
( DON’Ts of Crisis Response
Do
 Do 

  Do 


Be empathetic, compassionate, courteous, understanding, prompt, non-judgmental, calm, non-critical, patient, reassuring, and helpful to clients.


Do say:

· I’m sorry that this has happened.

· I can’t imagine how difficult this must be for you.  I’d like to be with you for a while if you’d like.

· Would you like me to help you with....

· It’s not your fault.

· What you’re feeling is very normal.

· Your feelings are very normal in this situation.

· I do not know how you feel, but I would like for you to please share your feelings with me.

Make sure the client feels safe.

Listen attentively but do not force them to talk.

Get as much necessary information from the client to enable you to follow up at a later date. As a minimum, get the client’s name and phone number without becoming intrusive.

De-escalate distressed clients by talking in a soft, calm voice and encouraging them to focus on what they are requesting from you. 

Maintain client confidentiality.

Realize callers will be in crisis and may be angry, rude, and irrational. Often anger masks feelings of embarrassment, confusion, and fear. Be sensitive to “where the caller is coming from emotionally,” and handle the caller in a professional manner.  Be tolerant of anger or other intense emotions.

Reassure the client by letting them know you’re glad they called/came in; tell them they did the right thing, their feelings are normal, and their questions are valid.

Provide sound information, referrals, resources, and options, so the individuals can make a good decision or solve their own problem.

Remind clients of the 1-800-FSC-LINE information and referral number, especially if they called long distance on another line.

When asked to relay information, verify who you are talking to and pay attention to which information you are releasing on an unsecure line. For example, someone may ask you to call BUPERS or Headquarters with information ( don’t assume it’s okay to provide unpublished information over a non-secure line.

Ask for relief if you become tired, irritable, short, or annoyed with a client.

Stay at your assigned post until you are relieved.

Keep an eye on other staff members and offer assistance and encouragement when possible.

Don’t
 Don’t
Don't 


    Give personal opinions or advice about the situation.


Don’t say:
· It’s God’s will.

· You’re so strong.  I know you can handle this.

· Tell me what I can do.

· I understand.

· It was a blessing that....

· I know how you feel.

· You’ll get over this.

· Remember to be strong for the children.

· Just be thankful that....

· You’re lucky that....

Give out unofficial information concerning injuries or casualties over the phone or in person.

Offer false hope.

Provide media personnel with information. Refer all media personnel to the Public Affairs Office (PAO), unless PAO and your supervisor have granted authorization for release of information.

Get impatient with clients.

Use military phrases or acronyms with clients and families.

Say you don’t know or don’t have the information. Tell the client you will try to obtain information and call them back.

Exaggerate the problem.

Take responsibility for the clients’ problems. Provide information and referral and then ask them to call back on the 1-800 line, if the information or referral provided is not appropriate. Empower the client by giving them the tools to make their own decisions and solve their own problems. 

Self-disclose or focus the conversation on your problems. 

Continue to work after you have been relieved unless you have supervisory approval. You will need to rest before your next shift. Resting reduces your stress level.

Make physical contact with clients unless you have asked their permission or they initiate it.
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