the experiences of the LGBT Students. 

Summary of Major Findings 

The 16 implications resulted from the 15 findings and 6 stories described in 

Chapter. The implications included (a) changing of the guard; (b) institutional policy 

committees; (c) increase in students with acute, severe, and chronic mental illness; (d) 

external counseling training on procedures; (e) on-line cyberbullying and H.E.C.A.P.; (f) 

mandated counseling; (g) interpersonal violence; (h) personality difference between on

line and face-to-face interaction; (i) false sense of security; (j) lambda pressure to 

maintain a veil of secrecy; (k) heterosexual verses LGBT relationship pressure; (1) stories 

of LGBT students and cyber violent acts; (m) implications: Stories 5 and 6; (n) student 

insurance challenges with resources and hospitalizations; (o) shelters for abused women 

restrictions; and (p) cyber violence contribution to retention rates of LGBT students. 

Discussion 

The role of counseling and institutional policy is complex when the policy 

addresses how to assist, correct, and sometimes control behavior of an individual who is 

experiencing a form of trauma. Revisiting the theoretical framework of complexity and 

chaos theories provides a foundation on how a linear complex system such as a university 

is required to provide non-linear responses when stability has been lost and either the 

institution or person(s) are traveling through disequilibrium in order to obtain a new level 

of stability. 
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Complexity and Chaos Theories in Policy Development 

As stated In Chapter 2, complexity theory scrutinized the emergence of 

phenomena and the cyclical relationships between relative calm and paradigm shifts that 

defined the boundaries within an organization, field or segment of society that resulted in 

the development of policies or rules (Kuhn, 1970; Rihani & Geyer, 2001) and examines 

the rich interactive relationships, developing adaptive, self-organizing behavior 

(Waldrop, 1992). "Complex systems have somehow acquired the ability to bring order 

and chaos into a special kind of balance... the edge of chaos," (Waldrop, p. 12). Osberg et 

al. (2008) found originally educational institutions were based on 'epistemology 

practices' and today are challenged by the 'complexity theory' because new relationships 

between knowledge and reality have been identified (p. 214). "With complexity we 

suggest that 'knowledge' and 'the world' should not be understood as separate systems 

which somehow have to be brought into alignment with each other, but that they are part 

of the same evolving complex system" (Osberg et al., 2008, p. 214). 

Mason (2008) described complexity theory elements of transformation and 

continuity as "emergent phenomena from critical mass, associated with notions of lock-

in, path dependence, and inertial momentum, contribute to an understanding" of 

transformation and continuity which have been elements in other theories pertaining to 

change" (p. 5). A theory stemming from complexity theory that studies the "sensitivity of 

phenomena to initial conditions" and "perspectives on change" is chaos (Mason, 2008, p. 

5). Society today no longer accepts complacent leadership or linear approach to a 

problem that can be found in complexity theory. Instead, society demands leadership to 
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cope with chaos by comprehending the situation and reaction; alter the approach and 

strategies; and control the chaos (Wheatley, 2006). 

Chaos theory determines if causational relationships of the unexplainable, stable-
i 

unstable, and complex realms exist (Thietart & Forgues, 1995). According to Barnard 

(1968), "the survival of an organization depends upon the maintenance of equilibrium of 

complex character in a continuously fluctuating environment" (p. 6). Consequently, the 

maintenance of the equilibrium can be established at every level of the organization using 

management control (Thietart & Forgues, 1995). Order from chaos based on the qualities 

and non-linear dynamics in natural sciences can be clearly observed (Thietart & Forgues, 

1995). 

The study demonstrated the vacillation between equilibrium and disequilibrium 

when a person experiences a traumatic event. As more pressure is applied after the initial 

event and equilibrium continues to elude the person, fluctuations will occur until the 

person can establish a new equilibrium. The story of the LGBT couple using texting by 

one partner to out the other partner who was not at the same level exemplified how an 

event (the catalyst) can lead to a physical altercation (loss of stability), to a deeper level 

of chaos by attempting suicide (an attempt to find a new level of stability). Through the 

aid of counseling, a temporary level of stability was established until the tension occurred 

again which intensified the search for a new stabilized place. The decision to leave the 

aggressive partner, and the university was the ultimate decision to establish a new level 

of stabilization from the chaos. 
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Transformation of Mental Health Policy 

Research by Adams, Daniels, and Compagni (2009) found for approximately 40 

years the mental health industry has undergone a policy transformation (p. 31). The 

realignment of policy, finance, vision, practices, education, and/or training will need to 

occur through an international partnership to facilitate a change stemming from the 

"global mental health workforce" (p. 30), which leaders are requested to address and 

resolve. Policy reform has contributed in the development of additional obstacles in 

recruitment, education, and securing qualified mental health professionals for leadership. 

Adams and associates' (2009) study revealed six predominant areas in need of reform: (a) 

public policy agenda not focusing on mental health initiative; (b) insufficient resources, 

competencies, and system capacity to address individuals in need of mental health 

services; (c) clients' and caregivers' lack of participation in developing individual care 

plans; (d) social and rehabilitation functions are not adequately coordinated; (e) frequent 

capriciousness with regard to condition and performance level of care; and (f) inability to 

implement "evidence-based practice, quality improvement tools, and information 

technology," (p. 35). The fundamental issue, which contributes to the six primary areas of 

change, is the "radical shift in the philosophy supporting mental health-care is advocated 

in policy documents and the idea of recovery" (p. 35). 

The participants discussed the increase in acute mental health issues and the need 

for hospitalization of clients. Participant 3 discussed the difficulty to hospitalize a client 

because of availability of beds. According to the CDC National Center for Health 

Statistics, between 1986 and 2008 beds for 24-hour hospital and residential treatment 

centers declined from 267, 613 to 239, 014, which equates to a 111.7 to 78.6 number of 
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beds per 100,000 civilians. The data collected from research over the past 22 years have 

increased the knowledge base concerning mental health issues; unfortunately, the 

research has not broken the barriers of social discrimination and stigma toward 

individuals with mental illness or issues. With the reduction of beds and students not 

having adequate health insurance, collegiate campuses are challenged to find alternative 

methods for their students in receiving therapeutic treatment or placement in the 

appropriate facility. This dilemma reveals how the idea of recovery has overshadowed 

the need to sustain mental stability through counseling, hospitalization, and in some case 

medication as the correct treatment model. 

Institutions of Higher Education Outedness Struggle 

To explain the role of counselors' procedures and policy being consubstantial 

with the institutions' policy can be challenging. Therefore, the researcher has used an 

analogy to explain the relationship in the development of policies and procedures 

addressing cyber violent acts against the LGBT population by using Cass' (1984) model. 

Cass' model is used to assist clients in understanding the struggle to accept their sexual 

orientation by some of the participants in the study. Because of the simple and effective 

method Cass (1984) used to describe the phases, the model could be easily used to 

identify the struggle experienced by the institutions to embrace the LGBT community. 

Cass Model Explaining IHE Struggle 

Cass (1984) developed a model identifying the phases of homosexual identity 

formation: (a) identity confusion, (b) identity comparison, (c) identity tolerance, (d) 

identity acceptance, (e) identity pride, and (f) identity synthesis. Reflecting on Renewal 

and Utopia Universities, this model can be applied to the struggle with outedness that 
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each institution has experienced. The level of identity formation represents the 

institutions' willingness to address the LGBT student population on campus. The 

counselors' role is to assist or transition the institution into a level of acceptance to avoid 

destructive behavior through advocacy of policies and procedures to assist the LGBT 

community. 

Based on Cass' model (1984), Renewal University has completed the denial 

process of identity confusion, and has begun to recognize the LGBT students on campus 

in the identity comparison phase. The interviews showed how Renewal has been reluctant 

to expand support outside of the LAMBDA organization. The change in leadership has 

moved from the college from the comparison phase to vacillation between identity 

tolerance, when the system is being challenged on response, and Identity Acceptance 

because of the exploration represented in the move and expansion of the Diversity and 

Inclusion Office. 

Utopia University has passed the phases Renewal has experienced recently and 

surpassed the identity pride phase that include an arrogance or new level of pride that 

challenges mainstream beliefs (Cass, 1984) and have embraced identity synthesis because 

of the peaceful responses and actions taken by the LGBT student population to educate 

the community and embrace individuals struggling with their gender identity. The 

findings revealed that the institution struggling with acceptance of the LGBT community 

and lack of resources has a higher percentage of incidents against the LGBT community 

than the institution that embraces the students. Perhaps when an institution has acquired a 

reputation of being completely inclusive and secrecy is not required to achieve success in 
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academia, the challenge to out a person or threaten them has been removed providing a 

safer learning environment. 

Conclusions 

This study illuminated issues surrounding counseling procedures, institutional 

policies, cyber violence, the LGBT student population, mental illnesses on campuses, and 

the difficulty to find internal and external resources to promote good mental health. The 

Conclusion and Recommendation will review the significant findings and discuss what 

options should be considered by the Counselors and the higher education leadership. 

