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isis Manageme ntCrisis management is a relatively new field of management.
Typically, proactive crisis management activities include forecasting potential crises and
planning how how to deal with them, for example, how to recover if your computer
system completely fails. Hopefully, organizations have time and resources to complete a
crisis management plan before they experience a crisis. Crisis management in the face of
a current, real crisis includes identifying the real nature of a current crisis, intervening to
minimize damage and recovering from the crisis. Crisis management often includes
strong focus on public relations to recover any damage to public image and assure
{stakeholders that recovery is underway.{endslide
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Crisis management  Crises can strike any company at any time. Microsoft, ValueJet,
Chrysler, Pepsi and the tobacco industry are some of the most recent companies that can
attest to this fact, but they are not the only ones. Crises do not discriminate based on a
company's size or notoriety, and they can hit when a company least expects them. They
come in many forms - strikes, layoffs, product recalls or allegations of misconduct, but
while some of these may seem small, every crisis has the potential to damage the
reputation of a company. Regardless of the severity of the situation, crises pose a serious
threat to companies - not only to their reputation but their fiscal health as well. When
Odwalla's apple juice was thought to be the cause of an outbreak of E. coli bacteria, the
company lost a third of its market value. The same allegation against Jack in the Box
restaurant in vaar caused the hamburger chain's stock price to fall from $\f a share to
nearly $v a share.y On the other hand, some companies emerge from crises unscathed in
the eyes of consumers and investors. Johnson and Johnson is one such company. After it
was discovered that its Tylenol capsules had been laced with cyanide, Johnson and
Johnson reacted in such an effective way that the case is now well-documented as an
example of successful crisis management. The factor that determines how a company
will withstand a crisis is its ability to respond to the crisis. "The public forgives accidents,
but it doesn't forgive a corporation if its response to the public is inadequate."y Once a
crisis occurs, the company is suddenly a target for the media, who are acting on behalf of
the public to find out the answers to the important questions about their own safety. One
substantial barrier the company must overcome is the public's perception, because it is a
well-known fact in the public relations field that perception is, indeed, reality. One survey
discovered some unsettling facts: Three-fourths of the people surveyed said companies
do not take responsibility for crises Three-fourths said companies do not usually tell the
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truth v This high level of cynicism is important to overcome, for it is how the company is
perceived by the public that ultimately will determine the future of the organization. Time
is at a premium during a crisis, so it is essential for companies to plan ahead. "In a world
where the wrong split-second decision can cost a company millions in negative publicity,
not being prepared is not worth the risk - to executives or the companies they work for "¢
Many companies today recognize this and have in place a crisis communication plan that
outlines the steps to be taken during the first few hours of a crisis. They spell out the who,
what, when, where and how the company should deal with the crises. The best plans
produce many of the materials necessary ahead of time, including initial official
statements, press releases, fact sheets and backgrounders so that the missing
information simply must be inserted and the materials are ready to go. A good crisis plan
is "everything you need in one place so you don't have to search - because you may not

{have time to search."s {endslide
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?What is an Identity Crisis

Are you unsure of your role in life? Do you feel like you don't know the 'real you'? If you
answer yes to the previous questions, you may be experiencing an identity crisis. Theorist
Erik Erikson coined the term identity crisis and believed that it was one of the most
important conflicts people face in development. According to Erikson, an identity crisis is a
time of intensive analysis and exploration of different ways of looking at oneself. Erikson's
interest in identity began in childhood. Raised Jewish, Erikson appeared very
Scandinavian, and felt that he was an outsider of both groups. His later studies of cultural
life among the Yurok of northern California and the Sioux of South Dakota helped
formalize Erikson's ideas about identity development and identity crisis. Erikson described
identity as "a subjective sense as well as an observable quality of personal sameness and
continuity, paired with some belief in the sameness and continuity of some shared world
image. As a quality of unself-conscious living, this can be gloriously obvious in a young
person who has found himself as he has found his communality. In him we see emerge a
unique unification of what is irreversibly given--that is, body type and temperament,
giftedness and vulnerability, infantile models and acquired ideals--with the open choices
provided in available roles, occupational possibilities, values offered, mentors met,
(friendships made, and first sexual encounters." (Erikson, yav-.

