A
Abuse:
case story, 7
physical, 15
substance, 102
Acceptance, as stage of grief, 123
Accountability, 159-160
Administrative employees, client
communication handled
by, 143-144
Advocacy Unlimited, 132
Affairs, 37-38, 75
Agreements, plea, 153
Alimony, 141
Anger:
and allowing clients to vent, 174
case story, 6-9, 72, 131
and client communications, 172
dealing with, 60-64
distracting clients frm' 178-180
with family dispzies, 35
in fraud suspects. 127-128
and personal friendships, 38
as stage of grief, 123, 125
Anxiety:
client communication reducing,
143
and settlements, 42
Apologies:
case stories, 154—-155
for emotional outbursts, 176
victim desire for, 153-154
Arrogance, 73
Attachment, 160
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Attorney—client privilege, 22-23
Auditor, general feelings toward, 78

B
Bank databases, 30
Bankruptcy, 98
Bargaining:
by fraud suspects, 128
as stage oi'grief, 123
Barnard; jayne W., 132
Betioyvar:
aisoelief and, 71-76
and personal friendships, 38
Biases, 164
Bodily reactions, from nervousness, 52
Body movements, excessive, 52
Bookkeepers, 114
Boundaries. See also Setting expectations
around voicemail, 170
clients crossing, 160-161
setting, 160-161
setting time expectations to set, 169
Boy Scouts, 110, 111
Breathing, 176-180
Building rapport, and providing
tissues, 56

C

Calls:
with clients, see Client communication
initial, 17-18
management of, 169-170

Cancer, 40

Caring for suicidal individuals, 112, 121
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Case stories:
about safety considerations,
147-149
of anger and hostility, 62-63,
65-69,127-128
of appreciation, 99-101
of client communication, 140-142
of crying, 58-59
of depression, 92, 95-96
with disappointing outcomes,
24-26
of disbelief and betrayal, 72-75
of distracting clients, 178-179
of excitement, 78—86
including apologies, 154
of indifference, 88-90
involving biases, 164
involving personal friendships,
37-39
involving suicidal
individuals, 113-119
involving work relationships, 39-40
missing money, 31-33
mother’s estate, 5-9
of nervousness, 52-54
regarding safety, 35-36
of resentment, 77
of rollercoaster emotions, 173
school finance managet, * 114
and settlements, 43-46
of stages of grief, 129-131
of substance usc, 193-105
of trusting clients, 106
of unexpected emotions, 166
when declining cases, 19-21
Caution. See also Safety
with excited clients, 83
with indifference, 90-91
Cell phone, setting boundaries
surrounding your, 150-152
Certified public accountants (CPAs), 7
Children, 15, 34
Church, 52-53
Civil actions, 153
Clergy, 64-65

Client, defined, 1
Client communication:
developing your own approach
to, 143-144
expectations for, 139-140
ground rules for, 145-146
providing updates to clients, 149
setting expectations for,
22,144-145
and setting personal cell phone
boundaries, 150-152
taking phone calls, 169-171
through emails, 171-172
Client complaints, 144
Client emotions:
addressing, 22-27
and client story, 5+15
examiner response to, see Examiner
recomricndations
expecting, 17-22
importance of understanding, 2
prevaring for, see Preparation
10llercoaster of, 15-16
Client notes, 181
Client relationships, as complicating
factor, 34-35
Client restitution, 42—47
Client story, 5-15, 86
an choosing who to talk to, 86
creating opportunity to share,
59-60
in fraud case story, 5-9
importance of listening to, 10-11
personal interest in, 164
Client updates, 149, 158
Client well-being, 99
Coffee drinkers, 158
Communication, client, see Client
communication
Compassion:
and desperation, 98
importance of, 160
treating individuals with, 94
Complaints, 144
Complicating factors, 29-47



client restitution, 42—47
CSI effect, 29-34
family and “like family”
relationships, 34—40
friends/other outside
influences, 41-42
Connecticut, 110

“Coping with Victimization” (Tesler and

Thompson), 132
CPAs (certified public accountants), 7
Credit cards, 11-14
Cressey, DonaldR., 97,133
Crime shows, 29-30
Criminal Minds (TV show), 29
Criminology, 134
Crises, 170, 177
Crying:
and allowing clients to vent, 174
case story, 40
dealing with, 55-60
CSI:Crime Scene Investigation
(TV show), 29
CSI effect, 29-34, 82
“Customers Aren't the Only Victims”
(Lank), 131-132
Customer service:
importance of, x
recommendations for, 157-139Y
when addressing emotions, 23