Conclusion 1: Changing of the Guard 

PI contributed the ability to modify policy to address the rapid change in campus 

issues to the strong foundational policy established by the retiring leadership. Before 

Gibson (1984) had coined the term cyberspace, some Institutions of Higher Education 

leadership had established the foundational policies during the 1960s and 1970s that 

could expand with the challenge cyber violent acts. Knowing the key players and 

departments are equally important when developing policy. 

Conclusion la: Conflict between Institutional and Counseling Policy 

When participants were asked to describe a time when a conflict arose between a 

counseling procedure and an institutional policy, none of the participants could provide 

an example. An institution unrelated to this study had a thriving, multi-service counseling 

department, according to the participants. Due to external factors, the institution decided 

to change the counseling center model mid-semester. Institutions changing models of 

operations are not uncommon; nevertheless, the method used to release the existing staff 

and inform clients of the transition created ethical dilemmas. 
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Counselors live by the creed, and are ethically bound to, "Do No Harm" (IACS, 

2009). When the counseling staff was reduced in force (RiFed), the ability to contact or 

meet with the clients over a period to assist in the transition and avoid abandonment and 

distrust issues was denied. Clients vocalized feelings of abandonment and the inability to 

trust anyone. According to a letter, one client referred to the transition as a traumatic 

experience, being unable to function, becoming physically ill, and experiencing an 

emotional breakdown while attempting to attend graduate level courses. 

The second issue involved the status of the supervision of practicum students, 

interns, and postdoctoral associates because of the disruption and the legal and ethical 

ramifications of changing supervisors that may or may not have the same credentials to 

supervise. Guidelines are stringent concerning practicum students, interns and 

postdoctoral associates receiving the correct level of supervision and training and could 

possibly set the students back one or more semesters. The situation is still unfolding and 

the degree of harm may not be known for years. 

Conclusion 2: Institutional Policy Committees 

Based on the participants' responses, cross-functional teams have become an 

acceptable practice to address the issues of violence, marginalized populations, and 

campus safety. Behavioral Response Teams (BRT) was a product of the aftermath of 

Virginia Tech massacre. The ability to review the situations and determine the 

consequences on a case-by-case review reflect the therapy style counselors employ to 

address the needs of their clients. BRT provide another lens through the eyes of other 

members to question and investigate alternative solutions that would be beneficial to the 

client, the campus community, and other parties. Including the Office of Inclusion and 
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Diversity with Student Affairs and locating the office close to counseling, the 

international students' representative permits the offices to work closely on resolving 

complex and diverse issues students present. 

Conclusion 3: Students with Acute, Severe, and Chronic Mental Illness 

When participants answered the question concerning the mental health issues their 

counseling department most frequently treated over the past five years, the answers were 

astounding. All participants stated that acute mental illness had increased over the past 

five years, which included a rise in anxiety, schizophrenia, autism, bi-polar disorder, 

borderline personality disorder, depression, substance abuse, and suicidal ideation to 

name a few. Yet, not all universities have psychiatrists on staff or resources to support 

students suffering from acute mental illnesses and place the counselors, institutions, and 

students in a precarious situation. Furthermore, the increase demand for hospitalization 

and the reduction in hospital beds for patients with mental illness and community 

services has created a strain on university services. 

Conclusion 4: External Counseling Training on Procedures 

The degree and licensure a counselor holds, such as Licensed Professional 

Counselor (LPC), guidelines on receiving updated training or Continuing Education 

Units (CEU) are required to maintain a current license. P2 revealed the necessity to 

maintain current knowledge concerning H.I.P.P.A., technology, and other confidential 

guidelines. However, as P3 stated the increase in demand for therapy prevents counselors 

from being proactive. 
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Conclusion 5: Behavioral Response Teams and Institutional Policy 

The study found the role of institutional policies in the development of counseling 

procedures was important to the participants, especially when a crisis or extreme 

behavior was exhibited. The participants found the crisis intervention teams or behavioral 

response teams, which resulted from the Virginia Tech incident, to be of assistance when 

a decision needed to be made about a student that posed a threat to self or others. 

Conclusion 6: Threatening Behavior and Mandated Counseling 

Because there is not one method that will address all situations, counselors must 

customize or tailor sessions based on counseling theories to assist students to overcome 

trauma, mental illness, or another issue. In the case of Renewal University, the way 

students are permitted to return to their courses requires modification to make the 

transition smoother. On the other hand, Utopia has many departments within Student 

Affairs and Counseling, which appears to streamline the process for students to receive 

therapy. However, when the judicial council or Behavioral Response Team mandates 

counseling, the student may be required to go outside of the institution for treatment. The 

participants' responses were unanimous that mandated counseling is rarely successful 

because the student has to have the desire to change in order to complete the change. 

Conclusion 7: Interpersonal Violence 

Participants responded unanimously with 100% that the number one presenting 

issue by clients is violence against women and the second highest presenting issue (67%) 

was violence against the LGBT community. Drysdale et al. (2010) identified the top three 

causations for violence on campus were relationship based. Utopia has developed a cross 

functional team to address interpersonal violence on campus. Interpersonal violence 
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extends beyond the realm of heterosexual relationships, and should encompass all forms 

relationship violence. 

The stories presented in this study strongly support the need to address 

relationship violence to assist students in overcoming the trauma. In some cases, such as 

the student with bipolar disorder, protecting the parties become complex because the 

offender and potential victim will not separate as demonstrated in the story of the student 

with bipolar Disorder,. In other cases, the deterioration of a relationship is not 

acknowledged until a drastic act occurs, which was demonstrated in the gay male 

attempting suicide before counseling was notified. Counselors play a key role in assisting 

students to return to a level of stability resulting in the student remaining enrolled on 

campus. 

Conclusion 8: Personality Difference Between On-Line and Face-to-Face Interaction 

Cyber violence for the purpose of this study was defined as end users committing 

violence on the Internet or in virtual worlds that could include bullying, rape, stalking, or 

other crime committed virtually to invoke fear or emotional harm in another (Chueng, 

2009). How cyber violent acts could be the initial cause for clients to seek counseling had 

not been considered. Furthermore, participants expressed the personality contrast 

between a client's responding in a face-to-face situation versus an on-line forum due to 

inhibitions. The contrast can create an issue in treating the client because of the mismatch 

between behaviors. Therefore, counselors must remain vigilant and remind themselves 

that the client has an aggressive mannerism that must be treated and find methods in 

having the client display the behavior to treat effectively. 
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Whether the client suffered a cyber violent act or a physical real world attack, the 

counselor will use the preferred counseling theory model to address the immediate 

situation. In some cases, counseling the victim and offender are required, which may 

include couples counseling. In the stories the participants told, most of the cyber 

incidents involved that couples resulted in one or both partners leaving the school and 

location to begin a fresh start. 

Conclusion 9: False Sense of Security 

In the stories, On-Line Cyberbullying and The Unknown Skyper, the offenders 

were not physically on campus. In the case of the On-Line Cyberbullying story, the 

perpetrator was a student; however, in The Unknown Skyper, the offender was a stranger 

residing out of state. Both campuses responded to the on-line aggressor with fewer rigors 

than a person on campus. Does lack of physical presence make the trauma experienced 

by the victim less? Does the offender experience less hatred or desire to invoke fear, or 

fear of bodily injury or death on an intended victim any less than a face-to-face 

encounter? In fact, what prevents either offender, the student or the stranger, from 

entering the campus and following through on the cyber threats made toward the intended 

victims? 

Conclusion 10: LAMBDA Pressure to Maintain a Veil of Secrecy 

When a campus is homophobic, the pressure of secrecy is great to protect one's 

identity as a LGBT student according to Participant 3. Both universities had a LAMBDA 

student organization on campus that provided varying degrees of assistance to LGBT 

students. Renewal University's struggle to provide services to the LGBT community has 

created an atmosphere of secrecy and homophobia causing LAMBDA activities to be 
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more clandestine. However, the new administration is attempting to turn the tide 

according to one participant. Utopia has a few LGBT student organizations in addition to 

LAMBDA designed to help the LGBT population with different topics because the 

institution has an atmosphere of openness. Just because an institution's or individual's 

code of ethics does not accept the LGBT lifestyle for themselves or their institution, the 

role of judging the lifestyle should remain with the higher power and environment of 

tolerance and acceptance should reign. 

Conclusion 11: Heterosexual versus LGBT Relationship Pressure 

As mentioned earlier in the study, P3 revealed the disparaging contrast between 

heterosexual couples receiving society's permission to go out, where LGBT couples is 

relegated to becoming "roommates." The pressure found on a homophobic campus 

increases the pressure for LGBT couples to become roommates before the couple has a 

chance to decide if living together is wise. According to the participants, not enough 

training is provided to assist individuals in responding effectively to problems 

experienced by LGBT couples. 