Research on Identity

In Erik Erikson's stages of psychosocial development, the emergence of an identity crisis
occurs during the teenage years in which people struggle between feelings of identity
versus role confusion. Researcher James Marcia (\a#%, vavs, 14A+) has expanded upon
Erikson's initial theory. According to Marcia and his colleagues, the balance between
identity and confusion lies in making a commitment to an identity. Marcia also developed
an interview method to measure identity as well as four different identity statuses. This
methods looks at three different areas of functioning: occupational role, beliefs and
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values, and sexuality. Identity Statuses

Identity achievement occurs when an individual has gone through an exploration of -
different identities and made a commitment to one. - Moratorium is the status of a person
who is actively involved in exploring different identities, but has not made a commitment. -
Foreclosure status is when a person has made a commitment without attempting identity
exploration. - Identity diffusion occurs when there is neither an identity crisis or
commitment

Researchers have found that those who have made a strong commitment to an identity
tend to be happier and healthier than those who have not. Those with a status of identity
diffusion tend to feel out of place in the world and don't pursue a sense of identity. In
today's rapidly changing world, identity crises are more common today than in Erikson's
day. Exploring different aspects of yourself in the different areas of life, including your
role at work, within the family, and in romantic relationships, can help strengthen your
personal identity. References: Erikson, EH. (vav.). Reflections on the dissent of
contemporary youth., International Journal of Psychoanalysis, &1, yv-yy.Marcia, J. E. (145%)
Development and validation of ego identity statuses. Journal of Personality and Social
Psychology, v, ssv-soA. Marcia, J. E. (\avs) Identity six years after: A follow-up study.
Journal of Youth and Adolescence, o, vfo-1#.. Marcia, J. E. (\aA+) Identity in adolescence. In
J. Adelson (Ed.), Handbook of Adolescent Psychology. New York: Wiley
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WHAT IS CRISIS? Barry Greenwald, Ph.D. It is easy to think" {. st 3 <SS 1) bl o 528 &y 50
that there are a class of events that can easily be defined as crisis. Thus, such events as
earthquakes, fires, murders, rapes, and disasters are easy candidates for the category of
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crisis. While this is certainly true and we should expect people to react intensely to these
life—events, we really need a more sophisticated means for understanding the "nature of
crisis" and the ways in which people react to them. We need to understand that people
give meaning to the events that happen in their lives. Each of us witnessing or
participating in the same event will experience it differently. To a large extent, the
difference is attributable to our unique life histories. We understand the new and the
novel or the highly emotionally charged in terms of what we have already experienced.
We find ways of fitting new experiences into what we already know and that allow a
sense of both familiarity and comfort. It allows us to apply tried-and-true coping styles
which permits a sense of mastery. In this way "new life experiences" are whittled down
to size their uniqueness is made manageable and not disruptive. Any life event can take
on crisis proportions if it is experienced as sudden, intense, unexpected, or emotionally
super-charged. We experience crisis as overwhelming leaving us without means to cope
or to adjust. Somehow, we cannot make sense of what is happening or why it is
happening. Without answers to those important questions, we are left helpless. We
simply do not know what to do to control or master the situation. We do not know how to
make it stop. Wave after wave of emotion sweeps over us and we are unable to predict
when or if this awful situation is going to end. Thus any event can be a crisis if it wipes out
our ability to make sense out of what is happening. We become bereft of means for
exercising some form of control on our lives. We feel helpless the victim of events beyond
reason and certainly beyond our control. It is only after we regain some sense of
understanding and some sense of control that the crisis is reduced to something
manageable. What to look for in a crisis call: The caller is likely to be very upset and
disorganized in his/her presentation. Occasionally, a caller will present in a wooden,
robot-like manner, devoid of any feelings whatsoever. It is as if the caller has
anaesthetized him/herself to all feelings and presents as if they have deadened all
emotions. The caller describes an event that is usually sudden in onset or will describe a
situation in which the event was "the last straw" in a series of events that just sent them
over the edge. The caller cannot make sense of or understand what has happened. He or
she asks questions such as "Why did this happen?" "Why me?" "It just doesn't make any
sense!" "What did I do?" (Sudden deaths, rapes are likely to provoke very clear examples
of this type of questioning as the caller tries to make some sense out of an event that
makes no sense at all.) The caller complains of not knowing what to do and expresses a
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loss of ability. They're not sure what's the matter with them, but they know they are not
functioning as well as they usually do, and they don't know what to do about. The listener
