KDVA, June 1998

I. 
Crisis Calls

A.
What Is A Crisis Call

A Crisis Call is a call in which the caller requests or needs assistance to resolve a problem.  The caller will need information, referrals, and help in determining what immediate steps to take. The problem may be immediate and life threatening and require quick intervention.  At this point in the caller's life, you may be the lifeline to safety.  Your knowledge, attitudes, and demeanor can help the caller make healthy decisions.

1.
Counseling

After speaking with survivor on the phone they may not want shelter at this time. The survivor may request an individual counseling session with a counselor.


2.
Referrals

After working with a survivor of intimate abuse, there are some specific recommendations you can make after you know where they are, emotionally and otherwise.

B. 
Personal Qualities For Effective Crisis Counseling

1.
Calm Nature

Crisis Counselors must remain calm in crisis situations.  A phone counselor does not "enter into" the crisis. Voice tone, quality, speed and inflection must all reflect confidence and reassurance.



2.
Non-Judgmental Attitude

Crisis Counselors demonstrate respect for callers by accepting the caller's right to maintain her/his own standards.



3.
Self-Confidence

To be effective, a counselor must believe they can be effective.  Self-confidence as a Phone Counselor will increase in proportion to the training, skill development, and successful experience one gains through hard work and persistence.

4.
Genuine Concern and Ability to Empathize

A Phone Counselor's primary motivation is genuine concern for people.  The Crisis Office is not a place for Phone Counselors to work out personal problems. Rather, the focus is always on the caller's needs.



5.
Sense of Humor

When used sensitively, a sense of humor can help a caller put problems in perspective.  The use of humor must in no way imply that the Phone Counselor feels the situation is trivial. Each call must be treated seriously.  Sarcastic humor is never appropriate.

6.
Patience

Callers are sometimes unable to follow-up immediately, or they may have difficulty putting into words the problems and feelings they are experiencing.  Phone Counselors need to wait patiently, not pushing for the end of the call.

7.   
Common sense

Callers are often plagued in part by unrealistic expectations, poorly established goals, and the belief that the answer to their problems is in someone or something else.  A Phone Counselor applies common sense to the situation, helping the caller to establish goals and plans for solving problems.

C. 
Flow Chart (see attached)

       

1. 
Establishing Rapport

   

2.   
Assess Problem/Danger

 
D. 
Telephone Crisis Counseling Procedures

1.  
Identifying

Identify yourself and try to obtain the survivor's name.

2.
Assailant's Name and Survivor's Address

Note the relationship to the perpetrator and the marital status.  Who else was or is involved in the abuse?  Gather the survivor's address, if possible.

3.
History of Abuse and Most Recent Incident

Note frequency, severity of abuse, and precipitating events. Check the types of abuse as listed on the crisis call form.  Ask if alcohol/drugs were used by survivor or perpetrator.

4.
Location Status of Children

Ask for the name, age, and sex of the children.  Has the perpetrator harmed or abused the children?  Will the children accompany the survivor to shelter?

5.
Assessment of Survivor

Does the survivor seem emotionally stable?  Is the survivor or the perpetrator seeing a counselor?  Are they on medication? Does survivor’s mood, voice tone seem appropriate?  Is survivor severely depressed or suicidal?

6.
Is Survivor Requesting Shelter?

Are there alternative plans if shelter is not possible?  Who has been helpful in the past?  Can survivor stay with a friend or relative or be referred to another shelter?  What are survivor’s main concerns?  Is survivor’s life endangered?

7.
Discussion of Recommendations and Referrals

Would a Domestic Violence Petition resolve Caller's crisis? Does survivor appear to have enough evidence to file a Domestic Violence Petition?  Would nonresidential counseling be more appropriate?

8.   
Remind Survivor of Mandatory Report to D.S.S. (if appropriate in your state)

In some states, you must report abuse to D.S.S. The survivor can accept or decline the services.

9.
Coordinate Transportation

Ask if survivor has transportation.  If not, use the local procedures such as State Police, Local Police, or the Yellow Cab Company.

10.
Record Phone Contact

Be sure the Crisis Call Form is filled out as much as possible. Record any incoming or outgoing follow-up contacts.  Always sign any narrative that you type.


E. 
Counseling Techniques

1.  
General to Specific

Caller may be overwhelmed and make statements like:


 
-Nothing in my life is working.