Both universities have a Safe Zone program and training for staff; however, 

Utopia is designing a special Safe Zone training for students and Resident Life staff. The 

challenges LGBT students experience are varied based on the campus life culture, level 

of outedness, and support systems available to the LGBT student(s). Even though the 

participants have not directly heard or counseled LGBT students who had cyber violent 

acts committed against them, the participants began to realize during the interview how 

texting, FaceBook, and cyberbullying played a role in the lives of some of their clients. 
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Stories 5 and 6 Conclusion: LGBT Students and Cyber Violent Acts 

The institutional tolerance of cyber violent acts against the LGBT student 

population was closely related to the level of "outedness" the institution had experienced 

as discussed earlier in Cass' (1984) model. Utopia does not tolerate any act of violence 

against any stakeholder and especially against a marginalized member of a community. 

On the other hand, Renewal struggles with responding to the needs of marginalized 

populations, which is contributed to the enrollment size, retiring administration, and 

recent awareness of issues surrounding marginalized communities such as the LGBT 

student population. 

Both stories concerning the LGBT couples were based on one partner attempting 

to out the other partner. The reason behind for outing their partners are uncertain; 

however, the method of using texting, FaceBook and other social media to out a partner 

led to strained relationships, violence, an attempted suicide, and the students leaving 

campus. Participants during the interview began to realize how texting could be 

considered a forum to commit cyber violence and the need to address texting as well as 

the use of social networking sites to create trauma in an individual. 

Conclusion 12: Students' Insurance Challenges with Resources 

The resources available on or off campus for treating clients suffering from a 

trauma resulting from cyber violent acts was not the primary scope of the participants; 

rather, resources for any type of trauma was the focal point of the participants. All 

participants discussed how the lack of insurance has limited or denied students in 

receiving the therapy and treatment. Utopia has hired a Clinical Case Manager to assist 

students in finding treatments and providers within their insurance or financial means. 
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Conclusion 13: Shelter for Abused Women Restrictions 

One participant pointed out lesbians is prohibited at some shelters for abused 

women. If an LGBT needs to seek aid from a shelter, the lesbian is told to keep her 

gender identity secret in order to receive aid. This revelation questions the need to 

provide shelters for all LGBT victims of domestic or interpersonal violence. Where can a 

member of the LGBT community go when the partner being abused must leave to seek 

safety? 

Conclusion 14: Increased Hospitalization for Students with Mental Illness 

The increase in acute mental illness among enrolled students has also contributed 

to more hospitalizations. The reduction of state funding and the closing of state hospitals 

with mental wards and other community mental health services have placed a strain on 

the university counseling departments because not all institutions are equipped to 

hospitalize students; especially students with acute, severe, or chronic mental illness. 

Conclusion 15: Cyber Violence Contribution to Retention Rates of LGBT Students 

The interviews and documentation demonstrated counseling directors and 

university counselors struggle with how to address cyber violent acts, meet the needs of 

the LGBT student population, and create a policy and procedure that addresses all 

constituents needs and the institutions' retention goals. The participants shared accounts 

of students who had experienced acts of cyber violence through harassment, stalking, 

threats, and bullying that has expanded to the online classroom, which added a new 

dimension for the counselors and institutions to address. The study found the level of 

confidence or comfort an institution displayed toward LGBT students; diversity and 
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inclusion was paralleled to the level of discriminatory acts including cyber violent acts 

against the LGBT student population. 

Unfortunately, the Internet and cyberspace has become a weapon against LGBT 

members, especially when the person is struggling with outedness from within the 

community. The findings have indicated that Information Technology Usage Policies do 

not address the various types of cyber violent acts on college campuses. Based on the 

results, it appears the level of LGBT acceptance by university or college is directly 

related to a safer, reduced cyber violent environment for the LGBT students. 

Consequently, the veil of secrecy is removed and the LGBT student does not have 

to leave to feel protected on a LGBT accepting campus. When a partner in a LGBT 

couple uses cyberspace to out the other partner the cyber violent act can translate to 

instability and physical violence toward the other partner. Eventually, one or both 

partners will leave the university to seek place where they feel safer, have support and 

more stability in their new life. The solution to escape the cyber and physical violence by 

leaving the school directly affects retention rates that leadership must address. 

Implications 

The study presented a diverse array of issues counselors and Institutions of Higher 

Education must address. Whether it is a diagnosis of depression, autism, or anxiety to 

relationships and the violence experienced by heterosexual and LGBT couples, the 

counselors have an ethical obligation to treat victims, offenders, and others seeking 

counseling within the scope of care. Furthermore, if the issue presented extends beyond 

the scope of care established the responsibility to find external resources have been 

assigned to the counselors. 
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Implication 1: Changing of the Guard 

PI demonstrated how old policy is not always bad policy because the structure of 

the policy provides the new administration to expand and define new issues. Policy and 

procedures should be developed using in-depth knowledge and research of the subject 

matter. If the policy is not well developed, the consequences can be devastating due to 

financial, property or human loss. Administration must remember policy govern lives of 

their followers and provide a flexible framework that guides individuals in authority to 

respond to situations case-by-case. This is the predominant reason Behavioral Response 

Teams are effective in addressing issues of individuals who pose a threat to themselves or 

others. 

The instantaneous society of today pressures administration and policy makers to 

create policy rapidly to address the outcries of society rather than reflect and build solid 

policy steeped in law and psychological principles. Although administrators in the 1960s 

and 1970s were pressured to address of the issues of the era, society had not experienced 

the same degree of rapid response that the society of today has come to know. Therefore, 

time was allotted to develop strong, foundational policy. 

Implication 2: Institutional Policy Committees 

Approximately 5 years ago, this researcher as a student was asked to serve on a 

cross functional committee to address emergency response and pandemic procedures at 

an Institution of Higher Education. As a previous member of the corporate world, cross-

functional teams are not uncommon. However, in academia, the culture accepting cross-

functional teams is very different due to varying levels of education, roles, and 



120 

responsibilities of the team members, and diverse measurements used to evaluate 

performance. 

For instance, some institutions do not account a faculty members' role on a cross 

functional committee relevant for tenure; however, the outcomes achieved and 

experienced by the institution and students are invaluable. On the other hand, staff is 

overwhelmed with providing support within their divisions because budget cutbacks have 

resulted in positions of employees leaving not being filled or vendors being released; 

whereas, administration has been assigned to increase safety, security, resources for 

marginalized populations, and funding. Therefore, additional assignments and meetings 

to serve on cross-functional teams increases anxiety and the inability to effectively serve. 

Yet, Utopia has demonstrated how cross-functional teams when supported from the top-

down can effectively reduce issues pertaining to safety, security, and resources for 

marginalized populations. 

Implication 3: Students with Acute, Severe, and Chronic Mental Illness 

The first rule in the counselors Code of Ethics is Do No Harm and will attempt to 

find alternative solutions to prevent an increase in distrust or abandonment in the clients. 

On the other hand, Institutions of Higher Education are not held by the same ethics. 

Counselors are confronted with establishing the boundary of liability to clients verses the 

institution. When an institution applies decision-making models to define the role of a 

counselor and the institution's liability, financial obligation and resources to a student 

that requires more treatment than the university can provide is an ethical dilemma. 

Universities and colleges are microcosms of society and can provide 

enlightenment on how to address complex issues. Unfortunately, the global economy has 
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experienced financial losses that have extended to reduction of educational and 

governmental services. Patients with mental illness have experienced a reduction in 

community services, hospitals specializing in treating the mentally ill, and insurance 

coverage for treating mental illness. The ability to create a policy that provides assistance 

to the acute mentally ill student, while protecting the institution and the stakeholders, 

diminishing resources for the mentally ill and financial pressures of the institution has 

created a complex, ethical dilemma that will not be solved until the idea of recovery can 

be included in mental health policy (Adams et al., 2009). 

If university and college administrators continue to enroll students with acute, 

severe, and chronic mental illness, then the Institutions of Higher Education are assuming 

responsibility to provide counseling and/or mental health services. Therefore, counselors 

must be adequately equipped with staff, training, and other resources to treat effectively 

clients on and off campus while providing a safe and secure environment for all parties, 

which introduces Implication 4. 

Implication 4: External Counseling Training on Procedures 

Just as an accountant requires additional training to stay abreast of changing tax 

codes and statutes, counselors require training to learn new techniques, laws, and policies 

in treating mentally ill patients. The study has demonstrated how technology has been 

used to create situations that have resulted in students either seeking or mandated to 

receive counseling. The participants have also expressed the need to remain 

knowledgeable on confidentiality, H.I.P.P.A., use of email and texting as means to 

communicate emergencies and new treatment outcomes for treating acute, severe, and 

chronic mentally ill patients. Consumers do not want to trust their tax return to an 
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accountant that is not up to date on current tax codes and statutes, so why would a parent 

or individual entrust a counselor treat a mental illness that is inadequately informed? 

Implication 5: Behavioral Response Teams, On-line Class Bullying and H.E.C.A.P. 

Behavioral Response Teams (BRT) has demonstrated the effectiveness of cross-

functional teams in academia. The ability to review a case from different perspectives has 

proven beneficial in deciding a course of action involving someone who presents a threat 

to themselves or others. The participants have found sharing information on complex 

cases with a BRT has increased reassurance of the counselors' therapy course of action. 