experiences very acutely the caller's sense of helplessness and feels a very real pull to
intervene actively to take control of the situation. Some Ways of Handling the Call: As
always, attempt to build a connection with the caller by being as empathic as possible.
Sometimes all this requires are comments such as: "Go on .." "Tell me more .." "This is
very hard for you." "Take a moment to catch your breath, we have the time .. " If the
level of upset is so great that the caller cannot even talk, the listener may want to try to
help them calm down with some simple breathing exercises. "Just for a moment, I want
to see if we can help you calm a bit. Try breathing in very slowly now let the air all the way
out. Good. Let's try that again." The listeners voice should be slow, calm, and reassuring
gently, but unmistakably in control. The listener dealing with a person in crisis is likely to
have to be more active than in a normal call. Because crisis is so disorganizing, the caller
may have great difficulty in telling what happened in a coherent manner. The listener can
provide organization to the caller. "How did it start?" "What happened next?" "What did
you do?" "How did you feel at the time?" "What happened next?" Essentially, you are
providing the frame within which the caller can tell his/her story. You are also breaking the
story up into small components which are easier to handle than the whole massive
experience. Follow the feeling tone and mirror it. If necessary, encourage the feelings
and their expression. If, however, the feelings are so intense and overwhelming
increasing the sense of being out-of-control, help the caller to just describe the events
that have taken place without emphasizing the feelings. There will be opportunity to
come back to them. As the story unfolds, try to find out how the person understands what
happened. Listen for clues that will link the "current event" with something historical.
Often, an event takes on crisis proportions because it revives the memory of some past,
unresolved event in which similar feelings were experienced. A current death reminds
one of a past death. A failure today reminds one of a failure at some other time. Try to get
a feeling for the person's coping style and what is still working. You will want to provide
assistance directly if the person cannot cope for her/himself. But you will not want to take
over more than is required. Sometimes, it is just necessary to encourage and reinforce
coping styles that are very wobbly. Questions such as: "What do you feel you'll be able to
do?" "Is there something you want to do about this?" can provide clues as to how well a
person is coping and where you might need to lend your skills to theirs. Gently educate
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the person as to what they might expect for the next couple of days during the acute
phase of the crisis. Let them know that they're likely to experience a roller-coaster of
feelings, and that there could be some rough sledding for awhile. Also let them know that
this emotional upheaval is very normal after experiencing such an upsetting event.
Encourage them to call back at any time when thing just feel like too much for them. Make
concrete plans with them in a step-by-step fashion and only for the next couple of days. A
person in crisis does not absorb a lot of information nor can they foresee to far into the
future. Check out the plans that you've made with the caller to be sure that they're well
understood. If you have any doubt, ask them to write down what you've talked about as a
way of aiding their memory. In any crisis call, you should listen for and be alert to suicidal
potential. If a person is so confused and disoriented by what has happened, they might be
a danger to themselves without consciously wanting to commit suicide. If the person
appears highly impulsive and reckless, the possibility of suicide, planned or otherwise,
should not be ruled out. If you sense that possibility, do not hesitate to bring it up for
discussion. You may have to actively encourage the person to seek a safer situation, get
some people to be with her or him, or even suggest hospitalization. Encourage the caller
to call back after a few days in order to see how things are going. If the acute phase of
the crisis seems to have passed and the caller is markedly more calm, the listener wants
to carefully become less active. In essence, as the caller's coping skills return and become
functional once again, the listener wants to reinforce them and not simply replace them
with the listener's own skills. You want to return control of the person's life to the person.
A crisis can be the tip of an emotional iceberg. As the acute phase passes, the pain
diminishes. However, the need for continued psychological work may still be present. The
listener should listen for patterns and be thinking about the possibility for a referral for

.continued psychological assistance
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management is a relatively new field of management. Typically, proactive crisis
management activities include forecasting potential crises and planning how how to deal
with them, for example, how to recover if your computer system completely fails.
Hopefully, organizations have time and resources to complete a crisis management plan
before they experience a crisis. Crisis management in the face of a current, real crisis
includes identifying the real nature of a current crisis, intervening to minimize damage
and recovering from the crisis. Crisis management often includes strong focus on public
relations to recover any damage to public image and assure stakeholders that recovery is

