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SUPPORTIVE BEHAVIORS FOR PEOPLE IN CRISIS

1) Active-Empathetic Listening:  This skill is not so much a skill of doing as a skill of being.  Being with a person who is expressing strong feeling can sometimes feel lie a crisis and the “urge to do” can tempt us into rushing to “make it better” with a platitude or other unhelpful response.  Remember, it is not action but reception which comforts.  “When we are able to listen openly to another person and to enter their world without judgment, and with acute sensitivity to their experiences and feelings, then we could be said to be offering empathetic listening. Never reassure or cheer up! Cheering up or reassuring absolutely invalidates the person’s real emotions – which in grief are strong, raw and negative.  Cheering up is the ultimate brush-off; you not only invalidate the victim’s emotions, but you send the judgmental message that he/she is selfish or wrong to have those feelings.  Reassuring is just arrogant; you cannot guarantee that things will be better, can you?  Don’t say it.

2) Reflecting:  This skill means to restate in your own words the literal meaning, as you understand it, of what the person has just said.  At first, this may seem artificial.  It may also seem very difficult when trying to understand what the victim is saying and then finding the right response.  A good reflection does not mean just the mechanical repetition of the words you have heard, but it does mean finding your own words to reflect back to the person, the sense of what they have said.   “Reflecting is helping to give words to the sorrow.”

In order to feel at home in the language of feelings, you need a large range of feeling words at your disposal.  The following list is just a beginning:

Angry
Fearful
Excited
Frantic
Lonely

Sad
Happy
Loving
Helpless
Frustrated

Furious
Warm
Desperate
Hurt
Listless

Anxious
Tense
Hating
Numb
Injured

Frightened
 Terrified
Cold
Tentative
Battered

Resentful
 Annoyed
Icy
Accused
Pierced

Hopeless
Cross
Valued
Guilty
Despairing

DO’S AND DON’TS SUGGESTIONS FOR HELPING PEOPLE IN CRISIS

Listen more than you talk.

Don’t Dominant Conversation.


Allow for silence.



Don’t reinforce grieving person’s denials

Refer to the victim by name.
Don’t use cliches: “I know just how you feel.” 


Be genuine and caring
Don’t avoid them because you are uncomfortable.

Give permission to cry or express anger.
Don’t answer questions you don’t have the answer to.
Do ask about other family members
Don’t give advice, particularly medical or legal.

Source: Revised, based on sections of the COMMUNITY ACTION RESPONSE TEAMTRAINING MANUAL: www.firecorps.org/resources/2006-training-manual.doc
WORKSHEET: ACTIVE LISTENING EXERCISE 

Purpose: To allow participants to demonstrate and assess their active listening skills. They also engage participants in a structured discussion of active listening in relation to job performance. Participants will role play both speaker and listener as well as observer. 

Part I Divide into groups of three if group size permits. Within each triad, assign each person a speaker, listener, or observer role. 
The Speaker completes the sentence and speaks on that topic for 3 minutes. 

The Listener attentively listens. Asks questions to clarify their understanding of what is being shared. 

The Observer carefully observes the verbal and nonverbal interchange between the Speaker and the Listener, making note of body language. The Observer also serves as the timekeeper, notifying the speaker when 3 minutes is up. 

At the end of each round participants switch roles so that everyone has a chance to be a Speaker, Listener, or Observer. Place two chairs face to face for the Speaker and the Listener. If there is an Observer, they sit in a third chair placed nearby. 

Round 1 (5 minutes)
The Speaker starts by completing following sentence: “The most difficult part of my job is…”  

Round 1 

Role: _____________________________________________________________ 

Notes: ____________________________________________________________ __________________________________________________________________ __________________________________________________________________ 

Switch roles and begin Round 2- respond to the same question. (5 minutes)
Round 2 

Role: _____________________________________________________________ 

Notes: ____________________________________________________________ __________________________________________________________________ __________________________________________________________________

Switch roles again and begin Round 3- respond to the same question. (5 minutes)
Round 3 

Role: _____________________________________________________________ 

Notes: ____________________________________________________________ __________________________________________________________________ __________________________________________________________________

Part II Remain in your groups and allow each person to briefly share his experiences and observations in the roles. The following questions may be helpful in prompting the discussion: 

Speaker—How did you feel about sharing what you did? Did you feel that the Listener fully understood the meaning of what you shared? 

Listener—Did you have any difficulty listening to what was being shared, and if so why? Were things said that you did not understand, and did you ask for clarification? If you felt a need for clarification but did not request it, why not? How did it feel to have to listen and not engage in conversation?  

Observer—What did you notice about the Listener’s and the Speaker’s body language? In your opinion, did the Listener demonstrate interest in what was being said? 

Part III  Return to the larger activity group and begin a discussion of the following questions: 

What is the most difficult aspect of effective listening ? 

How does the content or nature of what is being said affect your ability to actively listen? Is it easier to listen to less personal communication? More difficult to listen to communication that deals with sensitive issues? 

Within this job performance situation or others, how can you use active listening to move toward mutual understanding of program guidelines and practices? For example, how can you use active listening to determine the basis for an individual’s interpretation of information? 

How do you plan to use the HEAR model to be a better communicator?

Source:   www.headstartinfo.org/doc/3-f.rtf.
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