A cross functional team that resembles a BRT should include counseling, 

information technology, campus police, resident life, student affairs and legal counsel to 

develop a Higher Education Cyber Aggression Policy (HECAP) because the Code of 

Conduct, and Internet Usage Policies do not adequately outline what constitutes cyber 

aggression, cyber violent acts, and the consequences for the actions. H.E.C.A.P. should 

identify inappropriate behavior, the forums where the inappropriate behavior occurs to 

include online classes, texting, FaceBook, Skype, Virtual Worlds, and other mediums 

used for social networking and communication for today and the future. The H.E.C.A.P. 

policy would be posted on all Internet and Intranet location access by all university 

stakeholders, which required the end user to agree to the policy in order to enforce the 

policy. 

Currently colleges and universities can purchase cyber insurance to protect the 

institution against claims of records being compromised or hacked. Perhaps the cyber 

insurance should be extended to include cyber aggression insurance to limit the liability 

of the institution or coverage of claims when cyber violent or aggressive acts are 
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conducted using the institution's information technology infrastructure to commit the act. 

As cases involving cyber aggression and violence increase, institutions could find that the 

practice of due diligence in protecting the students is not enough. 

With that being said, institutions should consult with legal counsel on delaying 

transmission of videos and potentially threatening communications from electronic 

devices. Television stations are known to place a delay in live broadcastings in an attempt 

to limit obscene language or wardrobe malfunctions during the live telecasted event. The 

United States Supreme Court has supported that the government can limit or restrict some 

speech if the speech will cause violence or breach of peace (First Amendment Legal 

Institute Cornell University Law School, 2012; Harpaz, 2012). Students can upload 

videos to the Internet within seconds and broadcast globally before the first responder can 

arrive. The question of who has the greater rights, the victim? The offender? The 

spectator? Or the world? Is it truly necessary for the global community to be privy to 

violent events as they occur under the auspice that it is news? This issue must be 

carefully weighed and considered. It is the opinion of this author that the victims' rights 

and due process to protect the suspect should be the top priority. 

Implication 6: Mandated Counseling 

Reflect on a time when you were forced, not suggested to do something that you 

did not want to do. The natural response is to become defiant, obstinate, and 

uncooperative while completing the project. The response by the client mandated to 

attend counseling sessions responds in the same manner. In some cases, the client does 

not see or perhaps does not want to assume responsibility for their actions. With the 

limited financial and counseling resources on university and college campuses, should the 
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counseling department be assigned to provide mandated counseling session? Gallagher 

(2006) indicated colleges that provide mandated counseling sessions charge students for 

the services received. The American Psychiatric Association (2009) released a 

recommendation that when schools "mandate mental health evaluation, it is important to 

have explicit policies about what will be disclosed to the university" (p. 2). The APA 

stated that schools are more interested in the threat level the student presents to the 

campus not the clinical information gathered in the session. Mandated counseling 

sessions can be held externally and the student should not be permitted to return to 

campus until conditions are met. However, the APA (2009) cautions schools to remember 

that even if a student poses a threat to themselves or others, that student should be 

afforded "appropriate due process protections'" (p.4) when determining if a mandated 

withdraw or leave of absence is required. 

Implication 7: Interpersonal Violence 

According to Karajane, Fisher, and Cullen (2005) 35 out 1000 female students 

will experience an attempted or completed sexual assault during the 9-month academic 

calendar. The victim and assailant in 80 to 90 percent of the cases know one another the 

more familiar the victim and assailant are the greater the chance the sexual assault will be 

completed. Consequently, many college students do not consider or will label this type of 

an assault as "rape" (p. 2). 

Another issue universities and colleges need to address is the term domestic 

violence because the law requires co-habitation in most states. However, if the student 

lives in a residence hall, co-habitation is not allowed unless the college or university 

provides residence halls for married couples or families. In most cases, universities and 
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colleges only provide resident halls for single students who reside with same sex 

roommates. 

Laws and policies need to be changed to protect students who are not cohabitating 

with their significant other, heterosexual or LGBT, and are victims of domestic abuse or 

interpersonal violence. Participants expressed how demands for therapy have decreased 

the ability to provide preventative seminars and courses on interpersonal violence and 

other mental health issues. The use of interactive media and online class tools such as 

Blackboard, Live Text, and Noodle could provide a forum for students to receive updated 

courses and information on the definition, how to respond, where to report acts of 

violence, and the potential consequences. 

As demonstrated in the case of Can't Live Without You and Cyber Violence 

Transitioning to Real World Violence, universities and counseling departments cannot 

keep the parties separated when one friend or partner is threatening the other friend or 

partner. Preventative measures should be promoted among the constituents on campus to 

attend and practice. However, when preventative measures fail, clearly defined policies 

are needed, which could include mandate withdraws and leaves of absences to protect the 

parties involved and the campus. Although retention is extremely important to 

administration, the demand to provide a safe and secure campus is more important or else 

more students will leave the institution (Sanlo, 2004; Sulkowski, 2011). 

Implication 8: Difference Between On-Line andFace-to-Face Interaction 

The cyber violence examples ranged from cyberbullying on FaceBook and 

Twitter to texting transitioning from cyber violence to real world violence and attempted 

suicide. One issue counselors must overcome is the dramatic change in personality when 
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a meek, mild person who appears to be non-threatening is mandated to counseling 

because of the aggressive, appalling actions committed by the client while on-line. 

Secondly, the same standards applied to students attending classes on campus should be 

applied to students attending on-line courses. When the participants were asked if they 

would consider working with Information Technology concerning the Acceptable Use 

Policy to address aggressive or violent behavior, the response indicated a relationship 

would be established. 

Institutions of Higher Education and lawmakers must work with state and federal 

courts to define cyber violent acts and describe what constitutes a method of cyber 

violence. For instance, one participant does not think of texting as a medium for cyber 

violence. Counselor must define the method used to establish if the problem the student is 

experiencing is a result of cyber violent acts or underlying mental illness. Because this 

phenomenon is relatively new and research is not robust, institutions, counselors, 

lawmakers and the courts are handling the situations in the moment. A task force of 

University and College presidents, legal counsel, counselors, campus, local, and state 

police representative, lawmakers and judges to develop a framework for cyber violent 

acts to serve as a guide would provide a foundation for new policies and law. 

Implication 9: False Sense of Security 

Imagine sitting in a room with gray walls while using your computer, feeling safe, 

secure, and believing your actions are strictly between you and the other person. All of 

the sudden, additional lights are come on and you realize the gray walls are one-way 

mirrors and your actions have been monitored and recorded by hundreds of individuals 

because you can now see them. 
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This false sense of security can also be extended to the location of the predator. In 

the case of the student who wanted to begin a white supremacy group on campus, the 

institution tolerated the aggressive bullying because he attended on-line classes. Yet as a 

student, he is afforded the same level of access as students who attend classes on campus, 

so why is there a difference in tolerance level? 

Perhaps it is the belief as long as the student is attending on-line courses, the 

actions will remain in cyberspace and not transition to real world. However, in the last 

story of cyber violence transitioning to real world shattered this myth. Because the use of 

video, texting, and social networking can take and event and go viral in a matter of 

seconds, individuals targeted by this type of violence experience an extreme sense of 

vulnerability and invasion of privacy that can result in suicide as demonstrated by Megan 

Meier and Tyler Clementi. 

The story of the Unknown Skyper raised a personal concern with the researcher 

because the campus police felt the offender did not pose a threat to the student because of 

the out of state status. First, the extent of the investigation and the knowledge obtained by 

the campus police was beyond the scope of this research. Therefore, this researcher 

cannot and will not say that the university did not conduct due diligence in this 

investigation. 

However, this researcher has been personally involved in a case where an out of 

state offender traveled to the state where the intended victim lived after making numerous 

threats. The victim was placed in protective custody until the offender was apprehended 

on the border of the intended victim's state. In today's society, traveling is not difficult. 

Institutions should take necessary steps to protect the students, which include informing 
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the students of the different risks and potential solutions. To become complacent because 

an offender is out of state can be a deadly mistake. 

Implication 10: LAMBDA Pressure to Maintain a Veil of Secrecy 

As stated earlier in this chapter, Institutions of Higher Education can experience 

the same type of struggles with outedness as LGBT students. The belief that all 

leadership can rise above personal fear to lead is a myth. Regardless of the personal 

beliefs of leadership, the fact remains that marginalized communities have the right to 

expect the same level of safety and security as other students on campus. Therefore, 

leadership must overcome personal conflict of beliefs to serve their community. Utopia's 

leadership has demonstrated how embracing the LGBT Lifestyle and educating tolerance 

has reduced the level violence and abuse experienced by LGBT students because the veil 

of secrecy is not present. 

Renewal University is making strides to overcome the veil of secrecy that shrouds 

the LGBT community. The participants at Renewal are conducting research and 

developing initiatives to aid the LAMBDA Chapter and LGBT Community is 

experiencing a safe, learning environment. In addition to counseling, the renaming of the 

Office of Diversity to the Office of Inclusion and Diversity has also demonstrated the 

commitment by the new administration to embrace the LGBT community. Although the 

actions taken serve as positive reinforcements of the new commitment, the change will 

take time to be completely accepted and embraced. 