{underway. (The library includes a variety of related topics.) {endslide
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WHAT IS CRISIS? Barry" {uste s ¢SS 1) Ltyl o 525" Sy s 0 b o (Kl e salie () ,="titlE
Greenwald, Ph.D. It is easy to think that there are a class of events that can easily be
defined as crisis. Thus, such events as earthquakes, fires, murders, rapes, and disasters
are easy candidates for the category of crisis. While this is certainly true and we should
expect people to react intensely to these life-events, we really need a more sophisticated
means for understanding the "nature of crisis" and the ways in which people react to
them. We need to understand that people give meaning to the events that happen in their
lives. Each of us witnessing or participating in the same event will experience it differently.
To a large extent, the difference is attributable to our unique life histories. We understand
the new and the novel or the highly emotionally charged in terms of what we have
already experienced. We find ways of fitting new experiences into what we already know
and that allow a sense of both familiarity and comfort. It allows us to apply tried-and-true
coping styles which permits a sense of mastery. In this way "new life experiences" are
whittled down to size their uniqueness is made manageable and not disruptive. Any life
event can take on crisis proportions if it is experienced as sudden, intense, unexpected, or
emotionally super-charged. We experience crisis as overwhelming leaving us without
means to cope or to adjust. Somehow, we cannot make sense of what is happening or
why it is happening. Without answers to those important questions, we are left helpless.
We simply do not know what to do to control or master the situation. We do not know how
to make it stop. Wave after wave of emotion sweeps over us and we are unable to predict
when or if this awful situation is going to end. Thus any event can be a crisis if it wipes out
our ability to make sense out of what is happening. We become bereft of means for
exercising some form of control on our lives. We feel helpless the victim of events beyond
reason and certainly beyond our control. It is only after we regain some sense of
understanding and some sense of control that the crisis is reduced to something
manageable. What to look for in a crisis call: The caller is likely to be very upset and
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disorganized in his/her presentation. Occasionally, a caller will present in a wooden,
robot-like manner, devoid of any feelings whatsoever. It is as if the caller has
anaesthetized him/herself to all feelings and presents as if they have deadened all
emotions. The caller describes an event that is usually sudden in onset or will describe a
situation in which the event was "the last straw" in a series of events that just sent them
over the edge. The caller cannot make sense of or understand what has happened. He or
she asks questions such as "Why did this happen?" "Why me?" "It just doesn't make any
sense!" "What did I do?" (Sudden deaths, rapes are likely to provoke very clear examples
of this type of questioning as the caller tries to make some sense out of an event that
makes no sense at all.) The caller complains of not knowing what to do and expresses a
loss of ability. They're not sure what's the matter with them, but they know they are not
functioning as well as they usually do, and they don't know what to do about. The listener
experiences very acutely the caller's sense of helplessness and feels a very real pull to
intervene actively to take control of the situation. Some Ways of Handling the Call: As
always, attempt to build a connection with the caller by being as empathic as possible.
Sometimes all this requires are comments such as: "Go on .." "Tell me more .." "This is
very hard for you." "Take a moment to catch your breath, we have the time .. " If the
level of upset is so great that the caller cannot even talk, the listener may want to try to
help them calm down with some simple breathing exercises. "Just for a moment, I want
to see if we can help you calm a bit. Try breathing in very slowly now let the air all the way
out. Good. Let's try that again." The listeners voice should be slow, calm, and reassuring
gently, but unmistakably in control. The listener dealing with a person in crisis is likely to
have to be more active than in a normal call. Because crisis is so disorganizing, the caller
may have great difficulty in telling what happened in a coherent manner. The listener can
provide organization to the caller. "How did it start?" "What happened next?" "What did
you do?" "How did you feel at the time?" "What happened next?" Essentially, you are
providing the frame within which the caller can tell his/her story. You are also breaking the
story up into small components which are easier to handle than the whole massive
experience. Follow the feeling tone and mirror it. If necessary, encourage the feelings
and their expression. If, however, the feelings are so intense and overwhelming
increasing the sense of being out-of-control, help the caller to just describe the events
that have taken place without emphasizing the feelings. There will be opportunity to
come back to them. As the story unfolds, try to find out how the person understands what