-Everyone is out to get me.

-I'11 never get out of debt.

-All men are jerks.

-No one cares about me.

Move statements from "awfulizing" generalities to something specific, such as:

-What things in your life are not working?

-Which situation causes you the most distress?

-Who do you believe is out to get you?

-What do you mean by "out to get you"?

-Have you made a budget?

-What is the most pressing debt you have right now?

-There are agencies that might be able to help you.

Try to alleviate the feeling of being overwhelmed.  Break down the whole into parts.  Deal with each part so that something becomes manageable.

2.
Build Trust

Attempt to build trust quickly. Talk with the caller about specific events which may have happened in their life.  Accept what survivor tells you as their valid feelings.

Don't ask WHY, especially when related to feelings. To ask why automatically makes survivorr feel responsible.  “Why do you stay with the abuser” can be replaced with, “Tell me what positive things you get out of the relationship.”  Don't offer premature suggestions.  The client will believe you think the problem is insignificant.

3.
Active Listening

Listen . . . allow silence . . . listen. Be warm, empathic, and genuine.  Offer positive reinforcement such as:

-It was very brave of you to call . . .

-It takes a lot of courage to ask for help . . .

-That must have been very difficult for you . . .

Allow the client the opportunity to vent.  Survivor has been denying repressing feelings too long.  Validate.



4.
Reassurance

Reassure client but never offer false reassurance.  If survivor is in danger, you can offer safe, secure environment (SHELTER).  If survivor does not have an Emergency Protective Order, you can explain—step by step—how to file, and what to expect.  Don't tell survivor that everything will be O.K. or if they come in for counseling or shelter, we can get housing, job and medicine.  Tell survivor that we can assist in determining what options are available.  We know that we can provide a safe place.  We can't make survivor’s life O.K.  Reassure survivor that with help, they can make positive changes in their life.

5.
Ciarify/Confront Inconsistencies Gently

Ask for clarification such as:

-What do you mean by . . . 

-When did you first notice . . .

When confronting inconsistencies here are some examples:

Earlier in the conversation you said the abuser was violent only when he drank, but you've named three other violent episodes that did not include drinking.

You said earlier that the children were not involved but then stated they were having trouble in school.

Let's look at the level of violence in you relationship again. Then repeat to survivor the facts they have presented to you.

6.
Referrals

Offer referrals to survivor.  Ask survivor to get a pencil and write down what you're sharing with them.  People in crisis cannot remember details.

7.
Advice

Clarify.  Give information.  Do not give advice.  

If survivor asks: “What would you do if you were in my place?” 

Respond with:  “Let's look at YOUR options.”

If survivor asks:  “Should I file for a divorce?”

Respond with:  “Sounds like you need more time to be comfortable with that decision.  You might want to consider staying separated until you know for sure what you want to do.  You might make a list and write down the pros and cons.”

8.
Personal Information

Do not disclose personal information about yourself. 

If survivor asks:  “Have you been abused?” 

Respond with:  “Let's use this time to discuss what's going on in your life. “

Then redirect to survivor's story.

9.
Adult Abuse

Adult abuse must be reported to D.S.S. in some states.  An adult has the right to accept or decline services.  If this is the case in the state where you are working, present this information to the caller in a positive manner, such as this: “D.S.S. has services that might be appropriate for you.  They do not want to take your kids away from you (almost all abused people have this fear).  They will phone you and offer you services, or maybe come by or send a letter.  Please don't be frightened by their contact.

Use language the client can understand,

"What's going on", instead of "dynamics".

"Let us help", instead of "facilitate"

"Complicated", instead of "problematic," etc.


10.
Suicide

Are you safe right now?

Has caller attempted in the past?

Does the caller have a plan?

Attempt to get information to call family member.

Keep caller on the phone.  

Ask for verbal commitment to wait a specific time.  

Say:  I REALLY DON'T WANT YOU TO DIE. 

Call Crisis Line for back-up.

Call staff person for back-up.

Call 911 for assistance.

Refer to Suicide policy/guidelines at your shelter.

11.
Documentation

Be sure to document all information on the Crisis Call Form. You might also ask if survivor has called here before or has ever been a non-residential client or a resident.  You can then get file and have some back-up information.
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