D
Databases, 30
Databases, bank and investment, 30
Decision making, friends affecting, 41
Declining cases, 19
Deliverables, x
Denial:
case story, 130
in initial calls, 18
as stage of grief, 123
in victims, 124-125
Depression, 91-96
despair from, 97
with family disputes, 35
in fraud suspects, 128
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in long fraud cases, 127
signs of, 91
as stage of grief, 123,126
Despair, 97-101
Didion, Joan, 132
Disappointment, 23-26
Disbelief:
about, 71-76
case story, 96
Disingenuousness, 160
Distracting clients, 178-180
Divorce:
case story, 38, 140-142
and desperation, 97-98
and resentment, 76
Domestic violence, 7
Door scopes, 146
Dragnet (TV seiies), 10
Drinking prov'em, 6. See also
Sibstance abuse
Drugs, 102. See also Substance abuse
Fagle Scouts, 111
Elderly individuals:
case story, 95-96
and depression, 92
Emails, 152, 171-172. See also Client
communication
Embarrassment, 60
Embezzlement:
case story, 103, 154
and client note taking, 181
and magical thinking, 132
Emergencies, 170-171
“The Emotional Stages of Divorce”
(Tesler and Thompson), 132
Emotion equilibrium, of
examiner, 174-176
Emotions, defined, 16
Empathy:
and depression, 94
and desperation, 98
showing, 57
sympathy vs., 167



190 Index

Employees, client communication
handled by, 143-144
Encyclopedia Britannica, 132
Establishing rapport, 11
Estate settlement:
case story, 43-46
and depression, 92-93
and taking cases personally, 162-163
Examiner recommendations, 157-167
customer service, 157-159
empathy vs. sympathy, 167
examiner feelings of guilt, 161-162
examiner’s personal interest, 162—165
passion and genuineness, 159
setting boundaries, 160-161
setting client expectations, 159-160
with unexpected emotions, 165-167
Examiner responses, 180-181
Excessive body movements, 52
Excitement, 78-86
Expectations, setting, see Setting
expectations
Experience, importance of, ix, 57, 102
Explanation, see Rationalization

F
Faked illnesses, 40
Family disputes:
case story, 35-36, 72, 113-115
as complicating factors, 54
and crying, 58-5¢
and depression.5.-93
disbelief and betrayal in, 71
and suicide, 111-112
Family relationships, as complicating
factor, 34-40
Feelings, defined, 15-16
Fiduciary law, 75
Files:
and locking up records, 106
as starting point of
investigation, 33-34
unattended, 106
Finance manager, 11-14
Financial advisors, 124-125

Financial crime:
case story, 11-14
and nervousness, 53-54
professional services in field of, 1
stages of grief in victims of, 124
Financial need, perceived, 97
Financial schemes, 95-96
First responders, legal duty of, 110
Forms, intake, 17
Fraud:
case stories, see Case stories
professional services in field of, 1
terminology of, 1-2
Fraud examiner (term), 1
Fraud investigation (tern:), 1
Fraud triangle, 97, 122
Friendships:
anticipating cmotions in, 37
influenceor, +1-42
Frustraton, and personal friendships, 38

G
sambling, 132-133

(Cenuineness, 10, 159

Gratitude, 99

Greed, 73

Grief, 123-134
and magical thinking, 132—-133
and rationalization, 133-134
stages of, 19, 123-132

Ground rules, establishing, 145-146

Guilt, examiner feelings of, 161-162

H

Hartford Magazine, 132
Health care industry, 126
Hollywood, 29
Homicides, 121-122
Hostility, 60-69

I

Illnesses, faked, 40
Indifference, 87-91
Initial calls, 17-18
Intake forms, 17



Internal Revenue Service (IRS), 126
Intimidation, 60

Intoxication, 102-105

Investment databases, 30

Invoices, 27

IRS (Internal Revenue Service), 126

J

Justification, see Rationalization

K
Kiibler-Ross, Elisabeth, 123-124

L

Lab technology, and CSI effect, 30

Law, fiduciary, 75

Law & Order (TV show), 29

Legal duties, 110

“Like family” relationships, 34—40

Limitations, and client
expectations, 31-34

Link, Ricky, 132

Locking up records, 106

Loneliness, 94-95

M

Magical thinking, 132-133

Manchester Community Colleze. 185

Manipulation, 106

Masot, Joanie, 132

Mayo Clinic, 91

Medical facilities; for cuicidal
individuals, 112

Medicare, 126

Meet-and-greet session, 145, 158

Merriam-Webster Dictionary, 133

Modified Kiibler-Ross Model, 124

Mood changes, 15

Morality, and dealing with suicidal
clients, 110

N

NCIS (TV show), 29

Needs, perceived financial, 97
Nervousness, 52—-54
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Networking, x
Note taking, 181

(0}
Objectivity, 10, 163-165
Office space, safety
considerations for, 146
On Death and Dying (Kiibler-Ross), 123
Opportunity, perceived, 97
Other People’s Money (Cressey), 133
Outside influences, 41-42