http://www.ghaemiyeh.com

11€A )1 119 asdw www.Ghaemiyeh.com plgawl asdd (s\ak)y OExEAT 35)s Ohay Cupss

happened. Listen for clues that will link the "current event" with something historical.
Often, an event takes on crisis proportions because it revives the memory of some past,
unresolved event in which similar feelings were experienced. A current death reminds
one of a past death. A failure today reminds one of a failure at some other time. Try to get
a feeling for the person's coping style and what is still working. You will want to provide
assistance directly if the person cannot cope for her/himself. But you will not want to take
over more than is required. Sometimes, it is just necessary to encourage and reinforce
coping styles that are very wobbly. Questions such as: "What do you feel you'll be able to
do?" "Is there something you want to do about this?" can provide clues as to how well a
person is coping and where you might need to lend your skills to theirs. Gently educate
the person as to what they might expect for the next couple of days during the acute
phase of the crisis. Let them know that they're likely to experience a roller-coaster of
feelings, and that there could be some rough sledding for awhile. Also let them know that
this emotional upheaval is very normal after experiencing such an upsetting event.
Encourage them to call back at any time when thing just feel like too much for them. Make
concrete plans with them in a step-by-step fashion and only for the next couple of days. A
person in crisis does not absorb a lot of information nor can they foresee to far into the
future. Check out the plans that you've made with the caller to be sure that they're well
understood. If you have any doubt, ask them to write down what you've talked about as a
way of aiding their memory. In any crisis call, you should listen for and be alert to suicidal
potential. If a person is so confused and disoriented by what has happened, they might be
a danger to themselves without consciously wanting to commit suicide. If the person
appears highly impulsive and reckless, the possibility of suicide, planned or otherwise,
should not be ruled out. If you sense that possibility, do not hesitate to bring it up for
discussion. You may have to actively encourage the person to seek a safer situation, get
some people to be with her or him, or even suggest hospitalization. Encourage the caller
to call back after a few days in order to see how things are going. If the acute phase of
the crisis seems to have passed and the caller is markedly more calm, the listener wants
to carefully become less active. In essence, as the caller's coping skills return and become
functional once again, the listener wants to reinforce them and not simply replace them
with the listener's own skills. You want to return control of the person's life to the person.
A crisis can be the tip of an emotional iceberg. As the acute phase passes, the pain
diminishes. However, the need for continued psychological work may still be present. The
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WHAT IS CRISIS? Barry Greenwald, Ph.D. It is easy to think" {. st 5 ¢SS 1) bl o 528 &) 0
that there are a class of events that can easily be defined as crisis. Thus, such events as
earthquakes, fires, murders, rapes, and disasters are easy candidates for the category of
crisis. While this is certainly true and we should expect people to react intensely to these
life—events, we really need a more sophisticated means for understanding the "nature of
crisis" and the ways in which people react to them. We need to understand that people
give meaning to the events that happen in their lives. Each of us witnessing or
participating in the same event will experience it differently. To a large extent, the
difference is attributable to our unique life histories. We understand the new and the
novel or the highly emotionally charged in terms of what we have already experienced.
We find ways of fitting new experiences into what we already know and that allow a
sense of both familiarity and comfort. It allows us to apply tried-and-true coping styles
which permits a sense of mastery. In this way "new life experiences" are whittled down
to size their uniqueness is made manageable and not disruptive. Any life event can take
on crisis proportions if it is experienced as sudden, intense, unexpected, or emotionally
super-charged. We experience crisis as overwhelming leaving us without means to cope
or to adjust. Somehow, we cannot make sense of what is happening or why it is
happening. Without answers to those important questions, we are left helpless. We
simply do not know what to do to control or master the situation. We do not know how to
make it stop. Wave after wave of emotion sweeps over us and we are unable to predict
when or if this awful situation is going to end. Thus any event can be a crisis if it wipes out
our ability to make sense out of what is happening. We become bereft of means for
exercising some form of control on our lives. We feel helpless the victim of events beyond
reason and certainly beyond our control. It is only after we regain some sense of
understanding and some sense of control that the crisis is reduced to something
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manageable. What to look for in a crisis call: The caller is likely to be very upset and
disorganized in his/her presentation. Occasionally, a caller will present in a wooden,
robot-like manner, devoid of any feelings whatsoever. It is as if the caller has
anaesthetized him/herself to all feelings and presents as if they have deadened all
emotions. The caller describes an event that is usually sudden in onset or will describe a