Implication 11: Heterosexual versus LGBT Relationship Pressures 

As stated by P3, because of the lack of society's acceptance to support LGBT 

couples dating openly, the potential couple is forced to become "roommates" to 
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determine if the relationship will work. This pressure can and has placed members of the 

LGBT community in abusive relationships that have led to bodily harm and attempted 

suicide, suicide, or murder at the hand of their partner/roommate as demonstrated in the 

Cyber Violence Transitioning to Real World Violence Story. The ability to become 

roommates is easier and not questioned because resident halls only permit same sex 

roommates. Whereas heterosexual couples cannot live together in dorms unless they are 

married and the resident halls are designed for married couples or families. 

Utopia has been considering the construction of LGBT resident halls as another 

resource and service provided to the student population. The development of LGBT 

resident halls may reduce the pressure placed on LGBT relationships. The resident halls 

for LGBT Students will need to develop policies that are explicit on roommate 

assignments, and relationships. Resident Assistants will also need to be Safe Zoned 

trained and learn how LGBT Couples will use technology to out their partners. 

Renewal is in the beginning phases of developing a diverse set of resources for 

the LGBT student population. However, Renewal is in a great position with new 

administration and recent releases of research on LGBT students' issues, needs, and 

resources to develop an innovative program. 

Implication 12: Stories of LGBT Students and Cyber Violent Acts 

The focus to address the moment at hand and bring a new level of stability 

although temporary does not always permit the counselors to determine the exact 

causation of the problem for which the client is being seen. The development of seminars 

and programs to train educators, counselors, administration, and parents on the signs of 

cyber violence trauma, the questions to ask, and list of resources would aid in identifying 
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the magnitude of this issue. This researcher spoke to a Special Agent in Charge of Cyber 

Crimes and was told the agency did not have time or resources to identify the scope of 

cyber violent acts against individuals because the priority for the agency is espionage and 

cyber warfare (Personal communication, March 27, 2012). The agent also explained that 

funding had not permitted additional research in their assigned area and just returned 

from Washington to request approval to conduct another survey. 

Cyber violence, cyber crimes, espionage, and cyber warfare are equivalent to a 

person sitting in a room of one-way mirrors where they cannot see out but the world is 

watching their every move. It is not until the one-way mirror becomes a two-way mirror 

that the person being monitored realizes that they have been compromised. By that time, 

it is too late to correct the issue. The same holds true for the LGBT community because 

the tool the community has used to express and find their voice has become a sword to 

push them into an arena the LGBT person is not ready to accept openly. The very 

struggle of outedness has become the gladiator pushing the preyed upon into a potentially 

harmful and sometimes deadly situation. As stated earlier, administration must develop a 

cross functional team that include information technology, counseling, campus police, 

student affairs, legal counsel, and resident life to develop comprehensive cyber 

aggression policies and consequences that are either integrated into the Student Code of 

Conduct, Information Technology's Acceptable Usage Policy, and/or stand alone with a 

requirement that all students read and sign the document prior to receiving access to the 

campus Intranet and Internet access. 
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Implications: Stories 5 and 6 

Traumatic events will overwhelm the normal human life adjustment by creating a 

sense of helplessness or terror, inducing a reaction of devastation (Herman, 1997). 

Melsky (2004) studied Stockholm Syndrome and how the need to survive during a 

trauma, as in a hostage situation, will cause the victim to assume the identity of the 

offender as a survival tactic. The aggressor in the homosexual male partnership had 

experienced previous incidents of violence with bodily injury. The same methods in 

which he suffered abuse had been used against his partners. The prior violence the 

aggressor had experienced created a defense mechanism to maintain power and control 

over the current and previous partners. Clients' history of violence is not immediately 

shared with the counselor creating a delayed response in the development of an effective 

treatment plan for the clients. Sometimes, victims feel that the counselor should 

vicariously travel the journey of their struggle to come out in order to understand how the 

client responds to an incident. 

Implication 13: Student Insurance Challenges with Resources and Hospitalizations 

Healthcare reform has been a topic of political debate since the Clinton 

administration. The requirement for all citizens to have medical insurance during the 

Obama administration has been approved and currently being reviewed by the Supreme 

Court concerning the constitutionality of the law (deVogue, 2011). The issues 

surrounding insurance coverage and receiving required medical services has penetrated 

college campuses. The participants discussed how insurance has dictated the type of care 

and resources students can receive for their mental illness. The lack of coverage has 

resulted in Utopia creating a position for a case sponsor to search for resources for all 
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students based on the different insurance packages for internal university services and 

resources near the students' location while attending school and at their location during 

breaks and holidays. 

In addition to insurance coverage issues, the reduction of revenue experienced by 

state and local governments has caused a reduction in services provided to citizens 

experiencing mental illness and not all college and university campuses have hospital 

beds or psychiatrists to treat the acute, severe, or chronic mentally ill student during a 

crisis. In fact, should a university that does not have a practicing hospital associated with 

the campus provide therapy to a student in an acute, severe, or chronic mental episode? 

This researcher believes treating a student during an acute phase of a mental health 

episode is just as dangerous as a nurse conducting open-heart surgery. Institutions and 

counseling centers need to have current Memorandums of Understanding in place with 

local and state mental health facilities and services to treat and care for students that 

extend beyond the scope of care the campus-counseling department can provide. Students 

should also be informed of the different mental health resources available to them that are 

close to the campus in case of an emergency outside of normal hours of operation. 

Finally, yet importantly, student insurance should provide comprehensive 

packages to include medical, dental, vision, and mental health services. With the increase 

in non-traditional students, and families unable to afford insurance due to reductions in 

workforce, colleges and universities need to offer diverse insurance packages that can be 

included in the school fees and tuition to protect the institution from excessive expenses 

and providing care beyond the ability of the campus resources. 
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Implication 14: Shelters for Abused Women Restrictions 

The consideration that lesbians would not be allowed in shelters for abused 

women was never a considered by this researcher. When P3 mentioned this issue another 

question arose, where does a gay male go when he finds himself in an abusive 

relationship? For universities and colleges, Renewal's solution to have safe rooms 

throughout the campus that only the police are aware of is one answer. However, the 

purposeful survey indicated 33% of the students experience a fear of retaliation if the 

abuse or violence is reported to campus police. Safe Zones is another program that will 

provide a safe harbor for LGBT students but for how long? This issue extends beyond the 

wall of the campus to the community. Providing safe houses for LGBT, students of all 

ages are necessary to promote a sense of safety and security not only on the campus but 

in the community as well. 

Implication 15: Cyber Violence Contribution to Retention Rates of LGBT Students 

Institutions of Higher Education administration are accountable for retaining 

students. Students pose a unique relationship to an institution because students provide 

(a) a source of revenue in the form of tuition and fees when attending the university; (b) 

the level of graduate candidates and the programs offered by the university can entice 

corporations to fund program offerings; (c) grants can be obtained based on the 

institutions' commitment to provide students safe and secure campuses, technology, and 

cutting edge programs; and (d) as an alumni the financial gifts becomes a backend 

revenue stream. Therefore as leaders, it is vital to retain and attract new students as a 

leader in campus connectedness, embracing diversity, and providing a safe, learning 

environment. 
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In addition to revenue, researchers (Burleson, 2008; Sanlo, 2004; Sulkowski, 

2011) discussed the need for students to feel connected to the campus, and how LGBT 

students are at varying levels of outedness can create isolation for the LGBT student. 

When the LGBT student is forced out of isolation, the fragile nature surrounding the 

struggle with gender identity can cause the student to seek a safer place, which results in 

leaving the campus and program of study (Sanlo, 2004). Administration can no longer 

deny the existence of violence, either real world or cyber, and the effect fear and lack of 

security has on student retention; especially in the LGBT student population. The ability 

to teach tolerance through experiences, provide resources on and off campus to assist 

students with presenting problems, and embracing the diversity that the institution and 

admissions has attracted to the campus should hold the same priority and funding as the 

new marketing campaign to attract future students. Although the last statement may 

appear to be comical, the cost of attracting students, loss of reputation, and possible legal 

fees could potentially exceed the cost of developing strong prevention programs and 

provide correct staffing levels to handle the demand for counseling to provide a safer, 

learning environment that will retain students. 

Recommendations for Future Research 

Future studies for this researcher based on this study appeared to be endless. The 

first recommendation for research would study the LGBT students' perception of cyber 

violent acts being used to out members of the community to determine the magnitude of 

occurrence and impact on retention rates. The second recommendation for research is a 

legal review on the level of liability institutions of higher education have in protecting 

students, faculty, and staff from cyber violent acts and if an addendum should be added to 
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the current cyber insurances policies Institutions of Higher Education currently purchase. 