P
Parental validation, 34
Passion, 159, 174
importance of, ix-«
Patience, 143
Peepholes, 1456
Perceived financial need, 97
Perceive: opportunity, 97
Perconal zell phone, setting boundaries
surrounding your, 150-152
Personal experience, external physical
world linked to, 132
Personal friendships, anticipating
emotions in, 37
Physical abuse, 15
Plea agreements, 153
Police explorer program, 109
Predefined phone responses, 151
Preparation, 139-156
and client catharsis, 152—-156
and developing your
approach, 143-144
ensuring safety, 146-149
establishing ground rules,
145-146
importance of, 139-143
to keep clients informed, 149
providing your cell phone
number, 150-152
setting client expectations, 144-145
Probate court, 74-75
Property managers, 103-105, 120
Psychology, 134
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R
Rage, 127. See also Anger
Rapport, building, 11, 56
Rationalization:
defined, 133-134
in fraud triangle, 97
and magical thinking, 133-134
Raypole, Crystal, 132-133
Reacting to client emotions, 169-183
and allowing clients to vent,
172-176
client notes, 181
examiner responses, 180-181
focus clients, 181-182
reminding clients to breathe,
176-180
reminding clients to live their
lives, 182—-183
setting time for clients to listen, 180
taking phone calls, 169-171
through emails, 171-172
Reasoning, see Rationalization
Recommendations, examiner, see
Examiner recommendations
Redcollar crime, 121
Referrals, ix, 19
Relationships:
after case closure, 131
building, x
client, as complicating factor, 34-35
family, as compliciting factor,
34-40
friendships, 37, 41-42
“like family,” 34—40
repairing, 93
setting boundaries in, see Boundaries
Reputation, ix
Rescheduling meetings, 180
Resentment:
about, 76-78
case story, 72
and family disputes, 35
and personal friendships, 38
Respect, 10, 94
Responses, examiner, 180-181

Restitution, 42—47

Restraining orders, 7

Roadblocks, 31

Rollercoaster of emotions, 15-16, 172
Rushed speech, 52

S
Safeguarding your case, 105-107
Safety:
and anger/hostility, 64
assessing room for, 60-61
case story, 21, 35-36
and family disputes, 35
and homicides, 122
and surprise client visite, 146
when dealing withinder the influence
individuals, 162-103
Sales 101, 23
Schemes, financial, 95-96
School firarice manager, 11-14, 62-63
Security, 146
Seli-evaluations, for examiners, 57
seliishness, 73
Setting expectations:
around time for communication,
169
being realistic when, 159-160
for communication, 144-145
and CSI effect, 30
for disappointment, 23-26
fraud case story, 31-33
in initial meetings, 22—-23
to manage emotions, 159-160
Settlements:
case story, 43—46, 154-155
estate, see Estate settlement
and outside influences, 4142
Shock, as stage of grief, 124, 125
Siblings, 34, 35-36. See also
Family disputes
Sociology, 134
Speech, rushed, 52
Sports program, 11-14
Spouses, cases involving, 73-75. See
also Divorce



Stalled cases, 183
State marshalls, 119
Stockholders, 65-66
Stress, 15

and allowing clients to vent, 174

and anger, 60

and safety, 122

and suicide, 109

taking deep breathes to

minimize, 176-177

Substance abuse, 102-105
Suicides, 109-121

and despair, 98

possibility of, 107
Surprise client visits, 146
Swearing, 64-69
Sweating, 52
Sympathy, 56

empathy vs., 167

T
“Ta-Da! Magical Thinking Explained”
(Raypole), 132
Taking control, 61
Taxes, and financial crimes, 126
Tax returns, 55
Technology, lab, 30
Terminations:
and depression, 94
and suicide, 118
Tesler, Pauline H., 122
Testing, as stageoi guiet, 124
Texting, 150-152. See also Client
communication
Theft, 32
Thinking, magical, 132-133
Thompson, Peggy, 132
Tissues, 55
Tracking cases, 158
Triage cases, 17
Trials, 41, 153
Trust:
case story, 106
gaining client, 46—47
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losing, 155
mixed emotions from violated, 71
and rationalization, 133

Trust (legal), mishandling of, 5-9

U

Unattended files, 106

Unexpected emotions, 165-167

University of Connecticut, 185

“Unresolved Gambling Treatment
Options” (series), 133

A%
Validation, parental, 34
Vengeance, 125
Venn diagrams, 76
Venting:
case story, 44, 62
creating spac= for, 42,152,172-176
and crying, 55
Videofootage, and CSI effect, 30
Violence:
end anger, 61
case story, 7
domestic, 7
and family disputes, 34, 36
against fraud examiners, 122
fraud matters resulting from, 122
and homicide, 121
Vocal tone:
to calm clients, 57
for control, 62
Voicemails, 170-171
Voice of reason, 41

w

Well-being, of clients, 99

Work relationships:
anticipating emotions in, 37
managing emotions in, 38—40

Y
“The Year of Magical Thinking: Fraud,
Loss, and Grief” (Barnard), 132