situation in which the event was "the last straw" in a series of events that just sent them
over the edge. The caller cannot make sense of or understand what has happened. He or
she asks questions such as "Why did this happen?" "Why me?" "It just doesn't make any
sense!" "What did I do?" (Sudden deaths, rapes are likely to provoke very clear examples
of this type of questioning as the caller tries to make some sense out of an event that
makes no sense at all.) The caller complains of not knowing what to do and expresses a
loss of ability. They're not sure what's the matter with them, but they know they are not
functioning as well as they usually do, and they don't know what to do about. The listener
experiences very acutely the caller's sense of helplessness and feels a very real pull to
intervene actively to take control of the situation. Some Ways of Handling the Call: As
always, attempt to build a connection with the caller by being as empathic as possible.
Sometimes all this requires are comments such as: "Go on ..." "Tell me more .." "This is
very hard for you." "Take a moment to catch your breath, we have the time .. " If the
level of upset is so great that the caller cannot even talk, the listener may want to try to
help them calm down with some simple breathing exercises. "Just for a moment, I want
to see if we can help you calm a bit. Try breathing in very slowly now let the air all the way
out. Good. Let's try that again." The listeners voice should be slow, calm, and reassuring
gently, but unmistakably in control. The listener dealing with a person in crisis is likely to
have to be more active than in a normal call. Because crisis is so disorganizing, the caller
may have great difficulty in telling what happened in a coherent manner. The listener can
provide organization to the caller. "How did it start?" "What happened next?" "What did
you do?" "How did you feel at the time?" "What happened next?" Essentially, you are
providing the frame within which the caller can tell his/her story. You are also breaking the
story up into small components which are easier to handle than the whole massive
experience. Follow the feeling tone and mirror it. If necessary, encourage the feelings
and their expression. If, however, the feelings are so intense and overwhelming
increasing the sense of being out-of-control, help the caller to just describe the events
that have taken place without emphasizing the feelings. There will be opportunity to
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come back to them. As the story unfolds, try to find out how the person understands what
happened. Listen for clues that will link the "current event" with something historical.
Often, an event takes on crisis proportions because it revives the memory of some past,
unresolved event in which similar feelings were experienced. A current death reminds
one of a past death. A failure today reminds one of a failure at some other time. Try to get
a feeling for the person's coping style and what is still working. You will want to provide
assistance directly if the person cannot cope for her/himself. But you will not want to take
over more than is required. Sometimes, it is just necessary to encourage and reinforce
coping styles that are very wobbly. Questions such as: "What do you feel you'll be able to
do?" "Is there something you want to do about this?" can provide clues as to how well a
person is coping and where you might need to lend your skills to theirs. Gently educate
the person as to what they might expect for the next couple of days during the acute
phase of the crisis. Let them know that they're likely to experience a roller-coaster of
feelings, and that there could be some rough sledding for awhile. Also let them know that
this emotional upheaval is very normal after experiencing such an upsetting event.
Encourage them to call back at any time when thing just feel like too much for them. Make
concrete plans with them in a step-by-step fashion and only for the next couple of days. A
person in crisis does not absorb a lot of information nor can they foresee to far into the
future. Check out the plans that you've made with the caller to be sure that they're well
understood. If you have any doubt, ask them to write down what you've talked about as a
way of aiding their memory. In any crisis call, you should listen for and be alert to suicidal
potential. If a person is so confused and disoriented by what has happened, they might be
a danger to themselves without consciously wanting to commit suicide. If the person
appears highly impulsive and reckless, the possibility of suicide, planned or otherwise,
should not be ruled out. If you sense that possibility, do not hesitate to bring it up for
discussion. You may have to actively encourage the person to seek a safer situation, get
some people to be with her or him, or even suggest hospitalization. Encourage the caller
to call back after a few days in order to see how things are going. If the acute phase of
the crisis seems to have passed and the caller is markedly more calm, the listener wants
to carefully become less active. In essence, as the caller's coping skills return and become
functional once again, the listener wants to reinforce them and not simply replace them
with the listener's own skills. You want to return control of the person's life to the person.
A crisis can be the tip of an emotional iceberg. As the acute phase passes, the pain
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diminishes. However, the need for continued psychological work may still be present. The
listener should listen for patterns and be thinking about the possibility for a referral for
{continued psychological assistance. {endslide
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