A study on the psychological impact of cyber aggression to promote fear, hate and the 

overall effect on marginalized communities and the contribution to declining retention 

rates would be the third recommendation for a study. Reviewing ethics of session 

limitations imposed on university counseling departments, the inadequate coverage 

student insurance provides for students who suffer from acute mental illnesses would be 

the fourth recommended study. 

This study clearly demonstrated the need for a case study to examine how an 

institution develops a Higher Education Cyber Aggression Policy (HECAP) that would 

involve Student Affairs, Information Technology, Counseling, Campus Law 

Enforcement, and Legal Counsel. The creation of an integrated policy that identify how 

the detection and deflection by information technology with the investigation and 

apprehension of the offender, coupled with treatment for the victim and offender would 

prove beneficial for future policies. The final recommendation for research would be a 

grounded theory on victimology chaos to describe the journey of victims from the 

traumatic event through disequilibrium until a new equilibrium or stabilization occurs. 

The research reviewed the complexity of institutional and counseling policies, the 

effect of current events on how counselors and institutions respond, the balance between 

the counseling professionals' ethics and the overall protection of the campus. Cyber 

violent acts, relatively new phenomena has not been presented or actively considered as a 

potential foundation to a real world crisis. Although university and college campuses may 

have a Diversity and Inclusion Office, students in the LGBT community can still feel 

isolated and shrouded in a veil of secrecy creating an opportunity for a predator to prey 
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upon them. For leadership, the finding that the students decide to leave the institution to 

find a new, safer environment away from the aggressor was disturbing and begged the 

question if the same conclusion was drawn by heterosexual students and how can this 

decision path can be rectified. 

Summary 

Chapter 1 provided an overview of the background, problem statement, purpose 

of the study, research questions, procedures, and significance of the research and 

identified terms used in the study. The review of literature in Chapter 2 provided the 

framework for the themes and a priori coding used to identify additional themes and 

findings. Chapter 3 presented the methodology that included participant and site 

selection, interview and documentation collection and analysis, Stake's (2006) multicase 

site worksheets used to structure the data for the study. Chapter 4 findings resulted in 15 

findings and six stories on cyber violent acts on campuses and LGBT students. 

Chapter 5 contains a summary of the study and listed 21 conclusions and 

implications. The recommendations for future research included several possible studies 

that included (a) interviewing LGBT students on the use of cyber violent acts to out other 

LGBT community members; (b) policy and legal review on delaying video, texting, 

emails, and other forums of cyber messages to prevent potential threats or harm to 

intended targets; (c) policy and legal review of institutions' responsibility to adhere to the 

Counselors' Code of Ethics when making decisions concerning client care; (d) a case 

study conducted on the a cross functional task force experiences while developing a 

Higher Education Cyber Aggression Policy (H.E.C.A.P.); and (e) a case study on the 

experiences of LGBT members of Counseling and Administration on university and 
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college campuses. This study initially presented 17 potential studies; however, the top 

five are listed. Research on cyber violence and the effects on marginalized communities 

and the professionals servicing the communities are deficient. The mind is the central 

control system of the human body; it governs the ability to perceive, disseminate, and 

respond to all five senses. As leaders in higher education, the responsibility has been 

placed before us to address the dilemmas in an innovative, ethical, and successful 

manner. As leaders, we can no longer look but do not see; hear but do not listen, hurt but 

do not feel. 
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From: H 

Sent: Wednesday, May 04, 2011 8:55 AM 
To: richards_gm@comcast.net 
Subject: RE: Request to meet with 

Hi Gretchen, 

Gretchen, your project sounds fascinating. We can definitely give you a few minutes to 
talk with the group about what you have in mind and how we can help. We will probably 
be meeting in June, however, rather than July. I understand your need to follow protocols 
regarding participant recruitment and such, but I think that we could be clear that this is a 
general overview of what you are planning rather than a specific call for participants. Do 
you think that might work for you? 
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Hi Gretchen, 

I am attaching the list of members, as well as the email list. Note that on the latter, the 
last batch of folks are "friends of the a°d emeritus members rather than regular 
members. This only includes folks from the | institutions. 

The bylaws are currently under review ~ H, do you have the current version. I *think* 
it is set up so that the director is the official member, but can involve a designee if 
desired. 

Since I am stepping down, it is probably best for you to work through the new chair. 

Take care and let us know if you have additional questions, 
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Dear Member, 

You have been selected to participate in a doctoral study on university responses to cyber 
violence against the LGBT community because, as a college or university counselor, you may 
have had experience in this important area of concern. The proposed qualitative, multisite case 
study includes two phases, the first of which is a survey about your campus and counseling 
experiences. Participation in Part I does NOT require participation in Part II, in-depth interviews 
with 3 to 5 counselors. 

The attached survey will be used to collect some general demographic and campus information 
and preliminary information about experiences with cyber violence on your campus. Participants 
in this survey may use the final questions to volunteer to be selected for the in-depth interviews. 
Participants selected for the interview will be contacted by phone or email to arrange interview 
times. Before the interview, each participant will receive a copy of the informed consent and 
confidentiality guidelines I will use to ensure anonymity. 

Campus policy statements will be reviewed as part of the interview process. If selected to 
participate in the in-depth interview in the second part of this study, your questions concerning 
the documents will be addressed before the interview. 

Please complete the survey located at http:// by . All survey information will be kept 
confidential and maintained according to the Council of American Survey Research 
Organizations Code of Standards and Ethics for Survey Research that can be found at 
http://www.casro.org/codeofstandards.cfm. 

Again thank you for your interest in my research. I look forward to working with you and your 
institution. 

Sincerely, 

Gretchen Richards 
Mercer University PhD Candidate 

http://www.casro.org/codeofstandards.cfm
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PART I—DEMOGRAPHICS—Participant Information 

The following questions are to gather demographic information. Please select ONE 
answer that best answers the questions based on your current status at your college 
or university for the Spring 2012. 

1. Which of the following best describe your college or university? 
• Public four year undergraduate college 
• Public college with undergraduate and graduate students 
• Other: 

2. Which range best describes the years of experience you have had as a mental 
health counselor on a university campus? 
• 1-5 years 
• 6-10 years 
• 11-15 years 
• 16-20 years 
• 21+years 

3. Which of the following best describe your level of education? 
• Masters of Community Counseling 
• Masters of Psychology 
• Doctorate of Community Counseling 
• Doctorate of Psychology 
• Doctorate of Psychiatry 
• Other: 

4. Select your age range: 
• 25-30 
• 31-35 
• 36-40 
• 41-45 
• 46-50 
• 51-55 
• 56-60 
• 61-65 
• 66 or older 
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PART II—COUNSELING EXPERIENCES 
The following questions may have one or more answers. Please select all the answers 
that apply to your experiences at your current institution. 

5. Which of the following describes your student enrollment? 
• The majority students enrolled live on campus 
• The majority student enrolled live off campus 
• Counseling center engages students through seminars on diversity and 

inclusion 

6. Which of the following describe your clientele? 
• Clients experience violence against women 
• Clients experience violence against Lesbian, Gay, Bisexual, Transgender, 

Queer Questioning population 
• Clients have experienced threats or violence through use of the Internet 
• Clients that experienced Internet threats or cyber violence has moved to face-

to-face violence or threats 
• Clients are fearful of retaliation if they report the threats or violence to 

Campus Law Enforcement 

7. Over the past five years, you have been involved in: 
• Creating new counseling policies and procedures 
• Modifying counseling policies and procedures 
• Creating new institutional policies and procedures 
• Modifying institutional policies and procedures 

8. Does your department implement, oversee, or maintain safe zones for the LGBT 
Community? 
• Implement 
• Oversee 
• Maintain 

The following questions are yes or no questions; please select the ONE best answer 
for each question. 

9. Have you counseled a student that is a victim of cyber violent acts? 
• Yes 
• No 

10. Have you supervised a counselor that has counseled a student that is a victim of a 
cyber violent act? 
• Yes 
• No 

11. Have you counseled a LGBT student that is a victim of cyber violent acts? 
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• Yes 
• No 

12. Have you supervised a counselor that has counseled a LGBT student that is a 
victim of a cyber violent act? 
• Yes 
• No 

13. Do you have members in your department that identify themselves as being a 
member of the LGBT Community? 
• Yes 
• No 

14. Do you have a primary counselor that works with the LGBT student population? 
• Yes 
• No 

Thank you for your participation in this survey about counseling practices at your 
institution. 
The second phase of this research study involves in-depth interviews with 3 to 5 
counseling directors or campus counselor staff who have had experience with 
counseling LGBT students who have been victims of cybercrime. If you are 
interested in participating in the in-depth interviews, please continue to the next 
section: 

PART III—In-depth Interviews 

15. Would you like to volunteer to be a participant the in-depth interview portion of 
this study? 
• Yes [if yes, answer question number 16] 
• No [if no, do not answer any more questions] 

16. If selected to participate in the interviews, would you be able to send a copy of the 
counseling policies to the researcher before the interview? 
• Yes [if yes, skip question number 18] 
• No [if no, continue with number 17] 

17. If you answered no to 16, would you be able to provide a copy of the counseling 
policies to the researcher at the time the interview is conducted? 
• Yes 
• No 

18. If you are selected to participate in a 1-hour in-depth interview, what would be the 
best method to conduct an interview? [please select all that apply] 
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• Face-to-Face, on campus 
• Skype 

19. All interviews will be audio recorded and transcribed with confidentiality and 
anonymity strictly enforced. If selected to participate in a 1-hour in-depth 
interview, are you willing to be audio recorded? 
• Yes 
• No 

Please provide your contact information. All interview participants will be 
contacted within 5 days of completing this survey: 
Name: 
University Name and City: 
Office Phone Number: 
Cell Phone Number: 
Email Address: 
Best Time and Method to Contact: 

Thank you for answering the Research Participant Survey. 
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Site Code: 
R-
Researcher 
T-Transcribe 

Participant 
Identifier Date Sent 

Digital 
Counter Time 
(minutes) 

Number of 
Transcribe 
pages 

Date 
Received 

Researcher 
Initials 
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Confidentiality Agreement 
Transcription Services 

I. t1\*~ . franscriptionist. agree to maintain full confidentiality in 
regards to an/and all MP3 files and documentation received from Gretchen 
Richards's related to her doctoral study on MULTIS1TE CASE STUDY ON 
PROCEDURES COUNSELING DIRECTORS USE TO IMPLEMENT INSTITUTIONAL 
POLICIES TO RESPOND TO INCIDENTS OF CYBER VIOLENT ACTS AGAINST LGB 
STUDENTS. Furthermore, I agree: 

1. To hold in strictest confidence the identification of any individual that m; 
be inadvertently revealed during the transcription of MP3 formatted 
interviews, or in any associated documents; 

2. To not make copies of any MP3 files or computerized files of the transcril 
interview texts, unless specifically requested to do so by Gretchen Richar 

3. To store all study-related MP3 files and materials in a safe, secure locatio 
long as they are in my possession; 

4. To return all MP3 files and study-related documents to Gretchen Richard 
a complete and timely manner of no longer than 3 business days upon 
receipt 

5. To delete all electronic files containing study-related documents from mj 
computer hard drive and any backup devices. 

I am aware that 1 can be held legally liable for any breach of this confidentiality 
agreement, and for any harm incurred by individuals if I disclose identifiable 
information contained in the MP3 files and/or files to which 1 will have access. 

Transcriber's name (printed) 

Transcriber's signature 

Date 7-3?-3^13 
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MERCER 
JL» Y JL.U N1 y g 8 S I T ¥ 

Student Informed Consent 

MULTISITE CASE STUD YON THE DEVELOPMENT OF COUNSELING 

POLICIES AND PROCEDURES TO RESPOND TO INCIDENCES OF 

CYBERViOLENTACTS AGAIXST LGBT STUDENTS 

Yoa ire being asked to participate in a research study. Before yoa give your 
conseat to rotaateer, b is important that ye# read the foliowinf Information and ask 
at manyqaesrioas as accessary ta be tare yoa nadrrrtind what you wflj lie asked to 

InvMtlgatpre 
Cretehea Richards. MS Public Safety Leadership, PhD Candidate Higher Education 
Leadership 
Mercer University Tift College of Education 
4125 Spring Meadow Road 
Tucker, GA 30084 
404-483-9892 

Faculty Advisor 
Dr. Elaine Artnun. Assoc Professor 
Merer University TiftCotlege of Education 
3101 Mercer University Drive 
Atlanta. CA 30341 
678-547-6162 

This research study ts designed to explore die lived experiences of LCBT students 

The data to tbfa research wi8 be used in » pbenomenoiogicai reduction to assess if 
die ttwid iiucM of tfat directors. counselors, tGBt students 
and/orvkttautosupp<BtoramfliawtthcutTeinliteraturai; 

The signfficance of the study wfli be lived experiences of LCBT students and/or 
vfctbns through die journey from disequilibrium to a new equilibrium of cyber-



and/or victims on college campuses and illuminate possible actions from higher 
education leadership. 

WikriHiB 
if you volunteer toparttdpateln this study, you will be asked to participate in a 
bce-to-fKeintervfewoffcampus or at a Mercer University Site at a time selected by 
yau.However. we request theinterview will occur within one to two weeks of 
notification of your partictpatkm. 

Once confidentiality and security of information has been discussed, the interview 
will begin withthe researcher explaining that the interview can be terminatedat 
any time, you can withdxawat anytime, and if the participant needs clarification to a 
question to ask After the tnirtal research forms, copies, and guidelines are 
discussed, the interview will begin. The interview will consist of approximately 14 
questions requesting descriptions of lived experiences concerning cyber-viotent acts 
and the Journey from disequilfortum to equilibrium, campus climate, and interaction 
with counseling and/or the administration. 

Your participation will take approximately one hour to discuss your lived 
experience* of LGBT students and/or victims through the journey of disequilibrium 
to a new equilibrium experiencing cyber-violent acts. 

Potential Bisks or Phuamfena 
There are no foreseeable rfrics associated with the study, ParddpantswiB have die 
ability to passe the interview or withdraw, the Interview wffl take place in their 
office at a time convenient for thetn. 

Pnt-nHsi B*n»nn of the Research 
The study will benefit the participant by exploring the iourney from disequilibrium 
to a new equilibrium in LCBT victims ofcyber-violentacts andeniightening 
Institutions of Higher Education Leadership to the issues &ced by counseling 
directors. • . • • • 

CnnfidentfaHtvand Dat»gon»»e 
The researcher «rifl exercise reatonahle care to protect the Ust of thepattfcipants' 
names with key identifier* «rlll only be maintained only by the researcher and 
Dissertation Committee Chairperson. The identifiers will not disdose any portion of 
nam, state, location, or college campus. The identifier will be an alphanumeric 
character. Tte ideadflen wiB be used daring die interview In wider to U»it tuw* 
recognffloa byd* transcriber. However, th* transcription »er»litwd to transcribe 
the MRS flies wilt sign a conUdentiaKty afreement before swrvket begin. Once alt 
MP3 ffles sre transcribed. data and member checked the fttes would be desuoyed 
immediately per guidelines. The transcripts and other documents if acquired 
wiH be locked in a file cabinet in the researchers home office and she wat be the 
only one to have access to this documentation. The data «S remain la the cabinet 
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untfl the third anniversary of the dissertation defense, at which time all data »1U be 
destroyed 

The MP3 files will be sent to it local transcription service that has signed a 
confidentiality agreement with the researcher following Mercer University IRB 
protocol The files and transcripts will be returned to the researcher at which time a 
data checking procedure will take place by the researcher to ensure integrity of the 
transcripts. The files wiU be In a MP3 format will be destroyed upon completion of 
data and member checking. 

Partfcfratiiin and Withdrawal 
Your participation In this research study Is voluntary. As a participant you may 
refuse to participate at anytime. To withdraw from the sttidy please contact 
Gretchen Richards by either phone at 404-483-9892 or by email at 
Rkfcards4(m#comcasutet or Dr. Elaine Artman at 678-S47-6162 or be email at 
artraan.em0mercer.e<hi to request to be withdrawn from the research project 

Question? about the Rcscarch 
If you have any questions about the research, please speak with Gmdien Richards 
byeither phone at 404-483-9892 or by email at Richards_gm@comcast.ner or Dr. 
Elaine Artman at 678-547-6162 or be email at arunan.ein@merea-.edu 

Aadto or.Video Taping 
The researcher wftt operate the digital voice recorder with automatic voice 
activation. Key identifiers will be used and not the participants' names to protect 
their anonymity. 

This project has been reviewed and approved by Mercer University's IRB. If you believe 
ibae is any infringement upon your rights as » research subject, yo« may contact the IRB 
Chair, at (478) 301-4101. 

You have been given the opportunity to ask questions and these have been 
answered to your satisfaction. Your signature below indicates your voluntary 
agreement to participate in this research study. 

KEEP SIGNATURES 

Signature of Research Participant Date 

Participant Name (Please Print} Otte 

ReVjM/19/2010 
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U N I V E R S I T Y  

; InformedContent 

THle of Project: MULT1SITE CASE STUDY ON PROCEDURES COfNSElJNG 
DlRECrOR USE TO MPLEMENt INSTITUTION AL POUOES TO RESPOXD TO 
INCIDENTS OF CYBER VIOLENT ACTS AGAINST IjOBT STUDENTS 

Investigator N'amc: Grctchen Richards 
E-Mail Contaa Information: Rkfottfajntfiicomcast-ftct 

Yob atebemgasiusd »o panictpse ina project conducted throu  ̂Mcrcert'nivcniiy for 
ihett*apfc*>on of s 4btikMsd for ftp 
Qmcbca Richards. Mercer IMwercky' 1RB roguirti investigators w provide infarmni 
conscw to partidp  ̂it) this project. 

It » hoped thai by completing this prefiminary survey we will be toner able to select 
partiripaws^dwrwewtb project. 

Then arc not exported rUks or discomforts from participating to this study. Wbile you 
may not receive any personal benefit. we bope tlnal the informnkw provided will make 
yo« icfloct on the jttomey fitan disequilibrium 10 equilibrium ut the l£»BT victim* of 
QifaoM(W«ac8t 

Hut isaw anonymous survey. The survey dots wt ask for any identification antes* >txj 
are interested in p»ticipating io die interview ponloa of thereseareh. Refusal to 
participate m this maty will not fame aacflcct en you. Anyone aite'̂ ttt » participate 
in this study is ftee to withdraw from the study at any limc. 

If you agree to participate in this study please c&ck oo the mw that raids "start the 
stirw/" If >w« do not *-iA to pwfc^atc please cfick oo the anw tfcs read* "stop 

••amyv. 

This pro^ Ins beat rcvto«<eda»l app(»ved by XtoterUnimtity'sERB. tfyowbefeve 
there is any infitngemtM «p»i >t>ur rights as a rest-arch subject. yew may contact tot 
Char, at <«7f) 301-4101. 
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Confidentiality Procedures 
For 

Gretchen Richards' Doctoral Research 

Participant Confidentiality Procedures: 

(1) The researcher will maintain a list with the participants' names with identification codes; 
(2) To ensure participant anonymity, the codes assigned will be Participant 1, Participant 2, and 

Participant 3, up to Participant 10; 
(3) The participants will be assigned the codes according to interview sequence code to ensure 

participant anonymity; for instance, interview one will be participant one; 
(4) Because the participants will select the date and time of the interview, the interviews will not be 

conducted by region, location, or proximity to the researcher; 
(5) The researcher will explain to the participants that the interview is based on their 

experiences/perceptions concerning the pivotal moment and changed event the counselor 
experienced when counseling LGBT victims from disequilibrium to a new equilibrium after 
experiencing cyber violent acts without disclosing confidential information concerning the victim. 

Confidentiality regarding the MP3 interviews files: 

(1) Use only the identification code assigned to the participant during the interview; 
(2) Maintain a separate list of the identification codes and names of the participants separate from the 

research data that will be locked in a file cabinet in the researcher's office; 
(3) A local transcription service with a signed confidentiality agreement will transcribe the MP3 files; 
(4) The MP3 files and transcripts will be returned to the researcher for data checking; 
(5) The participant can withdraw from the study at any time via email or phone call or can contact the 

researcher, Dissertation Committee Chair or member of the IRB council to ask questions, log 
concerns, report misrepresentation or withdraw from the study and will be provided the contact 
information of all three entities stated above. 

(6) Per Mercer University's IRB guidelines, the MP3 files will be destroyed immediately after the 
data checking process has been completed and documents will be stored in a designated, secured 
lockable file cabinet in the researcher's home office for three years from the date of the 
researcher's graduation date, after which time all files and documents will be properly destroyed 
to maintain confidentiality. The list of identification codes will be among the documents. 
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Multisite Case Study Interview Questions 
Gretchen Richards 

Policy Design Influence 
What role does the institutional policies have in developing counseling procedures? 

Current Issues Effecting Counseling Procedures 
[Talk about current issue such as UCF student, Kristin Pratt who was cyber stalked by 
Patrick Macchione, 24, who was sentenced with 19 counts of cyber stalking, 4 year 
sentence in jail with 15 years of probation] 
Can you tell me how current issues or events on other campuses have caused a change in 
counseling procedures? 
Do you share or consult with other campuses on counseling procedures? 

University Counseling Centers' Procedures 
What mental health issues has your department most frequently treated over the past five 
years? 
What are the procedures for counselors' in reporting a student that is potentially violent 
to others? 
Can you tell me about a time when a conflict arose between a counseling procedure and 
an institutional policy? 

Magnitude of Crimes and Violence on Campus 
What role do the counselors have in minimizing crime on campus? 
Are students encouraged to report crimes or acts of violence to the counselors? 

Cyber Violence on College Campuses 
Can you describe a cyber violent incident that occurred on campus? 
How did the institution respond? 
Describe the procedures used to treat the victim. 
What type of assistance did the student require? 
What happened to the offender? 
Did the event contribute to a new policy or procedure? 
Did the department treat the offender and the victim? 

Cyber Violence Against LGBT Students on College Campuses 
Are there student organizations on campus that provide a network of support and 
community for LGBT students? 
How does the counseling department contribute to the Safe Zone program? 
What challenges have you seen or expressed concerning the LGBT experience on 
campus? 
Has your department seen an increase in cyber violent acts against the LGBT student 
community verses other student population? Why do you believe has contributed to the 
increase? 
What types of cyber violent acts have LGBT students experienced? 
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On a scale from 1 to 10, describe the institution's tolerance toward cyber violent acts 
against a LGBT student. 
What types of resources could your department use to provide better assistance to the 
LGBT community? 

Victim Trauma 
What resources are available on or off campus for treating clients suffering 
from a trauma resulting from cyber violent acts? 
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Educational 

Activity Site 

Economic 
Condition^ 

Activity Site 1 
Activity Site 3 

History 

Interviews 

Documents 

Relevant 
Community Mini-

Research 

ISSUES: 
FORMATION 

QUESTIONS 
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Worksheet 2: The Themes (Stake, 2006) 

Theme 1: 

Theme 2: 

Theme 3: 

Theme 4: 

Theme 5: 

Theme 6: 

Theme 7: 
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Worksheet 3: Analyst's Notes While Reading a Case Report (Stake, 2006) 

Case ED 

Synopsis of case: Case Findings: 
I. 

II. 

III. 

IV. Uniqueness of case situation 
for program/phenomenon: 

Case Findings: 
I. 

II. 

III. 

IV. 

Relevance of case for cross-case Themes: 
Theme 1 Theme 2 Theme 3 Theme 
4 Theme 5 Theme 6 

Possible excerpts for cross-case report: 
Page 
Page 
Page 

Factors (optional): 

Commentary: 
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Worksheet 4: Ratings of Expected Utility of Each Case for Each Theme (Stake, 2006) 

Utility of Cases Site A Site B Site C 

Original Multicase Themes 

Theme 1: 

Theme 2: 

Theme 3: 

Theme 4: 

Theme 5: 

Theme 6: 

Theme 7: 

Added Multicase Themes 

Theme 8: 

Theme 9: 
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Worksheet 5A: A Matrix for Generating Theme-Based Assertions from Case Findings 
Rated Important (Stake, 2006) 

Themes 

Case A 1 2 3 4 5 6 7 8 9 

Finding I 

Finding II 

Finding III 

Finding IV 

Case B 1 2 3 4 5 6 7 8 9 

Finding I 

Finding II 

Finding III 

Finding IV 

Case C 1 2 3 4 5 6 7 8 9 

Finding I 

Finding II 

Finding III 

Finding IV 
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Worksheet 5B: Matrix for Generating Theme-Based Assertions from Merged Findings 
Rated Important (Stake, 2006) 

Merged Findings From which Themes 

Merged Finding I 1 2 3 4 5 6 7 8 9 

Merged Finding II 

Merged Finding III 

Merged Finding IV 

Merged Finding V 

Merged Finding VI 

Merged Finding VII 

Merged Finding VIII 

Merged Finding IX 

Merged Finding X 

Special Finding I 

Special Finding II 

Special Finding III 

Special Finding IV 

Special Finding V 
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Worksheet 5C: Matrix for Generating Theme-Based Assertions from Important Factor 
Clusters (Stake, 2006) 

Ratings of Importance From which Themes 

Factor Cluster I 1 2 3 4 5 6 7 8 9 

Factor Cluster II 

Factor Cluster III 

Factor Cluster IV 

Factor Cluster V 

Factor Cluster VI 

Factor Cluster VII 

Factor Cluster VIII 

Factor Cluster IX 

Factor Cluster X 

Special Cluster I 

Special Cluster II 

Special Cluster III 

Special Cluster IV 

Special Cluster V 
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Table 5D: Emergent Theme Matrix (Stake, 2006) 

Themes Theme 1: Theme 2: Theme 3: Theme 4: Identify Theme 5: Theme 6: 

Factor 1: Rank= Rank= Rank" Rank= Rank= Rank= 

Factor 2: Rank= Rank= Rank= Rank= Rank= Rank= 

Factor 3: Rank= Rank= Rank= Rank= Rank= Rank= 

Factor 4: Rank= Rank= Rank= Rank= Rank= Rank= 

Factor 5: Rank= Rank= Rank- Rank= Rank= Rank1-

Factor 6: Rank= Rank= Rank= Rank= Rank= Rank= 

Factor 7: Rank= Rank= Rank= Rank= Rank= Rank= 

Factor 8: Rank= Rank= Rank= Rank= Rank= Rank= 
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Worksheet 6: Multicase Assertions for the Final Report (Stake, 2006) 

Designator 
(Participant) 

Assertions Related to 
Which Themes 
or Factors 

Evidence, 
Persuasions, 
References in Which 
Cases 

Commentary (other important points to 
make about the Quintain, possibly 
regarding a finding from a single case) 
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